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ÅHow cultural competence plays a role in successful 

change management today; the value of inclusion in 

change management activities

ÅAdvanced tools and strategies

ÅBest practices, what is working at our organization

ÅPitfalls to avoid

Cultural Competence in Change Management
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ÅCreated by court order in 1972

ÅWastewater and Stormwater management 
services

Å62 communities, over 1 million people served

ÅSeven-member Board of Trustees

ÅEmploy 600+ Northeast Ohioans in 200+ 
different jobs

ÅTreat more than 90 billion gallons of water 
every year; more than 230 million gallons of 
water every day

ÅHealth, environment, quality of life

About the District
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Why survey? Why now?
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ÅHow the District applied a change 

management framework to implementing 

a diversity & inclusion survey

ÅHow to use a commitment matrix tool to 

inform a change management strategy

What youôll hear today
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Four Metaphors to Dealing with Change
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ÅEstablish Management Commitment

ÅCreate Employee Ownership and Involvement

ÅGain True Understanding of the ñReal Issuesò

ÅDevelop Strong Foundation for Future Culture 
Change

Diversity Assessment Objectives
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Assessment Action Timing

Reviewed organizational 

documentation

Jan-Feb 09

Conducted interviews with Senior 

Leadership Team

Feb 09

District preparation for the Survey 

(communication efforts)

March 09

Conducted District-wide survey April 09

Facilitated homogenous focus groups 

(10 by race and level, 1 LGBT)

May 09

Analyzed data May-June 09

Reporting findings July 09

In partnership 

with  



Commission on Economic Inclusion  |  2010 Annual Meeting 9

Participation by Location

Location # of Participants % Participation

Administration 143/180 79%

Easterly 34/52 65%

EMSC 88/114 77%

Southerly 95/142 67%

Westerly 36/55 65%

Overall 396/543 73%
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A Working Definition of Change Management

Change Management is the set of tools, 

processes, skills and principles for 

managing the people side of change to 

achieve the required outcomes of a 

project or initiative.
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IDENTIFY
THE CHANGE

PREPARE
THE CHANGE

PLAN
THE CHANGE

IMPLEMEMENT
THE CHANGE

SUSTAIN
THE CHANGE

Change Management Process
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Change management tools / processes

ÅChange Readiness and Assessment

ÅCommunication Planning

ÅSponsor Roadmap

ÅStakeholder Management

ÅCoaching, Training

ÅManaging Resistance
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ÅDetermine the major issues in each stage

ïCurrent

ïDesired

ïDelta (ȹ)

IDENTIFY
THE CHANGE

PREPARE
THE CHANGE

PLAN
THE CHANGE

IMPLEMEMENT
THE CHANGE

SUSTAIN
THE CHANGE

Identify the change (ȹ)
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Knowledge ñAlready Paid Forò
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WORKFORCE DEMOGRAPHICS: 

EE04 report - race/gender/job 

category, generation mix, tenure, 

facility/plant location.



Commission on Economic Inclusion  |  2010 Annual Meeting 16

The Northeast Ohio Regional Sewer District Diversity and 
Inclusion Program (DD&IP) is an ongoing effort addressing both 
the makeup of the workforce and the culture of the workplace. 

Initially focused on increasing the presence of women and 
minorities at all levels of the organization, the DD&IP will include 
training and ongoing programmatic initiatives that will allow us to:

ïReflect the communities we serve

ï Create an atmosphere that attracts talented new hires

ï Take positive advantage of work style and skill set differences

ï Ensure employee retention, good morale, productivity and creativity

ïDevelop an atmosphere where innovation for growth and 
development is encouraged

Compelling Case Statement
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ÅIdentify/assess key stakeholders

ïSponsors | Change agents | Targets

ÅDetermine risk and cost of change

ïCulture | History | Resistance

Prepare the change

IDENTIFY
THE CHANGE

PREPARE
THE CHANGE

PLAN
THE CHANGE

IMPLEMEMENT
THE CHANGE

SUSTAIN
THE CHANGE
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There isnôt anyone who 

does not count
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Create a commitment chart

Key Players No 

Commitment

Let it 

Happen

Help it 

Happen

Make it 

Happen
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Steps

ÅList the names of all whose commitment is 
absolutely essential.

