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Abstract

Cross-cultural communication is a complex and dynamic process shaped by
psychological factors and individual competencies. This paper examines cross-cultural
communication effectiveness by extending Anxiety—Uncertainty Management (AUM)
Theory and integrating empirical findings on the relationships among anxiety,
uncertainty, cultural intelligence (CQ), communication effectiveness, and knowledge-
sharing behaviour. Anxiety and uncertainty are conceptualized as psychological barriers
that reduce individuals’ ability to predict others’ behaviour, regulate emotions, and
maintain psychological stability during intercultural interactions. Drawing on prior
studies, this paper argues that communication effectiveness functions as a mediating
mechanism that links anxiety and uncertainty to knowledge-sharing behaviour in
multicultural contexts. Effective communication enhances accuracy in message
transmission and interpretation, thereby fostering trust and collaborative learning.
Furthermore, this paper highlights CQ as a critical moderating variable that weakens the
negative effects of anxiety and uncertainty on communication effectiveness. Individuals
with high CQ demonstrate superior metacognitive awareness, cultural knowledge,
intrinsic motivation, and behavioural flexibility, enabling them to navigate ambiguity
and complexity in intercultural encounters. Consequently, CQ not only improves
communication effectiveness but also strengthens knowledge-sharing behaviour,
which is essential for innovation, team performance, and organizational sustainability in
multicultural environments. This conceptual paper contributes to intercultural
communication scholarship by proposing an integrative framework that links AUM
Theory, CQ, and knowledge sharing, and offers practical implications for intercultural
training and organizational development.
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The twenty-first century has witnessed a significant escalation in the frequency and
profundity of cross-cultural encounters due to globalization, technological
advancements, international mobility, and migration. These contacts transpire not just
in professional and educational settings but increasingly via virtual platforms and
international digital networks, presenting both opportunities and obstacles for
intercultural engagement. Intercultural communication currently influences
partnerships in multinational teams, international education initiatives, refugee
resettlement procedures, and transnational digital communities.

Notwithstanding these benefits, prevailing global circumstances indicate enduring
problems that hinder intercultural communication. Research published in the
International Journal of Intercultural Relations indicates that anxiety and uncertainty
impede the effectiveness of intercultural communication, hence adversely impacting
knowledge exchange and collaboration across culturally varied teams. The study
revealed that anxiety and uncertainty diminish the ability to predict others’ behaviour
and hinder effective message interpretation, whereas cultural intelligence (CQ)
tempered and mitigated these adverse impacts, hence improving communication
results

Recent empirical research underscores the importance of cultural intelligence as an
important personal competency in managing intercultural complexity. Systematic
evaluation shows that cultural intelligence improves bridging knowledge gaps and
promotes behavioral efficacy in culturally distinct encounters, underscoring its
continued significance in global communication research. According to David,
Rajasekhar Nigoti, Utkarsh Singh, Sharda various reputable international journals have
consistently disseminated evidence showing that communication competence and
cultural sensitivity improve employee engagement and performance in virtual and
multinational teams, especially in a post-pandemic work environment

In the context of higher education, international students face anxiety and uncertainty
when adapting to a host culture with symbolic systems and unfamiliar social norms.
Cases from Asia and Europe show that students who lack intercultural competence can
experience stress and communication barriers that reduce academic engagement and
social integration. This phenomenon is in line with the basic Anxiety-Uncertainty
Management (AUM) Theory, which posits that effective communication depends on
regulating anxiety and uncertainty within optimal thresholds.

