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Candidate Details
[bookmark: _Toc427850675]Assessment – CHCDIV001: Work with diverse people
The learners must complete the following activities and hand them into you for marking. This forms part of the learner’s assessment for CHCDIV001: Work with diverse people. The initial activities are formative – the Skills and Knowledge and Major Activities are summative but all should show the learner’s knowledge of the unit. The activities should be completed in a suitable environment, whether that is a classroom, training environment or an appropriate workplace location. 
Name: 		_____________________________________________________________
Address:	_____________________________________________________________
		_____________________________________________________________
Email:		_____________________________________________________________
Employer:	_____________________________________________________________
Declaration
I declare that no part of this assessment has been copied from another person’s work with the exception of where I have listed or referenced documents or work and that no part of this assessment has been written for me by another person.
Signed:		____________________________________________________________
Date:		____________________________________________________________
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below:
This activity workbook has been completed by the following persons and we acknowledge that it was a fair team effort where everyone contributed equally to the work completed. We declare that no part of this assessment has been copied from another person’s work with the exception of where we have listed or referenced documents or work and that no part of this assessment has been written for us by another person.
Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________
[bookmark: _Toc427850676]
Competency Record to be completed by Assessor
Learner Name:		_______________________________________________________
Date of Assessment:	_______________________________________________________
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as:
	
	Assessor Initials

	Authentic
	

	Valid
	

	Reliable
	

	Current
	

	Sufficient
	



Learner is deemed: 		COMPETENT		NOT YET COMPETENT (Please circle)

If not yet competent, date for re-assessment:		____________________________________

Comments from Trainer / Assessor:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor Signature:		________________________________________________________
[bookmark: _Toc427850677]
Activities
[bookmark: _Toc427850678]Activity 1A
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify and reflect on own social and cultural perspectives and biases.

	Activity
	What are some your own social and cultural perspectives and biases? What factors do you feel have played a part in these?

Answers will depend on learners and their own thought processes, as well as their backgrounds and experiences.

Factors of influence may include:

· Social circle 
· Education
· Personal experiences 
· The era in which they have grown up 
· The media 






[bookmark: _Toc427850679]Activity 1B
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to work with awareness of own limitations in self and social awareness, use reflection to support own ability to work inclusively and with understanding of others, and identify and act on ways to improve own self and social awareness.

	Activity
	What are your limitations in self and social awareness?

Answers will depend on learners and their current level of knowledge and exposure to diverse cultures.

How can you work to become more self and socially aware?

One way to become self-aware is to complete a formal assessment that includes a personality test, identifying values, skills and abilities.
You can then work towards becoming emotionally intelligent, where you are aware of how you think and feel – you can manage these things in a composed way and evaluate them, allowing you more clarity in decisions.

Social awareness requires:

· Empathy
· Awareness of your organisation
· Good service.






[bookmark: _Toc427850680]Activity 2A
	Estimated Time
	60 Minutes

	Objective
	To provide you with an opportunity to value and respect diversity and inclusiveness across all areas of work.

	Activity
	The migration of Italians to Australia has left an enduring legacy. This legacy includes construction, food, drinks, sports and clothes. In 500 words, provide examples of that legacy. Reference or footnote the sources of information that you use.

This assessment task calls for a general understanding of the Italian culture in Australia, with some specific examples of how that contribution was expressed. There should be at least four different examples of where that contribution has been evident.

What diverse cultures do you work/have you worked with? What are some of their cultural norms/practices that differ from your own?

Answers will depend on learners and their own workplaces, as well as the diverse cultures they have encountered.






[bookmark: _Toc427850681]Activity 2B
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to contribute to the development of work place and professional relationships based on appreciation of diversity and inclusiveness.

	Activity
	Based on your appreciation of diversity and inclusiveness in Australia, how might you develop positive workplace and professional relationships?

Answers will depend on learners, but they might detail the following:

· Holding celebrations of different cultures
· Attending educational seminars on different cultures
· Creating equal employment opportunities
· Striving for a diverse workforce
· Identifying strengths and weaknesses of cultures tot eh workforce
· Obtaining feedback from the workforce
· Including diverse persons in workforce planning






[bookmark: _Toc427850682]Activity 2C
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to use work practices that make environments safe for all.

	Activity
	What is an emotionally safety and how can it be created?

Emotional safety is the feeling of being secure and protected from intimidation, harassment, discrimination and racial denigration.

