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Course Description and Learning 
Objectives 
 

“Not everything can be changed, but nothing can be changed until it is faced.” 
James Baldwin 

 
Course Description 
 
This class focuses on Best Practices in Achieving and Valuing Workforce Diversity. The 
primary focus is on understanding and valuing employees’ differences and developing a 
workforce that effectively interacts with one another.  In addition, the course provides 
tools and techniques that help managers lead people in a complex and diverse 
workplace. 
 
Learning Objectives 
 
As a result of this course, managers will learn about diversity, equity and inclusion in the 
workplace. Participants will also be able to: identify strategies that will help them when 
aligning diversity with the mission and business of the organization;  learn strategies to 
increase employee satisfaction, retention, competitiveness and productivity; and, learn 
the added value of diversity and inclusion to the organization and the people it serves. 
 

1. Define diversity from a broad range that meets the changing needs of the 
workforce. 

2. Learn how to cultivate and foster a diverse workforce and recognize and value 
every individual’s unique skills and perspectives. 

3. Learn how managers play a critical role in leading and implementing diversity 
processes in alignment with core organizational goals and objectives. 

4. Examine and analyze the benefits as well as the challenges of diversity in the 
workplace. 

5. Learn and understand communication differences that enhance and nurture 
workplace relationships with peers, subordinates, and supervisors. 

6. Learn to establish legal, ethical, and moral boundaries that cultivate consistency 
and fairness in a diverse workforce. 
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Introduction 
 
Activity: Identify Your Tribe 
 
Before we get started, as best you can, identify ten (10) people that you trust/closely 
align outside of your immediate family. Identify their gender, race, ancestry, religious 
creed, and political affiliation (conservative, moderate or progressive). Of these ten (10) 
people, cross out those you consider acquaintances. Next, cross out those you consider 
you yard buddies/neighbors.  Those remaining represent your tribe — those with whom 
you most closely trust and align. 
 

• How similar or different is your tribe from a diversity perspective? 
• How closely do those with whom you align reflect your workplace? Your 

customers?  
 
 
Introduction 
 
A common misconception about diversity is that only certain persons or groups are 
included under its umbrella, when in fact, exactly the opposite is true. Diversity includes 
Race, Ancestry, Ethnicity, Gender, Age, Religion, Disability, National Origin, Sex, 
Sexual orientation, Gender Identity, Gender Expression, Medical condition, Genetic 
information, Marital status and Military or Veteran status. Each of us possesses unique 
qualities along each of these dimensions. 
 
What is Diversity? 
Diversity is about a collective or a group and can only exist in relationship to others.  
 
What is Inclusion? 
Inclusion is different identities feeling and/or being valued, leveraged, and welcomed 
within a given setting (e.g., your team, workplace, or industry). 
 
What is Equity? 
Equity ensures everyone access to the same opportunities. Equity recognizes that 
advantages and barriers exist, and that, as a result, not all start from the same place. 
Equity is a process that begins by acknowledging that unequal starting place and makes 
a commitment to correct and address the imbalance. 
 

“Diversity is being asked to the party. Inclusion is being asked to dance.” 
        Verna Myers 
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Defining Diversity  
 
Individual Activity: What does diversity mean to you? 
 
Take a moment to write down what diversity means to you. Be prepared to share your 
response. 

 
Under the Civil Rights Act (1964, 1990, & 1991), diversity includes several 
protected categories:  

• Race • Color 

• Sex (including pregnancy) • National Origin 

• Religion • Disability (Physical and Mental) 

• Sexual Orientation   

California state law expands the definition to include: 

• Religious Creed • Ancestry 

• Medical Condition • Genetic Information 

• Marital Status • Gender Identity 

• Gender Expression • Sexual Orientation 

• Military and Veteran Status • Retaliation against someone who 

complains or participates in a 

discrimination investigation 

Generational Diversity 
Adding to our diverse workforce is up to five (5) generations in the workplace as well as 
those we serve as our customers: 
 
 
Traditionalists  1922 – 1945  
Baby Boomers 1946 – 1965  
Generation X  1966 – 1981  
Gen Y (Millennials) 1982 – 1995  
Gen Z   1996 – 2010  
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Defining Diversity  
 
Each generational group has their basic structure and behavior which is rooted in three 
major societal trends. 
 
Political Trends 
Traditionalists tend to be more conservative politically than Baby Boomers.  Over time, 
each generation has become more progressive politically according to statistical 
information gathered by the PEW Research Center (2015). 
 