Beyond educational and organizational settings, intercultural communication
challenges also arise in broader social processes such as international business and
migration. For example, intercultural communication deficits can hinder negotiation,
labor integration, and community participation in multicultural cities across Europe and
North America. Recent research on B2B negotiation highlights that cultural intelligence
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enhances negotiators’ ability to adapt and build trust in a diverse commercial
environment, resulting in more effective outcomes

These contemporary global cases illustrate the limitations of communication
frameworks that focus only on language proficiency or cognitive cultural knowledge.
Instead, they highlight the central role of psychological regulation (anxiety and
uncertainty management) and cultural competencies such as CQ in enabling effective
intercultural communication. When individuals fail to regulate psychological responses
to ambiguity in intercultural interactions, communication disruptions,
misunderstandings, and reduced knowledge exchange are more likely. In contrast, high
CQ-which consists of metacognitive awareness, cultural knowledge, intrinsic
motivation, and behavioral flexibility enables individuals to anticipate cultural
differences, adjust communication strategies, and engage in effective cross-cultural
collaboration

By placing cross-cultural communication in the realities of global workplace diversity,
international education, and transnational negotiations, this paper illustrates the
urgency to advance a theoretical framework that takes into account not only
psychological factors but also cultural intelligence as essential competencies to drive
the effectiveness of intercultural communication and sustainable knowledge sharing.
Based on these considerations, this paper aims to develop an integrative conceptual
framework that connects AUM Theory, CQ, the effectiveness of cross-cultural
communication, and knowledge sharing behavior. By synthesizing relevant literature,
this paper contributes to theoretical development and provides practical insights for
intercultural communication training.

This paper adopts a conceptual research design, which is suitable for developing
theoretical frameworks and expanding existing theories without the collection of new
empirical data. Conceptual research synthesizes existing literature, identifies patterns,
and builds theoretical models to explain the relationship between core constructs such
as anxiety, uncertainty, cultural intelligence (CQ), communication effectiveness, and
knowledge sharing. The conceptual approach is well-suited to the social science domain
where refinement and theoretical integration guide future empirical investigations.
Conceptual research does not collect new empirical data but relies onrigorous literature
synthesis to generate validated propositions and frameworks. The conceptual
framework serves as an organizing tool and mental map, guiding research and clarifying
the relationships between constructions in social science research

The literature review process involves a systematic search of peer-reviewed journals
indexed on Scopus and other reputable databases such as, ScienceDirect, Taylor &
Francis, Routledge focusing on studies published from 2010 to 2025. Key search terms
include: cross-cultural communication effectiveness, cultural intelligence, Anxiety-
Uncertainty Management Theory, knowledge sharing, intercultural communication
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competence, and psychological adaptation in intercultural settings. This approach
ensures the inclusion of theoretical advances and empirical evidence relevant to the
conceptual model of the research, in particular contributions that link psychological
factors, cultural competence, and communication outcomes

This paper follows a deductive approach in the construction of conceptual frameworks,
starting with an established theory and progressively establishing logical relationships
between constructions:

The theoretical model is based on the Anxiety-Uncertainty Management (AUM) Theory

, which conceptualizes anxiety and uncertainty as the main psychological variables
that affect the outcome of intercultural interactions. CQ theory with metacognitive,
cognitive, motivational, and behavioral CQ dimensions informs the role of moderators
in managing psychological challenges and improving communication competence

Through a critical synthesis of empirical and theoretical studies, causal relationships
between constructs are identified. The effectiveness of communication is positioned as
a mediating mechanism between psychological variables (anxiety and uncertainty) and
behavioral outcomes (knowledge sharing). CQ is positioned as a moderator that
mitigates the negative impact of anxiety and uncertainty on communication
effectiveness based on evidence from intercultural research.

