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	Building Respect in Diverse Work Teams

	Customer Service Series – Workshop #3

	Facilitator Guide


	


Learning Outcomes:

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

· Understand expectations for working with others and showing respect in all workplace interactions, and
· Develop best practices for interacting and working effectively with others, and
· Exhibit behaviours that show respect and inclusivity when working with diverse groups of people.
	TIME
2 hours
	ACTIVITY/TOPIC
	HANDOUT

	
	MATERIALS REQUIRED: 

· Learner Handouts 

· CJG Forms

· Markers & Flipchart with Paper


	

	5 mins
5 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. 

· Go through the Objectives – refer to ppt slide #3
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* Understand expectations for working with others and
showing respect in all workplace interactions,

* Develop best practices for interacting and working
effectively with others, and

* Exhibit behaviours that show respect and inclusivity
when working with diverse groups of people.





· Show ppt #4 and present the agenda to the group
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· Icebreaker – explain to learners that we are going to do a quick icebreaker. SAY: I am going to show you one question at a time. Please raise your hand if you have experienced this at work. 
· Show ppt slide #5
[image: image4.png]Raise your hand if...at work:

“You have ever been late?

“You have everyelled at someone?

“You have ever been sarcastic with anyone?
*You have used bad or aggressive language?
“You ever felt uncomfortable?

“You have been excluded from the group?
“You have ever made fun of someone’s accent?

«You have ever treated customers different from how
you treat your co-workers?





· Once complete, ASK learners: Why do you think only a few people raised their hands? Is your work environment consistently a respectful place? Are people always respectful to each other? Do we realize what respect is?
· Elicit responses and have a brief discussion about the behaviours listed on the slide. 
· SAY: We will talk more about some of these behaviours as we go through the workshop. Thank you for your participation.
	Learner Handout
CJG forms

	15 mins
	Objective #1: Understand expectations for working with others and showing respect in all workplace interactions.
What is a Respectful Workplace?

· ASK: What does respect mean to you? What are some examples of respectful behaviours when working with others? Can anyone give us an example?
· Elicit responses to check for understanding. 
· SAY: We are going to an opening activity. Get everyone moving a little. 
· Split everyone into three groups. Assign each group to a prepared flipchart paper with the below questions written on them (one question per flipchart paper). Instruct groups to stand by their question. Each group gets a different coloured marker. 
· What does respect look like at work?

· What does respect sound like at work?

· What does respect feel like at work?

· Show ppt slide #6
· Instruct each group that they will have 3-4 minutes to write down responses to their question. The instructor will let everyone know when to move to the next paper/question. 
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· Once all three groups have visited each paper station and have wrote down their ideas, have learners return to seats. Instructor to speak to the examples of respect at work. Acknowledge a job well done and a good team effort. Some of the key examples would be of a respectful workplace: open communication, feel safe, people say hello to each other, offer to help, feel valued, compliments, no yelling, have fun, follow procedures, provide quality service, etc..

· Wrap up the activity by asking if these are expectations of the Canadian workplace? Do you feel these are examples of respectful behaviours at work? Would you demonstrate different behaviours towards your customers?
· SAY: Using some of the examples you’ve come up with (if applies), let’s look at a definition of a respectful workplace. 

· Show ppt slide #7 and ask a learner to read it out loud. Refer learners to page 2 in their handout as well. 
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« Is one that is healthy, safe, supportive and values
diversity. It is a place where employees are valued;
communication is polite and courteous; people are
treated with respect; conflict is addressed in a positive
and respectful manner; and disrespectful behaviour is
addressed.





· SAY: According to the Manitoba Human Rights Commission, they define a respectful workplace as…(read from the slide)
· Show ppt slide #8 and acknowledge any examples that learners gave during the earlier activity. 
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· ASK: Should people be treated the same? Are you all the same? 
· SAY: No! You see the word used is “equity” and not “equally”. Respect is treating people the way they want to be treated – The Platinum Rule. 
· Elaborate on each point on the slide:

A respectful workplace is one that values: 

· the dignity of the person; this is the foundation of respect at work; human rights are based on this – it’s the pinnacle of a respectful workplace

· courteous conduct 

· mutual respect, fairness and equality 

· positive communication between people no matter their role, title, or ethnicity
· diversity and the human rights of others related to their race, national or ethnic origin, colour, religion, age, sex, marital status, family status, any physical or mental disability and sexual orientation 

· collaborative working relationships 

· END by saying: Each one of us unique, there’s no one like you. 

· ASK: What is diversity in the workplace? 