Economic Trends 
Traditionalists are considered the “wealthiest generation” considering hard work a 
privilege and influenced by the great depression and WWII. Baby Boomers enjoyed 
wealth although many argue they adversely impacted the economy and economic future 
of Generations X and Y due to mishandling of events leading up to the Great 
Recession. And while the economic future looked bright for Generations X and Y, 
COVID-19 has had an adverse impact. 
 
Social Trends 
Generation X appears to be the most diverse racially and culturally.  Their social trends 
mirror Millennials in many ways.  Socially Baby Boomers and Traditionalists tend to be 
more conservative depending on age (The PEW Research Center (2011). 
 
ACTIVITY: Whole Class Discussion – Diverse Workforce 
 

• How might the increase of immigrants affect how you provide service to the local 
community? 

• What concerns do you have with the millennial population being the predominate 
workforce by 2025? 

 
• How do you think the 55+ is viewed by the younger community? 
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Cultivate and Foster a Diverse 
Workforce 
 
Understanding vs. Tolerance 
 
We may feel threatened by differences, and it is true that we tend to gravitate towards 
others who share our perspectives and beliefs.  We feel secure, understood, connected.   
However, in our multicultural society, which is reflected in our workplaces, it is 
imperative that we learn the importance of acknowledging the perspectives of others.  
 
Today’s workforce is a mosaic of values, customs, and practices, and in order to be 
successful, we will need to learn how to navigate through these differences.  We will 
look at what diversity is, understand the benefits and challenges of working in a diverse 
workplace, and enhance the skills that will enable us to successfully negotiate 
differences.   
 
 
ACTIVITY: Have you ever been misunderstood or not accepted? 
 
Have you ever been in a situation where you have been misunderstood or not accepted 
because of your ethnicity, language, culture, age, gender? 
 

• What was that experience like for you? 
 

• How did you deal with it?  
 
It requires an understanding, an acceptance, and a commitment to conduct ourselves 
appropriately and respectfully even, or especially, when we’re in disagreement. 
 
We have to challenge our automatic assumptions and judgments.  Successfully 
engaging as a member of a diverse group also requires that we take good care of 
ourselves, that we teach others what works for us and what doesn’t.  That we speak up 
when we are feeling offended.  In other words —See something, say something. 
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Cultivate and Foster a Diverse 
Workforce 
 
Activity: Whole Class Discussion – Judgements and Assumptions 

 
1. What assumptions of judgements might someone have about these individuals?  
 

 
 

 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

2. How might assumptions or judgements effect how you interact with your co-
workers? Customers? 

 
  

Figure 1: Young man 
Figure 2: Senior 

Figure 3: Individual in a wheelchair 
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Cultivate and Foster a Diverse 
Workforce 
 
Aligning diversity with the mission and business of the organization increases employee 
satisfaction and retention; improves competitiveness and productivity; increases 
responsiveness; and adds value to the customer. Best practices include: 
 

• Leadership and management commitment 
• Employee engagement 
• Strategic planning 
• Accountability, measurement, and evaluation 
• Linkage to organizational goals and objectives 

 
Activity:  
Which one of best practices have you adopted as a leader and manager? How do you 
measure success?  
 
Skills to Deal Effectively with Diversity in the Workplace 
 
• Make an effort to learn about different cultures and groups. 

• Enhance your awareness of and challenge your biases and prejudices. 

• Ask questions of colleagues to increase your understanding of their perspectives. 

• Confront harassing or offensive behavior in the workplace. 

• Make a commitment to treat others with respect regardless of differences. 

• Make an effort to include others and value their input.  

• Be sensitive to non-verbal clues, apologize if you have offended someone. 

• Develop healthy relationship skills – communicate, listen, be flexible and generous. 

• Capitalize on opportunities to teach others.  Make it a teachable moment.  

 
ACTIVITY: Identify A Skill to Work On 
 
Take a few minutes to identify one skill you are willing to focus on to enhance your 
ability to work alongside others of different experiences and histories.   
 
How will you practice and implement this skill?  
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Managers Play a Critical Role in Leading 
and Implementing Diversity Process 
 
According to Harvard University’s Implicit Association Test, 76% readily associate men 
with “career” and women with “family” 

Best Practices in Workforce Diversity 

Inclusion Comes from the Top 

Executive and Senior management set the tone for the culture for the entire 
organization.  Success in workforce diversity begins with an active and visible 
commitment by senior leaders. 

Activity 
You are in a meeting to discuss performance reviews and notice that men are described 
as “strategic” and “visionary” while women are “hard workers” or “good team players.” 
What do you do? 

