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HDN – Diversity within Customer Service 
Facilitator Outline
The following offers a variety of suggestions as to how Trainers might utilise the Diversity within Customer Services digital resource. It is designed to give Trainers alternative ideas to flex usage dependent upon time available, group size etc. Trainers are then able to select which modules and exercises they may prefer to use.  It also offers suggested questions and tasks for the learners but Trainers should not feel they have to limit their session to ideas outlined below, they should have the flexibility and confidence to use the resource as they want to. 
	RESOURCES REQUIRED
· Laptop
· Video files
· Clicker/Presenter
· VGA/HDMI Cable (with sound)
· Extension Cables
· Sound system & cables
· Projector & Screen or TV
· Marker pens
· Pads
· Post It Notes
· Flipchart paper






Introduction                                                                             5 - 10 minutes	
· Welcome 
· House-keeping
· Explain that what makes this session a little bit different is that you will be using drama based digital material and drama based exercises in your learning environments.
· All the drama is fictional! Any resemblance to anyone living or dead is purely coincidental!
· Reassure there will be no role play, but it will be interactive – encourage delegates to take part fully and use the various opportunities for interaction. 

Facilitator then shares the session aims with the delegates:
Session Aims
NB these are suggested aims only and can be adapted.
· To heighten awareness of Inclusion and Diversity 
· To consider how Inclusion & Diversity impacts on the customer experience
· To encourage individual responsibility in upholding Inclusion and Diversity
· To increase knowledge and confidence in tackling inappropriate behaviour

Facilitator could ask the delegates:
Which particular AIM stood out to you?
Why?

This gives them a feel for the priorities of the group and areas they may want to focus on throughout the session. 
Additional Option
Trainers may also wish to refer to their Organisations Core Values refreshing people of what they are. Then ask:
	How well do we know them?
	How well lived are they?
		In what ways?
		Which ones in particular?
	How easy is it to lift them off the page and turn them into practical actions?

Invite delegates to be mindful of the Core Values as they move through the session.  Add approximately 5 minutes for discussion around the Core Values.

Trainers will close this introductory section by explaining that the session will:
· Examine the broader strands of diversity, individual attitudes and the potential behaviours, which may arise as a result of them.  They will consider what diversity means to them as individuals and also why it is important to their organisation. 
· They should reassure the delegates that this is a safe environment to discuss sensitive subjects.

Result:
· People are put at ease
· They have clarity on the purpose of the session and know what is expected

SECTION 1 – Diversity Awareness	15 minutes
Facilitator will explain they are about to hear some statements and questions, as they do so, think about which ones stand out and they will be invited to feedback afterwards.
Play the audio statements.  
These can be embedded into a PowerPoint presentation maybe against a slide that has a word display with a variety of words relating to diversity e.g. [image: https://s-media-cache-ak0.pinimg.com/236x/b3/a1/de/b3a1dee7a3ec598a6b50077706f71759.jpg]
Following the statements, the facilitator might ask all or a selection of the following:
What does diversity mean to you? 
What about Inclusion?
How did the statements make you feel? 
Any surprises – which particularly stood out? Why?
How realistic were they in terms of the way we see our customers?
	What’s the danger of that?
Why do all we see things differently? (Held beliefs/influences)
What discriminatory statements were there?

Additional Option
At this point the facilitator could touch on the Protected Characteristics covered by the Equality Act 2010 and the definitions for Discrimination (Direct/Indirect, Association, Perception), Harassment and Victimisation. Highlight we are all protected and covered by the legislation and there needs to be an awareness of this. 
Trainers may wish to go into much more detail with this element but to deliver purely the basics of the legislation we suggest adding approximately 10 minutes to the session timings.
NB relevant internal policies and support mechanisms can also be highlighted at this point.
The final part of Section 1 will be to ask:
How important is Inclusion & Diversity to you? 
Why?
How important is Inclusion & Diversity to your organisation? 
Why? Reasons?

