








pertaining to the full range of diversity, such as race, ethnicity, national origin, 
gender, religion, sexual orientation, social class and different abilities. 

Some staff suggested that this committee could be linked to the current effort 
to develop Quality Assurance Action Teams at area offices. For example, a Quality 
Assurance Action Team could focus on assessment and enhancement of culturally 
competent policy and practice. 

Diversity Specialist 

An interesting staff recommendation is the creation of a new staff position, a 
Diversity Specialist. This person could serve as the chairperson of the Diversity 
Advisory Committee and coordinate overall efforts in the agency across all 
departments and administrative levels. This staff person might be hired specially 
for this purpose or the existing role of the Equal Employment Opportunity Officer 
or another staff position could be expanded. We agree that this Diversity Specialist 
position would be important to ensure the continuity and coordination of 
ongoing innovation activities. 

Directory of Multicultural Resources 

Staff frequently commented that many resources that support culturally 
competent practice exist within SRS area offices and also in the surrounding 
community. This includes staff, community members, and agencies who have 
specialized linguistic and cultural skills in serving and communicating and 
networking with diverse clients. It also includes printed sources of information, 
such as agency or library materials. However, even though these are utilized by 
staff currently, it was often observed that information about these resources is not 
known to all staff. This leads to unnecessary duplication of efforts to identify 
resources or to the underutilization of them. Therefore, a Directory of 
Multicultural Resources should be created and regularly updated. Copies should 
be kept in central locations easily accessible to staff in all departments. 

The Directory should include information on: (1) demographics, customs, 
strengths and concerns of specific diverse client groups in the local community; 
(2) a list of contact persons within the agency who are skilled in working with 
each of these groups, including an internal language bank; (3) a list of contact 
persons in the community who represent formal and informal support systems 
for these groups, including a community language bank; (4) a list of culturally 
appropriate foster homes, group homes, and other service facilities, with contact 
persons. 
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Multicultural Service Teams 

Internal to the Agency 

As staff indicated, there are already many staff within each agency who have 
expertise and community connections pertaining to diverse client groups. For 
example, some staff are bilingual and bicultural; they can assist with 
interpretation, translation, and cross-eultural mediation. Some staff have relevant 
life experience that serves as a source of information and insight for other staffwho 
are unfamiliar with a given situation. For example, a deaf staff person may have 
suggestions for people and resources in the community to contact on behalf of a deaf 
child client. A lesbian staff member may be able to relate in a more culturally 
appropriate manner with lesbian parents in addressing a child welfare issue. Staff 
with special cultural skills who are willing to share them need to be identified for 
any given practice issue and formed. into a service team on behalf of clients. 
Volunteers should be identified in the Directory of Multicultural Resources so that 
they can quickly be located. For long-lasting issues and special client population 
needs, such as with refugees in some areas of the state, a multicultural team 
focused on refugee concerns may need. to continue for a long time. Other teams may 
need to be formed extemporaneously as an occasion arises. For example, ifa child 
welfare issue arises in response to a Jehovah's Witness families' refusal to accept 
blood transfusion for a child, staff who are familiar with this religious group should 
mobilize to connect with the religiously appropriate support systems. In fact, there 
are physicians who are familiar with alternatives to blood transfusion whom 
Jehovah's Witnesses advocates can identify. Multilingual staff or consultants can 
assist SRS to develop more language-appropriate materials. Forms and 
inforniational materials can be translated into the various target languages in the 
community. 

External to the Agency 

It is unlikely that anyone agency can have the full range of staff expertise to 
address the many different cultural groups in a diverse community properly. 
Therefore, cross-site teams need. to be formed that include people with culture- . 
specific expertise in both formal agencies and informal social support systems 
throughout the local community. Ideally, ongoing familiarity and cooperative 
relations will be established among people in these different service systems. 
Relevant agencies, support systemS, and their contact persons should be listed in 
the Multicultural Resources Directory. In addition, extensive efforts to recruit 
culturally appropriate foster and adoptive families from the community are 
important. To this end, teaming should include ethnic community representatives 
who can assist with outreach. 
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Hiring and Promotion 

Internal multicultural teams can only exist if staff composition reflects the 
diversity in the community. This means it is necessary to build on affirmative 
action and equal opportunity programs to include the range of expertise among 
personnel concerning ethnic diversity, gender, religious and spiritual perspectives, 
sexual orientation, different abilities, and other agency relevant factors. Staffwho 
have special cultural expertise need to be recognized and appreciated in formal 
ways, including retention and promotion. 