In the field of cultural diversity, emotional safety is an important obligation because of the potential for conflict between cultural groups living within Australia. With such a broad cultural picture, emotional safety cannot be left to chance or hope. In general terms, there is an obligation on the employer/organisation to be proactive in fulfilling their obligations.

Emotional safety is a perception issue. It can range from verbal abuse through to deliberate isolation or non-communication. In an emotionally safe organisational culture, an individual feels free to be themselves without risk of being punished or treated negatively. With modern technology, emotional safety can be conveyed by emails, websites and mobile phones. Monitoring is an important part of the culture of safety in any organisation. This may mean surveying staff on a regular basis to test for changes in the perception of emotional safety. In a number of organisations, such employee satisfaction surveys are conducted by the Human Resources department as part of organisational performance management.






[bookmark: _Toc427850683]Activity 3A
	Estimated Time
	25 Minutes

	Objective
	To provide you with an opportunity to show respect for diversity in communication with all people.

	Activity
	What issues do you need to consider regarding respect for diversity in communication with others?

Some services are targeted to the needs of specific ethnic groups. Often, the workers in those services will have an affiliation to that ethnic group. They will have some understanding of how people from that ethnic group like to live, which may be quite different from other cultures.

Some cultural groups will have different attitudes towards receiving help. They may have difficulty accepting your services (e.g. counselling, aged care) as a legitimate helping process. In some cases, they may see you as an unwelcome intrusion. For example, in cultures where the family is the primary social group, care is expected to be given by the family members, not outsiders who may be strangers.

Another example would be cultures that consider that only a person who is seriously in emotional trouble would opt to receive support from a therapist or counsellor. So, in these contexts, counselling becomes stigmatised. 

Privacy is another cultural issue that is controversial when providing any personal service. The level of disclosure of personal information that frequently occurs when providing things like aged care and counselling services can often be seen as invasive. In some cultures, it is not appropriate to discuss personal troubles with a stranger, or people to allow you to assist them getting dressed if you are a stranger. 






[bookmark: _Toc427850684]Activity 3B
	Estimated Time
	40 Minutes

	Objective
	To provide you with an opportunity to use verbal and non-verbal communication constructively to establish, develop and maintain effective relationships, mutual trust and confidence.

	Activity
	What issues might arise for verbal and non-verbal communication?

Verbal communication issues

Some issues that can arise in verbal communication to be aware of are:

· Tone of voice – the way in which we say things can sometimes offend or upset others and may be unintentional but must be kept in mind, particularly when issuing instructions
· Jargon – is words or phrases associated with a particular industry, sector or profession. Be aware that new employees or non-English speaking colleagues may not understand it
· Jokes – without realising it, telling a joke may be seriously offensive to someone from a different culture, race or religion
· Offensive language – not everyone appreciates bad language and it can be highly offensive to some people
· Colleagues that do not speak English – early training for new employees who do not speak English is essential. Perhaps assign a mentor to help them in the first stages of their employment.


[bookmark: _Toc427766593]Non-verbal communication issues

Often what we don’t say but what we communicate by non-verbal means can cause even more issues than we realise.

Issues may arise in the following areas:

· Eye contact – making and maintaining eye contact is regarded as polite manners, although in some cultures this may not be true
· Gestures – actions such as pointing may be considered rude by some people, as highly animated gestures may appear threatening to others
· Body position – standing too close to someone may be an invasion of their personal space, however, if an employee is hearing impaired they may need to stand closer than others in order to hear you speak
· Appearance – we often make judgements on people’s appearance. Dress may form part of someone’s culture or religion.

How can you use verbal and non-verbal communication to establish rapport and facilitate the exchange of information?

Establishing rapport is usually the initial phase of any communication, so can be largely established through body language and other non-verbal communication. Being friendly and approachable by smiling and welcoming new members of staff and/or clients, will help them to feel comfortable around you. Establishing rapport with staff and clients is very important as it will be the basis for any working relationship you have with them, so it is important that you are willing to listen and get to know the individual, so that a level of trust and respect are also established.

When exchanging information, you should have open body language and use clear, accurate language. Staff and clients need to know that they can trust the information you are providing them with and they also need to be clear and understand what they are being told. Exchanging information is best done face to face so that any misunderstandings can be dealt with and any questions can be asked but you may find that your organisation uses email, for example, as its established channel of communication, so ensure any written information is clear and concise.






[bookmark: _Toc427850685]Activity 3C
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to where a language barrier exists, use effective strategies to communicate in the most efficient way possible.