As the unit manager, you occasionally attend weekly meetings led by your supervisors. 
During the last few meetings, you have observed one of your supervisors consistently 
ask a person of color to take notes.  The person of color resists and asks that the task 
be shared by others.   
 

What do you do? 

Inclusive Recruitment 

Human Resources plays a role here.  HR must emphasize the importance of having a 
recruitment, interview and hiring process that includes diverse candidates at all levels 
when working with its hiring managers. Management can insist the same. Attend 
community-based job fairs. Women, minorities, LGBTQ candidates, age groups national 
origins and neurological differences are viable candidates and create a diverse 
workforce. Ensure interview panels have representation from diverse communities. 

When hiring managers conclude that a woman has children because “Parent Teacher 
Association Coordinator” appeared on her resume/application, the woman is 79% less 
likely to be hired. 

For every 100 men promoted to management, 60 black women are promoted. 
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Managers Play a Critical Role in Leading 
and Implementing Diversity Process 
 
When a woman’s name is replaced with a man’s name on a resume, the resume with 
the man’s name is 60% more likely to be hired. 

Activity 
You are on an interview panel and a colleague rules out a woman of color because 
she’s “not a good cultural fit.”  
 

What do you do? 

Mentoring Programs 

Mentoring programs can provide support, new experiences and career opportunities for 
its workforce. It can create cohesion among employees, departments, hierarchies and 
demographics. It can improve retention and morale. 

Employee Resource Groups (ERGs)  

ERGs provide effective ways for employees to find smaller communities with the 
workforce. Women’s Circles, LGBTQ alliances and Black Alliances to name a few.  

Define Diversity Broadly 

Organizations found to be most effective in their diversity efforts define diversity broadly, 
to include all of its dimensions. It is important to help employees understand that 
diversity includes all characteristics and experiences that define each person as an 
individual.  

Activity 
You overhear one of your team members complaining that the agency’s diversity  efforts 
are a waste of time.  

What do you do? 

Align diversity goals and objectives with the organization.   

Organizations that align diversity goals and objectives with the organization’s mission 
and goals become more effective. Consider making diversity a core value or strategic 
objective of the organization.  
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Managers Play a Critical Role in Leading 
and Implementing Diversity Process 
 
Encourage Transparency 

Becoming a more diverse workforce takes time and effort. Showcase successes and 
admit failures. 

Tracking and Analytics  

Diversity is more than a moral imperative—it is a business opportunity. Use hard data to 
support your business case for diversity and maintain data on current and future 
demographics for your organization and customers served. 

Activity 
1. Who are your primary customers?  

2. Are you aware of the diversity data for your organization? 

3. Does diversity of your workforce adequately reflect that of the community 
served? 

Allow for Feedback 

Employees need to be able to communicate their concerns and/or satisfaction on issues 
of diversity. Facilitated study circles or roundtable discussions can be used to 
implement productive dialogue on diversity. Confidential surveys, feedback from mentor 
or leadership programs are also an option. 

Activity 
1. Which of the above practices does your organization have in place? 

2. What other practices does your organization provide of those not listed above? 

Food for Thought 

Employees with a manager who challenges bias are more likely to think they have an 
equal chance to advance (Women in the Workplace 2018).    
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Benefits and Challenges of Diversity 
 
Life brings with it a variety of changes; some changes are easier to process than others. 
 
Human beings are creatures of habit and creatures of comfort. 
 
Humans lean towards making life as comfortable as possible for themselves. 
 
Change can be uncomfortable, and sometimes change can come with an element of 
fear.  
 
 
Individual Activity – The Value of Diversity  
In your view, what is the value of diversity in the workplace? 
 
 
Benefits 
 
An organization’s success and competitiveness 
depend upon its ability to embrace diversity and 
realize the benefits. 
 
 

• Increased Adaptability 
 

o Employees from diverse backgrounds bring individual talents and 
experiences in suggesting ideas that are flexible in adapting to fluctuating 
markets and customer demands. 

 
• Broader Service Range 

 
o A diverse collection of skills and experiences (e.g. languages, cultural 

understanding) allows an organization to provide service to customers on 
a broad basis. 

 
• Variety of Viewpoints 

 
o A diverse workforce that feels comfortable communicating varying points 

of view provides a larger pool of ideas and experiences. 
 
• More Effective Execution 

 
o Organizations that encourage diversity in the workplace inspire their 

employees to perform to their highest ability. Organization-wide strategies 
can then be executed, resulting in higher productivity, efficiency, and 
effectiveness.  
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Benefits and Challenges of Diversity 
 

“The system is not broken; it was built this way.” Brene Brown 

Challenges 
 

Individual Activity: Apprehension / Fears  
What apprehension or fears have you experienced as a result of communal, social, or 
vocational diversity in the workplace and how have you adjusted to the changes? 
 