Some staff feel that proactive hiring and promotion based on cultural 
expertise constitutes "reverse discrimination." This should not be the case, because 
personnel procedures that support cultural competence should address people of all 
races and ethnic groups. Nonetheless, some staffhave reported hurt feelings. Even 
if these feelings are unrealistic, they need to be addressed in the process of building 
an organizational culture that understands and values cultural competence. 

Special Events and Ongoing Training 

Many staff appreciate having special events that celebrate cultural diversity. 
These include pot luck dinners, art displays, and music performances that feature 
staff and guests. Special days of the year, such as Martin Luther King Day or Cinco 
de Mayo can be enjoyed. Staff commented that cultural diversity should continue to 
be a part of ongoing training. Suggestions included: (1) adapting content from this 
curriculum for inclusion in staff orientation training, Family Agenda training, 
Kansas Quality Management training, and other mandated trainings; (2) use this 
curriculum to train additional SRS staff throughout the state on a voluntary basis; 
(3) develop more specialized training on particular cultural groups and issues (e.g. 
culturally competent practice with African-American families). This curriculum 
presents an introductory level general framework for culturally competent child 
welfare practice. It would therefore be very appropriate to build on its foundation 
with more specialized, intensive trainings related to area office-specific 
communities and service issues. For example, workshops for cross-training SRS 
workers and interpreters/bicultural mediators need to be developed. 

Administrative Structure and Culture 

Family Agenda and Other Innovations 

SRS is engaged in many innovations that are consistent with culturally 
competent child welfare practice. For example, Family Agenda and Family 
Preservation efforts support a family-focused strengths approach. These efforts 
have the potential to support an organizational culture that values the cultural 
distinctiveness of families and utilizes community-based resources. Staff suggested 
that these efforts be linked explicitly to the theme of cultural competence. 
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Morale 

An important part of staffmorale is feeling appreciated for cultural 
background and skills. In addition to previous recommendations about rewarding 
culturally skilled staff and celebrating diversity, a general social atmosphere of 
cooperation and mutual respect needs to be continuously cultivated. This requires 
an ongoing interpersonal process of attending to possible staff conflicts or 
factionalism. Administrators and direct line staff need to be able to share about 
both the comfortable and uncomfortable aspects of intercultural relations, so that 
Martin Luther King's ideal of the "beloved community" can be a reality. Staff also 
commented that more effort can be made to improve the public image of SRS in the 
general community through public relations activities and team-building. Improved 
public relations also supports morale of SRS staff. 

Internal Cross-Department Coordination 

Since most area offices are large and complex, it is natural that there may be 
difficulties of coordination between units or departments and different 
administrative levels at times. The concept of multicultural teamwork requires an 
even more integrated approach to service than usual. For example, some stafffeel 
that protection of confid~ntialitypolicy applies to restriction of information about 
clients between staff in different units or departments. This would eliminate the 
possibility of using cultural expertise of staff in different sections of the agency. 
Such policies, formal or informal, need to be reviewed. 

Caseloads 

Of course, caseloads are often high and work situations are often stressful. 
Some stafffeel that lack of time and resources make it impractical to engage in the 
activities necessary for culturally competent practice. This makes it even more 
important to have ongoing multicultural teams, a DiversityAdvisory Co:n:i.rillttee;a . 
Multicultural Resource Directory, and a Diversity Specialist. Trying to "reinvent 
the wheel" each time a situation arises is in fact too much a drain on time and 
resources. 