	Activity
	Choose three of the following barriers to communication. How would you tackle them?

· [bookmark: _Toc373228938][bookmark: _Toc402190547][bookmark: _Toc373228939][bookmark: _Toc402190548][bookmark: _Toc402190549][bookmark: _Toc373228940][bookmark: _Toc402190550][bookmark: _Toc402190552][bookmark: _Toc373228943][bookmark: _Toc402190553]Lack of training and/or experience
· Confidence issues and/or low morale
· Cultural and language issues
· Negative attitudes
· No incentives or recognition
· Work overload
· Personal issues

Lack of training and/or experience
Lack of training and experience can be dealt with through further training sessions, individual professional development coaching or mentoring.

Confidence issues and/or low morale
This can be picked up through incentives, team building, positive appraisals etc.

Cultural and language issues
Translation and interpretive services, team building, team discussions to aid understanding

Negative attitudes
This can be for many reasons, so each situation will need to be dealt with individually. It may be a case of holding a meeting with the individual or team to find out what the underlying issues are.
[bookmark: _Toc373228941][bookmark: _Toc402190551]

No incentives or recognition
[bookmark: _Toc373228942]Implement incentives and make sure everyone’s hard work, suggestions and ideas are recognised with a simple thanks or incentive. 

Work overload
No employee should work more hours than is legally acceptable but the work they are given during their working hours, might become too much if too much is expected of them. If it becomes apparent that someone is struggling with their workload, you should meet with them and discuss the issue. 
Everything should be done in your power to make sure they are given a fair workload else you could end up with a health and wellbeing issue. You do not want workers going off sick with stress as this can leave a bad impression on the rest of the team and no one wants their business to be the cause of someone being ill.

Personal issues
This would be dealt with similarly to negative attitudes, as you would need to find out the underlying issues where the individual felt comfortable discussing it with you. If you can help in this situation, you may be able to offer counselling or some time off of work to allow the individual time to deal with the situation.

You may need to provide feedback, so you will need to consider:

· The language you use both verbal and body language. You do not want to come across as being too negative or critical as this can cause the team member to become upset or very defensive. Remember to use respect, integrity and empathy as it is not your job to shout at the individual or make them feel bad, you are there to help them develop their communication skills and overcome their barriers. Someone who feels respected and listened to, is more likely to want to communicate effectively.
· When dealing with personal issues, remember to keep an open mind and not judge the individual. You need to avoid making assumptions or generalisations about a situation if you wish to discover the real reason behind the barriers. You want the individual to feel comfortable talking to you about their issues as this will enable more effective workplace relationships.

If barriers or individual issues remain unresolved then you may need to refer the matter to your Human Resources. Your organisation will have procedures for resolving disputes, so make sure you are familiar with them.






[bookmark: _Toc427850686]Activity 3D
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to seek assistance from interpreters or other persons according to communication needs.

	Activity
	Research and list interpretation and translation services you can use in your local area.

Answers will depend on learners and their state/territory.

More information can be found at the website of the Department of Immigration and Border Protection.






[bookmark: _Toc427850687]Activity 4A
	Estimated Time
	Minutes

	Objective
	To provide you with an opportunity to identify issues that may cause communication misunderstandings or other difficulties and, where difficulties or misunderstandings occur, consider the impact of social and cultural diversity.

	Activity
	What are some common causes of communication misunderstandings?

Common causes of communication misunderstandings may include:

· Discrimination
· Stereotypes
· Language barriers
· Personal issues
· Different perspectives
· Personal opinions
· Past experiences.

Name and explain four barriers to effective communication.

Knowledge is one obvious barrier. Lack of knowledge or ignorance can lead to bigotry when it comes to understanding and accepting another culture. This is a critical factor in the development of young people and their ideas. Adolescence is a crucial phase of human development, where fundamental ideas and values are formed. Without education in cultural diversity, some young people can become quite rigid and racist. An example would be the 2005 Cronulla riots in Sydney. They were a series of racially motivated riots that impacted local communities.

Attitudes are another barrier to cultural diversity. Strongly held, narrow beliefs can effectively block acceptance of cultural diversity as a normal social structure. These attitudes may have their foundations in religion, traditional practices, historic relationships or personal experiences. Whatever their source of origin, attitudes can create cross-cultural tensions.

