
 
 
 
 
 

1 
 

   

 

 

kk 
    

 

 

 

 

 

 

 

 

   

 

 

DIVERSITY BRINGS BENEFITS – 

MANUAL FOR EMPLOYERS 

 
Coordinated by  

Markéta Šandová (AMSP ČR – CZ) 

 

Inputs  

Anna Dabrowska (Orange Hill – PL) 

Susu Dobner (ZSI – AT) 

Jakub Škába and Martina Belásová (INSTITUT 

INPRO a.s. – CZ) 

Yazid Isli (Hominem – ES) 

 

  



 
 
 
 
 

2 
 

   

 

 

kk 
    

 

 

About this project: 

Project TUNED UP! Tools under the Need of Enhancing Diversity aims at increasing competences of 

SMEs and their employees in diversity management by developing innovative and comprehensive 

instruments such as e-tools and guidelines for employers and human resource managers. Diversity 

Ambassadors could play a key role in a better management of a diverse workforce. Therefore, the 

project aims at promoting the concept of Diversity Ambassadors and providing training materials to 

enhance their competences and skills. 

 

About this deliverable: 

This manual is the sixth Intellectual Output (O6) of the project TUNED UP! Publication is 

complementary to toolbox (O4) and e-learning videos (O5) which together provide tangible support in 

effective implementation of role of Diversity Ambassador into organization, as well as supporting 

his/her competence of implementation tasks derived from this role.    
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Introduction 

The positon of the Diversity Ambassador is quite new for the SMEs. His/her key role in the 

organisation is enhancing the meaning and importance of diversity. Also he/she promotes and creates 

positive attitudes towards diversity within the organisation. 

Implementing Diversity Ambassador into organization requires suitable, multidimensional preparation 

of employers as well as their direct superiors and company management who believe that the 

Diversity Ambassador can play the unique role in the organisation.  

There is a need to elaborate the manual addressed to employers/managers/directors/heads of 

departments which presents in detail the conditions of implementation of Diversity Ambassador. In 

particular, manual will refer to the nature of work environment, roles and task expected from Diversity 

Ambassador, its competence profile, work monitoring issues as well as directing his/her development 

and measuring his/her competence.   

The manual is a practical handbook for organizations concerned to implement and effectively use 

solutions of diversity management. It is expected to be basic study on roles and functions of Diversity 

Ambassador, presenting the issue of introducing the Ambassador into organization. Establishing 

frames of Diversity Ambassador model, this manual is addressed to those managers who look for new 

solutions in arranging diversity management and who want to take benefits from it.  Publication is also 

important for the Ambassadors-to-be who will find here detailed role description with presentation of 

his/her tasks and expected activities. 
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Chapter 1 – Importance of Diversity Management and Possible Benefits 

 

For whom is this manual for? 

This manual is for employers interested in learning more about diversity and diversity management. 

The following chapter describes what diversity and diversity management means and how (also small) 

businesses or companies can benefit from having diverse employees.  

What is „diversity“? 

The term ‘diversity’ includes all human characteristic that distinct one person from another and 

influence one’s productivity in work life. Despite diversity theory discourses over 20 years already, 

there still doesn’t exist a commonly acknowledged definition of ‘diversity’. In general, diversity refers 

to different forms of appearance. This includes visual aspects such as gender, age and ethnicity as well 

as aspects like religion, sexual orientation, cultural background, care responsibilities, job positions and 

work styles which are mostly invisible.1 

What is „diversity management“? 

‘Managing diversity’ is often associated with multinational companies where expatriates or mobile 

workers are the main beneficiaries or target group. However, diversity is not about the ‘others’ 

(=underrepresented groups in the workforce), it is about every ‘human being’. Diversity management 

takes into account and fosters diversity at different levels (top management level, human resource 

management level, staff level, etc.). Its objective is to create an environment where every employee 

can develop his or her full potential and creativity.2 Diversity management is a comprehensive 

managerial process that extends its spread not only in human resources but also in corporate strategy, 

corporate culture and marketing. 

In our e-learning Video no. 1 [ https://www.youtube.com/watch?v=--VG6KeCiY4 ] titled “Diversity and 

Diversity Management in practice for SMEs” you can learn more about this topic in just a few minutes! 

Some success factors of diversity management 

Though there is no standardised model for managing diversity, according to the Centre for Diversity 

and Business there are key success factors for diversity management, which are:  

 Diversity has to be developed and nourished; 

 Diversity has to be made explicit; 

 Diversity must be an issue in organisational processes and activities; 

 Diversity must be a part of the overall strategy of a company; and 

 Diversity is a source and a driver for learning. 

Diversity management means orientation towards the future and open space for everybody. 

 

                                                           
1
 Schwarz-Woelzl, M. (2005): Der Vielfalt eine Chance geben - Wegweiser für Managing Diversity im Betrieb, 

https://www.zsi.at/object/publication/1324/attach/2Handbuch_Wegweiser_MD.pdf  
2
 ibd 

https://www.youtube.com/watch?v=--VG6KeCiY4
https://www.zsi.at/object/publication/1324/attach/2Handbuch_Wegweiser_MD.pdf
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Why is diversity important for the company, for employees and for society? 

Fostering and managing diversity well has proven to benefit not only a company’s performance but 

also its employers and society at large. In the area of human resource management diversity 

management aims are developing a corporate culture and work organisation that supports diversity in 

a manner that has positive effects on the company’s performance.  

Finding customers is the most pressing problem facing SMEs across the EU28 in 2013, as reported by 

SMEs of all class sizes. This implies that demand is the most important factor in explaining the 

performance of SMEs in the past years.  This implies further that awareness and recognition of the 

diversity of consumer/customer markets can open new market niches for SMEs. Availability of skilled 

staff or experienced managers is much more of a concern for small and medium‐sized enterprises 

than for micro SMEs.  

Therefore diversity is no longer an issue of big companies; rather Small and Medium-sized Enterprises 

are affected by diversity of their workforce, their customers, market structure and overall business 

environment alike nowadays.  