Policies on Abuse and Neglect Determinations 

Staff expressed varied and sometimes contradictory views about how abuse 
and neglect are defined for SRS purposes and to what extent determination 
processes take into account cultural practices. For example, many staff are aware 
that "coining" (a Southeast Asian folk healing practice) may leave temporary marks 
on children that should not be confused with child abuse. But not all staff are 
aware of this and no formal policy may be in place. Some staff are unaware about 
the provisions of the Indian Child Welfare Act and how to implement it. Policies 
and procedures for culturally competent determination of and response to child 
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abuse and neglect need to be regularly reviewed, clarified, and thoroughly 
disseminated. 

Agency Physical Environment 

The agency's physical environment gives messages about an organization's 
appreciation for cultural diversity. For example, decorations in public places and 
private offices that reflect the cultural values, strengths, and celebrations of staff 
and community need to be encouraged. 

Conclusion 

All of these recommendations rest on the recognition that SRS already has 
established a significant commitment to support cultural diversity and culturally 
competent child welfare practice. Many of the recommendations involve 
continuation of existing policies and practices. Some involve new developments. 
For this reason, the particular circumstances of each area office should be assessed 
by the Diversity Advisory Committee so that its distinctive strengths and needs can 
be addressed in innovation plans. 

It is crucial that plans for innovation include specific goals and objectives, 
with designation of actions, personnel, and timeline for accomplishing each 
objective. 
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EXERCISE 6
 

SELF-ASSESSMENT BASED ON CASE DISCUSSION
 

Purpose: This exercise enables participants to think in specific and detailed terms 
about how the model of culturally competent practice can apply in a particular case 
situation. After small group participants develop an ideal plan for culturally 
competent practice, they reflect on implications for needed innovations in their own 
practice and organizational practice in general. 

Time: 60 minutes 

Instructions: 

1.	 Each small group is given a number. The odd numbered groups discuss 
case #1. The even numbered groups discuss case #2. The discussion 
facilitator explains the exercise and gives time for participants to read the 
case and jot down notes. (15 minutes) 

2.	 The facilitator organizes discussion of service plannjng according to three 
phases of the helping process, with reference to the model of culturally 
competent practice: Developing a Multicultural Team and Contact (10 
minutes); Assessment (10 minutes); Practice Implementation and 
Conclusion (10 minutes).. Emphasis should be on ideal practice, not 
necessarily what is currently possible. 

3.	 The facilitator asks participants to consider the contrast between the ideal 
for culturally competent practice and what actually occurs. Discussants 
reflect on their own preparedness and the preparedness of the 
organization in view of this exercise. (15 minutes) 

(Source: Edward R. Canda) 
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CASE #1
 

A Euro-American pediatrician makes a referral of a case to child protective services, 
requesting an investigation. She suspects that a 10 year old Vietnamese-American 
boy has been abused by his parents. During a routine office visit, she noticed 
peculiar abrasions on the boy's back. Under questioning, the boy remained silent 
about the cause. His parents, who speak little English, appeared to be evasive also, 
avoiding eye contact and refusing to discuss the situation. A home visit is planned 
within a week. 

Contact Phase 

1.	 What preparations need to be made prior to the home visit? 
2.	 What other information do you need prior to visiting? 
3.	 Who should be involved in the home visit? 
4.	 What should agency staff say to the pediatrician? 
5.	 How will agency staff communicate with family members? 
6.	 What should be accomplished in the first meeting with the family? 
7.	 What is the goal of service in this case? 

Assessment Phase 

1.	 What will be the process to determine whether abuse has occurred? 
2.	 What criteria for determining abuse will be used? 
3.	 Who will be involved in making this determination? 
4.	 How will relevant family dynamics and needs be assessed? 

Implementation Phase 

1.	 Assume that investigation revealed that the marks were caused by a 
traditional healing practice that causes little discomfort and no lasting 
damage. However, the pediatrician still objects to this practice, claiming 
it is a form of abuse. What will you do? 

2.	 What resource people could help you decide what to do? 

3.	 What services would be required for the child? 

4.	 What services would be required for the family? 

5.	 What services would be required for the Vietnamese community? 

6.	 In general, how can both goals of family preservation and child protection 
be met in a culturally competent manner, in this case? 

