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Session Overview

 Welcome & introductions

 Interactive ice-breaker

 Framing and Key Elements of 
Cultural Fluency 

 Interactive exercise

 Readiness Factors

 Small group discussions

 Readiness Assessment & Cycle

 Take Action—Next steps

 Closing



Full Group Exercise

 Degree to which your volunteers and 
staff reflect the community you serve

 Your organization’s appreciation of and 
energy for building cultural fluency

 Your influence (personal and 
professional) within your organization



Naming the Spirit 
Holding the Work

 All of us are good, caring, intelligent, 
compassionate, hard-working 
people.

 All of us are negatively affected 
when any person/group is 
discriminated against, or oppressed 
by another.

 All of us can learn more about how 
to work better with people from 
other cultures.

Adapted from work done by 

MEDC and CEL



Framing Cultural Fluency

Our approach to Cultural Fluency is 
through a lens for addressing 
structural inequalities.  

We view it as a developmental 
continuum in acquiring knowledge 
and awareness, skills, experience, 
relationships, principles, policies and 
practices that influence and shape 
our ability to work effectively across 
cultures and promote social justice.

Cultural 
Sensitivity

Multi-
culturalism

Intercultural 
Capacity

Racial 
Equity

Social 
Justice



The Journey

Sensitivity   Intercultural Skills, Policies & 
Practices  Racial and Social Equity

Building cultural fluency is 
much like learning a new language.



Key elements to consider

 Understand “What’s in it for me?”

 Prioritize relationship-building

 Recognize different frames of 
references

 Develop shared understanding and 
purpose

 Become comfortable with discomfort

 Focus on self and not on fixing others

 Develop and institute policies, 
protocols, and procedures that build 
cultural fluency



Cultural Fluency is built 
and sustained through:

 Continual Education & Training

 Relationship & Trust Building

 Change Teams & Champions

 Cultural Practices: Policies, Procedures and 
Protocols 

 Paradigm Shifts

An Example: 
Senior Services Cultural Competence Impact Analysis 
asks the question: 

What are all the possible impacts of the decision 
being made, particularly along the social dimensions 
of the ADRESSING¹ model, and how would we 
mitigate the unintended impacts?

¹Aging, Disability, Religion, Ethnicity/Race; Socio-economic class, 
Sexual orientation, Indigenous background, National origin,    

and Gender (Dr. Leticia Nieto)



Cultural Fluency is…

 A journey of continual learning, practice 
and improvement 

 Building relationships and trust; relating to 
the experiences of diverse individuals and 
communities and being sensitive to their 
history, barriers, needs, gifts and assets

 One training is NOT enough, immersion is 
most effective

 Requires a commitment at all levels of the 
organization:  board, staff, volunteers & 
partners

 Requires deep listening, consistent and 
frequent reviews, self-reflection, analysis 
of the power stream, and understanding 
who is benefitting and who is not



Small Group Exercise

How do you distinguish between:

 Equality and Equity?

 Availability and Accessibility?

 Intent and Impact?



Cycle of Building and 
Assessing

Impact Organizational 

Readiness + 
Resources



Factors Affecting Readiness,
Building Cultural Fluency 

Awareness 
of

Oppression

Knowledge
(having all

information)

Leadership & 
Organizational 
Commitment

Time &
Timing

Volunteer 
Resources

Staff 
Resources

Community 
Relationships 
& Reputation

Customer  
Relationships

Building 
Cultural 
Fluency



Volunteer Resources

Do volunteers & Board resemble and 
represent community served?

Are volunteers adequately prepared to 
provide services in culturally-relevant 

ways?

How are expectations communicated to 
volunteers (present and recent past)?

Are workplaces supportive and safe for 
all volunteers?

Example:  Skills-building role-play training 
for volunteers who assist ESL clients.



Staff Resources

How are staff-volunteer relationships?

Do staff respect volunteers? / Are any 
staff threatened by volunteers?

Are staff well-equipped to support and 
supervise current volunteers? 

…additional or immerging volunteers?

How are staff already feeling stretched or 
overworked?

Example:  Meetings and trainings that 
involve both staff and volunteers.



Community Relationships 
& Reputation

What does the community know about 
your organization?

Does the community trust your 
organization?

Does org understand the community?

Are services provided in culturally-
relevant ways?

How is organization wanting to develop 
or grow clientele?

Example:  Meal program that offers rice 
option, in addition to wheat bread.



Small Group Discussions

 Please organize by readiness 
factor of choice

Discuss 1-2 questions            
(10 minutes)



Awareness of Oppression

Does organization have a firm 
understanding of institutional oppression 

and its influences?

Is organization aware of its own 
institutional (unintended) oppression?

[“Take the stairs” sign]

Is there broad agreement that it exists 
and influences lives of clients, Board, 

volunteers and staff?

How do organizational values support 
developing cultural fluency?

Example:  Organization expands office 
hours to increase client access.  

Example:  Organization adds flexibility 
to staff holiday leave policy.



Leadership & Organizational 
Commitment

How does the Mission support cultural 
fluency?

Does leadership get the impacts of and 
importance in addressing oppression?

Is there a clear, visible champion leader?

Is your organization ready to commit 
sustainable resources?

Are those in organization ready for 
discomfort?

How well does your organization deal 
with change?

Example:  Board establishes gender-safe 
restrooms in facility.



Customer Relationships

How do clients regard organization & 
those who deliver services?

Do clients provide input through Board or 
advisory committee membership?

Do all those who need services have 
access?

Are services provided in culturally-
relevant ways?

How is organization wanting to develop 
or grow clientele?

Example:  Meal program that offers rice 
option, in addition to wheat bread.



Time & Timing

How does organization/leadership view 
and value time?

Trust takes time.

How comfortable with a multi-year, 
multi-decade commitment?

Ready to invest financial and personnel 
resources to develop and build long-term 

relationships?

Is organization developing this out of 
abundance, and not during crisis?

Example:  Dedicated staff who 
participate in monthly neighborhood 

meetings for one year.



Knowledge
(having all information necessary before embarking        
on an initiative)

Relation of cultural fluency to mission.

Organizational culture.

Accountability to community.

Organizational reputation.

Knowledge of own organization and local 
history.

Acquiring human, financial and time 
resources necessary.

Example:  Leadership and Board have a 
clear, shared understanding of 

organizational history and culture.



Tools for Assessing 
Organizational Readiness

 Volunteer Capacity Assessment Tool, 
by Susan Ellis, adapted by Senior 
Services

 Assessment of Organizational 
Volunteer Engagement, by JFFixler
Group

 Anti-Racist Continuum from 
Crossroads Ministry     (available online at: 

www.antiracistalliance.com/ContinuumOnBecomingA
ntiracistMulticulturalInstitution.doc)

 Cultural Competence Continuum by 
Terry L. Cross, MSW     (available online at:

http://www.unc.edu/courses/2006fall/sowo/804/957
/Readings/cultcompetencecont.htm)



Take action: Next steps

 What has most energized me 
during this session?

 What needs to be done?
o Who / what is impacted by current 

situation?

o Describe the situation as I wish it to be.

 With whom best to begin a 
conversation?



Thank you
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