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Instructor Guide

DF 416

Course Description:

This mandatory course is designed to help us recognize the tendency we all have to judge people by factors that may have nothing to do with the value and skills they bring to the workplace.  

We’ll explore differences in culture, race, nationality and customs that affect our perceptions of others.  However, valuing diversity is broader.  It also encompasses various work styles, personalities, and upbringing.  We will then explore how our perceptions and expectations affect our ability to accept and interact with others.

Course Goal:

By the end of the course, we will apply what we’ve learned so that each one of us can work together to make a valuable contribution toward FEMA’s mission.
Course Objectives:

At the end of this course, participants will be able to:

1. List the benefits of a diverse workplace

2. Discuss how perceptions are formed and their impact on the workplace

3. Explain and apply the keys to effective communication

4. Develop a personal strategy for valuing differences among staff at the DFO 

Target Audience:

All staff working in the DFO / DRC.  Staff from other federal agencies, state agencies, and contractors are welcome to attend if room is available.
Approximate Time:

1.5 hours
2.25 if optional Activity 3 is used.
Instructor Preparation:

Before starting the course, make sure you have enough index cards (or other 3” x 5” or 4” x 7” pieces of paper) for each participant for Activity 1.  This activity also requires room for people to walk to one or another side of the classroom, so ensure enough space is available.
This Instructor Guide includes several time-saver options, an alternate activity, and suggestions on various ways of conducting the course.  This will give you the flexibility to make this course work for you and for those in your DFO.

Spend some time talking to various staff members and supervisors in the DFO before teaching the class so you feel comfortable with the issues that are happening in this particular workplace.  For instance, regional slang or local customs provide an opportunity to explore the rich opportunities of diversity.  You should modify each offering of this course to take advantage of these local realities.  The alternate activity (Activity 3) is designed to help you structure a learning experience that takes advantage of your unique DFO situation.  If you choose to use this alternate, worksheets are provided beginning on page 22 of this Instructor Guide (IG).  Plan to spend some time developing the specifics of the activity before you teach this course.

Remember, you are in charge of the classroom!  If one or more participants get off track with the discussion, steer it firmly back to the subject at hand.  “That’s not something we can cover in this short amount of time,” or “That is not addressed in this material” are two possible statements to use in that case.  If a participant continues to make inappropriate jokes about the subject, you can always ask the person to leave the classroom.  Other participants will appreciate your willingness to lead!  

References:

Cole, M. Shawn.  Cole’s Quotables at www.quotationspage.com for “Diversity is the one true thing we all have in common.  Celebrate it every day.”  Attributed to Anonymous.  Retrieved April 13, 2004.

Covey, Stephen R. (1989).  The 7 habits of highly effective people, Simon and Schuster, New York.
Forbes, M.S.  Malcolm S. Forbes Quotes and Quotations – BrainyQuote at www.brainyquote.com for “Diversity: the art of thinking independently together.”  Retrieved April 13, 2004.

Gardenswartz, L. and Rowe, A. (1994).  The managing diversity survival guide, a complete collection of checklists, activities, and tips.  McGraw Hill, New York, NY.
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20 minutes


	Overview and Introductions



	Visual 1
2 minutes


	Welcome the class and provide any necessary administrative or logistic announcements.

Point out that we’ll start the course with introductions and then an activity.
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Activity 1

15 minutes

Visual 2
	Introductions / Awareness of Diversity

	
	

	
	Introduce Activity 1 by reading the purpose.  Tell participants this is a 2-part activity.  

Then explain the directions for the first part and hand out an index card or piece of paper to each participant.

	
	

	Purpose:
	To get to know each other (and ourselves) better and to enlarge our views about diversity.

	
	

	Directions for Part 1:

Many variations of this instruction may be used.  For instance, you could have the rest of the class guess what description matches who.
	1. On the card or paper, write one thing about you that is unique.  Hand it back to the instructor when you are done.  DO NOT WRITE YOUR NAME ON THE PAPER!
2. As the instructor calls out the description, stand up and introduce yourself with:

a. Name
b. Section in the DFO or DRC
c. Number of years with FEMA

	
	

	Debriefing:


	After the introductions, discuss the diversity exhibited by the unique characteristics or accomplishments, range of subject matter expertise, number of years with FEMA in the room.
Explain that we are going to do the second part of Activity 1 now, which will expand the way we look at diversity and how our perceptions affect our work relationships. 