This can draw in ideas around the Business Case for I&D: feeling included and fairly treated are key drivers to engagement. It is vital that customers feel supported, respected and listened to. 
Additional Option
If trainers wish to get delegates up on their feet at this point they could place three cards printed with 0%, 50% and 100% - 0% at one side of the room, 50% in the middle of the room and 100% at the other side of the room.  Delegates imagine the continuum, when the Trainer askes the various questions delegates place themselves on the continuum dependent upon the strength of their answers.  Once the delegates have placed themselves on the line in relation to their answer the Trainer will ask certain people why they have answered in that way. Add an additional 5 – 10 minutes depending on the number of questions they want to ask.
Result:
· Delegates consider what I&D means 
· Begin to consider what it means to them
· Understand why I&D is important to the business
· If delivered, the legislative responsibilities that we all have will be covered


SECTION 2 – Stereotyping and Assumptions	10 minutes
A quick exercise could be used here to initiate thought around how easy it is to stereotype or make assumptions about people. Either the Trainer could show photographs of 3 very different characters, for example, one is young, in a hoody, playing music through headphones, another wears glasses, walks with a stick, etc.  Delegates are invited to feedback their initial thoughts.  
Who are they?
What are they like?
What would they think if this person walked into their office? 
How does each of them make them feel? 

Alternatively, the Trainer may say we are walking down a street at night, it’s dark and a figure approaches us. They are running, have their head bowed, they are wearing a hoody. Then get the delegates to describe that person, who they are, what they look like, what are they doing, carrying etc. The following day, we are walking down the same street and this time the person walking towards us wears a really smart suit. The same questions about this character are repeated. Identify what stereotypes are at play. Is it feasible that it could be the same person? 
A selection of the following could be asked:
How useful is it to label or stereotype? (Human nature, fight/flight, self-preservation)
Why do we stereotype?
	Where does it come from?
What are the dangers of stereotyping and labelling?
What is the potential impact / consequence? 
	How often do you make assumptions about others?  
Are you always right?
Do people stereotype you? 
How does it feel?
Do people stereotype us as an organisation?
How can we influence how our customers see us, and the assumptions they make about us?  
Should we have to?  
What is our responsibility? 

Ask them to translate this to their working environment – how often do they make assumptions or stereotype customers or other teams?


Result:
· Delegates recognise how easily we make assumptions and slip into stereotyping individuals or groups of people.

SECTION 3 – Customer Service & Individual Responsibility	
This section explores how I&D and the assumptions we make about others impact on customer service.
Limiting Attitudes Exercise							10 – 15 minutes
Using an alternative set of numbered cards placed on tables/wall, delegates are invited to their feet and asked to place themselves by the corresponding number responding to the scale of 1 to 5 (Frequently, Sometimes, Rarely, Never, Don’t Know) in answer to the question:

How often are people’s potential contributions to your organisation being limited by the attitudes others have towards them?
Trainer:
Why do you feel that?
Are you surprised by the results? 
What sorts of limiting behaviours have you witnessed in others?

Trainer then asks a second question which relates to the delegate’s own behaviour:

How often are people’s potential contributions to your organisation being limited by the attitudes you have towards them?
What do they notice about these results? 

The results will inevitably be different i.e. less frequent for the second question. 

Why might that be?
Why do we witness it in others and are less likely to see or recognise it in ourselves? 

Trainer should touch on the importance of creating an environment for safe supportive feedback and being able to approach colleagues when you witness something you feel is not appropriate – How easy is this to do? 

Why might we elect not to engage in those honest conversations?  

Equally how might you feel if someone approaches you to feedback on something you may/may not be aware that you have done? – How willing are you to receive that feedback? 

What responsibility do we have as individuals to influence this? 