Experience is another potential barrier to cultural diversity. The Second World War has left a lot of people, especially the Jewish culture, with very powerful negative memories of persecution and discrimination by the Nazis. Similar memories are held about the Japanese and the atrocities they committed in the Asia-Pacific theatre of the same war. These memories endure and are not easily forgotten by those families who had loved ones killed during this war. While they exist, such memories inevitably colour views of the culture that committed these atrocities.

Cultural dominance is another barrier to consider. Within most nations, there are a range of cultures evident to some degree but one usually appears dominant. Cultural dominance may be established through political processes, military power, historical experience or other sources of authority. Cultural dominance will become a barrier when it excludes the validity or value of other cultures. Such exclusion can develop into a source of discrimination by way of marginalisation. Marginalised minorities become resentful when they encounter the exclusion or denigration of their culture by another culture.



[bookmark: _Toc427850688]Activity 4B
	Estimated Time
	40 Minutes

	Objective
	To provide you with an opportunity to make an effort to sensitively resolve differences, taking account of diversity considerations.

	Activity
	What model can you use to resolve conflicts? Outline the process below.

Dispute recognition
This is a step of identification. There may be a main dispute and several mini disputes. It is helpful to understand who is involved and the history to the dispute. In cross cultural disputes, the history can go back over centuries of time. This phase is sensitive because it deals with people and the feelings. Emotions may well be heightened in this phase. It may take several discussion sessions to get recognition, especially among people who are, by nature, conflict avoiders or deniers. It is important at this stage to understand that different cultures introduce different approaches to conflict. Some see it as a contest; others see it as a problem; others still see it as a source of shame. You need to check this potential barrier to communication, in an attempt to resolve a dispute. Once the preferred approach is determined, the information becomes part of the next phase of problem identification.

Problem identification
In this phase, you must look at the core problem. Instead of the presenting problem, there may be an underlying problem. Communication failure is common as is misunderstanding. Good research in this phase makes the next steps easier. You may need to identify other stakeholders with an interest in the dispute and its resolution.


Parties meeting to understand
This phase is the first formal or open meeting of the parties. Much depends on the depth of feeling between the parties as to how it is handled. In simple cases, a counselling room may be sufficient. In major cases it may require formal mediation rooms with the parties separated. Consideration must be given to the use of a professional mediator(s). The purpose of this phase is to scope the conflict and its boundaries. It is essential to get the views of all parties in this phase. Once the problem is fully defined and accepted, it becomes possible to consider negotiation.

Conflict negotiation begins
Negotiation is only effective when the parties are prepared and ready for it to occur. This phase depends on a clear agreement as to the issues in dispute. They can be dealt with as subsidiary conflicts. Negotiation may result in agreement to disagree. This phase is about emotional release –separating the person from the problem. People need to bargain as part of the process. As a mediator, you will have to help quiet parties to get their opinions on the table. It may be necessary to have a gap between sessions. People may need time to process the negotiations. Often, parties will have to compromise; they won’t get every outcome they want.

Dispute resolution occurs
Once the key negotiation has taken place, it is possible to finalise the resolution and its outcomes. This may require a formal or informal written agreement. It is important to close off the dispute and its associated emotions. Post-resolution discussions may be needed by one or both parties. Without an agreement about what has been achieved, it is possible for the original dispute to flare up without notice. If there is a further dispute, it is treated as a new dispute.






[bookmark: _Toc427850689]Activity 4C
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to address any difficulties with appropriate people and seek assistance when required.

	Activity
	Choose three of the following conflicts and explain how you would deal with them:

· [bookmark: _Toc402190584][bookmark: _Toc402190586][bookmark: _Toc373228890][bookmark: _Toc402190587][bookmark: _Toc373228892][bookmark: _Toc402190589]Closed or unreceptive attitudes
· Mistrust or misunderstanding of people, organisations, systems and/or processes
· Emotional states, such as fear, anger and frustration
· Mistrust and conflict
· Support
· Interpersonal conflict
· Intragroup conflict

Closed or unreceptive attitudes
You may find that people can be closed off or unreceptive to your help, if this is the case, you will need to adapt your communication skills to help breakdown any barriers they may have. You may need to listen to them rather than just talk at them, or they may prefer for you to be the one who initiates any communication – use your judgement at the time.

Mistrust or misunderstanding of people, organisations, systems and/or processes
Many people don’t trust large organisations or systems that are put in place by the government. It will be your duty to help the people trust you and the organisation and what it stands for. You can do this by remaining positive, loyal and always be open and honest. You may also find that someone is wary of new people or has trust issues, so you will need to come across as friendly and approachable and ensure their needs are met at all times.
[bookmark: _Toc402190585]

Emotional states, such as fear, anger and frustration
Emotional states cannot be controlled by you or your organisation but you can do everything you can to help minimise the effects they could have on others. Allow them time to talk about their issues, and being willing to provide advice and guidance as appropriate and within your work responsibilities will allow the others to trust you and feel as though they can open up. Remaining calm and patient will help them to feel more relaxed.