Jane Elliott was an elementary school teacher who conducted a social experiment with 
her students the day after Martin Luther King was assassinated in 1968. Her intent was 
to illustrate how students react when they feel they are being discriminated against 
based on their eye color.  The social experiment had an impact on the students, the 
community and her journey of combating racism. Her approach illustrates how unequal 
treatment and bias (conscious and unconscious) impact all of us especially protected 
groups. 

 
Stereotypes 

 
A stereotype is a preconceived notion, especially about a group of people.  Commonly 
held ideas about specific groups  
 
Fixed generalizations about people in certain groups. 
 
A stereotype-defying experience is when a person worries that their performance might 
be seen as confirmation of a negative stereotype about a group they belong to (race, 
gender, socioeconomic, or otherwise), creating the very outcome they were trying to 
avoid by defying the stereotype in the first place. For example, Misty Copeland, an 
African American ballet dancer, struggled with her body image which was not that of a 
stereotypical ballerina. 

 
 
ACTIVITY: Scenario 
A coworker comments that an LGBTQ woman on your team doesn’t “look gay.” What do 
you do?  
  
Share a stereotype-defying experience or story that you have witnessed or experienced. 
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Benefits and Challenges of Diversity 
 
Activity: Whole Class Discussion - Stereotypes 
How might stereotypes be used to describe what we see in each picture?  
 
 
 
 
 

 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

Figure 4: Young Black 
Man Figure 5: Overweight Individual 

Figure 6: White Man 

Figure 7: Young White 
Woman 
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Benefits and Challenges of Diversity 
 
Bias 

 
Bias is a tendency to have an opinion, or view that is often without considering evidence 
and other information.  Biases are learned implicitly within cultural contexts.  
 
Bias presents itself in two ways — that which is intentional or conscious and that which 
is unconscious or implicit. Implicit or unconscious bias operates outside of the person's 
awareness and can be in direct contradiction to a person's espoused beliefs and values. 
What is so dangerous about implicit bias is that it automatically seeps into a person's 
affect or behavior and is outside of the full awareness of that person.  
 

Unconscious or implicit bias is based on social stereotypes that form outside of our 
conscious awareness 
 

Types of Bias 
 

• Subjective Bias 
o Subjective validation, sometimes called personal validation effect, is a 

cognitive bias by which people will consider a statement or another piece 
of information to be correct if it has any personal meaning or significance 
to them. 

 
• Evaluative Bias  

o Where we value one thing more than another (e.g., extraversion over 
introversion).  

o The tendency to favor a particular point of view and to present that view 
instead of other equally valid alternatives. 

 
• Cognitive Bias 

o A systematic pattern of deviation from norm or rationality in judgment. 
Individuals create their own "subjective reality" from their perception of the 
input. An individual's construction of reality, not the objective 

• Conceptual Bias 
o A systematic pattern of deviation from norm or rationality in judgment. 
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Benefits and Challenges of Diversity 
 

• Racial Bias 
o Refers to the attitudes or stereotypes  
o A personal belief in the superiority of one’s race over another. It is linked 

to racial prejudice and discriminatory behaviors, which can be an 
expression of implicit and explicit bias. 

 
ACTIVITY: Whole Class Discussion – Racial Bias  

• One of your black team members is sporting a new hairstyle.  You impulsively 
reach out and touch the co-worker’s hair.  What do you do? 

 
• A colleague comments that another co-worker only got a promotion because 

she’s “a black woman”. What do you do? 
 

• Gender Bias 
o Refers to the preferential treatment men receive — specifically white, 

heterosexual males. It’s often labeled as “sexism” and describes the 
prejudice against women solely on the basis of their sex. Gender bias is 
most prominently visible within professional settings. 

 
• Gender Expression vs Gender Presentation 

o Gender expression is how gender is expressed, how one walks, talks, 
dresses, behaves 

 
o Gender presentation is how the world sees one’s gender (which may not 

align with one’s personal identification).  
 

• Gender Identity 
o Cisgender — gender aligns with that assigned at birth 
o Transgender — gender does not align with that assigned at birth 
o Non-binary — gender that falls outside that of man or woman — can be 

one, both, and anywhere in-between. 
 
ACTIVITY: Whole Class Discussion – Gender Bias  

 A woman suggests an idea in a meeting, and it falls flat.  A few minutes later a man 
suggests the same idea and gets an enthusiastic reaction. When have you witnessed 
this type of behavior? What did you do? 

