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INTRODUCTION



WHY WE DEVELOPED THE MULTICULTURAL LEADERSHIP GUIDE

As the nation continues to grapple with the challenges of COVID-19 and racial inequities, 
leaders in the restaurant, foodservice, and lodging industry are promoting and 
encouraging inclusiveness in all aspects of the hospitality sector. 

People of color have a larger representation in the restaurant industry than they do in 
the overall U.S. workforce. According to the U.S. Census Bureau’s 2015 report, 47 percent 
of restaurant workers are minorities; 25 percent of restaurant employees are Hispanic; 12 
percent are black or African-American; and 52 percent are women. 

The National Restaurant Association Educational Foundation’s (NRAEF) Restaurant 
Manager apprenticeship program focuses on advancing entry-level employees into 
management positions and represents the diversity of the restaurant industry at-large: 
17 percent are Hispanic; 18.5 percent of apprentices are black or African-American; and 53 
percent are women. 

Similarly, the AHLA Foundation (AHLAF) Lodging Manager apprenticeship program, 
which combines on-the-job training and classroom education, helps people of color and 
women advance through the ranks to management. Nearly half of these apprentices 
represent people of color, and 55 percent are women.   

The hospitality sector needs tools to help managers coach and counsel their workers as 
their businesses adjust to the new realities of life during the pandemic. That is why the 
Multicultural Foodservice & Hospitality Alliance (MFHA) produced this guide with support 
from the NRAEF and the AHLAF: both organizations are leaders in the industry and work 
closely with restaurant and hospitality employers to advance their workforce through 
apprenticeship.   

This guide provides operators with the tips, tools, resources, and best practices they 
need to lead their inclusive teams to deliver impeccable guest service and create a more 
dynamic workplace. For 25 years, MFHA has been promoting the economic benefits 
of an inclusive workplace to the food and hospitality industry by building bridges and 
delivering solutions. 

With support from the NRAEF and the AHLAF, we can ensure our partners are fully 
equipped now and after the pandemic to help their multicultural teams and engage 
them with empathy, kindness and respect. Recent Gallup research shows that highly 
engaged teams have 25 percent lower turnover, 48 percent fewer safety incidents, and 22 
percent higher profitability.

The hospitality industry is the nation’s second largest private sector employer. We take 
pride in the individuality of those choosing careers in our industry. We hope this guide will 
help your businesses and employees become champions for equity and inclusion across 
the restaurant, foodservice and lodging industries.

Sincerely,

Gerry Fernandez
President and Founder
Multicultural Food & 
Hospitality Alliance

Rob Gifford
President
National Restaurant 
Association Educational 
Foundation

Rosanna Maietta
President & CEO
American Hotel and 
Lodging Foundation



USER GUIDE

What is the purpose of this guide?

• To highlight to employers ways to implement what 
they learned from the four webinars MFHA conducted 
during 2020.  

• To share activities intended to enhance employers’ 
understanding and ability to practice managing bias 
while also increasing cultural intelligence to become 
an inclusive leader. 

• To provide examples for employers to engage 
employees in diversity and inclusion conversations. 

• To provide resources, and partner contacts that 
enhance the learning. 

How should this guide be used?

• Review the activities and exercises for each session to 
determine the appropriate action for the individual 
team members, or for the team as a whole. 

• Set goals that encourage ongoing dialogue and ways 
to practice MFHA’s Cultural Intelligence competencies, 
and the inclusive leadership traits.  

• All          are clickable links.

• To quickly navigate the guide use the Menu           .  

Generalizations, Assumptions and Approach:

• There is tremendous diversity and difference among the people and groups we have 
categorized in this presentation. 

• This means not everything applies to every individual or group.

• Facts matter.  Therefore we provide links to the data we reference throughout this guide. 

• We practice straight talk, which means we speak directly to issues without concerns for 
being politically correct.  We take the approach, “You can’t make wine without crushing 
grapes.”

• This guide is not perfect, nor is it the only resource of value.  What the guide does do is 
provide a tool to continue the conversation.

• Diversity management is not a race, but a journey.  Some of these concepts may still not 
resonate, but we hope you will continue to practice self-awareness and honesty about 
what you know and need to know to become a better and more inclusive leader. 

BUTTONS
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Diversity: It means understanding that each individual is unique, and recognizing our 
individual differences.  These can be along the dimensions of race, ethnicity, gender, 
sexual orientation, socio-economic status, age, physical abilities, religious beliefs, 
political beliefs, or other ideologies. 

Equity: Fair treatment, impartiality, access, advancement, and opportunity for all 
people. Striving for equity means identifying and eliminating barriers that prevent the 
full participation of some groups or individuals.  Equity in the workplace is recognizing 
and acting upon the fact that everyone has unique thoughts, perspectives and 
experiences that can be leveraged to help the individual, the community, and the 
enterprise grow.

Inclusion: The action or state of including or of being included within a group or
structure. It is the exact opposite of exclusion. Inclusion provides a sense of belonging. 
It is the concept that everyone, with all their differences and similarities, is encouraged 
and given the opportunity to contribute at their highest levels to the benefit of the
individuals, the community, and the enterprise.

A tendency, inclination, or prejudice toward or against something or someone.

• A natural inclination for or against an idea, object, group, or individual. 

• It is often learned and is highly dependent on variables like a person’s 
socioeconomic status, race, ethnicity, educational background, etc. 

Source: Psychology Today

Unintended, subtle and unconscious choices made by everyone all the time.

Attitudes, preferences and stereotypes we develop based on characteristics such as 
race, age, ethnicity, religion or appearance.