· Show ppt slides #9-11

· SAY: We spoke to cultural diversity in workshop #2. However, for those that didn’t attend that session, the next three slides speak to the workforce diversity in Manitoba. 
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* Manitoba’s communities and organizations continue to
increase in cultural diversity

* Immigration to Manitoba continues to rise

* Top source countries for immigration: Philippines,
India, China, and Nigeria

* In 2014, Manitoba welcomed 16,222 newcomers to the
province - 14.8% of newcomers chose to live outside of
Winnipeg
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 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
aresult, Aboriginal people would account for between 4.6% and
6.1% of the Canadian population in 2036, compared with 4.4% in
2011

= The proportion of the Canadian population that identify
themselves as Aboriginal is projected to increase to 4% in 2017
from 3% in 2001.

Sonses: Staistics Canda





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 #12.
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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.





· SAY: So now we have an understanding of respect in a diverse work environment. Let’s take a few minutes to identify what inappropriate or disrespectful behaviours are at work. Do you remember the icebreaker activity?

· Show ppt slide #13

[image: image12.png]Inappropriate Workplace Behaviour

Behaviour that serves no valid work-
related purpose and can create a
poisoned work environment.
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· ASK: What are some examples?
· Give learners a few minutes to discuss with their neighbours then ask for some of their ideas. Then show ppt slide #14.
[image: image13.png]Disrespectful behaviour can be...

* Gossiping
© Swearing or aggressive language

* Whispering/pointing, laughing “at” a customer/co-

worker
* Exclusion
* Inappropriate jokes/gestures
* Yelling
* Tone of voice

* Making fun of someone’s personal characteristics

* What else?
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NOTE TO INSTRUCTOR: measure the learning by asking questions (please remember to make note of learners’ responses)
· Do you think employers expect employees to consistently demonstrate respectful behaviours?

· Do you understand what respect looks, sounds and feels the same towards your customers as they do towards each other? Or your supervisors?
· On a scale of 1-5, how would you rate your understanding of workplace expectations regarding working well with others and demonstrating respect? (1 = not at all, 3 = fair, 5 = thorough understanding)


	3 prepared flipchart papers posted around the room with questions from slide #6.


	15 mins
	BREAK OUT
	

	15 mins

	Objective #2: Develop best practices for interacting and working effectively with others. 

· Show ppt slide #15 
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* In small groups, brainstorm how employees can
contribute to a respectful work team.

* What can you do to demonstrate respect towards
others in your team and to customers?

* Be prepared to present your ideas to the large
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· SAY: Now that we know what the behaviours of both respect and disrespect at work are - let’s brainstorm some best practices of how to demonstrate respect at work. You are the experts in your role, so think of anything that you feel would apply. Reflect on the last time you felt respected or disrespected. There are no wrong answers for best practices. For example, a best practice may be treat everyone with respect or to be inclusive or not to pick favorites…etc.
· SAY: I will break you into new groups and give you 8-10 minutes to make a list in your handout. Then each group can present their ideas to the large group. 
· After 10 minutes, each group presents. Acknowledge each team’s efforts. 

· Show ppt slide #16 & 17 and read through them. Answer any questions learners may have. 
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« Offer to help; don't just do what is expected of you

« Recognize that people may demonstrate respect differently
due to cultural differences

* Seek clarification - ask questions, be curious

* Think positive - have an open mind to change

* Value diversity of team members

* Be aware of youractions - be accountable

* Realize that one person’s priorities and perception may not be
the same as yours

* Demonstrate organizational values and policies that all
employees are equal and deserve respect





[image: image16.png]What can you do if...?

© Attempt to speak to the person who you feel behaved
in a disrespectful manner toward you. Attempt to
resolve — however, this is NOT mandatory!

* Document
* Speak to your supervisor or human resources
© Confidentiality is respected .

?





· Refer learners to page 4. Go through options an employee can take if they feel they have been disrespected or if they observe someone else is disrepected. 

· NOTE TO INSTRUCTOR: It’s important that learners understand the options all employees have when they have been mistreated or disrespected at work. It’s important to document the details of the experience – who was the person you feel disrespected you, when, where, and if there were any witnesses. You can speak to the person you feel disrespected you and if you are uncomfortable doing that, or it was unsuccessful, you can go to a supervisor or a HR staff person. 

· ASK: Are there any questions about any of the best practices presented? 
NOTE TO INSTRUCTOR: measure the learning by the group’s engagement and participation in coming up with ideas to show respect when working with others. If a group struggled identifying ideas, the learning was not transferred. Take some time to review and re-phrase the key points. The measurement of the learning may also be demonstrated once learners return to work and apply the best practices. Remember to take some notes for the final report. 
	Learner Handout pg. 3


	30 mins
	Objective #3: Exhibit behaviours that show respect and inclusivity working with diverse groups of people.