However, little is known about actual diversity managerial skills against the background of both actual 

market and target group needs. Further, our thesis is that managerial diversity skills alone are not 

enough to make diversity management effective, rather an additional role is required which influences 

on the workers’ peer level in order to raise the awareness about the benefits of the diversity issue. 

Some key aspects are:   

 Diversity of values and pluralism; 

 Unrestricted access of all employees to all positions;  

 Integration of all employees into informal communication structures and networks; 

 Absence of direct and indirect discrimination;  

 Cooperative mechanisms of conflict resolution.3 

Internal benefits for a company 

 Helps increasing efficiency, innovation and creativity;  

 Reduces costs due to turnover and absenteeism;  

 Absence of labour demands;  

 Leverages talent attraction within companies;  

 Positive impact on improving internal communication, motivation and generating a good work 

climate;  

 Leads to the acquisition of new skills in the management of HR (loyalty, intercultural skills, 

teamwork, flexibility, accountability ...).  

External benefits for a company 

 Supports the attraction of new customers;  

 Helps establishing partnership relations with customers and suppliers;  

                                                           
3
 Cox, Taylor (1994): Cultural Diversity in Organizations. Theory, Research & Practice, in: Döge, Berrett-Köhler Publishers. 
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 Contributes to a better external corporate image (modernity, vanguard, responsible 

commitment to society ...);  

 Improves the value of the company, its position and its results;  

 Increases the company’s capacity to adapt to change.  

Barriers to a successful diversity management – practices to avoid 

 These are a number of established business practices that generates barriers to diversity and 

costs to them:  

 Reduction of efficacy in the distribution of responsibilities and tasks due to the lack of 

intercultural competences and the appearance of stereotypes;  

 Creation of a culture based on ethnocentrism (attitude through which the world is analysed 

based solely on one's own culture);  

 Creation of ghettos within the company;  

 Appearance of Difficulties in balancing / reconciling work and personal / family life.  

What can you do? 

You have a key role in transforming the organizational culture so that it more closely reflects the 

values of our diverse workforce. Some of the skills include: 

 An understanding and acceptance of managing diversity concepts ; 

 Recognition that diversity is threaded through every aspect of management; 

 Self-awareness, in terms of understanding your own culture, identity, biases, prejudices, and 

stereotypes;  

 Willingness to challenge and change institutional practices that present barriers to different 

groups 4; 

 Communication – the key skill: listening, open access, a genuine and open attitude, sensitive 

feedback. It is important to remember that how open is communication – that open is the 

relationship.  

 

Diversity – not any longer an issue of big companies  

In 2013, 99 out of every 100 businesses in Europe were Small and Medium-sized Enterprises (SMEs), 

as were 2 in every 3 employees working in SMEs. SMEs form the backbone of the European economy. 

SMEs are integral to job growth, employing 88.8 million people in 2013 in the EU28. Yet in an 

increasingly internationalised world, there are competitive advantages for those businesses that have 

a global strategy and can move quickly to take advantage of cross-border activities. Providing further, 

tailored support for this growing asset class would form a key step in allowing SMEs to leverage the 

benefits of increased foreign demand for goods and services. 

Diversity charter  

Diversity charters are an EU initiative to encourage companies to implement and develop diversity 

policies. It is a short document voluntarily signed by a company or a public institution.  The document 

                                                           
4
 http://ucsfhr.ucsf.edu/index.php/pubs/hrguidearticle/chapter-12-managing-diversity-in-the-workplace/  

http://ucsfhr.ucsf.edu/index.php/pubs/hrguidearticle/chapter-12-managing-diversity-in-the-workplace/
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includes measures to promote diversity and equal opportunities in the workplace, regardless of race 

or ethnic origin, sexual orientation, gender, age, disability and religion. 

The time range of the implementation the Diversity Charter varies:  

 2009, Spain; 

 2010, Austria; 

 2012, Poland; 

 2014, Czech Republic.  

However, in all countries, the overwhelming majority of signatories are still multinational or large 

companies.  

What has signing Charter changed? 

Diversity management has led to a general competitive advantage, as well as to better responses to 

the expectations of diversified consumers in Spain.  

The number of signatories has designated person responsible for diversity, which half of them report 

directly to the board in Austria. 

Diversity management is fundamentally anchored in the corporate culture among the signatories and 

has led to increased reputation of the enterprise and innovation and creativity from staff members in 

Poland. 

Diversity charter is important from the point of view of moral influence on other companies and on 

the society. More important is the fact of the real practical application of the diversity management 

and the key is to change the actual "thinking of the organisation". 
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Chapter 2 – Roles, Tasks, Objectives and Expected Competences of Diversity 

Ambassador 

Why do we need a Diversity Ambassador? 

Due to rapid technological advancements, globalization, immigration, increased demand for skills and 

education and an aging workforce in a large part of the world, businesses are recognizing the need to 

address racial, gender and other inequities by hiring people responsible for diversity management.  

So called Diversity Ambassadors, sometimes known as a “diversity managers” or “diversity officers”, 

are recognized and accepted component of organizational structure in many large corporations. They 

are responsible for monitoring and enforcing standards of cultural diversity in an office or business.  

They train workers and management in the appreciation of disability, gender, culture, and age 

differences. Their role is crucial in establishment of an environment that treats all workers, customers, 

and management with dignity. The ambassador typically devises a programme that ensures that 

employees voluntarily maintain the climate that allows open acceptance.  They instruct on how 

people's differences impact the workplace and the employee's role in creating a climate of accepting 

those differences. However, their role can be easily used in small and medium enterprises, as they are 

typically integrated with the human resource (HR) duties in small offices and businesses. 

Undoubtedly, “Diversity Ambassadors” have been elemental to the progress many companies have 

made toward creating more equitable workplaces over the past years. They contributed to increased 

creativity and productivity, new attitudes, new language skills, global understanding, new processes 

and new solutions to difficult problems, agility, better market insight, stronger customer and 

community loyalty, innovation, improved employee recruitment and retention. So, why not to 

consider getting one Diversity Ambassador on your own?  