*Finally, consider the gap between ideal and actual practice. 
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CASE #2
 

A First Nations girl (7 years old) has been left abandoned in a parking lot of a mall 
in town. There was a note attached indicating that her mother felt desperate and 
unable to care for the child any longer. The note says that the mother hopes 
someone will find the child and take care of her. There is no other information 

. other than what the girl can explain. 

Contact Phase 

1.	 What immediate steps should be taken on behalf of the child? 
2.	 What preparations need to be made to proceed on this case? 
3.	 What people or organizations should be involved in case planning? 
4.	 Assuming that the mother is identified after a brief investigation, how 

should agency staff prepare for contacting her? 
5.	 What should be accomplished in the:first meeting with the mother? 
6.	 What is the goal of service in this case? 

Assessment Phase 

1. What will be the process to determine whether an out-of-home placement is
 
necessary?
 
2.	 Who will be involved in making this determination? 
3.	 How will relevant family dynamics and needs be assessed? 

Implementation Phase 

1.	 Assume that investigation provides sufficient evidence to pursue the 
possibility of an out-of-home placement. Who will be involved in making a 
final determination? 

2.	 What options for out-of-home placement should be considered? 
3.	 What should take place in a court hearing on this case? 
4.	 What services would you recommend for the child? 
5.	 What services would you recommend for the family? 
6.	 What services would you recommend for the relevant First Nations 

community? 

*Finally, consider the gap between ideal and actual practice. 

76
 



EXERCISE 7
 

DEVELOPING RECOMMENDATIONS FOR ENHANCING CULTURAL
 
COMPETENCE
 

Purpose: The purposeof this exercise is to stimulate participants to develop 
specific recommendations for innovative change in the policies, procedures, and 
practices of themselves and the organization as a whole. Recommendation will be 
compiled and made available to the agency to assist with planning for ongoing 
organizational change. 

Time: 45 minutes 

Materials:	 Large index cards of two different colors. Flip charts or note pads. 
Pen/pencil. Markers. 

Instructions: 

1.	 Each small group participant is given two index cards of different color. 
No names are put on the cards. Facilitators remind participants that 
their recommendations should be respectful and specific. 

2.	 On one color index card, participants make 2 recommendations for growth 
ofoneself On side one (1) IdentifY one specific personal or professional 
strength to utilize and how he or she could do this. On the other side (2) 
IdentifY one specific personal or professional aspect needing further 
improvement and how he or she could do this. (10 minutes) This card is 
kept private. 

3.	 On the other color index card, participants make 2 recommendations for 
innovation in the agency. On side one (1) Identify one specific strength of 
the organization's policies, procedures, and general practice to extend or 
utilize better and how this could be done. On the other side (2) Identify 
one specific aspect of organizational behavior needing further 
improvement and how this could be done. (10 minutes) 

4.	 .As time allows, each person is then asked to read the answers to the 
questions about innovation in the agency and allow time for brief 
discussion. The facilitator helps to identify and record any important 
themes or patterns that emerge. (15 minutes) 

5.	 Facilitators give a brief summary to the entire group. (10 minutes) Cards 
on agency innovation are given to the trainer at the conclusion of the unit. 
Suggestions are later compiled by trainers and a summary is given to the 
agency administrators. Cards on personal growth are kept by 
participants. 
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EXERCISES
 

CLOSURE: CO~TMENTTOCHANGE 

Purpose: This activity is designed to provide closure at the end of the training 
experience. Each participant will be given the opportunity to make a private 
declaration ofhis/her commitment to enhancing culturally competent child welfare 
practice. 

Time: 15 minutes 

Instructions: 

1.	 The trainer reminds participants that they will soon be leaving the group 
and that the task of attaining a culturally competent child welfare 
practice can not be done in isolation. The trainer asks that each 
individual take a moment to review the experience and to focus on one 
thing they can commit to do that will help to enhance a culturally 
sensitive child welfare practice in themselves and the organization The 
trainer asks each participant to write this commitment privately on the 
last page of the training manual. 