Implicit or unconscious biases are different from explicit biases. With explicit biases, 
one may or may not choose to reveal the bias for the purpose of social and/or political 
correctness. But implicit biases are rooted deep in our subconscious mind and are 
difficult to access.

What do we mean by diversity, equity and inclusion?

What is bias?

What is unconscious bias or implicit bias?
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MFHA defines Cultural Intelligence (CQ) as having the knowledge, skills, and abilities 
necessary to effectively and appropriately engage people from different cultural 
backgrounds to deliver better results.

What is Cultural Intelligence (CQ)?

What are the benefits of being culturally intelligent?

What are MFHA’s five competencies?

 9 Increases employee engagement scores
 9 Increases innovation and flexibility
 9 Improves customer service and attracts better talent
 9 Increases sales and reduces costs
 9 Helps individuals and organizations develop a global mindset
 9 Reduces risks and misunderstandings 

 9 Cultural Self Awareness 
 9 Cross-cultural Communication
 9 Conflict Management
 9 Empathetic Engagement
 9 Authentic Coaching

Relating to a number of different cultures, especially to the traditions of people of 
different religions and races: 

• Many cultures vs. one
• Different from the “American Norm”
• Different from who I am
• Immigrants, people of color, minorities
• Non- White

An environment in which differences among people, cultures and groups are 
recognized, respected, and valued.

Source: PCMA-MPI Toolkit, 2004)

What is the definition of multicultural?
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MANAGING UNCONSCIOUS BIAS WITH 
CULTURAL INTELLIGENCE

MFHA ENGAGEMENT MODEL - What Your Employees Need You (Managers, 
Leaders) To Know About Them:

• Where I am from, what you can call me and how I self-identify.

• How I see and experience the world and how it impacts our work relationship.

• My communication style and how to talk to me.

• Myths and realities about my cultural group.

• Offenses – things that will shut down our conversation and interactions, and 
cause me to stop listening.

• Responding to trigger events.

To move beyond bias, you must understand that we all have biases, regardless 
of our background, age and education. Once you understand and recognize 
unconscious bias, you have the ability to change your behavior to make better 
decisions. Then, you can focus on increasing your CQ to recognize culture and 
inclusion trends in corporate America regarding major cultural groups. Managing 
multiple cultures at work in an inclusive manner can make you a better leader and 
improve your engagement with diverse employees.

WATCH >>     
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BEST PRACTICES

• Be intentional and deliberate

• Create engagement opportunities

• Make it part of personal & 
leadership development

• Build competencies through 
practice

• Leverage cultural groups as a 
resource

PROACTIVELY ENGAGE & DEVELOP 
PEOPLE OF COLOR (POC)

• Implement culture and 
bias training.

• Revise your policies to minimize 
unconscious bias.

• Practice Inclusion: fund leadership 
development for Asians, Latinos, 
and Blacks in the same way as 
women’s leadership development.

• Engage communities of color to 
build a talent pipeline.

• Track results creatively, not 
simply on a score card. Be sure 
you have a full understanding 
of your organization’s current 
demographics. For example, 
you should know your diversity 
representation by gender 
and ethnicity for each job title 
Movement via promotions or new 
assignments should be tracked 
annually and used as part of your 
overall succession plan.

• Be intentional with your effort.

IMPORTANT INFORMATION

• Bias is normal. We ALL have bias. To be human is to have bias.

• Bias is immediate and can be positive or negative.

• Unconscious bias increases awareness while CQ changes behavior.

• Hit the pause button! Think first to fight off biases.

• Build relationships with people and groups that are different from yourself.



MANAGEMENT HABITS FOR BREAKING BIAS

Hiring Developing Day-To-Day

• Recognize when you 
are responding to a 
prospective employee 
in a stereotypical way. 
Reflect on the reasons 
and intentionally replace 
a biased response with 
an unbiased one.

• Develop criteria for 
evaluating candidates 
and apply them to all 
applicants.

• Spend sufficient 
time (15-20 minutes) 
evaluating each 
applicant.

• Evaluate each 
candidate’s entire 
application; don’t 
depend too heavily 
on only one element 
such as the letters of 
recommendation, or the 
prestige of the degree-
granting institution.

• Be able to defend every 
decision for rejecting or 
retaining a candidate.

• Assess what 
competencies or 
attributes you are 
using when choosing 
individuals for 
development and 
promotion and why.

• Be cognizant of 
any filters that may 
be impacting your 
decisions (i.e. is this 
person just like me?)

• Offer flexibility when you 
can and realize culture 
may play a role in your 
differing perspectives.

• Periodically evaluate 
your decisions and 
consider whether 
qualified women and 
underrepresented 
minorities are included. 
If not, consider whether 
evaluation biases 
and assumptions 
are influencing your 
decisions.

• Take intentional steps to 
expose blind spots (take 
IAT Test).

• Recognize hot buttons and 
micro-triggers and don’t 
jump to conclusions too 
quickly.

• Use your increased 
knowledge about cultural 
differences to anticipate 
how someone is likely to 
respond.

• Step into the shoes of 
a stereotyped person 
and consider their view 
(perspective-taking).

• Build in accountability. 
Solicit feedback from 
peers, employees, etc.

• Actively seek out situations 
where you are likely to 
be exposed to positive 
examples of other cultures 
that are subject to 
stereotypes.

• Practice microaffirmations.

• When a stereotypical 
response is detected, 
remind yourself of 
examples that prove 
the stereotype to be 
inaccurate. (i.e. if a 
person judges an African 
American male as lazy 
or incompetent, (s)he 
imagines Colin Powell or 
Eric Holder).Source: Cultural Intelligence Center



Source: Delta Concepts Consulting, Inc.