Tell the class you will be asking them to stand up and move to one or another corner of the room based on certain personal characteristics.

	
	

	Directions for Part 2:

This is meant to get people up and moving, so ensure there is plenty of room for participants to move around.  
	3. Ask all the people who like to get to meetings at least 5-7 minutes early to stand on one side of the room.

4. Ask all the people who like to be right on time (or slide in at the last minute) to stand on the other side.



	
	

	Debriefing
For instance, perceptions about time vary by culture.  Time is exact in many western cultures while other cultures have a flexible idea about time. 
	Facilitate a discussion between the two groups, asking them for their perceptions of the other group and pointing out how those thoughts may affect their working relationship.

Ask if they attach labels to the “group on the other side of the room.”

	
	

	Activity 1 – Part 2 Directions: (cont’d)

Determine if your class needs this continuation of the activity or is ready to move on.
	5. Ask people who like to make decisions quickly to stand on one side of the room.

6. Ask people who like to take time to consider all the angles to stand on the other side.



	
	

	Debriefing

For instance, if they exhibit strong, negative sentiments about the members of the other group, it could inhibit communication and damage working relationships.
	Facilitate a discussion between the two groups, asking them for perceptions of the other group and pointing out how those thoughts may affect their working relationship. 



	
	


	Notes
	Content

	[image: image19.wmf]3 minutes
	Course Objectives



	
	

	
	Explain the objectives, using the visual.

	
	

	Visual 3
	At the end of this course, you will be able to:

1.
List the benefits of a diverse workplace

2.
Discuss how perceptions are formed and their impact on the workplace

3.
Explain and apply the keys to effective communication

4.
Develop a personal strategy for valuing differences among staff at the DFO
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	Ask if the class has any questions or had different expectations about what would be covered.
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30 minutes


	Benefits of Diversity
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Activity 2

20 minutes

Visual 4
	Your Experience

	
	

	
	Introduce Activity 2 by reading the purpose.  Then explain the directions.

	
	

	Instructor Caution:
	If you are not comfortable facilitating groups or are worried about dividing the class by height (since that may be a sensitive issue for some), you can divide the alphabet into two or three and use the first letter of participant’s last name for the groups.

However, you may not get the richness of the discussion that you are likely to obtain by using height.
An alternate might be to place in each of the height groups one person of the opposite height (short group has one tall person).  Use this as the comparative for a change in group dynamics because of the diversity change.

	
	

	Purpose:
	To explore the benefits and challenges of disaster workforces composed of various types of people.  

	
	

	Directions:

Divide the class into 2 or 3 groups using their height; all the tallest in one group, medium in another and the shortest in the third group.  

If asked, point out that height is a factor over which none of the participants has any control!  
	1. The instructor will divide you into different groups based on your height.   DO NOT MAKE JOKES BASED ON THESE DISTINCTIONS!

2. Turn to the worksheet in your Student Manual for Activity 2.

3. Create your lists by discussing them with your group for at least 5 minutes.  Capture your results on an easel pad.

4. Be prepared to report on your results when time is called.



	
	

	Debriefing:


	Take note of when most participants have finished.

Ask each group to report its answers to one of the lists.  Other groups should comment by exception.

Ensure that the groups mention at least the suggested answers included on your IG copy of the Activity 2 Worksheet.
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	Comment on the benefits of a diverse workforce and facilitate a discussion about how any potential issues they mentioned in their report can be overcome.  

Ask if the work they did as a group was affected at all by the fact that they were in a group who were all the same height (or same part of the alphabet).

Wrap-up the activity in an upbeat manner.
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      Activity 2
      Your Experience

Directions:

5. Using an easel chart, list various characteristics of people that may affect how they work and interact with other workers in a DFO or DRC.  For example: 

· personal space – how much is needed  (Please note that age, race, and other protected classes are NOT characteristics.)
· native language – what is the most comfortable for the individual

· management style – direct or democratic

· initiative – takes personal responsibility or waits to be directed

· expressions of emotion – quick or slow to express anger or frustration

6. List the advantages of a diverse disaster workforce.

· Various ways of solving problems

· Sensitivity to the needs of a diverse survivor population

· Variety of skill sets and backgrounds

7. List potential issues that may occur in a diverse disaster workforce and how each might be overcome.

· Formation of cliques – change seating arrangements
· Potential misunderstandings – have supervisors encourage open discussions and immediate resolution of any issues
	Notes
	Content

	10 minutes
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Visual 5
	Why Talk About Diversity?