• Maternal Bias 
o When one incorrectly assumes that mothers are less committed and less 

competent. As a result, mothers are often given fewer opportunities and held 
to higher standards than fathers. 
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Benefits and Challenges of Diversity 
 
ACTIVITY: Whole Class Discussion – Maternal Bias 
A colleague confides in you that that are frustrated that a woman on your team is taking 
her full maternity leave at a busy time of the year.  What do you do? 
 

• Generation Bias 
o Occurs employees in their 50s (and older) are discriminated against because 

of their age for a variety of reasons. Employees 40 and older are in a 
protected class. 

 
ACTIVITY: Whole Class Discussion – Generational Bias 
Jim just started his new job in IT. He is engaging, competent, professional, met the 
qualifications. You overhear someone in the cubicle next to you mention that they can’t 
understand how he got the job — “he’s so slow, he looks so old.” What do you do? 
 

• Confirmation Bias 
o Information that supports our beliefs     

 
• Unconscious/Implicit Bias 

o Bias of which one is unaware. It happens without conscious thought and is 
triggered by a snap judgement, often as a result of messages we received 
growing up, our own experiences, culture, mass and social media as well as 
other influencers. 

  



  18 | © CPS HR Consulting 
 

Benefits and Challenges of Diversity 
 
Consider the biases indicated in the images below.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

• How would you feel? 
• How can these be destructive? 
• How would you respond? 
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Benefits and Challenges of Diversity 
 
So where do biases come from? 

• Interpretations 
• Bias is an attitude not a behavior 
• Bias is learned 
• Deeply ingrained by our parents and experience 
• A bias is simply a preference or choice, an instinctive orientation to an activity, 

taste, etc., sometimes rooted in heritage.  
  
ACTIVITY: Whole Class Discussion - Biases 
 

• What types of biases have you been the subject of? 
 

• How did it affect the way you engaged the other person? 
 

• In what ways are biases harmful? 
 
Micro-aggressions 
 
Micro-aggressions are defined as the everyday, subtle, intentional — and oftentimes 
unintentional — interactions or behaviors that communicate some sort of bias toward 
historically marginalized groups. 

The difference between micro-aggressions and overt discrimination or macro-
aggressions, is that people who commit micro-aggressions might not even be aware of 
them 
 
ACTIVITY: What have you experienced? 
What have you experienced?  
 
Stages of Prejudice 

• Avoidance 

• Discrimination (Language, Slurs, Jokes) 

• Genocide (Violence, Attacks) 

 

ACTIVITY: Share something you have witnessed 
Share an example of a prejudice that you witnessed.  To what stage of prejudice did it 
escalate? 
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Benefits and Challenges of Diversity 
 
Dealing with Stereotype & Prejudice 

• Challenge stereotypic statements-yours and theirs 
 

• Question your assumptions 
 

• Make it a point to interact with people who seem different from you 
 

• Ask questions and be willing to learn 
 

Ethnocentrism 
 

• One’s own group is superior to all others. 

• Evaluate other cultures from the perspective of your own culture. 

• View your own culture as morally correct or somehow superior. 

• View other cultures as morally questionable or less valued 
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Enhance and Nurture Relationships 
through Communication 
 
We can use effective listening to find out specific things about others that lead to better 
understanding. When you listen to someone talk about their background, what holidays 
they might like, for instance, or what aspects of their culture they like the most, you 
begin to understand more about who they are and where they came from. You begin to 
understand commonalities as well as differences. 
 
Listening: A Basic Communication Skill  
 
Hearing vs. Listening  
 
Hearing is a physiological act -- the apprehension of sound. It is a necessary 
antecedent to listening. Listening is more difficult than hearing because hearing is a 
natural biological act and listening is a learned activity. … We hear with our ears; we 
listen with our brains.  
 
The distinction between hearing and listening derives from the ability to hear without 
understanding. Listening involves providing the understanding; the mind provides the 
meaning to the sound. 
 
Guidelines for Listening  
 

1. Clarity about the purpose is essential.  
 
A clear idea of the purpose of the conversation is an important filter for selectivity 
in listening. Employees who know the objective of the encounter are in a good 
position to focus on certain things the speaker is saying. A clear conception of 
purpose acts as a magnifying glass, amplifying these points.   
 

2. Best practices suggest listening for recurrent dominant themes rather than 
focus on detail. Listening to the essence of communication with an "ever-
hovering attention" means listening to what the speaker means rather than what 
they say.  
 

