rtheast Ohio Regional
Sewer Dlstr|ct
Prot n

Q)
CULTURAL COMPETENCE CONFERENCE

Getting Your Employees To Talk Back!

How we achieved an unprecedented
/3% response rate on our

Diversity & Inclusion Survey

August 18, 2010
Corporate College East
Warrensville Heights, Ohio
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Cultural Competence in Change Management

A How cultural competence plays a role in successful
change management today; the value of inclusion in
change management activities

A A Advanced tools and strategies
@® A Best practices, what is working at our organization
@& A Pitfalls to avoid

Commission on Economic Inclusion | 2010 Annual Meeting




Northeast Ohio Regional

et Sewer District

Q Protecting Your Health and Environment

About the District

A Created by court order in 1972

A Wastewater and Stormwater management
services

A 62 communities, over 1 million people served
A Seven-member Board of Trustees

A Employ 600+ Northeast Ohioans in 200+
different jobs

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

A Health, environment, quality of life
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Why survey? Why now?

Drivers for change Resisters of change

Strong support from new Executive Director Poor communication channels
Re-engaged D&l leadership team Union resistance
Existing D&I Roadmap Mistrust amongst workforce
Self-identified change advocates Feeling of change overload

New senior management team "Change initiative is a temporary fad.”

determine base for D&I initiative

Recognition of a diverse workforce Bad experience from previous efforts

Conducting survey assessment to
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What vyouol | hear toda

A How the District applied a change
management framework to implementing
a diversity & inclusion survey

A How to use a commitment matrix tool to
Inform a change management strategy
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Four Metaphors to Dealing wit
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sessment Objectives

A Establish Management Commitment
A Create Employee Ownership and Involvement
AGain True Understanding

A Develop Strong Foundation for Future Culture
Change
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In partnership

with

S

)

>

THE KALEIDOSCOPE GROUP LLC.

0 FREE THE HUMAN

Assessment Action Timing
Reviewed organizational Jan-Feb 09
documentation
Conducted interviews with Senior Feb 09
Leadership Team
District preparation for the Survey March 09
(communication efforts)

Conducted District-wide survey April 09
Facilitated homogenous focus groups May 09

(10 by race and level, 1 LGBT)

Analyzed data May-June 09

Reporting findings

July 09
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Participation by Location

Administration
Easterly
EMSC
Southerly
Westerly

Overall

Commission on Economic Inclusion | 2010 Annual Meeting

143/180
34/52
88/114
05/142
36/55

396/543

79%
65%
7%
67%
65%

13%
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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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Change Management Process
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Change management tools / processes

A Change Readiness and Assessment
A Communication Planning

A Sponsor Roadmap

A Stakeholder Management

A Coaching, Training

A Managing Resistance
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ldentify the change (o)

A Determine the major issues in each stage
I Current
I Desired
I Delta ()
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Knowl edge nAlready

TiIME HEALS ALl WOUNDS. Bur It Usually LEAVES A PRETTY BIG SCAR.
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Northeast Ohio Regional Sewer District
OUR HISTORY AND HERITAGE

1972-2007

WORKFORCE DEMOGRAPHICS:

EEO4 report - race/gender/job
category, generation mix, tenure,
facility/plant location.
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NORTHEAST OHIO REGIONAL
SEWER DISTRICT

STRATEGIC PLAN 2009-2013

“Transparency, Accountability,
and Environmental Stewardship”
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Compelling Case Statement

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:

I Reflect the communities we serve

I Create an atmosphere that attracts talented new hires

I Take positive advantage of work style and skill set differences

I Ensure employee retention, good morale, productivity and creativity
|

Develop an atmosphere where innovation for growth and
development is encouraged
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Prepare the change

A ldentify/assess key stakeholders
I Sponsors | Change agents | Targets

A Determine risk and cost of change
I Culture | History | Resistance
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There 1 snot any
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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Creating a commitment chart

Steps
A List the names of all whose commitment is
absolutely essential.

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

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

Steps (continued)

A Where 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.

A Where 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.

A
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Key Players

No
Commitment

Let it
Happen

Help it
Happen

Make it
Happen

Ella

Louls

> O

Sarah

XO

Billie
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Prepare the change

A ldentify/assess key stakeholders

I Sponsors | Change agents | Targets
A Determine risk and cost of change

I Culture | History | Resistance
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| AM DR.LADEWOLE AREMU- A DIRECTOR WITH THE UNION
BANK OF NIGERIA IN LAGOS- AND | WISH TO SPEAK TO YOU MOST URGENTLY
ABOUT A MATTER REGARDING THE SUM OF $39,000,000 US DouLArs...
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2006 Diversity & Inclusion
Leadership (D&I) Team

D&l Roadmap

1997 D&l Survey
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Plan the change

A Design the change systems ‘

I Communication
\\\

| Learning/Education
I Reward/Recognition
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Implement the change

A Build the strategies, tactics into an overall
change plan
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Pre 1 During - Post
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nlt truly was such
accomplishment to get over 70%

of population to respond to the

D&l survey and you all made that
happen with your systemic, multi-
faced and persi sten

Consultant - Kaleidoscope Group, LLC
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Assessment Results

A Leadership Perceptions

A Employee Perceptions

A Survey Findings

A Focus Group Findings

A Employee Recommendations
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Diversity Assessment Objectives

A Establish Management Commitment \/
A Create Employee Ownership and Involvement \/

AGain True Understandi \V;s

A Develop Strong Foundation for Future Culture
Change \/
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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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Sustain the change

A As the change is changingé
I Watch
I Measure
I Adapt
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Post Survey Activities
July T November, 2009

A Communicated Results
i Spemal People & Progress

D&I phone line
DiverseWorks (webpage) emall

Department/Staff/Management Team
meetings

A Developed D&I three-year Strategic Plan

Developed 2010 D&l workplan

Commission

on Economic Inclusion | 2010 Annual Meeting
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Implement 2010 D&l workplan
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Lily Tomlin
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everyone.
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