Duplicate the table of the image below and draw columns. 
On the first column     list the people you trust who are not family. 

People 
You 
Trust

STEP 1

Once you have 1-6 people on the list, proceed to the next step.

SELF-REFLECTION EXERCISE TO EXPLORE YOUR BIAS AND BLINDSPOTS
Do this activity by yourself or as a group exercise with your team.



STEP 2
See the below image ... now include the titles for the remaining eight columns.

Answer each statement for the names you listed.  For example, what 
is the gender of the person.  

People 
You 
Trust

Gender Race Age LGBTQ Disability College 
Degree

Marital 
Status Faith

Gerry

Delores

Maritza

Kamilah

Guillaume

Valerie

Jorge

Nancy

Tina

Cristina

See the example completed chart on the next page.

SELF-REFLECTION EXERCISE TO EXPLORE YOUR BIAS AND BLIND-SPOTS
Do this activity by yourself or as a group exercise with your team.

Source: Delta Concepts Consulting, Inc.



People 
You 
Trust

Gender Race Age LGBTQ Disability College 
Degree

Marital 
Status Faith

Gerry Male Black 50+ X Married Unknown

Dolores Female Latina 40+ X Married Unknown

Maritza Female Latina 40+ X Married Unknown

Kamilah Female Black 30+ X Married Unknown

Guillaume Male Black 30+ X X Married Unknown

Valerie Female AfroLatina 40+ X Married Unknown

Jorge Male Latino 30+ X Single Unknown

Nancy Female White 50+ X Married Unknown

Tina Female White 50+ X Single Unknown

Cristina Female AfroLatina 50+ X Single Unknown

The example image above has some diversity among racial background and age, but 
gender is largely female, and everyone has a college degree. 

Examples of blind spots here are that this person does not have anyone from the
disability, Trans, or divorced communities to ask questions and grow comfortable with.
This may predict who you are likely approve of or not, based on knowledge and comfort.

EXAMPLE: SELF-REFLECTION EXERCISE

Source: Delta Concepts Consulting, Inc.



CONTINUED LEARNING

MFHA’s Cultural Intelligence Competencies:

Videos to watch, share, and engage with your team:

• Conscious vs. subconscious thinking: 

• Momondo – The DNA Journey: 

• TV 2 | All That We Share:  

Books to increase your CQ:

• Building Cultural Intelligence (CQ) NINE MEGASKILLS – Richard D. Bucher

• Leading with Cultural Intelligence “The New Secret to Success” – David Livermore 

• Kiss, Bow, Or Shake Hands – Terri Morrison & Wayne A. Conway 



Disability Inclusion is full integration of employment, customer service and marketing 
with the full engagement and support of senior leadership into an organization’s culture.  
This allows prospective employees, consumers (and their families) to fully apply for job 
opportunities and make purchases or use services. Organizations must address attitudinal 
and environmental barriers in order to secure equal and full participation for individuals 
with disabilities. Adjustments and accommodations are key to full participation.

IMPORTANT INFORMATION

• 3.3 million working age Americans have a disability.

• 48% greater tenure.

• 40% less absenteeism.

• 90% perform on par or better than other colleagues.

• Digital access creates opportunity to enable individuals with varying disabilities to 
access all of your online information.

• People have visible and invisible disabilities.

• Face the person and speak directly to a person who is blind or deaf.

• Avoid touching a person’s wheelchair without permission.

• Don’t patronize by saying how “inspirational” they are.

WHAT DISABILITY INCLUSION IS NOT:

• Filling quotas

• Including people with disabilities in ads

• Attending events and galas

• Philanthropy

• Solely compliance

• A special program/initiative

• Responding to trigger events

BEST PRACTICES FOR RECRUITING & ONBOARDING PEOPLE 
WITH DISABILITIES

KEY TAKEAWAYS

Source: National Business & Disability Council at the Viscardy Center
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BEST PRACTICES

• Train interviewers on interacting with those with various disabilities (e.g. 
working with an interpreter, not petting a service animal, ensuring everyone 
knows accessible entrances and meeting places etc.).

• Flex Your Interview Style - no longer will behavioral interviews get you what you 
need. Identify new ways to assess candidates (e.g. walking interviews where a 
candidate can see the jobs in action).

• Get a Second Opinion - have another team member interview a candidate to 
get another opinion.

• Metrics vary by company based on business priorities. Collaborate with senior 
leaders to help define metrics.

• Articulate the value proposition to everyone.

• Become an advocate for disability inclusion within your business unit or team by 
initiating conversations.

• Create a support system on the job of mentors, buddies, coaches & managers. 

Source: National Business & Disability Council at the Viscardy Center



1 2 3 4 5 6

Ask 
About Accommodations
Or Job Needs To Be 
Successful

Reach Out
1 Week Before The
Start Date

Pair 
New Hires With A 
Buddy or Mentor

Introduce
New Hires To
All Co-Workers
Including Leaders

Schedule 
Ongoing 
Check-Ins To Help 
Ensure Success

EXAMPLE PROCESS FOR RECRUITING & ONBOARDING PEOPLE WITH DISABILITIES

Source: National Business & Disability Council at the Viscardy Center

Provide 
a Welcome Kit

Sit at Eye Level:
• Eliminates the feeling of being stood over.
• Eliminates strain for those with walking or 

standing issues.
• Creates comfort and ease in discussion.