Ask:

Why are we still talking about diversity?  Haven’t we all had training for years about how to work together?  Aren’t we past all those stereotypes?

	
	

	
	Emphasize that we do not just talk about diversity because it’s mandatory or because it’s nice.  It:

· Helps us see situations from different points of view

· May assist us in working with disaster survivors

· Brings a variety of experiences that can solve problems faster

	
	

	Visual 6
	Remind the class that diversity involves . . .

· Recognizing the differences that make each of us unique.

· Attracting people of all backgrounds to work together in a respectful environment.

· Recognizing how attitudes towards differences influence our interactions with others. 

· Creating an environment where everyone is appreciated and has a chance to succeed.

· Acting to promote diversity.

	
	

	Visual 7
	Malcolm Forbes, business leader and publisher of Forbes Magazine, said:

“Diversity: the art of thinking independently together.”
Ask participants what that means to them.

	
	

	Visual 8
	David Thomas and Robin Ely write in a Harvard Business Review article about the strengths of “getting along well with people who are different, appreciating the unique ways others may operate, and seizing whatever business opportunity these unique approaches might offer.”

“Thomas and Ely propose that diverse people ‘bring different, important, and competitively relevant knowledge and perspectives about how to actually do work – how to design processes, reach goals, frame tasks, create effective teams, communicate ideas, and lead.’  And this knowledge can improve an organization.”  

Daniel Goleman, “Working with Emotional Intelligence,” pgs. 158-159, Bantam Books, 1998.  
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Timesaver (Do not belabor these points if the class gets it right away)
	Point out that working toward a more diverse workforce is a responsibility that we all share and is a part of FEMA’s strategic plan.  

· A diverse workforce will help us to successfully carry out our mission and effectively provide proactive support to our employees and disaster survivors

	
	

	Visual 9
	Emphasize the following exact definition of diversity as one of the agency’s 10 core values from FEMA’s 2004 Strategic Plan (bold type added for emphasis):
· “Enriching our work environment and our ability to perform through diversity in backgrounds, experiences, skills, and respect for those differences.”
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15 minutes


	The Danger of First Impressions

	
	

	Visual 10
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	Point out that we make decisions about people every day.

Ask them to imagine a situation in which they have created an image of a person from his or her voice on the telephone and then found that first impression was not true when they met the person.

	
	

	
	Emphasize that our first impressions can also be affected by stereotypes of which we may not even be aware.

	
	

	
Timesaver (skip the next discussion question if your class seems to grasp the dangers of first impressions)
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Use your judgment to decide if it will be a politician, used car salesperson, lawyer, or real estate agent who will walk in the room. . . (use whatever occupation will best make the point with your audience)
	Ask:

If I told you that a county commissioner (or similar local elected politician) was going to walk through the door, what are the first three words that come into your mind?
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Visual 11

	Ask the class how our first impressions of others are created.

Ensure they mention that perceptions are formed through our life lessons, the experiences in our lives that teach us about our place in a group, a community, an organization, or in society.



	Visual 12

	Point out that as perceptions are being formed throughout our lives, we tend to:

· Be raised in groups of people just like us 

· Gravitate to people who are similar because it is easier to read their nonverbal signals

· Be uncomfortable with differences we don’t understand

	
	

	Visual 13
	Point out that this, in turn, can cause us to:

· Mistakenly believe that people like us on the surface are similar in all other ways

· Mistakenly believe that people unlike us on the surface are different in all other ways

· Be unable to empathize with those who belong to groups different from our own

· Since we are uncomfortable, we view the other person through the lens of a group stereotype rather than the person as an individual
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Visual 14
	Effects of Other’s Perceptions
Ask:

Why do we need to understand how perceptions are formed?



	
	

	
	Possible response:

· We need to be aware so we can be careful about judgments we make.
· As we relate to others (colleagues and customers), maybe we see what we’re looking for instead of what’s really there.

	
	

	Optional

You may have the class read and discuss the quote or just point it out in the SM
	“As clearly and objectively as we think we see things, we begin to realize that others see them differently from their own [apparently] equally clear and objective point of view.  ‘Where we stand depends on where we sit.’  Each of us tends to think we see things as they are, and that we are objective.  But this is not the case.  We see the world not as it is, but as we are – or as we are conditioned to see it.”