ÅFor each, place an O in the box that indicates 
the minimum commitment you must have for 
the change to occur.

ÅStudy each as they are now and, using your 
best judgment, put an X in the box that 
represents their present degree of 
commitment.

Creating a commitment chart



Commission on Economic Inclusion  |  2010 Annual Meeting 22

Steps (continued)

ÅWhere the X and O are in the same box, circle 

them and breathe a sign of relief: no work to do 

to get the necessary commitment.

ÅWhere the O and X are not in the same box, 

draw an arrow connecting them.  This gives 

you a map of the work to be done (though not 

how to do it) to get the necessary commitment.

Creating a commitment chart
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Create a commitment chart

Key Players No 

Commitment

Let it 

Happen

Help it 

Happen

Make it 

Happen

Ella X O

Louis X O

Sarah XO

Billie O X
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ÅIdentify/assess key stakeholders

ïSponsors | Change agents | Targets

ÅDetermine risk and cost of change

ïCulture | History | Resistance

Prepare the change

IDENTIFY
THE CHANGE

PREPARE
THE CHANGE

PLAN
THE CHANGE

IMPLEMEMENT
THE CHANGE

SUSTAIN
THE CHANGE
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2006 Å Diversity & Inclusion 

Leadership (D&I) Team

Å D&I Roadmap

Å D&I Survey1997
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ÅDesign the change systems

ïCommunication

ïLearning/Education

ïReward/Recognition

Plan the change

IDENTIFY
THE CHANGE

PREPARE
THE CHANGE

PLAN
THE CHANGE

IMPLEMEMENT
THE CHANGE

SUSTAIN
THE CHANGE
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ÅBuild the strategies, tactics into an overall 

change plan

Implement the change

IDENTIFY
THE CHANGE

PREPARE
THE CHANGE

PLAN
THE CHANGE

IMPLEMEMENT
THE CHANGE

SUSTAIN
THE CHANGE
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Pre ïDuring - Post
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ñIt truly was such a rare 

accomplishment to get over 70% 

of population to respond to the 

D&I survey and you all made that 

happen with your systemic, multi-

faced and persistent efforts.ò

Consultant - Kaleidoscope Group, LLC
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ÅLeadership Perceptions

ÅEmployee Perceptions

ÅSurvey Findings

ÅFocus Group Findings

ÅEmployee Recommendations

Assessment Results
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ÅEstablish Management Commitment

ÅCreate Employee Ownership and Involvement

ÅGain True Understanding of the ñReal Issuesò

ÅDevelop Strong Foundation for Future Culture 

Change

Diversity Assessment Objectives

V

V

V

V
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Our commitment to diversity and inclusion

Official NEORSD position statement

We are committed to fostering a diverse and inclusive work force which builds 

an environment that respects the individual, promotes innovation, and offers 

opportunities for all employees to develop to their full potential.

Our commitment to diversity and inclusion is a long-term strategy that 

maximizes the development of a cultural competency to achieve greater 

productivity and to respond proactively to an emerging American cultural 

demographic.

Awareness of one's own cultural beliefs, values and norms; Appreciation and 

Knowledge of different cultural beliefs, values and norms; and Cross-cultural 

skills are the guiding principles reflected in our interactions with customers, 

clients and partners and defines the work ethic under which we operate.

http://www.neorsd.org/diversity.php
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ÅAs the change is changingé

ïWatch

ïMeasure

ïAdapt

Sustain the change

IDENTIFY
THE CHANGE

PREPARE
THE CHANGE

PLAN
THE CHANGE

IMPLEMEMENT
THE CHANGE

SUSTAIN
THE CHANGE
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ÅCommunicated Results

ïSpecial People & Progress

ïD&I phone line

ïDiverseWorks (webpage) email

ïDepartment/Staff/Management Team 
meetings

ÅDeveloped D&I three-year Strategic Plan

ïDeveloped 2010 D&I workplan

Post Survey Activities

July ïNovember, 2009
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Implement 2010 D&I workplan
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Knowledge ñWe Paid Forò
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ñHuman beings developed speech 

out of a deep genetic need to 

complain.ò

Lily Tomlin
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You canôt wag 

your tail at 

everyone.
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