Don’t Touch or Lean on the Wheelchair:
• It is considered personal space - don’t 

lean on it, push it without permission.
• Don’t ask a wheelchair user to hold your 

stuff.

Think About Accessibility:
• Ensure you check accessibility of 

restaurants and meeting spaces.

TIPS FOR THOSE WITH PHYSICAL DISABILITIES



Don’t Pet The Dog:
• Dog lovers beware.
• The dog is working and should not be 

distracted.

Share Information Readily Available To Others:
• If your CEO were to walk in everyone would 

notice (let them in on it).

Don’t Surprise Them:
• Let them know you are in the room.
• Identify yourself, they may not recognize your 

voice.
• Speak in a normal tone (unless you know they 

are also hard of hearing).

TIPS FOR THOSE WITH VISION ISSUES

Ensure Understanding:
• Don’t be afraid to ask someone to repeat 

themselves (people who stutter or have 
speech impairments know they are difficult 
to understand).

Short & Sweet:
• Ask questions that enable short answers.
• Don’t interrupt or try to finish sentences - give 

them time.

Alternative Formats:
• Be familiar with the relay service.
• Text or Instant message.
• “Old-school” it and write notes.

TIPS FOR THOSE WITH SPEECH DIFFERENCES

Source: National Business & Disability Council at the Viscardy Center



Repeat Information:
• Use concrete and descriptive language
• Be clear on timelines
• Create comfort and ease in discussion

Allow Processing Time:
• Don’t rush people to make a quick decision
• Ask for a summary of what they understood

Other Methods / Formats:
• Can you demonstrate what is needed?
• Send a summary email of the discussion or 

instructions
• Show pictures, etc.

TIPS FOR THOSE WITH PROCESSING CHALLENGES

CONTINUED LEARNING

Videos to watch, share, and engage with your team:

• Scope - ‘HIDE’ 

Articles and reports:

• People With Disabilities Face High Record Unemployment - 5 Tips To Take Action
• Global Disability Inclusion Newsletter
• THE IMPACT OF COVID-19 - People With Disabilities

https://www.globaldisabilityinclusion.com/post/people-with-disabilities-face-record-high-unemployment-5-tips-to-take-action
https://www.globaldisabilityinclusion.com/
https://www.globaldisabilityinclusion.com/covid19-whitepaper


In these challenging times, the diversity of our workforce is a strength. Therefore we must 
understand their experiences during COVID-19 in order to be culturally responsive to their 
needs. Blacks and Latinos are dying from COVID-19 at higher rates than any other group 
in the country. People of color may have greater concerns for safety, guest interactions, 
health and wellbeing, and job security than do their non-minority teammates. Today’s 
multi-generational and multicultural workplace requires culturally sensitive coaching 
techniques and practices to effectively engage workers and guests. 

Given the challenges brought by COVID-19, foodservice and lodging professionals must 
lead multicultural employees to better serve the guest and communities in which you 
operate by becoming an inclusive leader.

COMMON AFRICAN AMERICAN VALUES

• Respect, equity, and inclusion 

• Traditional family roles & structure

• Strong religious beliefs

• Social mobility (economic & education)

• Sensitive to stereotypes & bias

COMMON IMMIGRANT CULTURAL VALUES

• Family drives decision making

• Sense of belonging, multiple 
generations in the U.S., duality of 
identity, language & culture (home 
country & U.S.)

• Socioeconomic & education     
(ownership and entrepreneurial 
mentality, political power)

• Immigration status                         
(undocumented vs. illegal)

COMMON LGBTQ+ VALUES

• What most LGBTQ people want 
is to be accepted for being 
themselves.

• Use the pronoun with which they 
present themselves. Ask if you 
are not sure.

• Personal safety matters.

• Have clarity and consistency with 
restroom signs.

INSIGHTS FOR BUILDING EFFECTIVE MULTICULTURAL TEAMS 
DURING COVID-19

KEY TAKEAWAYS

WATCH >>                               
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BEST PRACTICES

Develop These Inclusive Leadership Traits: 

• Visible commitment: Articulate authentic commitment to diversity, challenge the 
status quo, hold others accountable, and make diversity and inclusion a personal 
priority.

• Humility: Be modest about capabilities, admit mistakes, and create the space for 
others to contribute.

• Awareness of bias: Show awareness of personal blind spots, as well as flaws in the 
system, and work hard to ensure a meritocracy.

• Curiosity about others: Demonstrate an open mindset and deep curiosity about 
others, listen without judgment, and seek with empathy to understand those 
around them.

• Cultural intelligence: Be attentive to others’ cultures and adapt as required.

• Effective collaboration: Empower others, pay attention to diversity of thinking and 
psychological safety, and focus on team cohesion.

(Source: Harvard Business Review Study, March 2019)



COVID-19 DATA & ENGAGEMENT TIPS

More Latinos than U.S. adults overall say someone in their 
household has had pay cut or lost a job due to COVID-19

% who say they, or someone in their household, have ____ because of the 
coronavirus outbreak

40

27

29

20

49

33

Had to take a 
pay cut

Been laid off 
or lost job

NET 
either / both

Latinos

All U.S.

Notes: Hispanics are of any race.  Share of respondents who didn’t 
provide an answer not shown.

Source: Survey of U.S. adults conducted March 19-24, 2020.

PEW RESEARCH CENTER

Black Americans far more likely to know 
someone who has been hospitalized or 
died as a result of having COVID-19

Do you personally know someone who has been 
hospitalized or died as a result of having COVID-19?(%)

Notes: Whites and blacks include only those who are not 
Hispanic; Hispanics are of any race

Source: Survey of U.S. adults conducted April 7-12, 2020.