The 7 Habits of Highly Effective People


Daily Calendar, April 13, 2004


Stephen R. Covey
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Visual 15
	Ask:

If co-workers respond well to you and appreciate your work, how do you feel?



	
	

	Visual 16

	Possible responses include:

· We feel included, part of the group, which increases our motivation.

· Our differences are valued and seen as a resource.

· We feel that others depend on us and are interested in us and our work products.

· Others identify with us and appreciate us.

· We have 2-way communication, which leads to the possibility of solving any problems that may arise in the future.
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Visual 17
	Ask:

When others avoid you because of negative perceptions, how do you feel?

	
	

	Visual 18

	Possible responses include:

· We feel excluded from the group and less interested in performing to our full capacity.

· Our cultural life and traditions seem distinct and separate from others we work with.

· We tend to be overly sensitive about everything.

	
	

	Visual 19

	Point out that being appreciated and feeling accepted fosters positive feelings that, in turn, stimulate a more productive and enjoyable workplace.

	
	

	
10 minutes


	Keys to Effective Communication

	
	

	[image: image12.wmf]
Visual 20
	Ask:
So how do we get there?  How do we appreciate the diversity among our fellow workers and communicate that acceptance?

	
	

	Visual 21

	Emphasize that the key to working well with others is open communication.  

Emphasize that the most important communication tip is to listen!

Explain that when we clearly communicate with others we establish respect and understanding.  

Point out that discussing issues or concerns as they happen can help to avoid misunderstandings.
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Visual 22

This can be a large-group discussion or a small-group activity, depending on the amount of time you have available.  


	Ask the class to list tips for communicating with others:

Potential responses:

· Listen rather than prepare a response.

· Communicate clearly and effectively.

· Use statements that recognize people, not a person’s race, culture, gender, age, or disability.

· Maintain a calm, normal voice level.

· Treat people equally and do not show favoritism.

· Use language that is not offensive or embarrassing.

· Focus on productivity, not differences.

· Try to resolve problems promptly.

· If problems arise, identify a common ground first to minimize workplace differences.

	
	

	Visual 23

	· We must recognize the impact of our words.

· Communication misunderstandings can heighten tension in the workplace. 

· Providing prompt feedback to each other will help eliminate communication problems.

· Respecting each other's opinions and backgrounds will help make our workplace more productive.
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Activity 3

45 minutes

Visual 24
	Making It Local! (Optional)

	
	

	
	Introduce Activity 3 by reading the purpose.  Then explain the directions.

	
	

	Purpose:
	To explore the cultural diversity in the DFO, DRCs, and among disaster survivors in the surrounding community.

	
	

	Directions:

Divide the class into groups (no more than 5 people per group) using their birth month.  Depending on the number of groups you need, use a range of months.  For instance, to result in 4 groups, put all those with birth months of Jan – March in one group; April – June in the next, etc.  


	1. The instructor will divide you into different groups based on your birth month.

2. Turn to the worksheets in your Student Manual for Activity 3.

3. Your instructor will assign your group to either Worksheet A or B. 
4. Follow the instructions on your assigned worksheet.  Summarize your results on an easel pad, being sure to relate your report to the DFO / DRC environment; your ability to work with other members of the DFO; and to provide services to disaster survivors.

5. Be prepared to report on your results when time is called.



	
	

	Debriefing:


	Take note of when most participants have finished.

Ask each group to report, making sure that the reports do not repeat one another.  



	
	


Activity 3 Worksheet A
Comparing Cultural Norms & Values

Directions:  Read through the 10 aspects of culture in the table below and compare the typical ways that the mainstream American culture handles that aspect versus other cultures.  Then, in the last column, write notes with your group’s observations about how aspects of different cultures can influence interactions in DFOs, DRCs, and disaster field work settings.  Use an easel chart if there is not room to capture all your notes.
	