Tasks of the Diversity Ambassador 

The work carried out by Diversity Ambassadors may differ slightly depending on the area that they 

specialise in, but in general, tasks are likely to include: 

 Preparing and running the company diversity audit related to diversity; 

 Designing diversity strategy and programmes; 

 Implementing diversity strategy and programmes; 

 Designing and implementing trainings and events in the field of diversity;  

 Evaluating the company´s diversity strategy and programmes; 

 Designing and implementing the company´s communication tools (internal & external) in the 

field of diversity; 

 Solving conflicts derived from the diversity area; 

 Recruiting employees from more diverse candidate pool. 

Profile of the Diversity Ambassador 

From organisational and Human Resources perspectives, any position within any organisation needs to 

be defined and the profile of the right candidate should be clarified before opening a recruitment 

process. This is equally valid for the position of “Diversity Ambassador”. 
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Following three (3) elements are the basic for the position of Diversity Ambassador:   

 Qualifications; 

 Skills; 

 Work experiences. 

Qualifications 

Although, it is not necessary, university degree in one of the following subjects can be certainly an 

advantage: 

 Human Resources Management (HRM); 

 Psychology; 

 Sociology; 

 Social work; 

 Social studies; 

 Public administration studies; 

 Teaching; 

 Business or Management; 

 Law; 

 Welfare rights. 

Skills 

As the role of “Diversity Ambassador” is quite sensitive, more than a formal qualification, he/she 

should have a certain set of soft skills, personal as well as professional.   

As the most important competencies were identified:   

Excellent written and oral communication skills; 

Good communication is one of the most important characteristics of good Diversity Ambassador. 

He/she should be able to encourage employees to share concerns as they arise. Every employee 

should feel equally important to the company. An ambassador should keep an open door policy and 

be open with employees so they feel comfortable coming to him/her with questions and concerns 

about issues, both non-work-related and work-related alike, such as diversity. Making himself/herself 

approachable will serve well in handling conflict, and every employee will feel important. It is 

important to use actively in communication three key elements: respect, humility and respect for 

every individual. 

Conflict resolution skills 

An essential tool to managing workplace diversity is the ability to handle conflict. Disagreements that 

arise because of cultural differences have to be handled promptly and swiftly, in order not to decrease 

productivity in the workplace. An ambassador should be objective. When investigating a 

disagreement, he/she should be fair and factual in the process. He/she should ask each party 

questions about what happened and take notes accordingly. Person with good resolution skills gets to 

the bottom of the issue and instead of placing the blame on one person, makes sure each person 

knows the importance of accepting everyone and appreciating their role in the office. 
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Planning, organisational and implementation skills 

Diversity ambassador, in order to effectively manage diversity, must be able to plan and execute a 

diversity plan. This involves mapping out a way to create an appreciation for diversity in all employees 

in the office.  

Traceable knowledge related to the topic of diversity 

Diversity ambassador should know the best practices in diversity strategies, systems, policies, etc. 

He/she should understand subtle and complex diversity issues as they relate specifically to 

marginalized groups (while these vary by region, they often include women, people with disabilities, 

older people and racial, ethnic or religious minorities). He/she should serve as a role model for 

inclusive and culturally competent behaviour. 

Multicultural acceptance and sensitivity 

A Diversity Ambassador should understand multiple cultural frameworks, values and norms. He/she 

should demonstrate an ability to flex style when faced with myriad dimensions of culture in order to 

be effective across cultural contexts. Good Diversity Ambassador understands the dynamics of cross-

cultural and inclusion related conflicts, tensions, misunderstandings, or opportunities, as well as the 

history, context, geography, religions, and languages of the regions in which the organization does 

business. 

Capacity to build relationships 

A Diversity Ambassador should understand the point of view and emotions of others, in the context of 

their cultures, including both minority and majority groups. He/she should acknowledge other’s 

perspectives, understand how to motivate and work with people. He/she should also work with others 

appropriate to the situation to resolve individual and group conflict, including the development and 

delivery of successful interventions. Good Diversity Ambassador should be able to sustain and improve 

the work environment in the face of change and environmental challenges. 

Proactivity 

A Diversity Ambassador should collaborate appropriately with others to envision and convey an 

inspiring, compelling and relevant diversity issues. He/she should actively seek new ideas, experiences 

and serve as a catalyst for change. Good Diversity Ambassador makes connections between new ideas 

and their applications. He/she frames new directions in understandable, innovative and inspiring 

terms and maintains positive and constructive outlook.  

A commitment to promote equality and diversity 

A Diversity Ambassador should pursue goals with drive and energy, he/she should not give up before 

finishing, especially in the face of resistance.  

Negotiation and persuasion skills 

A Diversity Ambassador should be able to negotiate and persuade effectively at all levels of the 

organization. He/she should be able to navigate in the company’s landscape and have an impact on all 

levels of the company. Good ambassador should also have an ability to listen and adapt a proper 

approach. 
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There are more soft-skills serving as an asset for the work of a Diversity Ambassador: 

 Ability to build the trust of community groups; 

 Ability to work in a team; 

 Self-motivation and an ability to use initiative; 

 Good report-writing ability; 

 Presentation and training skills; 

 Flexibility to work across all levels and meet changing requirements. 

As you can see, Diversity Ambassador has to cover a broad range and depth of skills. In truth, rarely 

will you find a person who demonstrates mastery of the entire set of competencies. Business needs, 

organizational size and reach, complexity of the your diversity strategy and the ambassador‘s level of 

responsibility within the organization will dictate the specific level of proficiency needed for each 

competency. For those competencies that ambassadors have not personally mastered, you should 

have as an employer the ability to identify, recruit and lead others with the requisite skills.  

Work experience 

A relevant work experience, in which a commitment to diversity can be seen, is definitely an added 

value for the candidate on „Diversity Ambassador” position.   

Previous professional experiences in the voluntary service, international cooperation, faith or 

community sectors, local or regional government, are always an asset. Relevant experience can be 

also acquired at university through equality and diversity committees or related societies.  

If a Diversity Ambassador is to be chosen from within the company, the time spent working in the 

company and the knowledge of company’s working culture and processes is always valued. 