PEW RESEARCH CENTER

   

          No
         85%

   Yes
   15% White

Black

Hispanic

Yes

13

               27

13



More Latinos are essential workers, therefore, less likely to work from home and 
overall more exposure to the virus. (Pew Research, 2020)

• Ask your Latino and immigrant employees how their loved ones are coping with 
the pandemic in their home country, and if you can help with any philanthropic 
efforts.

• Ask your African American and Black employees how COVID-19 has affected their 
loved ones.

• Ask your Asian employees how COVID-19 has affected their loved ones, and ask 
if they have perceive or experience any unpleasant or odd experiences from the 
public given COVID-19. 

• Reassure all employees that you want to know if they experience any unpleasant 
encounters related to discrimination.  Let everyone know you have their back, and 
will not tolerate discrimination from guests and co-workers. 

• If public transportation is used, consider how assistance can be provided to 
minimize exposure (e.g. offer to pay for taxis). 

• Check-in on a weekly basis with individuals who lost family or friends to provide 
support and resources.

• Share all company resources available to the employee and offer to reach out or 
complete the steps together.



1. Conduct a self-identity exercise.
a. Write 3-5 words or a paragraph on how you think 

others perceive you.
b. Ask someone other than family or friends to write 3-5 

words or a paragraph on how they see you. Compare 
your answers with theirs.  

c. Look for unexpected differences and consider them 
as opportunities for improvement.

2. Ask yourself:  What one thing could I change about myself 
to facilitate better engagement with others of a different 
background from me?

3. Conduct a Self SWOT (Strengths, Weaknesses, 
Opportunities, Threats) analysis to identify opportunities 
to improve communication and to better engage others. 

HELPFUL LINK >> 

HOW DO EFFECTIVE TEAMS FUNCTION?

By identifying team dysfunctions by name, leaders can be on the lookout for them to 
learn how to address the root causes and reach better results. We recommend reading 
the book on the 5 Dysfunctions of a Team.

Source: Patrick Lencioni’s “5 Dysfunctions of a Team”

INATTENTION
TO RESULTS

AVOIDANCE OF
ACCOUNTABILITY

FEAR OF CONFLICT

ABSENCE OF TRUST

LACK OF COMMITMENT

Without accountability, 
there are no results.

Without commitment, there 
can be no accountability.

Without conflict, there 
can be no commitment.

Without trust, there 
can be no conflict.

Building trust is crucial 
- it is at the core of a 
functional team. Due 
to past experiences, 
where their trust has 
been betrayed, some 
employees, especially 
people of color, may be 
reluctant to fully trust 
their teammates or 
managers.

• Build trust slowly

• Get to know the 
person

PRACTICE CULTURAL INTELLIGENCE COMPETENCY: 
SELF-AWARENESSCQ

Self-Awareness Assessment - handling feedback in a constructive fashion.

https://www.mindtools.com/pages/article/newTMC_05_1.htm
https://www.mindtools.com/pages/article/newTMC_05_1.htm
https://mfha.net/mfha-cultural-intelligence-competencies
https://www.mindtools.com/pages/article/newTMC_05_1.htm
https://www.mindtools.com/pages/article/newTMC_05_1.htm


CQ PRACTICE CULTURAL INTELLIGENCE COMPETENCY: 
CROSS-CULTURAL COMMUNICATION

Cross-Cultural Communication - actively working to learn and understand cultural 
cues, traits, standards, traditions and nuances, both verbal and non-verbal, of different 
groups.

1. Identify three cultural cues or nuances, either verbal or non-verbal, from a cultural 
group different than your own, of people aged 16-30 years old from one or more 
of the following groups:  African American/Black; LGBTQ; Latino/Hispanic; Asian; 
Veteran, people with disabilities or any other underrepresented group.

2. Ask someone who immigrated to the U.S. after the age of 16, the following questions:
a. What words, phrases, jokes, practices, etc. (verbal and non-verbal) do U.S. born 

co-workers, staff and guests use that make it more difficult to engage at work or 
other places? 

b. What words, phrases, jokes, practices, etc. (verbal and non-verbal) do U.S. born 
co-workers, staff and guests use that make it easier to engage at work or other 
places? 

CONTINUED LEARNING

Videos to watch, share, and engage with your team:

• How to Communicate Across Cultures

• Understanding Cultural Communication Differences

Articles and reports:
• Deep Dive: Five Dysfunctions of a Team
• How To Improve Cross-Cultural Communication In The Workplace
• Opinion: Why I’ve Stopped Telling People I’m Not Chinese

https://www.youtube.com/watch?v=QjEDxlzZnIo 
https://www.youtube.com/watch?v=0W9iLrfyq20 
https://www.linkedin.com/pulse/deep-dive-five-dysfunctions-team-summary-notes-tons-more-omar-usman
https://www.northeastern.edu/graduate/blog/cross-cultural-communication/
https://www.nytimes.com/2020/05/15/opinion/coronavirus-chinese-asian-racism.html
https://mfha.net/mfha-cultural-intelligence-competencies


WELLNESS DURING COVID-19: COPING WITH RACISM 
DURING THE REOPENING PHASE

IMPORTANT INFORMATION

• 1 in 5 individuals struggle with mental health at work. 1
• Common stresses within our industry are 2 :

• Unpredictable work hours
• Fast-paced and high-pressured environments
• Inconsistent wages
• Inconsistent or unclear communication
• Perceived or real lack of appreciation
• Mistrust

• Anxiety and depression symptoms have tripled since 2019, with Black Americans 
shouldering the heaviest burden. 