3. Good listening requires curiosity. If someone knew what the speaker was 
going to say, they would not have to listen. Many focus on what one expects to 
hear -- whether the person said it or not.  
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Enhance and Nurture Relationships 
through Communication 
 
Blocks to Listening 
 
There are twelve (12) blocks to listening. The following blocks to effective listening will 
help you become more aware of your own listening skills. 
 
▪ Comparing 

 
Comparing makes it hard to listen because you are always trying to assess who is 
smarter, more competent, more emotionally healthy—you or the other. Some people 
focus on who has suffered more. While someone is talking, you think to yourself, 
“Could I do it better than that? You cannot let much in because you’re too busy 
thinking about how you measure up. 

 
▪ Mind reading 

 
The mind reader does not pay much attention to what people say.  He’s trying to 
figure out what the other person is “really” thinking and feeling.” These notions are 
born of intuition, hunches and vague misgivings, but have little to do with what the 
person actually says to you. 

 
▪ Rehearsing 

 
You don’t have time to listen when you’re rehearsing what to say. Your whole 
attention is on the preparation and crafting of your next comment. 

 
▪ Filtering 

 
When you filter, you listen to some things and not to others. You pay enough 
attention to see if somebody’s angry, unhappy or if you’re in emotional danger. Once 
assured that the communication contains none of those issues, your mind begins to 
wander. 
 
Another way people filter is simply to avoid hearing certain things—particularly 
anything threatening, negative, critical or unpleasant. It’s as if the words were never 
said. You simply have no memory of them. 
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Enhance and Nurture Relationships 
through Communication 
 
Blocks to Listening 
 
▪ Judging 

 
Negative labels have enormous power. If you prejudge someone you don’t pay 
much attention to what they say. You have already written them off. Hastily judging a 
statement means you have ceased to listen. A basic rule of listening is that 
judgments should only be made “after” you have heard and evaluated the content of 
the message. 

 
▪ Dreaming 

 
You’re half-listening and something the person says suddenly triggers a chain of 
private associations. Your neighbor says she’s been laid off, and in a flash you’re 
back to the scene where you got fired for playing hearts on those long coffee breaks. 

 
▪ Identifying 

 
In this block, you take everything a person tells you and refer it back to your own 
experience. You launch into your story before they can finish theirs. Everything you 
hear reminds you of something you have felt, done or suffered. 

 
▪ Advising 

 
You are the great problem-solver, ready with help and suggestions. You don’t have 
to hear more than a few sentences before you begin searching for the right advice. 
You did not hear the feelings, and you did not acknowledge the person’s pain. 
 

• Sparring 
 
This block has you arguing and debating with people. The other person never feels 
heard because you are so quick to disagree. You take strong stands and are very 
clear about your beliefs and preferences. The way to avoid sparring is to repeat back 
and acknowledge what you have heard. 

 
Another type of sparring is discounting.  The basic technique of discounting is to run 
yourself down when you get a compliment. The other person never feels satisfied 
that you really heard their appreciation. 
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Enhance and Nurture Relationships 
through Communication 
 
Blocks to Listening 

  
▪ Being right 

 
Being right means you will go to any lengths (twist the facts, start shouting, make 
excuses or accusations, call up past sins) to avoid being wrong. Your convictions 
are unshakable. And since you won’t acknowledge that your mistakes, you keep 
making them. 

 
▪ Derailing 

 
This listening block is accomplished by suddenly changing the subject. Another way 
of derailing is by “joking it off.” This means that you continually respond to whatever 
is said with a joke or quip in order to avoid the discomfort or anxiety involved in 
seriously listening to the other person. 

 
▪ Placating 

 
“Right… Right… Absolutely… I know… Of course you are… Incredible… Yes… 
Really?” You want to be nice, pleasant and supportive. You agree with everything. 
You may half-listen; just enough to get the drift, but you’re not really involved. You 
are placating rather than tuning in and examining what’s being said. 
 

ACTIVITY: Listening 
Do any of the blocks sound familiar to you? What have you experienced personally?   

How did you feel? 
 How might you challenge someone when you are not being heard? 
 
Identify a listening block where you have not focused on the listener. 
 What might you do differently? How can you apply it in the workplace? 
 
What does all have to do with diversity and inclusion? 
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Enhance and Nurture Relationships 
through Communication 
 
Effective Listening — Acknowledge and Validate, Acknowledge and 
Validate 
 

▪ Listen openly and with empathy to the other person.  

▪ Judge the content, not the messenger or delivery; comprehend before you judge.  

▪ Use multiple techniques to fully comprehend (ask, repeat, rephrase, etc.).  

▪ Active body state; fight distractions.  

