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	Cultural Considerations in Customer Service

	Customer Service Series – Workshop #2

	Facilitator Guide


	


Learning Outcomes:

By the end of this session, learners will be able to:

· Have an awareness of the cultural demographics currently impacting Manitoba, 
· Acknowledge personal biases, values, and assumptions and how culture influences customer service, and 
· Have a stronger knowledge level and ability to communicate and work in a culturally diverse environment.  
	TIME
2 hours
	ACTIVITY/TOPIC
	HANDOUT

	
	MATERIALS REQUIRED: 

· Learner Handouts

· CJG Forms

· Markers & Flipchart with Paper

· Small business card size pieces of blank paper (one per learner)

· WIFI access (for video)
	

	5 mins
10 mins


	Welcome/Introduce yourself & WEM 
· Housekeeping: learners complete CJG forms if not completed prior to session
· Explain that Workplace Education Manitoba (WEM) focuses on training and supporting the Manitoba workplace. 

· SAY: When we are learning about serving the diverse customer today, we will be referring to the external customer as well as the internal customer – our co-workers.

· Go through the Objectives – refer to ppt slide #3
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* Have an awareness of the cultural demographics currently
impacting Manitoba,

* Acknowledge personal biases, values, and assumptions and
how culture influences customer service, and

* Have a stronger knowledge level and ability to communicate
and work in a culturally diverse environment.





· Show ppt #4 and present to the group
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· Show ppt slide #5

· Icebreaker – explain to learners that we are going to do a quick icebreaker. SAY: Please partner up with someone you don’t know or at least don’t know very well. Introduce yourself. Share with him/her the meaning of your first name and why you were given the name you have. If you don’t know either one, that’s ok, just let your partner know that. Each person shares and chats for a few minutes about what they do know about their first names. 
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Partner up

Take a minute to think about the meaning of your
given/first name(s) and why you were given your
name

Take a couple minutes each to share with your
partner





· Once everyone appears to be done, ASK learners to introduce their partners and share what they learned about each other’s names. On the flipchart, scribe the reasons why they were given their names. For example, someone might say they were named after a grandparent. 
· ASK: Why do you think we did this activity? How does culture play a role in our names?
· Allow for some discussion. Wrap up by explaining that SAYING: Naming one’s children is very culturally specific. It connects to our values. For those of us named after a family member, it speaks to the value of family and tradition. For some people, it may be the value of faith or religion. For all cultures, identity is meaningful – for some people, it is meaningful in their name, something they don’t give up. In customer service and when working with others, it’s important to remember and pronounce names correctly. This is how we begin to build relationships and respect for one another.  Thank you for sharing. 
	Learner Handout
CJG forms

	15 mins
	Objective #1: Have an awareness of the cultural demographics currently impacting Manitoba.
· SAY: Before we start and I show you the next powerpoint slide, have any of you noticed a cultural shift happening within your communities? Has there been an increase in immigration? OR an increase in cultural diversity? 
INSTRUCTOR PRE-ASSESSMENT (please remember to document learners’ responses)
· ASK: On a scale of 1-5, how aware are you of Manitoba’s cultural demographics? (1 = not at all, 3 = fair, 5 = thorough understanding)
· Show ppt slide #6 
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· ASK: How many newcomers do you think arrived in Manitoba in 2014? 
Ask for a show of hands for each possible answer. Then share the correct answer with the group – 16,222. Let the group know that this is the most recent published statistics from Manitoba Labour and Immigration. However, media reports that approximately 17,000 newcomers arrived in Manitoba in 2016.
· ASK: Which countries are represented in your community? What are Manitoba’s source countries for immigration?
· Show ppt slide #7
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Extra information to share with groups:

· Philippines – 4923 newcomers to Manitoba in 2014
· India – 3623

· China – 1008

· Nigeria – 663
11. Pakistan

12. Ethiopia

13. Germany

· ASK: Are there any surprises with the countries on the top ten list? 
· May need to answer some questions on where these countries are and why people emigrate from these countries to Canada. 

· ASK: Besides Winnipeg, where do you think newcomers are settling in Manitoba? 