• Anxiety and depression spike for Black and Asian Americans after the police killing 
of George Floyd. 3 

• Wellness is a state of good physical and mental health. Physical and mental health 
are linked. 

• Mental health allows employees to:
• Cope with the normal stresses of life
• Work productively and fruitfully
• Make a contribution to his or her community

KEY TAKEAWAYS

Employees of color in the foodservice and hospitality industries have been 
disproportionately impacted by the COVID-19 pandemic. African Americans are three times 
as likely to die from COVID-19 illness as White Americans. Blacks and Latinos have higher 
rates of hypertension and diabetes, which put them at higher risk of severe complications. 
Also, communities of color have experienced severe stress from increased media or 
personal exposure to acts of racism, racial violence, and racial injustice. These additional 
forms of trauma compound the stress of the pandemic, leading to negative mental health 
outcomes.

Leaders must examine the impact of stress on mental health during COVID-19 in the 
context of health inequalities and racism, and engage in strategies that enhance mental 
health and wellness for all employees.

4

WATCH >>

1. Sources: NAMI, 2019; WHO, 2019, 2. Source: Active Minds Survey with United Health, 2020, 3. Sources :U.S. Census Data, 2020; 
Fowers, Alyssa et. al., 2020;  American Psychiatric Association, 2020

https://mfha.net/wellness-during-covid-19-helping-employ%c2%acees-cope-with-the-stress-of-racism-during-the-re-opening-phases


BEST PRACTICES

• Start with managers

• Over-communicate with everyone at work about new procedures and guidelines

• Listen and individualize each employee and their needs 

• Connect with your employee that shows any of these signs: 
• Release of stress hormones
• Difficulty thinking, forgetfulness, mistakes
• Poor appetite, excessive eating
• Poor sleep, excessive sleep
• Not wanting to do things
• Feeling down or sad
• Stress, anxiety
• Tired

• Have supportive communication: Check in with your team

• Expand your idea of mental health

• Offer gratitude and recognition to your employees

• Proactively promote wellness practices and resources

• Model positive language, messaging, and behavior

• Improve day-to-day life interactions, compassion and empathy



Create Wellbeing in your Restaurants and Hotels by Striving Towards 
and Developing Measures for the 8 Dimensions of Wellness

Source: Center for Substance Abuse Treatment. HHS Publication No. (SMA) 06-4131.



Familiarize yourself with the stress signs in your employees and 
share the effects this can have at work. 
Anticipate what outlet you, the organization, or the community, 
can provide the employee to alleviate the current stress. 

Source: Mental Health America, 2016

Brain and Nerves: Headaches, feelings of despair, lack of 
energy, sadness, nervousness, anger, irritability, trouble 
concentrating, memory problems, difficulty sleeping, mental 
health disorders (anxiety, panic attacks, depression, etc.)

Heart: Faster heartbeat or palpitations, rise in blood 
pressure, increased risk of high cholesterol and heart 
attack

Stomach: Nausea, stomach ache, heartburn, 
weight gain, increased or decreased appetite

Pancreas: Increased risk of Diabetes

Intestines: Diarrhea, constipation and other 
digestive problems

Reproductive Organs: Acne and other 
skin problems, muscle aches and tension, 
increased risk for low bone density and 
weakened immune system (making it harder 
to fight off or recover from illnesses)

Effects of Stress on the Body



CQ

CQ PRACTICE CULTURAL INTELLIGENCE COMPETENCY: 
EMPATHETIC ENGAGEMENT

Empathetic Engagement Assessment - continuously working to earn and building 
trust.

1. Experience a multicultural individual’s perspective and point of view (walk in 
someone else’s shoes). 

a. Ask a multicultural team member how their appearance (clothes or hair style, 
accent, skin color or race, religious beliefs, sexual orientation, body piercing, 
etc.), impacts the way people engage them? 

2. Ask someone from a predominantly diverse neighborhood to take you on an actual 
or virtual tour of their community.

Example: Find someone at work that lives locally preferably in a community 
with a culture population different than your own. Consider taking public 
transportation and/or walking. This should be someone that understands its 
community and can share cultural insights about it. Ask questions and try to 
see how you may or may not relate to the environments, and the people you 
encounter. Try to see the world from their eyes while always being respectful and 
appreciative of the environment and its culture. 

PRACTICE CULTURAL INTELLIGENCE COMPETENCY: 
AUTHENTIC COACHING

Authentic Coaching Assessment - developing others by utilizing truthful, relevant and 
fact based feedback to improve performance and to position them for success.

1. Having “Fierce Conversations” means believing that just one candid and brave 
conversation can change an individual’s life.

a. Identify a Fierce Conversation that you need to have in your life.  Identify the 
person that gave you the best feedback in your life. Write down the techniques 
that they used (what they said, how they said it and why these were so effective).

b. Examine if you have picked up any of those 
    techniques and if you use them when coaching 
    others.   

2. Identify someone in your life that you know you 
      need to give feedback to but have been hesitant 
      to do so.

a. Define with specificity the one issue on 
    which you want to provide feedback. 
b. Set a date and time when to provide this 

      feedback.  Keep the Cultural Intelligence 
      competencies in mind, and give your most 
      truthful and relevant feedback. Afterwards
      ask that person to rate your empathy, 
      authenticity and cultural awareness. 