· Introduce the next activity
· SAY: To apply the best practices, let’s practice with some workplace scenarios. In your groups, each one will be assigned a scenario from your handout. Discuss the scenario, answer the questions, and come up with an effective resolution strategy. The scenarios are on page 5-7 in your handout.
· Assign each group with the of the three scenarios. Give 10 minutes to complete.  

· As each group presents their scenarios, link to the material covered. Acknowledge their resolutions and efforts. Make note of communication and teamwork skills. 

[image: image17.png]Scenario 1

You and Molly have both worked for Hardy’s
Hardware for a very long time. Together, you go for
your coffee break and discuss the busy week. Molly
vents her frustration regarding some of her team
members that never offer to help her when needed.
She states they seldom speak English and believes
they are saying bad things about her.
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Potential response: You could talk to Molly and suggest that she talks her co-workers about helping each other when they are not busy. Stating that it builds teamwork and collaboration. Ask Molly if she offers to help her co-workers when she isn’t busy? Explain that it is often difficult to speak another language other than your first language. It takes time to build confidence of one’s additional languages. Suggest Molly asks her co-workers to speak English when she is around so that she can be a part of their conversaion and get to know them better. 

[image: image18.png]Scenario 2

You are a cashier working hard to keep up with the
line-up of customers. You are waiting for your co-
worker to show up for her shift who is about 15
minutes late. This is the second time in the past
couple of weeks that she has arrived late for work.
When she arrives, your first response to her is “It’s
about time! Thanks for showing up.”

»





Potential response: First, not to make assumptions that your co-worker is being disrespectful when coming to work late. That is your perception. She may have a good reason that she has arrived late and that is between her and her supervisor. However, if her lateness is impacting your ability to serve customers well, then you need to bring that to the attention of the supervisor so they can resolve it. Reacting to your co-worker in a disrespectful manner, will just escalate the problem and not resolve it.
[image: image19.png]Scenario 3

The team lead of Manny’s Groceries, Lynn, has given
Marilee instructions on how to tally the day’s sales. She
then asked Marilee if she understood. Marilee is quick to
respond with a “yes”.

Marilee completes tallying the day’s sales but does it
incorrectly. Lynn is then critical of her abilities and does
not provide further direction.
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Potential response: Marilee may be new to the Canadian work environment and is still learning the unwritten rules. She may not be aware that it is a good quality to let the team lead know when and if you are unsure of directions. Asking questions to clarify and confirm instructions is expected from employees. Out of respect for authority, Marilee may be assuming that she must say “yes” to Lynn even though she did not understand how to do the task. 

NOTE TO INSTRUCTOR: measure the learning by the group’s responses and resolutions to the scenarios. If resolutions were reflective of the best practices for showing respect at work, then the learning was successfully transferred. If groups struggled, then a re-visit and clarification of the points missed, should be done. The final activity, the True or False Quiz, will also measure the learning progress. 

	

	5 mins
	Respect at Work – QUIZ 
True or False?

· Go through the nine questions on the ppt slides #21-23. Have learners answer true or false. Answer any questions that may come up during the quiz. 
[image: image20.png]Respect at Work - QUIZ

1. A respectful workplace is one that values the diversity
and the human rights of others in the workplace.
TRUE!

2. It is mandatory to speak to the person who you feel
disrespected you.

FALSE!

3. It is the responsibility of each employee to speak up
when they witness a co-worker being disrespected.
TRUE!

dplace 2





[image: image21.png]4. Purposely leaving a co-worker out or ignoring them is
considered disrespectful behaviour.

TRUE!

5. A supervisor showing favoritism towards an employee who
has worked with the company for a long time is acceptable
behaviour.

FALSE!

6. Realizing that one person’s priorities and perception
may not be the same as yours helps create respect at
work.





[image: image22.png]7. Working in a diverse team enhances creativity, productivity
and decision-making approaches.
TRUE!

8. Diversity in language helps serve a diverse customer base.
TRUE!

9. When we work well with others, we demonstrate respect
through our actions and behaviours.
TRUE!
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· ASK: Are there are any questions on what has been covered today? Were there any “a-ha” moments for any one? 

· SAY: Take a moment and share with your neighbour what was new for you or what you found interesting. 
NOTE TO INSTRUCTOR: The true or false quiz acts as a measurement of the session’s learning success (post-assessment). Remember to take some notes for the final report.
	Learner Handout pg. 8

	5 mins
	Wrap-up/Evaluations
· Thank learners for their commitment to learning. 

· Hand out WEM evaluations. 
	Evaluation
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