· Elicit some responses then show ppt slide #8
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· Share the numbers of newcomers settling in each community in Manitoba for 2014. Advise learners to write them down on page 2:

· Brandon: 535
· Neepawa: 422
· Winkler: 219
· Thompson: 199
· Steinbach: 158

· Morden: 150

· Russell: 72

· PLP: 60

· SAY: Besides our newcomer population, we have always had a diverse workforce and customer base. Here are some statistics I researched on Canada’s Aboriginal population. 

· Show ppt slide #9

[image: image8.png]Today's Diverse Workforce

* Canada’s Aboriginal population is projected to increase much
faster than the non-Aboriginal population from 2011 to 2036

* Projections suggest that the Aboriginal population could
increase to approximately 1.4 million by 2017 from 1.1 million
in 2006. As a result, Aboriginal people would account for
between 4.6% and 6.1% of the Canadian population in 2036,
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from 3% in 2001.

Sonses: Stustics Canda





· SAY: We probably all have diversity within our work teams and the people we serve. Let’s take a minute to discuss the benefits of this diversity.

	Learner Handout pg. 2-3


	10 mins
	Benefits of a Diverse Work Team 

· ASK: What are the benefits of working in a diverse workplace? Elicit some responses and scribe on the flipchart. 

· SAY: On the next slide, I have listed some benefits. Let’s see what has been mentioned already and discuss any new ones. 
· Show ppt slide #10. 
· Read through the benefits and ask if learners have any others to add. 
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Better understand and respond to an increasingly diverse
customer base;

Tap into local markets, expanding your customer base through
improved cultural awareness and communication;

Broaden the talent pool for recruiting new employees;

Attract and retain top talent in an environment of labour
shortages;

Enhance creativity, productivity, and decision-making through
diverse approaches.




 
NOTE TO INSTRUCTOR: measure the learning by asking questions (please remember to make note of learners’ responses)

· How do you think knowing about Manitoba’s diverse demographics can help you work with others even better? Serve customers even better?

· On a scale of 1-5, how aware are you of Manitoba’s cultural demographics? (
1 = not at all, 3 = fair, 5 = thorough understanding)

	

	15 mins
	BREAK OUT
	

	15 mins

	Objective #2: Acknowledge personal biases, values, and assumptions and how culture influences customer service. 
The Role of Culture – Values, Perceptions and Assumptions
· Show ppt slide #11 
· ASK: What do you think of when you hear the word “culture”?
· Scribe responses on the flipchart. 
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What do you think of when you hear the word
“culture”?

“The way we do things when no one tells us
how to do them.” (Kemp)





· SAY: Another definition that is commonly used to define culture is the Iceberg Analogy. 

· Show ppt slide #12
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· SAY: As the iceberg suggests, the top part is what is easy to see, hear and touch, as per the examples shown. It is the 10% of what makes you “you” and me “me”.
Then underneath the waterline,  90%, are the things that will govern the “way we do things when no one tells us how to”. For example, values & beliefs, the view of family, communication styles, view of customer service, view of hierarchy, etc. 
Often those things come from the unconscious and are so unconscious that we forget we ever learned them.

· SAY: Let’s do an activity. Everyone has a small piece of papr in front of them. Please write down a value that you strongly believe in. It can be anything, for example, “respect” or “education”. Just one or two words is good – please don’t discuss with your neighbours. 
When everyone is done, have learners stand up and walk to open space in the room. 

· SAY: Now with your “value” in your hand, mix and mingle with each other. Show your value to each other and see if you can trade it for one that you believe in more. If you do happen to find one that is more meaningful to you, ask the person if he/she would trade with you. However, he/she must agree that your value means more to them than theirs to trade.

· Allow a couple minutes to see if learners find one to trade for. Once they appear to have seen each others, have them come back to their seats. 

· ASK: So how many people traded their value for another? 

· DEBRIEF the activity by saying usually people don’t trade. Ask the group why they think that is. People identify a value they believe in and it is important to them. Even though this is just a 5 minute activity, most people want to hang on to their value because it’s important to them. 
· ASK: So what has this got to do with what we are discussing today?
· Elicit some responses. 