From the integration of the literature, this proposition provides a testable relationship
for future empirical research and follows standard practice in conceptual social science
research, where theoretical construction precedes measurement and hypothesis
testing. Conceptual frameworks typically describe cause-and-effect relationships and
identify variables and their interconnections

The conceptual methodology is justified because: It allows the synthesis of diverse
literature into a coherent model that advances theory at the intersection of intercultural
communication and relatively backward psychological management. It supports the
identification of theoretical gaps and suggests directions for subsequent empirical
testing through quantitative or mixed methods. Conceptual research is widely accepted
in the social sciences to advance theoretical understanding before extensive
measurements and surveys are designed and validated. This approach is in line with
research practice in communication studies and interdisciplinary fields where complex
constructions are often first explored conceptually before being operationalized in
empirical investigations

The AUM theory, developed by Gudykunst describes how individuals manage anxiety
and uncertainty in intercultural interactions. Anxiety refers to emotional responses such
as fear or tension, while uncertainty involves cognitive limitations in predicting the
attitudes and behaviors of others . According to the AUM Theory, effective
communication occurs when anxiety and uncertainty are maintained at a manageable
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level. Empirical studies have shown that high levels of anxiety and uncertainty
negatively impact intercultural communication competence, relational satisfaction, and
adaptation outcomes. Individuals who experience excessive anxiety tend to avoid
interactions, rely on stereotypes, and misinterpret messages.

The effectiveness of cross-cultural communication refers to the extent to which
individuals achieve intended meaning, mutual understanding, and relational goals in
intercultural interactions. Effectiveness involves accuracy, appropriateness, and
adaptability in communication behavior. Previous studies have shown that
communication effectiveness mediates the relationship between psychological factors
and behavioral outcomes, including cooperation and knowledge sharing.

Cultural intelligence is a multidimensional construct consisting of metacoghnitive,
cognitive, motivational, and behavioral dimensions . Metacognitive CQ involves
awareness of and control over cultural assumptions; Cognitive CQ refers to knowledge
of cultural systems; CQ motivation reflects interest and confidence in intercultural
interactions; and behavioral CQ demonstrate the ability to exhibit appropriate verbal
and nonverbal behaviors.

Research has consistently shown that CQ positively influences intercultural
adjustments, communication competence, and work performance. Importantly, CQ
helps individuals manage anxiety and uncertainty by increasing confidence and
interpretation accuracy in ambiguous situations. Based on the reviewed literature, this
paper proposes an integrative framework in which anxiety and uncertainty negatively
impact the effectiveness of cross-cultural communication. Communication
effectiveness, in turn, mediates the relationship between anxiety-uncertainty and
knowledge-sharing behavior. Cultural intelligence is proposed as a moderation variable
that attenuates the negative effects of anxiety and uncertainty on communication
effectiveness. Proposition 1: Anxiety and uncertainty have a negative effect on the
effectiveness of cross-cultural communication. Proposition 2: The effectiveness of cross-
cultural communication positively influences knowledge sharing behavior. Proposition
3: The effectiveness of cross-cultural communication mediates the relationship between
anxiety-uncertainty and knowledge-sharing behavior. Proposition 4: Cultural
intelligence moderates the relationship between anxiety-uncertainty and
communication effectiveness, so the negative effects are weaker for individuals with
high CQ.

The proposed framework expands the AUM Theory by including CQ as the primary
individual competency that shapes the outcomes of intercultural communication. While
the AUM Theory emphasizes psychological management, the integration of CQ
highlights the role of skills, motivation, and behavioral flexibility in reducing anxiety and
uncertainty. The framework also underscores the importance of communication
effectiveness as a mechanism that links psychological factors to knowledge-sharing
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behaviors. In multicultural organizations and academic environments, effective
communication allows individuals to transform diverse perspectives into shared
knowledge.

The academic world is increasingly recognizing CQ as a dynamic ability that enables
individuals to navigate complexities and ambiguities in diverse cultural environments.
Cultural intelligence consists of metacognitive, cognitive, motivational, and behavioral
dimensions, which collectively enhance the individual’s ability to accurately interpret
cultural cues and adjust communicative behaviors accordingly. Recent empirical studies
confirm that CQ is positively correlated with communication effectiveness and
collaboration outcomes in multicultural teams (e.g., Presbitero & Attar, 2018). In their
moderated mediation model, CQ mitigates the negative effects of anxiety and
uncertainty on the effectiveness of intercultural communication, thus facilitating
stronger knowledge sharing among culturally diverse employees