Mistrust and conflict
Depending on your role in the workplace, chances are, you will need to deal with and resolve issues that may be raised by members of the work team or clients. Issues can include problems the colleagues are having with the work they are doing, with other members of the team or clients who have personnel issues of mistrust, for example.
No matter who the issue involves, you will need to remain sensitive and empathetic towards the individuals and the situation. Confidentiality may also be key during this time and you will need to ensure everyone is treated equally when dealing with the issue.
You may find that the issue needs to be passed on to a specialist or external personnel. These individuals could include (depending on the situation):
· Human Resources
· Manager/area manager
· WHS specialist
· Government 
· Counsellors
· Subject specialists/trainers.

Support
You will need to show individuals that you are approachable and are willing to listen to them when they have any issues. They need to be able to trust you and know you will support them, whether that is to deal with the issue raised yourself or to see it through to the end when passed on to more appropriate personnel.
Sometimes you will find that your role will be split into many; you may find that you take on responsibilities you didn’t expect, such as acting as a mentor, coach or counsellor. Even though you cannot give out legal advice or tell someone what to do, you can guide them and demonstrate high moral principles.

There are many forms of conflict you may encounter. These can include:
· Interpersonal conflict
· Intragroup conflict.
[bookmark: _Toc373228891][bookmark: _Toc402190588]

Interpersonal conflict
Interpersonal conflict is stimulated by conflict rising from different interests. It is important to note that some types of conflict can stimulate and motivate workers into taking action. It can occur due to a conflict of different perceptions, personalities, goals, attitudes etc.

Intragroup conflict
Intragroup conflict can occur between more than two members of the same team. If this happens, you will have to ensure each individual is dealt with equally and fairly. Intragroup conflict can occur during workplace projects or between different departments. 
If you do not have the authority to deal with the issues raised, you might need to pass it on to another member of staff.

Relevant personnel may include: 
· Specialists
· Supervisors or managers
· Union representatives






[bookmark: _Toc427850690]
Skills and Knowledge Activity
	Estimated Time
	45 Minutes

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the foundation skills, knowledge evidence and performance evidence.

	Activity
	Complete the following individually and attach your completed work to your workbook.

The answers to the following questions will enable you to demonstrate your knowledge of:
· Concepts of cultural awareness, cultural safety and cultural competence and how these impact different work roles
· Concepts and definitions of diversity
· Own culture and the community attitudes, language, policies and structures of that culture and how they impact on different people and groups
· Features of diversity in Australia and how this impacts different areas of work and life:
· Legal and ethical considerations (international, national, state/territory, local) for working with diversity, how these impact individual workers, and the consequences of breaches
· Key areas of diversity and their characteristics
· Key aspects, and the diversity, of Australia’s Aboriginal and/or Torres Strait Islander cultures
· Potential needs of marginalised groups
· Resources that support individuals and organisations to embrace and respond to diversity
· Influences and changing practices in Australia and their impact on the diverse communities that make up Australian society
· Impact of diversity practices and experiences on personal behaviour, interpersonal relationships, perception and social expectations of others

Answer each question in as much detail as possible, considering your organisational requirements for each one.

All answers will vary depending on the learner and the organisation they work for but the learner should be able to answer each question competently.

1. Identify the different cultures you can think of in Australia. Note down everything you can about their ways of life and differing views.

Answers may include details of:

· Aboriginal and Torres Strait Islanders
· Other indigenous tribes
· British colonials
· Religious cultures
· European cultures
· Social cultures
· Anglo-Celtic origins.

2. How is your organisation culturally inclusive/sensitive. Could this be improved? How?

Answers will depend on participants and their organisations.

Cultural sensitivity may include:

· Education on other cultures
· Cultural communication protocols
· Accommodating religious beliefs/practices
· Culturally sensitive greetings
· Allowing appropriate personal space
· Acknowledging the right to have individual beliefs and practices (and valuing them as equal to your own).

Cultural insensitivity may include:

· Ignoring cultural protocols in favour of your own
· Segregating people from other cultures
· Derogatory comments based on culture
· Dismissing cultural practices as illogical
· Assuming that people should adapt to the culture they are in and forget their origins.
· Thinking you are superior to other cultures.