The ideal option would be if each company's management and all the heads of individual departments 

possess qualities and skills, which should have the Diversity Ambassador and his behaviour and actions 

would "promote" work of the Diversity Ambassador and the entire policy of diversity within the 

company.  
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Chapter 3 – Description of the Process of Implementing Diversity Ambassador into 

the Organization 

1. Adapt recommended profile for the specific company 

Once the need for a Diversity Ambassador (DA) is clearly identified by the management, eventually 

with the support of the Human Resources Management department (HRM), it is absolutely crucial to 

define the profile of the required candidate. These requirements can be defined through the following 

three (3) categories:   

 The qualifications that the candidate should possess, 

 The set of skills that the candidate should demonstrate,  

 The work experience that candidate needs to show. 

In terms of qualifications; 

In all cases, it is important that the candidate to become a Diversity Ambassador holds a university 

degree. This can be from one of the following areas of studies: 

 Psychology; 

 Business and Management; 

 Human Resources Management (HRM); 

 Law; 

 Public administration studies; 

 Sociology. 

In terms of skills: 

Because a Diversity Ambassador is a quite specific role, many skills are required from the candidate 

and on top of them the following transversal ones are: 

 Traceable knowledge related to the topic of diversity. 

 Good communication skills. 

 Multicultural acceptance and sensitivity. 

 Capacity to build relationships. 

 Negotiation skills. 

 Team working ability. 

 Conflict resolution skills. 

 Proactivity. 

In terms of work experience; 

A relevant work experience where a commitment to diversity can be shown is definitely an added 

value for the candidate to fulfil the Diversity Ambassador position.   

Previous professional experiences in the voluntary service, international cooperation, local or regional 

governments, are also very valued and can make the candidate for this position more efficient. 
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2. Selection of the Diversity Ambassador (Internal/External) 

Once the DA profile is defined, the selection can then be initiated, upon a formal determination of the 

full selection process, which can suffer some variations, depending on the source of candidates, which 

can be internal or external to the proper organisation: 

Internal      

On one hand, if the proposed candidate(s) is (are) already employed by the company, the selection 

process can include the following steps:    

 The owner(s) or the HRM department can preselect a number of employees that comply 

with the defined profile and initially confirm with them their wish and availability to be 

suggested to their colleagues, within a selection process, to become the company´s 

Diversity Ambassador. 

 The owner(s) or the HRM department suggest to the employees to contribute to the 

selection process. This would be done using the Tuned Up e-tool named Diversity 

Ambassador Selector. 

 Then, a first interview is set by the HRM department with the selected candidate. 

 A second interview is set by the owners(s) with the selected candidate. 

 A final decision is made by the owners and the HRM, on the person to be appointed as DA.   

External 

On the other hand, if the candidate(s) is (are) not employed by the company, the selection process 

would include the following steps:    

 The HRM department inserts an advert in selected channels in order to generate 

candidates for the position. 

 A first interview is then set by the HRM department with the selected candidate. 

 A second interview is set by the owners(s) with the selected candidate. 

 A final decision is made by the owners and the HRM, on the person to be appointed as DA. 

  

3. Formal appointment of the Diversity Ambassador  

The DA has a very specific role within the organisation. This role should be very well defined at two 

levels: The strategic management level and the operational one.   

 

Strategic level of the DA role 

From a strategic perspective, the Diversity Ambassador (DA) is aware that having a diverse staff at all 

levels of the organisation, is a key factor that contributes to achieving the company´s mission and 

objectives. The DA role has a direct impact on reducing dissatisfaction, improving motivation and 

increasing effectiveness. 
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Operational level of the DA role  

From an operational perspective, the DA needs to transfer the organisation´s strategic vision on 

diversity to the day to day of all employees. It is therefore crucial that all people at the workplace can 

feel very concretely his/her role. 

TUNED UP! defines the tasks of the DA in a very concise way. This should be explained to all 

employees, so they can contact with the DA for any need related to the topic of Diversity and diversity 

management within the company. These tasks are:  

 Task 1: Company diversity audit related to diversity. 

 Task 2: Designing diversity strategy and programmes. 

 Task 3: Implementing diversity strategy and programmes.  

 Task 4: Designing and implementing trainings and events in the field of diversity.  

 Task 5: Evaluating the company´s diversity strategy and programmes. 

 Task 6: Designing and implementing the company´s communication tools (internal & external) 

in the field of diversity. 

 Task 7: Solving conflicts derived from the diversity area.  

 Task 8: Recruiting employees from more diverse candidate pool.   

 

4. Internal communication of the appointment 

After completing the selection process formally and once the DA is selected, the next step is to 

officially announce his appointment internally. This is a crucial step as all members of the organisation 

need to be aware about the new appointment. 

In SMEs, this task is generally conducted by either the HRM department in conjunction with the 

owner(s)/ the managing director, when this department exists, or directly by the owner (s)/managing 

director. The key is open and honest support from the management of the company. If the top 

management support the Diversity Ambassador it gives to the ordinary employees clear believes in 

the importance of promoting diversity and believes in the importance of this function/position, the 

Diversity Ambassador gets real support and strength for all other actions and activities and employees 

it will be respected. 

 

The message should be very precise, including the following elements: 

 The name and surname of the appointed person. 

 The date from which he/she will officially start on the position. 

 A brief mention of the strategic importance of the position within the company.  

 A clear invitation to all employers to support the appointed DA in his tasks, as this will 

contribute to improving the quality of the workplace and making it comfortable to all 

employees. 

 A mention to the fact that the newly appointed DA will be contacting all employees directly 

for more details, to explain his job, its value and to share ideas and perspectives with them.   
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The channels that could be used to conduct this communication are: 

 The company´s website. 

 An email to all employers. 

 A formal note on the company´s information board. 

 A formal meeting with all employees.   

 

5. Induction of the Diversity Ambassador 

The induction session(s) is especially necessary when the DA is newly appointed and has not fulfilled 

this role previously. When this is the case, it is highly recommended that it takes place under the 

supervision of a mentor with the necessary experience and background. This could be either the 

owner(s) or the HR Manager. In many cases, it could only be a matter of substituting an existing DA 

with a new one. In this case, the most appropriate person to conduct this induction would be the 

former DA. 