Research in educational contexts shows that higher levels of cultural intelligence
significantly improve cross-cultural communication skills, which in turn contributes to
multicultural literacy and broader intercultural understanding among students. The
findings show that CQ not only equips individuals with cultural knowledge but also
shapes the enactment of effective communication behaviors in real-world intercultural
settings

Anxiety and uncertainty have long been theorized to disrupt intercultural interactions
by causing cognitive overload, emotional discomfort, and defensive behavior, which
inhibits information exchange and cooperation. This model builds on the AUM Theory
by showing how the effectiveness of communication mediates these psychological
effects, making it a central mechanism that links affective responses to behavioral
outcomes. For example, individuals overwhelmed by uncertainty are less likely to seek
clarification or engage in open dialogue, which directly undermines opportunities for
knowledge sharing within multicultural teams

Introducing CQ as a moderator is in line with recent findings showing that culturally
intelligent individuals are better equipped to regulate anxiety and reinterpret
ambiguous intercultural cues positively. This is consistent with research showing that
CQ training improves communication and teamwork effectiveness among culturally
diverse workers, such as foreign workers in Malaysia’s manufacturing industry, where
CQ interventions significantly improve communication performance and collaborative
outcomes

Knowledge sharing is increasingly seen as a strategic capability that influences
innovation, adaptability, and sustainable performance in global organizations. The
meta-analytical literature reveals that CQ not only enhances interpersonal behavior but
also systematically facilitates knowledge transfer across cultural boundaries, leading to
higher levels of team performance and innovation behavior. For example, studies in
organizational and healthcare settings show that CQ mediates positive relationships
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between competencies and employee outcomes such as resilience and innovative work
behaviors, highlighting that CQ plays animportant role in transforming cultural diversity
into productive knowledge exchange

In addition, an inclusive environment that combines high CQ with an organizational
support system promotes psychological safety and trust, whichis critical to encouraging
open information sharing across diverse teams. Such ecosystem-level insights reflect a
shift in intercultural communication research from individual skills to interactions
between personal competencies and structural supports that collectively influence
knowledge sharing and collaborative innovation

This discussion underscores that the effectiveness of cross-cultural communication
should not be conceptualized solely as a function of linguistic proficiency or superficial
cultural knowledge but as a multi-layered set of competencies that interact with
psychological regulation and context-specific demands. The model proposed in this
paper contributes to the theory by articulating how CQ buffers psychological barriers,
thereby promoting the quality of communication and knowledge sharing across cultural
contexts. Practically, these insights inform intercultural training programs,
organizational diversity strategies, and curriculum design in international education. For
example, improving CQ through structured training, reflective exercises, and cross-
cultural exposure can help individuals manage anxiety and uncertainty more effectively,
leading to improved communication outcomes and collaborative behaviors. Therefore,
organizations and educators should invest in interventions that nurture cognitive
understanding and emotion regulation strategies relevant to intercultural engagement

This paper contributes to the theory of intercultural communication by integrating AUM
Theory with cultural intelligence and knowledge-sharing literature. It offers a more
comprehensive explanation of how psychological and competency-based factors
together affect intercultural outcomes In practical terms, the findings suggest that
intercultural training programs should focus not only on cultural knowledge but also on
the development of CQ dimensions, emotional regulation, and communication skills.
Such programs can improve communication effectiveness and promote knowledge
sharing within multicultural teams.

The effectiveness of cross-cultural communication is shaped by the dynamic interaction
between psychological factors and individual competencies. Anxiety and uncertainty
pose significant challenges to intercultural interactions, but their negative effects can
be mitigated through effective communication and high cultural intelligence. By
integrating AUM Theory, CQ, and knowledge sharing behavior, this paper provides a
conceptual foundation for future empirical research and practical interventions in
multicultural contexts.
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