	Aspects of Culture
	Mainstream American Culture
	Other Cultures
	Culture(s) in DFO, DRC & Disaster Field Work Environments

	1.
	Sense of self and space
	Informal

Handshake
	Formal

Hugs, bows, handshakes
	

	2.
	Communi-cation and language
	Explicit, direct communication

Emphasis on content—meaning found in words
	Implicit, indirect communication

Emphasis on context – meaning found around words
	

	3.
	Dress and appearance
	Dress for success 

Wide range in accepted dress
	Dress seen as a sign of position, wealth, prestige

Religious rules
	

	4.
	Food and eating habits
	Eating as a necessity—fast food
	Dining as a social experience

Religious rules
	

	5.
	Time and time conscious-ness
	Linear and exact time consciousness

Value on promptness—time=money
	Elastic and relative time consciousness

Time spent on enjoyment of relationships
	

	6.
	Relation-ships, family, friends
	Focus on nuclear family

Responsibility for self

Value on youth, age seen as handicap
	Focus on extended family

Loyalty and responsibility to family

Age is given status and respect
	


Conformity

	Preference for harmony
	

	8.
	Beliefs and attitudes
	Egalitarian

Challenging of authority

Individuals control their destiny

Gender equity
	Hierarchical

Respect for authority and social order

Individuals accept their destiny

Different roles for men and women
	

	9.
	Mental processes and learning style
	Linear, logical, sequential

Problem-solving focus
	Lateral, holistic, simultaneous

Accepting of life’s difficulties
	

	10.
	Work habits and practices
	Emphasis on task

Reward based on individual achievement

Work has intrinsic value
	Emphasis on relationships

Rewards based on seniority, relationships

Work is a necessity of life
	


Instrument adapted from Gardenswartz, L. and Rowe, A. (1994).  The managing diversity survival guide, a complete collection of checklists, activities, and tips.  McGraw Hill, New York, NY.

Activity 3 Worksheet B
Cross-Cultural Hooks

Directions:  Working individually, put a check by any of the cross-cultural hooks that could result in frustration or negative interactions between you and another person at the DFO, DRC or in the disaster field work environment.  Then, jot down your reaction next to any you have checked.  

When everyone in your group is ready, discuss the reactions you listed with your group members.  Take notes in the final column on any ideas other members of your group had that may help you the next time you face that cultural hook.

	√
	Results in frustration
	Your reaction
	Notes

	
	Discounting or refusing to deal with women


	
	

	
	Speaking in a language other than English


	
	

	
	Bringing whole family and / or children to appointments


	
	

	
	Refusal to shake hands with women


	
	

	
	No nonverbal feedback (lack of facial expression)


	
	

	
	No eye contact


	
	

	
	Soft, “dead fish” handshake


	
	

	
	Standing too close when talking


	
	

	
	Heavy accent or limited English facility


	
	

	
	Coming late to appointments


	
	

	
	Withholding or not volunteering necessary information 


	
	 

	
	Not taking initiative to ask questions


	
	

	
	Calling / not calling you by your first name


	
	

	
	Emphasizing formal titles in addressing people


	
	

	
	Other:


	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Instrument adapted from Gardenswartz, L. and Rowe, A. (1994).  The managing diversity survival guide, a complete collection of checklists, activities, and tips.  McGraw Hill, New York, NY.

	Notes
	Content

	
15 minutes
	What’s Next?

	
	

	
	Point out that the time we’ve shared today means nothing unless we all take action based on our discussions.
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Activity 4

10 minutes

Visual 25
	Making It Work!

	
	

	
	Introduce Activity 4 by reading the purpose.  Then explain the directions.

	
	

	Purpose:
	To plan actions based on the class experiences.

	
	

	Directions:


	1. Turn to the worksheet in your Student Manual for Activity 4.
2. Take 5 minutes to fill out the worksheet.

3. Sharing your plans with the rest of the class is voluntary.
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	Complete the worksheet yourself so that you can share your experiences as a learner in this class.

	
	

	
	When almost everyone is finished, share what you wrote with the class.  

	
	

	Visual 26
	Summarize with the following points:

· Forming perceptions without getting to know people creates friction

· Communicating openly is key to working well with others

· Valuing diversity in FEMA:

· Works for all of us

· Is a core value of Strategic Plan

	
	

	
	After you are done, thank the class for participating and encourage them to take positive actions.  




Activity 4

Making It Work!

Directions:

Take 5 minutes to jot down some lessons learned from this course and to list actions you will take to apply this experience.  Your instructor will ask for volunteers to share their thoughts after sharing his or hers.  

	

	

	

	

	

	

	

	

	

	


Be an active part of the solution in everything you do!
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