We recommend that the induction takes place over a session or two (3/4 hours each) and should be 

structured as follows:   

Aims of the session 

- To update the DA on current legislation on  diversity and diversity management 

- To update managers on the company´s policy and procedures on diversity and diversity 

management 

- Discuss approaches to achieving an inclusive workplace 

Learning Outcomes 

- Increase knowledge of current legislation. 

- Increase knowledge of current diversity policy and procedure in the company. 

- Increase awareness about the support available within the company. 

- Increase awareness of the DA duties. 

- Discuss and share ideas about specific issues related to the diversity topic and brainstorm 

potential solutions. 

 

6. Diversity Ambassador takes over the position 

This happens when the selected person takes formally office as Diversity Ambassador within the 

company. It includes the following: 

- Define the strategic lines of the role to develop and the plan to be carried on. If there is a 

“Diversity team” in place, this should be involved. If not, working with the HRM or the 

owners(s) would be the normal case.  

- Communicate the plan to the rest of the company.      

Start to put in place the actions defined in the plan. 
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Chapter 4 – Key Aspects of Functioning of Diversity Ambassador in the 

Organization 

In the following chapter, it is introduced what the newly appointed diversity manager should do – 

his/her first steps.  

The first steps of Diversity Ambassador are: 

1. Organizing and running company diversity audit; 

2. Analysing results of the audit; 

3. Design of diversity strategy and programmes; 

4. Implementation of diversity strategy and programmes. 

 

1. Diversity audit 

Diversity audit is the first step on the way to implement an effective diversity management. It is a 

thorough review of an organization's employment practices related to the makeup of its workers. 

Audit examines the workplace to ensure the organization is meeting legal requirements and fulfilling 

any mission that relates to diversity initiatives among its workers.  

Today, many organizations conduct audits for various reasons, such as determining effectiveness of 

diversity recruiting and retention efforts, measuring the value of diversity training and surveying 

workers about the success of diversity initiatives, such as suppliers programmes and diversity councils. 

The audit should reveal whether a gap exists between what is being done and what the organization 

should do in terms of diversity. Therefore, it is used as a basis for action planning.  

In order to proceed with further steps, Diversity Ambassador has to start with an assessment of the 

current state of diversity in the organization. There are different methods of diversity audit: 

 SWOT analysis (more information you can find in the Toolbox); 

 Focus group for auditing diversity (more information you can find in the Toolbox); 

 Standardised questionnaires (more information you can find in the Toolbox); 

 E-tool Diversity Audit (see below). 

In order to help you with diversity audit, we prepared special electronic questionnaire (E-tool Diversity 

Audit) for you and your employees. It could give you overview of what diversity audit should cover and 

provide you with useful information about what your human resources and employees say about 

diversity.  Fill in based on e-audit manual.  

 

2. Analysing results of the audit 

In the next step, Diversity Ambassador analyses the data acquired through diversity audit and presents 

the results to you, your diversity council or senior management team (depending on the structure of 

your company) along with recommendations for a long- term strategy and establish a series of 

strategic agreements with action plans and measures. 
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3. Design of diversity strategy and programmes 

Based on the analysed results of diversity audit, Diversity Ambassador should collaboratively work with 

the owner/manager of the company, the diversity council or other responsible group of managers in 

order to create a diversity strategy.  

The core of diversity strategy is an unwavering commitment to create an inclusive work environment.  

Put simply, a diversity strategy is simply about increasing the levels of difference within the 

organization. In order to do that, the company has to gat clear understanding of its goals and visions. 

Diversity Ambassador can implement a workshop and brainstorming on how the company is going to 

further develop and what all needs to be included in the diversity management.  Workshop should be 

attended by the management of the company itself as well as the owner of the company, as it reveals 

vision and strategy of the company, which way will be the diversity management and the company 

taken further.  

Another option how to design the diversity strategy you can find in the Toolbox.  

It is important to consider following questions when you are designing the diversity strategy: 

- What we want to achieve with this strategy? (What is organization’s mission, vision, 

values, goals, and objectives?  How you will develop and implement diversity? For 

example, will you focus on developing a few select initiatives across the company, or will 

you develop a full set of initiatives and only pilot in one area of the company?) 

- What resources are required? (Gain input into the diversity plan and approach taken from 

other employees. Identify and involve other individuals. This will increase buy-in into the 

programme and accountability across the organization). 

- Where are we now and where do we want to be? (The answer should provide you with 

baseline data you can use to measure the success of the workplace diversity programme. 

So what are programme’s intended outcomes? Is it a commitment to the company’s 

diversity principles or is it the value that the diversity workplace programme brings to the 

company?). 

After considering these questions, the Diversity Ambassador can build a diversity strategy on six pillars 

that drive organizational change and align diversity values and beliefs with business goals.   

 

Image 1: Six pillars of diversity strategy 
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- Committed leadership means: moving top management into full-fledged leadership 

towards diversity; establishing a business case for diversity; making agreement on a 

values-based diversity strategy; 

- Rigorous measurement means: Understanding employee needs and critical diversity 

issues; establishing measures and targets for each key organizational unit to drive the 

achievement of business and diversity goals; developing a system to monitor results and 

refine action; 

- Integrative infrastructure means: establishing or re-vitalize the existing diversity 

leadership group; determine key roles and responsibilities to fully integrate diversity 

across the organization; 

- Aligned culture and systems  means: establishing clear diversity values and beliefs that 

define the organizational culture; ensure that performance management, career 

development, compensation and benefits, rewards and recognition and other policies and 

systems are aligned with the diversity strategy; 

- Intensive communication means: communicating values and beliefs, expectations about 

diversity, assessment results and actions and other information that employees need to 

become committed to the diversity strategy and gain clarity about their role in advancing 

it; 

- Targeted diversity, policies and initiative means: establishing equal employment 

opportunity and affirmative action policies; providing recruiting, succession planning, 

work-life, training, networking and mentoring solutions to address critical needs. 

 

4. Implementation of diversity strategy and programmes 

Implementation refers to the specific efforts to reach organisation’s goals set in diversity strategy. 