PART A
Whole Group 									       15 minutes
The trainer will invite delegates to watch a scene set in a housing association. (Film resource, An Office – Scene 1) The scene takes place in a Southgate Housing - a fictional housing association.  They will meet three characters; Andy is on the phone to a customer when the scene starts and Tamsin and Nigel join him when they return from their daily visits. (Trainer should ensure delegates know the names of the different characters.) 
Play resource An Office – Scene 1
Delegates will have witnessed many different assumptions and prejudices coming into play.  Delegates will be invited to feedback their observations following the scene with the Trainer using their choice of the following questions:
What did you make of the scene?
What stood out?
Which particular attitudes stood out?
What did you make of the attitudes at play?
What discriminatory attitudes did you identify?
What did you make of Andy (blue shirt)?
What did you make of Tamsin?
What might be the impact / consequences of their attitudes on the customers?
	What about the impact on the internal customer?	
What did you make of Nigel (maroon shirt)?
	How comfortable did you think he felt? Why?
	Why might he not challenge his colleagues?
	What might be the consequence if he doesn’t challenge their attitudes?
Was he totally without blame? (no, he is compliant with some of the less than helpful behaviours)



Alternatives
Pairs and whole group discussion						15 – 20 minutes
Rather than a whole group discussion, the Trainer could invite the delegates to work in pairs to identify the limiting attitudes and negative behaviours that stood out to them. This could be set up as a competition i.e. the pair with the most get a prize! After 5 minutes they could invite everyone to share their observations with the rest of the group. Working their way around the group ensures everyone participates and contributes. The final discussion should still be around the impact on the customers, how comfortable Nigel felt (or not), the reasons he may not have challenged his colleagues and the consequence of not doing so. 
Small group                                                                                          20 - 25 minutes
Before watching the scene, the trainer could divide the group into 3 and ask one group to focus on Andy, one on Tamsin and the other on Nigel.  Following the scene, they would have a discussion in their groups to identify the behaviours at play and these would be shared with the wider group.  They could resume their small group discussions, those focusing on Tamsin and Andy would think about where their attitudes towards the customers and other teams were coming from i.e. why they think and feel the way they do and also the consequence of their attitudes.  The group focusing on Nigel would consider why he didn’t challenge and the consequences. This group would be the last group to share ideas.
In any of these interventions some of the identifiable elements of the scene are as follows:
How is Mrs Riley feeling?
	What’s her impression of the organisation?
	Why hasn’t she completed the ASB forms?
		What else might be at play?
What about their attitude towards other teams / internal customer?
	What is the impact of this?
	Where does it come from?
	How might you challenge their internal customer service?
What do you think Tamsin might have been like in Mrs Khatun’s home?
What is driving Tamsin’s attitude towards the Cannon family? 
What do you make of the assumptions they make of Dylan Robert’s drug or alcohol misuse?
What do you make of Tamsin’s internal / external customer service? (Not answering phone to help a colleague, not having got round to visiting Dylan Roberts?)

PART B	
Trainer should draw together the ideas on why Nigel might not challenge, the consequences of not doing so and reiterate that accepting we can see limiting attitudes in others but not necessarily in ourselves, we have a responsibility to create an environment of open and honest feedback. So how do we have those honest conversations in an appropriate manner?  The following section (Part B) considers the skills we might need to do this.
The filmed resource – An Office - Scene 1 is replayed. The following is a breakdown of points at which to stop the film in order to discuss what has happened and the appropriate action each delegate could take if they were to overhear / witness similar attitudes at play from their colleagues.
Whole group										40 minutes
Invite delegates to focus on Nigel. He looks uncomfortable on a number of occasions.  Explain the film will be stopped at a variety of points and we will explore what Nigel might do in that instance to challenge the attitudes and behaviours of his colleagues.
Section 1 
Stop at 0.28 seconds – Laughing loudly as they enter the office.  
Stop at 0.44 seconds – ‘Mrs Riley again?’
Stop at 0.51 seconds – ‘That’ll be her age’.
Stop at 1:10 minutes – ‘So we can’t take any action.’
Stop 1:18 minutes – ‘Yeah right’.
Section 2
Stop at 1:40 minutes – ‘So what did you do?’
Stop at 1:50 minutes – ‘I’ll just wait for the angry phone call from her son.’
Stop at 2:01 minutes – ‘Qué’

Section 3
Stop at 2:21 minutes – ‘Should see the state of the mother’s house it’s filthy.’
Stop at 2:39 minutes – ‘They’ll all be down the pub.’ ‘All right for some.’