CONTINUED LEARNING

Videos to watch, share, and engage with your team:

• Wellness Video

Books:
• Mind Matters: A Resource Guide to Psychiatry for Black Communities by Timothy 

G. Benson, Otis Anderson (III), and Malaika Berkeley
• Fierce Conversations by Susan Scott

Additional Resources:
• Wellness Resource List

http://www.amazon.com/Fierce-Conversations-Achieving-Success-Conversation/dp/0425193373
https://mfha.net/wellness-resources


ADDITIONAL RESOURCES
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People of Color refers to individuals that identify as Native American, African 
American, Black, Latino/a, and Asian American. This concept was created and 
it is mainly use in the United States. Individuals that identify as mixed-race 
may also identify as POC. 

What does POC stand for?Q
A

Hi, I detect an accent, what is your cultural background?
Hello, may I ask where your home country is? 
Hi, what is your ethnicity, I love learning about cultures? 

How do I properly ask about someone’s cultural background?Q
A

They are not technically the same. African Americans are the descendants of 
slaves in the US. Blacks can be from anywhere. Some people have a preference 
but both are widely acceptable. Ask the individual with genuine interest when 
unsure. 

The terms used to identify individuals who appear to have African ancestry 
have changed over time.  In the 1940’s, colored was an acceptable term…in the 
50’s, Negro was preferred…and from the 1970’s until now, Black and African 
American have been the more common terms.  Nowadays, the words “colored” 
and “negro” are completely unacceptable.  And while the difference between 
using “Black” and “African American” is usually minimal, there may be different 
opinions about how people choose to be identified, even within the Black 
community. A study of the US Black population found that 44% prefer the term 
African American; 42% prefer the term Black; 11% have no preference. 

What’s the difference between saying “Black” or “African American”? Will 
someone get offended if I use the wrong term?Q

A

Latinx identifies a gender-neutral or non-binary alternative to Latino or Latina. 
It includes those that originate and descent from Latin America regardless 
of gender. This is a relatively new term, meaning not all Latinos and Latinas 
know, use, or identify with the term – you may use it when referring to Latinos 
and Latinas. 

When is it appropriate to use the term Latinx? Q
A



Systemic racism and poor access to healthcare have contributed to higher 
rates of preexisting conditions, which lead to higher rates of COVID-19.

Why are Black and Latinos getting COVID-19 at higher rates?Q
A

Having difficult conversations takes courage and respect. Ask permission to 
speak honestly. Don’t make assumptions and don’t use stereotypes. Take an 
“I want to learn” approach to express your desire to LEARN, with the intent of 
becoming a better communicator. 

When I’m afraid of saying the wrong thing or asking the wrong question I just 
avoid the conversation. Help me understand how to break through that fear 
and have those difficult conversations.Q

A

We all have to begin somewhere. Simply tell the truth. Say “I have little 
experience with this topic, and I want to learn, will you help me please?” You 
can acknowledge that in today’s environment it’s critical to know how to have 
effective cross cultural communications.

How can I build trust when I have not discussed similar topics before?Q
A

Leadership must decide how the company wants to be seen on difficult social 
or politicize issues. There are benefits and risks by taking sides. Solicit input 
from all stakeholders and set a policy that you are willing to stand behind. 

What if my employees want to wear Black Lives Matter or Blue Lives Matter 
masks or clothing?Q

A

Handle people’s performance feedback in a consistent way for all employees. 
Be direct and transparent with your comments. Be sure not to show bias for 
or against an employee based on race, gender, orientation or any other point 
of difference. Be fair, firm, clear and consistent. DO NOT hold back credible 
feedback for fear that they may retaliate. 

Can you speak to how to handle performance management issues with people 
of different race, ethnicities, and cultural background than mine? Q

A
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Diversity is about more than just race and gender. Diversity of thought, 
perspective, and experience produces the best results. Obviously one way of 
having diverse perspectives is to have people from different backgrounds. It 
doesn’t have to be just racial difference.

One of my main concerns about increasing diversity is being located in a city 
that is primarily one race. We tend to have 95% of our applications being from 
members of that race. How do we increase diversity?Q

A

• Provide resources (possibly at no cost) that address emotional support and 
mental health wellness. 

• Have all team members obtain and sign a sympathy card and create a 
thoughtful gift basket. It develops support, understanding, and connection 
with team members. 

• Check in often with the team member, both inside and outside of work.  

COVID-19 is still an issue, how do we work with an employee that has a child 
that passed away from COVID-19?Q

A

The best practice is to not allow discrimination of any form ever. Tell the guest 
we do not discriminate. If they continue to behave in a discriminatory way, ask 
them to leave. Review the approach with teams once managers have clarity 
from leadership.

What “best practices” have you seen at other restaurant companies for dealing 
with guests who demonstrate racist behavior, such as asking for a white server?Q

A

The word quota can be controversial because some people view having 
quotas as selecting unqualified people. Having goals and targets is a better 
way to approach building diverse teams. True diversity advocates never want 
to see unqualified people selected.

In hiring, how much importance should be placed on specifically hiring other 
cultures, “meet quotas” vs. ensuring we have good processes in place to screen 
and interview as many diverse candidates, along with whites, as possible?Q

A
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Increasingly, Blacks want people to learn about the issues on their own. 
It feels intellectually lazy to ask your Black friends or colleagues when 
“Google” can answer many questions better than one individual. By doing 
your own homework you discover on your own what the issues are and 
how perspectives may differ among people of the same cultural group.

I have heard that some Blacks get frustrated when fellow employees 
ask them about issues facing the Black community. Why do they get 
frustrated? People just want to learn.Q

A

Clarify from the start that the conversations is NOT ABOUT RACE OR 
DIFFERENCE. The conversation is about the workplace, the expectations 
of the job, and expected behaviors and rules. Have clear examples to give 
the team member related to their performance. Tip: Start engaging in 
conversation and building relationships, specifically with your diverse team 
members.