▪ Ask the other person for as much detail as he/she can provide; paraphrase what 
the other person is saying to make sure you understand the message.  

▪ Respond in an interested way that shows you understand the problem and the 
employee's concern. 

▪ Attend to non-verbal cues, body language, not just words; listen between the 
lines.  

▪ Ask the other person for their input, views or suggestions and expertise.  

▪ State your position openly; be specific, not global.  

▪ Communicate your feelings but don't act them out (e.g. tell a person that his 
behavior really upsets you; don't get angry).  

▪ Be descriptive, not evaluative-describe objectively, your reactions, 
consequences.  

▪ Be validating, not invalidating ("You wouldn't understand"); acknowledge the 
other person uniqueness and importance.  

▪ Be conjunctive, not disjunctive (not "I want to discuss this regardless of what you 
want to discuss"). 

▪ Don't control conversation; acknowledge what was said.  

▪ Own up: use “I” statements when conveying your opinion 

▪ Don't react to emotional words but interpret their purpose. 

▪ Practice supportive listening, not one way or selective listening.  

▪ Decide on specific follow-up actions and specific follow up timelines.  

▪ Ask questions — Who? What? When? Where? Why and How? 
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Discrimination 
Discrimination is the denial or interference of an individual’s civil rights because of their 
age, ancestry, color, disability, gender, ethnicity, marital status, political affiliation, race, 
religion, sexual orientation, and/or retaliation.   Federal and state laws have been 
enacted to prevent discrimination. 
 
Unlawful discrimination is usually defined in three categories: 
 

1. Adverse Treatment:  Occurs when intentionally treating a person differently 
from others. 

2. Adverse Impact:  Occurs when a decision, practice, or policy has a 
disproportionately negative effect on a protected group. 

3. Retaliation:  Occurs when one person holds against another person his or her 
right to complain about discrimination. 

 
Activity: Scenarios 
Steve and Molly apply for the same job and are interviewed by Mike. He asks Steve ten 
questions during the interview and asks Molly the same ten questions plus an eleventh 
question: “Do you have children?”  
 
As Mike’s manager, how do you address this situation? 
 
Adverse Impact 
Jose and Robert are standing in a hallway telling off-color jokes about women. Susan is 
sitting at her workstation just around the corner and can hear the jokes. This has 
happened on more than one occasion. She finally says, “That’s enough. I’m sick of 
hearing these stories.” Jose replies, “Hey, we’re not talking about you, why are you so 
sensitive?” 
 
As a manager, how do you address this situation? 
 
Retaliation 
Rosie is repeatedly referred to as “Sexy” and “Sugar” by Lonnie, her supervisor. She 
complains to him and tells him to stop. He says, “Hey Sexy, just chill out.” She says, “If 
you keep this up, I’m going to human resources.” He replies, “Come on, get over it.” She 
complains to HR and Lonnie is also called in to discuss her complaint. The next day 
Lonnie pulls Rosie off the project with which she had been involved and assigns her to a 
less prestigious and mundane set of tasks. 
 
As Lonnie’s manager, how would you address this situation?  



© CPS HR Consulting |  27 
 

Cultivate Consistency and Fairness 
 
Reasonable Accommodation 
Reasonable Accommodation includes any reasonable adjustment that changes 
environments, schedules or requirements to adapt to the known physical or mental 
limitations of an applicant or employee; such as job restructuring, modifying work 
schedules, acquiring/modifying equipment, providing readers/interpreters or similar 
actions. As a manager or supervisor, you may be faced with working with HR to make a 
reasonable accommodation for a member of your team. 
 
Protected Groups 
 
Protected Groups are specially designated groups of people that are protected by law 
as the basis for a discrimination complaint.  The California Fair Employment and 
housing Act (FEHA) prohibits harassment and discrimination in employment based on: 
 

▪ Race ▪ Color ▪ Religion 

▪ Sex (gender) ▪ Sexual orientation ▪ Marital Status 

▪ National Origin 
(including language 
use restrictions) 

▪ Ancestry  

▪ Medical condition 
(cancer, genetic 
characteristics) 

▪ Age (40 and above) ▪ Disability (mental 
and physical, 
including HIV and 
AIDS) 

▪ Request for leave for 
an employee’s own 
serious health 
condition 

▪ Request for 
Pregnancy Disability 
Leave 

▪ Request for family 
care leave 

 
Discriminatory practices under these laws also include: 
 

• Harassment on the basis of race, color, religion, sex, national origin, disability, or 
age.  