2.	 As each person completes this task, he or she stands to indicate the 
commitment has been made. 

3.	 When everyone is standing, all participants give each other applause, 
indicating their mutual support and appreciation for engaging in this 
work. 

4.	 Trainer concludes by reminding participants that the most important 
work begins after the training, when we each carry out our commitments 
in daily life. Participants are thanked and dismissed. 
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APPENDIX A 

SUGGESTIONS FOR ORIENTING DISCUSSION FACILITATORS 

Selection of Discussion Facilitators 

Discussion facilitators should have previous experience in working with culturally 
diverse clients. They should have good skills in making people feel comfortable 
being open to discuss controversial topics. They should be skilled in conflict 
mediation, in case disagreements occur in group discussions. In general, they 
should have good social work group facilitation skills. 

Preparation of Facilitators 

Facilitators should become thoroughly familiar with the training curriculum prior 
to the training. Although they will not be presenting content, they will need to be 
familiar with it, including exercises, so that they can help explain them and keep 
people focused on the content during discussion. Prior to the regular training, 
discussion facilitators should meet with the trainer to discuss the content and 
expectations of facilitators and also to complete some sample exercise to increase 
familiarity with the curriculum. Facilitators need to be firmly committed to the 
values that frame the curriculum. They need to remind discussion group 
participants of these guiding values during the first small group discussion and 
throughout the meetings as needed. 

After each workshop training unit: a brief meeting (20-30 minutes) should be held 
between trainer and facilitators to discuss everyone's experiences, process questions 
or concerns, and plan for the next unit activities. After the conclusion of the entire 
workshop, there should be a de-briefing meeting to reach closure. 

Small Groups 

Small groups should consist of about 5 to 10 people. They should not be composed 
only of close friends or associates, since this will restrict learning. But it is useful to 
have people with similar general professional interests talk together. For example, 
if participants include people from various area offices throughout the state, small 
groups could be composed of people from similar types of areas (e.g. one group from 
rural area offices, one group from urban area offices, and one group from the central 
office in Topeka). In any case, membership should be stable and consistent for all 
small group meetings; the same people should stay with the same group so that 
discussion can have continuity. If there are disagreements or tension, continuity is 
especially important to work this through. 
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Guidelines for Conducting the Discussion Groups 

1.	 Divide into groups of about 5-10 people. 

2.	 Stay with the same group for every group discussion. 

3.	 Facilitators do not present didactic information or focus on their own opinions. 

4.	 Each discussion gives all participants opportunity to express their ideas and 
feelings as relevant to the training content. 

5.	 The facilitator's main purpose is to assist the group in a constructive, supportive, 
respectful dialogue. 

6.	 Reactions to workshop exercises will usually be the focus of discussions. 

7.	 The beginning of each small group meeting should include introductions of 
participants, orientation to purpose of the discussion for that particular 
curriculum unit, and reminder about the guiding values (e.g. confidentiality, 
trust, sincerity, respect, willingness to learn, agreement to disagree, and 
commitment to work through issues). 

8.	 The end of each discussion should include a brief summary of insights by the 
facilitator and coming to a sense of closure. 

9.	 The facilitator may keep notes on important insights and process observations, 
to help plan for the next discussion. 
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APPENDIXB
 

AGENCY SELF-ASSESSMENT QUESTIONNAIRE
 
ON CULTURAL SENSITIVITY
 

The following two page questionnaire may be used to help focus staff thinking and 
discussion about how they assess the cultural sensitivity of themselves and the 
agency policies and administrative procedures. The purpose of this is to help staff 
think in specific terms about how themselves and the agency as a whole presently 
respond to cultural diversity. This prepares staff to think about what further 
innovations may be necessary, both in their own professional growth and in 
organizational development. The survey might be used to stimulate discussion in 
the last unit of the curriculum. It could also be used be a planning team in the 
agency to help provide direction and priorities for their activities. 