Diversity plan should be implemented in a relation to long-term objectives, therefore it ought to differ 

depending on the strategy we are following. There are few elements, the implemented strategy 

should consider: 

 PROGRAMME: The programme must be linked to the organizational strategy. The answer 

to ‘why’ implement the programme should be based on the support it provides to the 

broader organization. 

 STRUCTURE: Structure refers to the framework around which the company is organized, 

for example, how leadership is chosen, how decisions are made, and how information is 

communicated. Existing structures can greatly impact the success or failure of diversity 

programmes. 

 PEOPLE:  as employees ultimately make up the culture and prevailing atmosphere of any 

organization 

So how should Diversity Ambassador go about implementing a diversity plan? The following steps are 

not compulsory, as they depend on specific circumstances, however, they provide a guideline about 

what organisations should be thinking about if they want to implement their diversity plan. 
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1. Increasing executive management's awareness of and involvement in, work force diversity 

issues. Diversity Ambassador should require reporting to the highest level of management 

on work force data and trends. He/she has to push company’s leadership to develop an 

increased awareness and knowledge of workplace and diversity issues, so that that they 

recognize the corresponding legal and business risks of failing to do so. 

2. Monitoring and acting on work force data. He/she should create and maintain a validated 

employment database and analyse trends and issues concerning hiring, promotions and 

pay equity for all employees, especially women and minorities. 

3. Setting aggressive but achievable annual targets for diversity hiring and promotions by 

managers.  He/she should consult benchmarking standards such as Fortune magazine's 

"50 Best Companies for Minorities." Consider the use of "diversity scorecards" to track 

progress, and demonstrate opportunities and placements not only to your customers, but 

also to your own work force. He/she should incorporate diversity targets into performance 

objectives for department heads, hiring managers and other key employees. 

4. Eliminating miscommunication and ensuring close coordination among recruiters, hiring 

managers and human resources personnel. Diversity Ambassador should make sure your 

hiring managers know the business objectives, and set realistic expectations for all 

concerned. Most importantly, he/she should identify and implement lessons learned from 

each hire -- what worked and what didn't. 

5. Developing a fair and effective employee complaint resolution process. The Diversity 

Ambassador should review your complaint process to ensure thorough and 

comprehensive complaint investigation. He/she may assign a trained professional to 

respond to complaints and require prompt and thorough investigation.  He/she should 

determine supervisory and employee training needs and consider alternative dispute 

resolution mechanisms such as mediation, arbitration or peer review. 

6. Ensuring equitable hiring, compensation, discipline and promotion practices. The Diversity 

Ambassador should require annual review of applicable policies and procedures by the 

legal department or outside experts. He/she should demand consistent application and 

enforcement of all policies, discipline supervisors and managers who fail to consistently 

enforce the policies. 

In order to provide the Diversity Ambassador with necessary background in the company, so that 

he/she can pursue his/her diversity goals, it is important to establish certain communication platform 

between him/her, management and all employees. Regular meeting and reports are useful tools for 

supporting his/her aim. People in the company should be fully aware of the role of Diversity 

Ambassador and the ways, how to reach him/her. Only if two-way communication exists, the diversity 

management can be effective enough. 

Implementation of the diversity strategy is successful when it is comprehensible and clearly 

communicated not only in writing form but also personally presented to all employees and workers. 

The shortened form of the presentation of the diversity strategy is also possible in the framework of 

initial training for new employees. 
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Chapter 5 - Monitoring and Evaluation of Diversity Ambassador’s Performance  

Tasks performed by the person acting as Diversity Ambassador should be subject to regular 

monitoring and evaluation, the aim of which is to: 

 Ensure that the undertaken activities are as highly adequate as possible to the ensuing 

situation; 

 Ensure the possibility to react flexibly to negative phenomena that occur; 

 Verify the performance of Diversity Ambassador with regard to specific criteria, including 

mainly the appropriateness of using certain tools within tasks performed, accuracy in selecting 

them, appropriateness in planning and carrying out the process, accuracy, effectiveness, 

usefulness, etc.; 

 Be in touch with Diversity Ambassador and provide support to the person holding this role. 

Evaluation activities are on-going and tightly linked to tasks defined within the role of Diversity 

Ambassador. 

Due to the fact that organisation undergoes constant change and organising is a constant process, it is 

recommended that the evaluation of Diversity Ambassador’s performance consisted in providing on-

going support to the person holding this role in situations which require him/her to undertake activity. 

Additionally, cyclical meetings should be held to evaluate and summarise Diversity Ambassador’s 

performance. Such meetings should take place at least twice a year. It results from the necessity to 

constantly verify those activities in order to match them as accurately as possible to the changeable 

organisational reality. Moreover, it is recommended to conduct periodical audits of diversity climate in 

the organisation from the perspective of managerial staff and remaining employees. Such audits are 

carried out with the use of a diagnostics tool Diversity Audit and should be conducted once a year. 

Diversity Audit is an innovative tool which enables to accurately assess the functioning of key diversity 

dimensions in the organisation. Thanks to that, it is possible to grasp the change that took place in a 

given organisation in this area over the past year, indicating what has been implemented and what 

failed to have been implemented due to certain reasons. 

Evaluation and monitoring Diversity Ambassador’s performance is aimed at supporting the current 

activities of the person holding this role, at suggesting correction and preventive activities, as well as 

at developing competencies of this person, which is related to improving the activities that he/she 

undertakes.  

Assuming the role of Evaluator is a key issue. Due to the fact that solutions worked out within this 

project are dedicated to the small and medium-sized enterprises sector, the role of Evaluator may be 

held by the owner or person designated by the owner (depending on the possibilities of a given 

organisation). It is essential that Evaluator remained impartial and objective. You should remember to 

minimise the risk of conflict of interests of positions and separate tasks related to holding the role of 

Evaluator from other professional tasks carried out by the person dedicated to this role. Thus, it is 

acceptable to combine the role of Evaluator with other roles in the organisation.  

All activities undertaken within the process of evaluating and monitoring the activities of Diversity 

Ambassador make sense only if they are carried out systematically. It enables to quickly react to 

difficulties that occur and prevent similar situations in the future. To make it possible, it is necessary to 
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pay particular attention to improving the process of documentation workflow and improve 

communication between entities involved in diversity management process.  