• Retaliation against an individual for filing a charge of discrimination, participating in 
an investigation, or opposing discriminatory practices.  
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• Employment decisions based on stereotypes or assumptions about the abilities, 
traits, or performance of individuals of a certain sex, race, age, religion, or ethnic 
group, or individuals with disabilities; and  

• Denying employment opportunities to a person because of marriage to or 
association with an individual of a particular race, religion, national origin, or an 
individual with a disability. Title VII also prohibits discrimination because of 
participation in schools or places of worship associated with a particular racial, 
ethnic, or religious group. 

Why does this matter? 
Contributing to or engaging in discriminator disrupts service delivery, contribute to low 
morale, may create a hostile work environment and may be illegal depending on the 
action and protected group. 
 

Why Cultural Awareness and Competence are Important for Managing 
a Diverse Workforce 
Lack of awareness about cultural differences can make it difficult for both employees 
and customers to achieve the best, most appropriate services. Despite all our 
similarities, fundamental differences among people arise from nationality, ethnicity, and 
culture, as well as from family background and individual experiences. These 
differences affect beliefs, practices, and behavior on the part of both customer and 
employee, and also influence the expectations that customer and employee have of 
each other. 
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When you look at the images, what commonality(ies) do you notice?  
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Developing Cultural Competence 
 
There are certain competency skills and behaviors 
that must be implemented consistently across all 
divisions and units within the organization.   These 
competencies and characteristics of culturally 
competent employee include three competencies 
clusters that ultimately result in valuing diversity 
throughout the organization.  These areas are: 
 
 
 
 
Self-Awareness 
 
A culturally skilled employee is one who is actively aware of his or her own values, 
biases, and stereotypes. They understand their own world views, how they are the 
product of their cultural conditioning, and how it may be reflected in their work with racial 
and ethnic minorities. 
 
Attitudes and Beliefs 

 
• Culturally skilled employees are aware and sensitive to their own cultural 

heritage, value and respect differences.  

• Culturally skilled employees are aware of how their own experiences influence 
biases 

• Culturally skilled employees recognize differences between themselves and 
customers. 

 
Knowledge 

 
• Culturally skilled employees have specific knowledge about their own racial and 

cultural heritage and how it personally and professionally affects their work. 

• Culturally skilled employees possess knowledge and understanding about how 
oppression, racism, sexism, discrimination, and stereotyping affect them 
personally and, in their work, which allows acknowledgment their own attitudes, 
beliefs, and feelings. 

  



© CPS HR Consulting |  31 
 

Developing Cultural Competence 
 

• Culturally skilled employees possess knowledge about their social impact on 
others. They are knowledgeable about communication style differences, how 
their styles may clash with, or foster, the communication process with diverse 
customers, and how to anticipate the impact it may have on others.   

 
• Culturally skilled employees understand and have knowledge about sociopolitical 

influences that impact the lives of racial and ethnic minorities. Immigration 
issues, poverty, racism, sexism, and stereotyping may influence effective service 
delivery.  
 

Skills 
• Culturally skilled employees seek out educational, consultative, and training 

experiences to improve their understanding and effectiveness in working with 
culturally diverse populations. 
 

• Culturally skilled employees are familiar with the social, political, economic, and 
cultural aspects of various ethnic and racial groups. They actively seek out 
educational experiences that foster their knowledge, understanding, and cross-
cultural skills. 

• Culturally skilled employees become actively involved with minority individuals 
outside the work setting (community events, social and political functions, 
celebrations, friendships, neighborhood groups). 
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Activity: Culture 

• Describe a culture that you have a particular interest in. 

• What is it about the culture that you especially appreciate? 

• What are cultural traditions are unique to your own ethnic background? 

• Food transcends all boundaries and helps to unite people of various cultures. 
o What is your favorite ethnic food and why is it your favorite? 
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How can you educate yourself about a new culture?  
 

• Read a variety of books, magazines, newspaper articles or Internet sources 
about the culture you plan to learn about.  

• Normalize race, gender, disabilities, ethnicity, religion, gender identity and related 
issues 

• Be aware of your cultural lens 
• Share projections 
• Read authors from other cultures and your own.  
• Watch movies or videos to learn more about other cultures. 
• Interact with members of other ethnicities and cultures. 
• Attend local cultural events. Go, observe, meet people and get to know some of 

their cultural behaviors in social settings. 
• Be curious — explore how your experiences and bias has shaped your life 
• Actively engage 

 

ACTIVITY: Personnel Commitment and Action Plan  
Throughout the day you have learned about actions you can take to promote a diverse 
workplace — both with your peers and customers.  Consider one action that you will 
take going forward. How will you hold yourself accountable? Be prepared to share your 
response. 
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