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Interactive DialogueInteractive Dialogue
This presentation will attempt to provoke your thinking on This presentation will attempt to provoke your thinking on 
how to effectively navigate through cultural diversity in how to effectively navigate through cultural diversity in 
the workplace. the workplace. 
It will provide a framework for participants to gain It will provide a framework for participants to gain 
insights into identityinsights into identity--based conflict resolution.based conflict resolution.
Recognize layers of conflict and the impact of deepRecognize layers of conflict and the impact of deep--
rooted conflict in the workplace.rooted conflict in the workplace.
Explore what cultural competency means to you and Explore what cultural competency means to you and 
how to celebrate diversity in the workplace. how to celebrate diversity in the workplace. 



Cultural CompetencyCultural Competency
Beyond the tip of the Beyond the tip of the iceburgiceburg

The ability to work The ability to work 
effectively across effectively across 
cultures in a way that cultures in a way that 
acknowledges and acknowledges and 
respects the culture of respects the culture of 
the person or the person or 
organization being organization being 
served.served.

J. H. Hanley (1999)  Five Stages toward cultural J. H. Hanley (1999)  Five Stages toward cultural 
competencecompetence



““Who we are together is always different and Who we are together is always different and 
more more thanthan who we are alone.who we are alone.””

““It is not our differences that divide us. ItIt is not our differences that divide us. It’’s s 
our judgements about each other that do.our judgements about each other that do.””

Margaret Wheatley,  Turning to One Another.Margaret Wheatley,  Turning to One Another.



Ask How ?Ask How ?

AttitudeAttitude
SkillsSkills
KnowledgeKnowledge

HonestyHonesty
OpennessOpenness
WillingnessWillingness



PerceptionPerception
How we see the world and new filters of understanding How we see the world and new filters of understanding ……



Cultural Competency ContinuumCultural Competency Continuum
Cromarty and Walker, 2006Cromarty and Walker, 2006



Cultural Competency ContinuumCultural Competency Continuum

Cultural Destructiveness  : Cultural Destructiveness  : 

‘‘US US -- THEMTHEM’’ divide : Clash of identity needsdivide : Clash of identity needs
Individual or groups refuse to acknowledge the Individual or groups refuse to acknowledge the 
presence or importance of cultural differences in the presence or importance of cultural differences in the 
teaching/learning processteaching/learning process
Any perceived or real differences from the dominant Any perceived or real differences from the dominant 
mainstream culture are punished or suppressedmainstream culture are punished or suppressed

J. L. Mason, M. P. Benjamin, & S. A. Lewis (1993) – The cultural competence model:  Implications for child and family 
mental health services.



Cultural CompetenceCultural Competence
Organizations and individuals learn to value cultural Organizations and individuals learn to value cultural 
differences and attempt to find ways to celebrate, differences and attempt to find ways to celebrate, 
encourage, and respond to differences within and encourage, and respond to differences within and 
among themselvesamong themselves
Teams, colleagues and friends explore issues or Teams, colleagues and friends explore issues or 
equity, cultural history and knowledge, social justice, equity, cultural history and knowledge, social justice, 
privilege and power relations in our society.privilege and power relations in our society.



Building Cultural CompetencyBuilding Cultural Competency

Leaders and champions Leaders and champions 
throughout the throughout the 
organization and organization and 
community are the community are the 
‘‘systems architectssystems architects’’..

Ted Ball: Ted Ball: Designing Integrated Designing Integrated 
Healthcare Delivery SystemsHealthcare Delivery Systems

““A shared vision is not A shared vision is not 
an idea. It is rather, a an idea. It is rather, a 
force in peopleforce in people’’s s 
hearts, a force of hearts, a force of 
impressive power.impressive power.””

Peter Peter SengeSenge: The Fifth Discipline: The Fifth Discipline



Engage in conversations to explore Engage in conversations to explore 
limiting beliefs, different values and limiting beliefs, different values and 

universal identity needs. universal identity needs. 

““Seek first to understand, to be Seek first to understand, to be 
understood.understood.”” Stephen Covey.Stephen Covey.



Responding to Emotions in Conflict.Responding to Emotions in Conflict.

DeepDeep--rooted conflict impacts the core identity of rooted conflict impacts the core identity of 
individuals prompting a profound emotional individuals prompting a profound emotional 
response.response.

Collaborative processes engage people in a Collaborative processes engage people in a 
conversation. Community dialogue.conversation. Community dialogue.



Levels of ConflictLevels of Conflict

RightsRights

InterestsInterests

IdentityIdentity

Settle DisputeSettle Dispute

Resolve Resolve 
Underlying Underlying 
ConflictConflict

ReconciliationReconciliation



Canadian Institute for          Canadian Institute for          
Conflict Resolution Conflict Resolution 

SelfSelf
ActionAction

RecognitionRecognition SecuritySecurity

Identity Needs Implicated Identity Needs Implicated 
In DeepIn Deep--Rooted ConflictRooted Conflict

ConnectedConnected--
nessness

Meaning



Identity needs are Universal Identity needs are Universal 
how they are satisfied is based on our how they are satisfied is based on our 

Beliefs, Values and Culture.Beliefs, Values and Culture.



Canadian Institute for           Canadian Institute for           
Conflict ResolutionConflict Resolution

SelfSelf

Meaning
Anger ConnectedConnected--

nessness
SadnessSadness

ActionAction
DepressionDepression

RecognitionRecognition
Shame & SelfShame & Self--doubtdoubt

SecuritySecurity
FearFear

Human Identity NeedsHuman Identity Needs
and Emotionsand Emotions



SelfSelf**

Meaning
Self-recognizance

ConnectedConnected--
nessness
SelfSelf--respectrespect

ActionAction
SelfSelf--esteemesteem

RecognitionRecognition
SelfSelf--actualizationactualization

SecuritySecurity
SelfSelf--confidenceconfidence

Wellness and Identity Wellness and Identity 
SatisfactionSatisfaction

* Self* Self--conscious (aware of wellness); conscious (aware of wellness); 

selfself--efficacy (a capacity to move forward)efficacy (a capacity to move forward)