Improvements would be implementing any of the cultural sensitivity measures not yet in place. Training/education may be required on the matter also.

3. Have you ever acted in a culturally insensitive manner, at work or in your personal life? How so? How did this affect the person/people from a different culture?

Answers will depend on participants and their individual experiences.

The effects of cultural insensitivity on the people it as aimed at may include:

· Feeling inferior
· Resentment
· Anger
· Depression
· Lack of confidence
· Embarrassment of their own culture
· Arguments.

4. If you encounter a cultural clash in the workplace and are unsure of how to resolve it, what should you do?

If you are unsure of how to resolve a cultural difference you should seek help from a more experienced colleague, supervisor or a professional counselling service.

You should attempt to resolve it with the individual by talking through it with them, possibly using a mediator – the aim should be to understand the root cause of the conflict and educate both parties on how to avoid such an occurrence in the future.

5. How might you react if a co-worker was culturally insensitive to you? Would this be any different to your answer in the previous question?

Answers will depend on participants, their temperament and personal opinions. If they have previous experience of cultural insensitivity towards themselves, they may be more practised at an appropriate response. Whatever their answer, they should justify they their answer with logic and a reference to workplace procedures.





[bookmark: _Toc427850691]Major Activity								
	Estimated Time
	1 Hour

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the entire unit.

	Activity
	This is a major activity – you should let the learners know whether they will complete it during class or in their own time.
Completed answers should be attached to the workbook.
They must individually, answer the following questions in full to show their competency of each element:
1. Reflect on own perspectives
2. Appreciate diversity and inclusiveness, and their benefits
3. Communicate with people from diverse backgrounds and situations
4. Promote understanding across diverse groups

1. Create a mind map to outline all the available techniques and processes to deal with cultural diversity.

The mind map should include details of the following:
· Education
· Mediation
· Dispute resolution models
· Conflict resolution
· Cultural awareness training
· Affirmative action.
[bookmark: _GoBack]
2. Create a table with five hypothetical case studies of cultural misunderstandings and their possible solutions.

	Cultural misunderstanding
	Solution 

	Interpreting silence as rudeness/disinterest
	In some cultures, such as East Asian ones, silence is actually desirable and is a sign they are thinking of something important to say, rather than just mindlessly responding. Allow for this time and don't interrupt silence, as this may discourage their participation.

	The person is being rude and arrogant – not saying "please" and "thank you"
	In some cultures, it is normal to just be direct and politeness markers are not needed. Ensure that people are educated on the cultures that this applies to.

	Male members being dismissive to female colleagues
	In some cultures, this is the norm and negative attitudes to females may be ingrained. Don't confront the issue aggressively, but make equal treatment of colleagues part of organisation policy. If necessary, mediate between the two parties.

	Assuming someone from a certain race has specific interests e.g. All Indians like cricket
	Racial stereotyping should be discouraged and people should be encouraged to get to know each other beyond skin colours. 

	Touching someone to congratulate or compliment them
	In some cultures, touching can be very offensive and appear degrading. Ask the person about their cultural background and personal preferences before behaving in a forward manner and touching them.



3. Outline all the legal considerations, regarding cultural misunderstandings in the workplace.

Legal considerations may include:
· Racial Discrimination Act 1975
· Anti-Discrimination Act 1991
· Discrimination Law Amendment Act 2002
· Family law
· Work Health and Safety Act.

4. Create a mind map to outline the possible causes of cultural conflicts.

Mind map should include the following causes:
· Differences in nationalities, religions or ethnicities 
· Cultural ignorance/insensitivity
· Lack of cultural knowledge/competence
· Cultural practice differences
· Differences in perceptions
· Miscommunication.

5. How can you build relationships with clients and co-workers from different cultural backgrounds?

Examples may include:
· Being self-aware of your actions
· Educating yourself on their cultures
· Acknowledging their skills
· Acknowledge differences in opinions, expectations and habits
· Establish a clear workplace behaviour protocol
· Resolve conflicts as soon as possible.

6. Role play with a partner. One of you is Australian and the other from a culture of their choosing. Talk about your culturally different holidays/traditions and explain to each other the importance of them.

Role plays will depend on participants and the cultures they choose. There should be research into the cultures, so that information is not based on preconceptions or stereotypes. The instructor will need to verify the research and observe role plays individually to confirm the students have a thorough understanding of the cultures.
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