The key results of the ‘TUNED – UP!’ project is to define the competency profile of the person 

dedicated to hold the role of Diversity Ambassador, setting tasks that he/she will perform and 

equipping him/her with a set of necessary tools from the perspective of correctness of holding this 

role. These tools are assigned to enumerate tasks (the list is open, i.e. non-exhaustive) and constitute 

sort of a suggestion of possibilities in this respect, together with suggesting the way of using them.  

However, it is the role of Evaluator to evaluate Diversity Ambassador‘s performance who performing 

the tasks assigned to his/her role makes use of the set of suggested tools. 

The compendium of tasks assigned to the role of Diversity Ambassador has been described in the 

previous chapters of this work. Within each task mentioned, a catalogue of tools useful in its 

implementation was defined. The role of Evaluator is to support the person holding this role, including 

mainly conducting evaluation of Diversity Ambassador’s performance and verification of the use of 

tools defined with regard to specific criteria. It is done according to the needs (when a situation 

requiring the activities of Diversity Ambassador take place) in the form of direct meetings, the aim of 

which is to describe the problem and to point out / agree the most adequate activities. Moreover, 

during the cyclical meeting of evaluative and summarising character, specific activities of Diversity 

Ambassador are considered with regards to appropriate criteria to a given situation. Below you can 

find a list of key evaluation and monitoring criteria, together with guidelines concerning their practical 

use in the case of undertaking activities with the use of tools indicated in Toolbox.  

Appropriateness of activity and applying a given tool 

Appropriateness is evaluation whether the activities performed by Diversity Ambassador, according to 

the company owner, fall within the goals set for this role and whether they are sensible in a given 

situation. It is also important to decide whether optimum methods and means were applied to achieve 

the goals assumed, i.e. the ones which progress towards achieving the goal. A perfect example of 

pragmatic behaviours according to the appropriateness is defining goals (according to the SMART 

model, which is a tool for task implementation in Toolbox: designing the strategy and diversity 

programmes), guided by applying the tool of a certain form and content. The role of Evaluator is to 

evaluate not only the process of formulating goals of using a given tool but also its appropriate 

content (including consistency of the content with the goals set). Thus, during the meeting, Evaluator 

should be focused on evaluating the adequacy of Diversity Ambassador’s performance, including the 

form and content of the tool applied to the goals set.  

Thus, for example in the case of using the standardised research questionnaire, Evaluator should 

evaluate whether the questionnaire fulfils the following requirements: 

 Questions must create a logical sequence (thematic blocks); 

 We move from general to particular questions; 

 Difficult questions are placed in the middle of the questionnaire; those requiring less 

consideration – at the beginning and at the end; 

 Questions should not be repeated (apart from control questions); 
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 Questions must result from the undertaken research problem and principles of creating 

the questionnaire; 

 Questions should be  accessible and comprehensible for each respondent; 

 The meaning of the question must be the same for the person who asks it and for the 

respondent; 

 Each question must refer to only one issue; 

 Questions must be neutral – they cannot suggest the answer; 

 Questions must be unambiguous; 

 Questions must offer the possibility to give an exhaustive answer; 

 We should avoid questions which create the possibility to give insincere answers; 

 Sensitive and personal questions should be avoided; 

 It is crucial to place appropriate instruction of responding to questions while creating the 

questionnaire. 

Accuracy of activity and matching a suitable tool to the ensuing situation 

In the case of evaluating the accuracy of activities and matching the way of acting by Diversity 

Ambassador with the use of a tool adequate to the ensuing situation, we deal with evaluating whether 

this activity will diagnose this area and in the way that Diversity Ambassador wished. When evaluating 

the accuracy of activity and matching the tool to the ensuing situation, Evaluator’s tasks will be to 

learn Diversity Ambassador’s intentions related to applying a specific tool and find out why he/she 

acted in this and not in any other way, what he/she achieved, what he/she failed to achieve and what 

to do in the ensued situation. 

Correctness of planning and carrying out operating process using appropriate tools (with 

the use of a given manual) 

The evaluation of performance with the use of specific tools within Toolbox by Diversity Ambassador is 

related to the necessity to track in what way the person collected the necessary information. You 

should pay attention to the mode and method of data collection, accuracy of selecting respondents 

and form of presenting the results collected. E.g. in the case of the SWOT analysis (a tool defined 

within the task – organisational audit), you should remember among other things about the major aim 

guiding the SWOT analysis, which is not only to identify strengths / weaknesses and threats / 

opportunities, but mainly to make conclusions which are to be used when defining targets and 

activities for the organisation that should be undertaken in the area of diversity management in the 

organisation.  

Whereas, in the case of taking a decision on using the tool in the form of a focus group interview, 

Diversity Ambassador should pay particular attention to the stage of planning and designing the focus 

sessions. It is related to the accurate and appropriate selection of respondents for certain focus 

groups (groups should consist of 6 to 10 persons and should be homogeneous , i.e. homogeneous 

according to the company hierarchy in order to ensure security of statements and their sincerity), 

appropriate structuring and substantive content of the scenario of conducting the FGI (reflecting the 

deductive logic: from general to particular), method of organising the interview and moderating it by 

the facilitator (including the duration, impartiality of Diversity Ambassador, equal treatment of 
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respondents, method of formulating questions, focusing on particular issue and researching it more 

profoundly), as well as the result in the form of summarising the conclusions drawn. In order to 

appropriately evaluate Diversity Ambassador’s performance with the use of the FGI tool, it is 

necessary to carry out the analysis of secondary data (desk research) in the form of interview scenario 

and report summarising the event (or other previously designed forms of data collection), meetings 

conducted with Diversity Ambassador (optionally also with selected respondents) and if possible, 

conducting explicit participatory observation on a selected FGI. What can be useful here is a previously 

prepared observation form, which can consist of subsequent blocks like: structure of the FGI, way of 

conducting the FGI (taking into account the features and skills of the facilitator pointed out in 

Toolbox), effectiveness (i.e. progressing to the goal assumed).  