· SAY: Our values are important to each one of us, including our co-workers and our customers. Our values determine our attitudes and therefore our behaviours. There may have been an experience or interaction you have had in the past that you weren’t sure how to deal with. Perhaps the person’s values or your values was impacting how you perceived the situation. 

· Show ppt slide #13 and present it
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© Our values are personal and important to us...

* They determine our attitudes and therefore our
behaviours

* We can’t ask others to give up their values...

© There’s a strong connection between our values and
assumptions





· SAY: Do your values determine what you think good customer service is? Discuss. 
· Show ppt slide #14 
· Discuss the questions on the slide
[image: image13.png]Customer Service Across Cultures

= Is it different?
= Who are your customers?
= How would you describe them?





· Show ppt slide #15
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How might you perceive the following behaviours?

« Customers that don’t say please and thank you.
« Customers call you Sir or Maam.

« Customers negotiate the price of your product or
service.

« Customers look for someone from their ethnic
community to help them.

« Customers speak limited English.





· SHOW one question at a time.

· ASK: First, what is your perception of this behaviour/action? What is the reflected values? How might someone who is culturally diverse perceive this behaviour? And their reflected values? 
· SAY: The key here is to avoid making assumptions. As a service professional, you may percieve a behaviour or action different from another person. And that’s ok.
ACTIVITY: 
· SAY: Let’s do an activity. Please stand up and find a partner. With your partner, take turns telling each other what you did from the time you woke up to the time you got to work (or this session) this morning. Step by step, and each time you get to a verb, please change it for another word/verb. For example – My alarm turned on (instead of “went off”)at 7:00 am. I stretched (instead of “reached”)over and slammed (instead of “turned it off”) it off. Then I entered the shower and bathed myself...etc. 

· Debrief by asking: How was it? How did you feel doing this exercise? (Common responses are uncomfortable, stupid, frustrated, it was difficult). Why did you find it difficult? 

For EAL speakers (English as an Additional Language Speakers), this is what they have to do. When people learn an additional language, they begin by translating word by word from their first language to the one they are communicating in. So they are interpreting in their head and then articulating the word – maybe the word works in context, sometimes it does not. It’s an opportunity to experience this challenge and build empathy when serving others. 
· Show ppt slide #16 and discuss. 
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· ASK: if learners have any questions regarding how one’s values impact one’s perceptions and assumptions. Make sure the connection to customer service and respect is made. 

· SAY: Let’s look at a scenario and share what you think is happening here.

· Show ppt slide #17 and read out to the group. Discuss the questions in red. Learners can discuss in small groups or with their neighbours. 
[image: image16.png]Scenario 1

Ramon is from South America. He recently went to a
furniture store to look for a new couch. The salesperson
introduced himself and said, "If you have any questions
or need any help, just come and see me."

Ramon looked around the store for 5 minutes and left.
He told all his friends and family to never go to that
furniture store.

Did Ramon have a positive or negative customer service
experience? Why? What part, if any, could culture play a
role?





· Potential responses: Ramon viewed this experience negatively. Ramon comes from a culture where customer service is viewed differently. He perceives the salesperson’s behaviour as rude and unprofessional. Ramon expected the salesperson to stay with him, get to know him a little bit by asking lots of personal questions, then “telling” him what he should buy. The “value” of relationships and customer service is demonstrated differently in South American culture than Western (Canadian) culture. 

	Learner Handout pg. 4-5


	15 mins
	Impacts of Culture

· Show ppt slide #18
· SAY: Another way that culture can impact us in the workplace, is by how we view hierarchy. This means, that someone may view his/her supervisor or manager differently than someone who is newer to the Canadian workplace.  There may be different behaviours demonstrated. Remember, the perception activity when I asked you for your perception of employees addressing managers by with ”Sir” or “Ma’am”? That is a great example of viewing people in authority differently. Let’s go through some examples of how Canadians act towards authority. 
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How culture impacts the work environment:

© Even though hierarchy exists in the Canadian workplace,
it is viewed differently than in many other cultures.

* Employees and managers view each other as equals.

* It is important to know how the chain of command
works in your company.

* Employees are expected to ask questions to clarify and
confirm instructions

© Leaders expect employees to take initiative by keeping
themselves busy at all times





· Show ppt slide #19 and go through the examples
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© Leaders value participation from all employees and
levels within the company. All staff positions are
viewed as integral parts of the company’s success.