This questionnaire only represents opinions for use in self-reflection. The results do 
not indicate any "objective" information about how the agency is operating. 
Therefore, it is not recommended that the survey be used to try to produce a 
judgment about the agency's cultural competence. Also, the responses of 
individuals should always be kept confidential and anonymous. 
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- THE VIEvV FROM THE AGENCY ­
HOW CHILD WELFARE \VORKERS AND SUPERVISORS
 

VIEW SRS CULTURAL SENSITIVITY
 

SELF-ASSESSMENT QUESTIONNAIRE: PART I 

The purpose of this Part I is to identify, from YOUR point of view, the extent 
to which SRS staff engage in culturally sensitive practice. Read the statements 
and, using the 1 to 4 rating scale, indicate the... 

Small Great 
Extent to which extent extent 
SRS staff... 1 2 3 4 

1. Are aware of the relevance of their 
own cultural heritage and values 
for child welfare practice 123 4 

2. Value and respect cultural differences 123 4 

3. Possess specific cultural knowledge (For ex: demographics, 
language, gender roles, childrearing practices,· religion, 
healing practices, support systems) about: 
a. Native-American clients 1 234 
b.A£rican-Americanclien~ 123 4 
c. Hispanic-American clients 123 4 
d. Asian-American clients 123 4 
e. Euro-American clients 1 234 
f. Biracial/bicultural clients 123 4 
g. Gay/lesbian clients 123 4 
h. Clients with disabilities 1 234 

4. Are able to identify racism & discrimination 1 2 3 4 

5. Make efforts to perceive the presenting 
problem within the context of client's 
cultural values, experiences, lifestyle 1 2 3 4 

6. Use communication styles that are culturally 
appropriate to clients. 1 2 3 4 

7. Are comfortable working with culturally 
different clients 1 2 3 4 

8. Seek out feedback from clients about 
culture-based needs, strengths and resources 1 2 3 4 

9. Seek to collaborate with culturally 
sensitive agencies/support systems 1 2 3 4 

10. Work to minimize barriers to services 
and advocate for specific cultural needs 1 2 3 4 
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- THE VIEW FROM THE AGENCY ­
HOW CHILD WELFARE WORKERS AND SUPERVISORS� 

VIEW SRS CULTURAL SENSITIVITY� 

SELF-ASSESSMENT QUESTIONNAIRE: PART II� 

The purpose of this Part II is to identify, from YOUR point of view, the extent� 
to which culturally sensitive subject areas are taken into account in SRS policies� 
and administrative procedures. Read the statements and, using the 1 to 4 rating� 
scale, indicate the...� 

Small Great� 
Extent to which SRS policies and extent extent� 
administrative procedures consider... 1 2 3 4� 

1. Culture-specific strengths/needs of: 
a. Native-American clients . 123 4� 
b. African-American clients . 1 234� 
c. Hispanic-American clients . 1 2 3 4� 
d. Asian-American clients . 1 2 3 4� 
e. Euro-American clients . 1 2 3 4� 
f. Biraciallbicultural clients . 123 4� 
g. Gay/lesbian clients . 1 2 3 4� 
h. Clients with disabilities . 1 2 3 4� 

2. Working to eliminate racism and build� 
culturally-sensitive policies, services 1 2 3 4� 

3. Recruiting/training multilingual/multicultural� 
staff 1 2 3 4� 

4. Utilizing interpreters/translators, as needed 1 2 3 4� 

5. Using clients'community support systems and 
cultural resources 1 2 3 4 __ 

6. Contracting services with cultural experts,� 
as needed 123 4� 

7. Using language-specific written materials 123 4� 

8. Using culturally-sensitive assessment� 
instruments 123 4� 

9. Providing culturally-sensitive in-service� 
training for minority/non-minority staff 123 4� 

10. Fostering minority representation in program� 
design and evaluation processes 1 2 3 4� 

Adapted from Cross Cultural Counseling Inventory (CCCD, by Hernandez, A. & 
LaFromboise, T., 1983 and from The Multicultural Awareness-Knowledge-Skills 
Survey (MAKSS),by Michael D'Andrea, Judy Daniels, Ronald Heck. 
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