However, in the case of using the tool in the form of a standardised research questionnaire, it is the 

task of Evaluator to evaluate the whole process of carrying out a survey (including the accuracy of 

selecting the target group of respondents, way of distributing questionnaires, collecting them, 

ensuring data safety and confidentiality). 

Accuracy of interpretation of Diversity Ambassador’s activities and usefulness of 

recommendations  

In the case of analysis of data collected thanks to using specific tools (e.g. research questionnaires),  

the accuracy of deduction based on these data and the way of formulating conclusions is of extremely 

great importance. Thus, it is recommended that Evaluator paid particular attention to implementation 

recommendations in the form of an action plan, being the result of carrying out the research. The 

usefulness of implementation suggestions concerning the proposed activities of correction character 

is a necessary condition to introduce any change within counteracting the consequences of undesired 

phenomena.  

Effectiveness of activities with the use of specific tools 

Effective activity is the one which leads to achieving the goal assumed, which is the result of an 

appropriate and intentional way of acting. Before implementing activities, we need to have certain 

expectations towards them. The level of fulfilling these expectations is nothing else but effectiveness. 

During the meeting with Diversity Ambassador, Evaluator faces the necessity to find out those 

expectations. Regarding the problems in the area of diversity management, they will be for example 

the level of solving the problem or ensuring the process against the same problem or a similar one 

reoccurring.  

Usefulness of activities and tools applied by Diversity Ambassador 

Usefulness is a criterion determining the comparison of the diagnosed needs of undertaking the 

activity to the result in the form of satisfying these needs. Specific activities and tools used by Diversity 

Ambassador should be evaluated by Evaluator with regard to their usefulness in a particular situation, 

together with taking into account the need for applying them. It can be a particular challenge for 

Evaluator to evaluate the usefulness of undertaken activities with the use of the tools in the form of 

any guidebooks, sets of principles, good practices, etc., since the evaluation performed cannot be 

fragmentary and should be of comprehensive character. We encounter it in the case of tools 
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organising diversity management policy on the strategic level, e.g. in the form of Guiding Principles. It 

is connected with the necessity of relating, during the meeting of Evaluator with Diversity 

Ambassador, to the evaluation of usefulness of using this tool with regard to each of 10 steps 

undertaken according to the established principles (according to Toolbox), stemming from good 

practices in this field. The case is similar when evaluating the usefulness of the content of the 

Guidebook of planning trainings on diversity, containing the sequence of steps / good practices in the 

area of planning and designing trainings in this respect. It is important to realistically relate to the level 

of usefulness of principles included in these documents. 

Feasibility of undertaken activities  

The criterion of feasibility lies at the grounds of all activities undertaken by Diversity Ambassador since 

only the tasks which are planned and organised in such a way that they are feasible (taking into 

account the limitation of resources), will be able to be carried out in reality. The role of Evaluator is 

evaluating during the meeting with Diversity Ambassador the feasibility of activities undertaken by this 

person in three dimensions: 

 Institutional / organisational feasibility; 

 Technical / technological feasibility; 

 Financial feasibility. 

It is of key significance especially while using such tools (according to Toolbox), as defining action plan 

(and action steps), or using the VMOST Analysis. Evaluator should evaluate the action plan with regard 

to the kind of activities which are to be undertaken, who should undertake them, when and which 

persons are to be involved in carrying out activities planned by Diversity Ambassador. Thus, the 

evaluation conducted by Evaluator should take into account all the above mentioned feasibility 

dimensions, the reflection of which should be a detailed account of action plan, including the budget, 

schedule, allocation of resources, etc. When it comes to the VMOST Analysis, the objectives defined 

and strategies and tactics of achieving them should undergo evaluation. 

Evaluator of Diversity Ambassador’s performance should also take into account issues of ethical 

character that can occur in the course of evaluation. Evaluator’s activities include indirectly data 

collection (including sensitive data) from people and about people in a very specific area which is 

diversity management in organisation. Evaluator should take care of all persons engaged in the 

evaluation process (both Diversity Ambassador and remaining employees, respondents, participants of 

interviews, etc.). Evaluator should generate confidence, act honestly, counteract abuse and 

improprieties and be prepared for the occurrence of atypical problems in course of the evaluation. 

Ethical problems may occur at each stage of Evaluator’s activity, in context of: defining research 

problems within the conducted evaluations, defining evaluation objective, designing tools, data 

collection, analysis and interpretation of data and methods of distributing the results of the conducted 

evaluation. 

We can simply say that if the Diversity Ambassador is working as he should and keeps the correct 

implementation procedure of Diversity management the results are clearly visible and it is always 

possible after each evaluation to inform all employees within the company about the specific benefits 

of applied diversity activities. This is possible ways how to inform employees are write as part of some 

PR articles or carry an interview with staff in company´s media (web, company magazine, etc.).  
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Summary 

Diversity is not only a trend in modern society but also a necessity, which require changes in society, 

globalization of the labour market and demographic trends. Diversity management is the way to how 

to use the human potential, improve motivation and performance. As a tool for promoting diversity 

with diversity management it focuses on the management and control of differences in the workplace. 

So that the diversity benefits could be reached by both - the company and its employees and workers. 

Thanks to the diversity management are strengthen cultural values within the organization - to 

improve the climate - better internal "atmosphere" and is strengthened an atmosphere of trust, 

acceptance, tolerance and respect. The key issue in the promotion of diversity management is 

communication, which should be open and deep. 

Thanks to the diversity management is improving the reputation and image of the company, better 

possibility of connecting and retaining people who has potential, improves motivation and 

performance of existing staff and creativity. 

Diversity management is focused on the future and means a positive influence on the development of 

society. 

For application the issue of diversity to the strategy of the company is the key the role of a diversity 

ambassador. The diversity ambassador should be a person who has a clear mandate and clear support 

from the top management and that meets all requirements and has the necessary qualification 

required: soft skills and work experience. The main activities of the diversity ambassador include 

organizing and coordinating the implementation of diversity audit of the company, analysis of the 

audit’s results, design diversity strategy and diversity programmes and its final implementation. Tasks 

and activities of the diversity ambassador should be regularly monitored and evaluated.  
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