© Leaders see themselves as “part of the team”, are
usually accessible. You are the expert in your role!

* Leaders and employees will consult one another and
share information freely

* Respect everyone; no matter the person’s title or
position





· ASK:  How do you know who to ask a question to? When and how would you ask your supervisor a question?

· ASK: Does anyone have another example of how hierarchy is demonstrated in the Canadian workplace?
· Elicit responses and discuss briefly

NOTE TO INSTRUCTOR: The scenario #1 activity acts as a measurement of the learning for Objective #2. If the group struggles answering the questions, it is possible that the learning was not transferred. Take some time to review and re-phrase the key points. Remember to make some notes for the final report. 


	Learner Handout pg. 6
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	Objective #3: Have a stronger knowledge level and ability to communicate and work in a culturally diverse environment.
Cultural Considerations for Serving the Diverse Customer

· Show ppt slide #20
· Put learners into groups of 3-4. Give 6-8 minutes for groups to come up with best strategies/considerations to meet the needs of all customers and co-workers, including those who may be culturally diverse or new to Canada. 
· Once groups have a few ideas, have them present to the large group. Scribe on the flipchart and acknowledge the groups’ efforts.
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· Show ppt slide #21 and read through the considerations learners can use when interacting with people who are culturally diverse.
[image: image20.png]Cultural Considerations

+ Be welcoming — smile and acknowledge all customers

+  Keep an open mind — avoid making assumptions and
judgments

‘When communicating, moderate your speech:
- Use good grammar
- Use more nouns than pronouns
- Avoid acronyms, jargon, and slang

« Use appropriate non-verbal communication, e.g. make eye
contact





· Show ppt slide #22
· SAY: I’m going to show you a video of how language can be very confusing and overwhelming sometimes.
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https://www.youtube.com/w
atch?v=MHg_M_zKA6Y





· After the video, ask learners what they thought. Did they understand all the idioms and jargon used? Make the point of saying that if English is your first language, and you found  a lot of “sayings” that you didn’t know, imagine if English was an additional language of yours. Could be very challenging to understand the meaning of the message. 

· Show ppt slide #23 and read through the rest of the cultural considerations learners could use. 
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Give customers time to interpret in their minds.
This will mean that there will be some pauses in
your conversation.

Don’t judge an individual’s education based on
their English language skills

Be an active listener. Concentrate on what is being
said; this will help overcome the barrier of accent.

Demonstrate your professionalism!





Workplace Scenario 2 – Let’s Practice

· SAY: Now that we have identified some great strategies to use when communicating and working with culturally diverse people, let’s look at another scenario. 

· As a large group (or in their smaller groups), have learners resolve the next workplace scenario. 
· Show ppt slide #24
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You are stocking shelves in the local grocery store. A customer
approaches you and asks you a question. She speaks English
as an additional language and her English is limited. You do
not understand her question so you politely ask her to repeat
it. You continue to have difficulty understanding her question
to help her.

In your group, discuss what you can do to communicate with
this customer and deliver quality service.





Potential responses: To overcome the language barrier, the employee can ask the customer to write it down or to translate her question on Google Translate. Actively listen and concentrate on what is being said and the words that are understood. Repeat back to confirm understanding and bring the customer to the product she is looking for to make sure it is correct. Be patient, use positive body language, smile and maintain eye contact. Use plain language and speak clearly. 
NOTE TO INSTRUCTOR: Measure the learning by the group’s responses and resolutions to the scenario #2. If resolutions were reflective of the cultural considerations discussed, the learning was successfully transferred. If groups struggle, then a re-visit and clarification of the points missed, should be done. 
Additional measurement can be identified when learners return to work.  

	Learner Handout pg. 6


	5 mins
	Conclusion
· Show ppt slide #25
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*What'’s one thing you are going to do
(or think) differently?





	

	
	Evaluations
· Thank learners for their commitment to learning. 

· Show ppt slide #26
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Diversity is the one true thing we all have in
common. Celebrate it everyday.”

- Author Unknown





· Hand out WEM evaluations. 
	Evaluation Form
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