If someone says, “You’re criticizing me or saying that because I’m Black.” 
Then what do I say?Q

A

It takes education, self-examination, and good old hard work to overcome 
any bias regardless of your race, ethnicity, gender, or identity. It takes time to 
develop biases; it’s going to take even longer to overcome them.

As a person of color, how do you overcome your own bias given the current 
socioeconomic climate, political unrest, and overall racial conflicts today?Q

A

No. As an individual, a person has the right to engage with or support any 
group they want. However, if they are representing their company, church, 
or other group, they should get approval before getting involved.

Is it wrong to refuse to engage with or support Black Lives Matter or other 
social movement because I want to avoid conflict?Q

A
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Start by asking how people are feeling about the issues in the news such 
as the police killings, anti-racism protests, etc. Ask them if they would like 
to learn more and if having regular conversations would be a good way to 
do that? If they agree then proceed. If not, you might want to learn more 
about why not and make a decision from there.

I want to discuss this subject with my team. How do I start the dialogue 
maintain ongoing communication and education to benefit me and my 
team?Q

A

• Continue to engage and start ongoing diversity, equity and inclusion 
conversations.

• Ask your leaders what their thoughts are around diversity, equity and 
inclusion in your organization.

• Share your learning with your teams .

What are effective ways I can signal and demonstrate to my colleagues 
at all levels that I welcome feedback on my diversity, equity, and inclusion 
behaviors? I do not want to make my conduct a colleague’s burden. I want to 
show I am listening and learning when I should.

Q

A

If you want to keep politics out of the workplace then stay focused on the 
facts and what they mean for each community. For example it is a fact that 
Blacks are being killed more frequently than other groups. The result of that 
fact is that Black parents are more worried about their children’s safety. You 
can support safer streets and not be political about it.

How do I keep politics out of the workplace, but still let my teams know that I 
care about what each culture may be going through. You don’t want a hostile 
work environment, but you also don’t want to seem cold and ignore issues 
affecting their communities. 

Q

A

MFHA has a list of national groups that in many cases have local chapters 
that can help. Consider asking your company and build a local network. 

Where do I go to get local resources to offer staff in need of additional 
assistance?Q

A
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The Multicultural Foodservice & Hospitality 
Alliance (MFHA)
The Mission of MFHA is to bring the 
economic benefits of diversity and inclusion 
to the food and hospitality industry by 
building bridges and delivering solutions. 
MFHA commits to delivering more 
connections and opportunities to build its 
Members’ Cultural Intelligence to effectively 
engage multicultural employees, customers, 
and communities.

Andre Howell
VP of Operations 
info@mfha.net  |  www.mfha.net  |  401.461.6342

National Restaurant Association 
Educational Foundation (NRAEF)
The NRAEF is a purpose driven 
organization dedicated to changing 
lives and uplifting communities. We 
empower people from all backgrounds 
with the training and education they 
need to secure a better future. We do 
this through the limitless opportunities 
offered by the restaurant, foodservice 
and hospitality industry. Learn more at 
ChooseRestaurants.org.

Ed Walden
Director, Professional Advancement
ewalden@nraef.org  |  202.973.3967

American Hotel & Lodging Foundation 
(AHLA Foundation)
The AHLA Foundation’s mission is to help 
people build careers, improve their lives, 
and strengthen the lodging industry. We 
achieve this by giving them the necessary 
tools, resources, and education to launch 
long-term careers in our great industry.  
Learn more at AhlaFoundation.org.

Rosanna Maietta
President & CEO
rmaietta@ahla.com 

Disability Strategy & Consultation
For more than 20 years, the National 
Business & Disability Council (NBDC) 
at The Viscardi Center has been a 
member-driven organization, offering 
comprehensive resources for disability 
best practices for Fortune 1000 
companies, small businesses, and 
government agencies committed to 
disability inclusion.

National Business & Disability Council at 
the Viscardy Center  
www.NBDC.com  |  516.465.1519

mailto:info%40mfha.net%20?subject=Question%20About%20The%20Leadership%20Resource%20Guide
http://www.mfha.net
http://ChooseRestaurants.org
mailto:ewalden%40nraef.org?subject=Question%20About%20The%20Leadership%20Resource%20Guide
http://www.ahlafoundation.org
mailto:rmaietta%40ahla.com%20?subject=Question%20About%20The%20Leadership%20Resource%20Guide
http://www.NBDC.com
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Global Health Psychiatry, LLC  
Global Health Psychiatry, LLC is an 
organization that focuses on the entire 
individual and the factors in life that 
surrounds the person. GHP hopes to 
strengthen the community through 
focusing on the individual as the center of 
their circle of life. Focusing on the globe 
with the individual as the center will lead to 
better, more informed, and compassionate 
care.

Delane Casiano, MD
Treasurer and Founding Member
www.GHPsychiatry.org
info@GHPsychiatry.org

Active Minds
Active Minds is a national leader for 
young adult mental health advocacy 
and suicide prevention. Headquartered 
in Washington, DC, Active Minds 
brings to mental health what no other 
organization can — the voice of young 
people who are disproportionately 
affected by mental illnesses and the 
way mental health is addressed on 
campuses and in society at large.

www.activeminds.org/covid
www.activeminds.org/atwork

http://www.GHPsychiatry.org
mailto:info%40GHPsychiatry.org?subject=Question%20About%20The%20Leadership%20Resource%20Guide
http://www.activeminds.org/covid
http://www.activeminds.org/atwork
https://www.activeminds.org/
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