Section 4
Stop at 2:52 minutes – ‘How can I help?’
Stop at 3:36 minutes – ‘I left a card, couldn’t be doing with the hassle.’
Stop at 3:46 minutes – ‘I haven’t got round to seeing him yet.’
Stops at 4:01 minutes 
	
Alternatives
Whole group – 4 stop points							20 minutes
The scene has 4 main points at which to stop it.  These can all be broken down further dependent upon the time available (see above).
Section 1 stops at 1:18 minutes.  This section looks at appropriate attitudes in the workplace and concentrates in particular on attitudes towards Mrs. Riley and discriminatory comments about her age.
Section 2 stops at 2:01 minutes.  This section concentrates on Mrs Khatun and attitudes relating to her ethnicity.
Section 3 stops at 2:39 minutes.  This section focuses on attitudes towards the Cannon family.
Section 4 stops at the end of the scene and focuses on Mr Roberts and the assumptions about drug or alcohol misuse.
Possible ideas to raise with the group: 
Section 1 stops at 1:18 minutes.  
How might you approach Andy regarding his tone and body language?
How might you approach Andy about his attitude to Mrs Riley?
What might you say to Tamsin and Nigel about the way they come into the office?
How might you challenge Tamsin’s inappropriate banter?

Encourage the delegates to reflect on how the characters’ previous interactions with Mrs Riley influenced how they now see her each time.

How realistic is this?
How can you prevent it happening? 

Section 2 stops at 2:01 minutes.  
	How might you challenge Tamsin’s attitude to Mrs Khatun?
Section 3 stops at 2:39 minutes.  
What would you say to Tamsin to challenge the comments she is making about the ‘mother’s house’, ‘pay day’?
Section 4 stops at the end of the scene.
4 Small Group										30 minutes
The trainer may elect to stop the film at the four main points and having divided the group into 4, allow small group discussions about what delegates might do in that situation to challenge the attitudes and assumptions. Each group could then feedback their ideas, one after each section. 
Whole Group – no prescriptive stop points						20 minutes
Trainers could replay the film and offer the mantle of responsibility over to the delegates.  Whenever they see or hear the something that they would like to challenge or change, they shout ‘stop’.  At this point, the Trainer will pause the film and explore why they have stopped the action at that particular point and will invite the delegate to offer what their challenge might be if they witnessed it in real life.  The trainer should encourage them to think about not only the words they use but their tone, body language etc.
PART C
The second filmed resource – An Office – Scene 2 can be shown and introduced to delegates as an improved version.
	What did you make of that scene?
	What did you like about it?
	What opportunities are there for improving it further?
What might you take from that version that would help improve your working environment?
PART D	15 minutes
This section could be used in conjunction with the two resources above or as a stand-alone.  It could also be used in between the two office scenes to illustrate the impact of Tamsin’s attitude outside of the office.
Show delegates the Film resource – Resident’s Home
What did you make of Dylan?
What do you think Dylan’s experience of dealing with Tamsin was like?
How might it impact on him?
What consequences might there be?
Was Tamsin right to have the concerns she had?

What should she have done / how should she behave?
What questions would you be asking if you were Tamsin?
What do you think Dylan might need?
What are the alternative possibilities for Dylan presenting in the way he does? (Attitudes to police, not completing ASB forms etc.)

Alternative

Either in pairs or small groups delegates could mind-map all the alternative possibilities for Dylan presenting in the way he does.

How would you structure a safe and supportive communication with Dylan to offer best possible customer service to him?

Add an additional 5 – 10 minutes for this exercise.

Result:
· Delegates recognise individual responsibility in upholding Inclusion and Diversity
· Have increased their knowledge and confidence in tackling inappropriate behaviour
· Delegates consider what constitutes best practice
· Delegates will have been encouraged to think outside the box in terms of not accepting situations at face value

Personal Reflection	10 minutes
Trainer should invite delegates to reflect on the session and translate their learning back to their own working environment. You may wish to invite them to make a pledge or realistic commitment to do something as a result of participation.
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