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Introduction
What do we mean by
“diversity in the workplace”?

“Diversity is the biggest game-changer and
most embraced trend for most companies”
says the LinkedIn1 Report on Global Recruiting
Trends in 2018 and the years to come.

Top trends shaping the future of recruiting
and hiring
Very/extremely important

“Diversity” is a broad term with different
meanings in different fields. In some languages
it refers to the way different elements
are connected and in biology it is used to
describe diversity of species in nature and the
significance of biological diversity for the wellbeing of the planet. The term is used in a similar
way in the social field, where it recognizes
differences as something normal and important
for social and organizational life.

Promoting diversity in the company and
managing it effectively not only satisfies legal
obligations, but is also good for business.
Different research shows that such efforts can
cut costs and increase profit of the company.
Having such policies in place minimizes
the negative potential legal and financial
consequences. Such policies are also key to the
company’s adaptability, growth, sustainability
and competitive edge.

Unequal treatment of people in the workplace
affects companies worldwide. Through
awareness-raising campaigns, training and
social dialogue, employers and employees are
better able to understand diversity concepts,
identify cases and develop the necessary skills
and tools to address discriminatory behaviour. It
is important that diversity policies be designed
and implemented not only to eliminate
discrimination but also to support more diverse
workforces.

This publication is a guide for employers,
employees and companies to promote diversity
and inclusion in the workplace by designing,
implementing and auditing internal policies.

1

This guide provides general guidelines that can
be adapted to the geographical context, the
company size and sector, supply chains, etc.
What has been examined and shared is the
experience of companies operating globally
and/or in Bulgaria which have active policies
on anti-discrimination, inclusion and diversity
and which share the benefits they gained from
implementing such policies.

Mostly/completely adopted

monitor a diversity policy in the workplace. Clear
definitions and concrete examples allow the user
to design and implement a diversity policy that
is aligned to the company’s values and strategic
objectives.

Diversity
78%
53%

New interviewing tools
56%
18%

Data
50%
18%

Artiﬁcial Intelligence
35%
8%

Despite abundant information on the subject,
many employers are unsure how to approach the
task of designing their own policy and internal
procedures and how to make such initiatives
sustainable. This guide provides a step-by-step
information how to prepare, implement and

Users are encouraged to follow either all steps
in the guide or those parts that meet the
employer’s objectives, priorities, code of conduct,
national legislation and local context. Parts of
the guide can also be used to introduce various
initiatives promoting diversity in the workplace.
The guide is based on research and publications
from various countries and the experience
of private companies in Bulgaria and across
the world; the guide outlines the process of
designing a company policy to fight various
forms of discrimination and embrace diversity;
it is relevant for all business fields and any
employees regardless of their employment
arrangements, full-time employees, temporary
employees, consultant’s contract, etc.
We hope that this guide will be used in a diverse
work environment and will contribute with
useful and practical information to promoting
diversity in the workplace.

Global Recruiting Trends 2018, LinkedIn Talent Solutions – a report, presenting a survey of the situation with recruiting and the trends on the labour market carried

out with the help of experts from companies. In addition, almost 9000 recruiters and Human Resources Managers from 39 countries were interviewed to analyze
these trends.
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Context

2

Catch Up Index, Open Society Institute – Sofia, 2018
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Following the end of Communism and the
opening of Bulgaria to the world, changes
started taking place that the pubic was not
fully prepared to face. After years of isolation
from the fast-developing countries, our society
was not prepared to leap into the world of
technology, unlimited communication, no
borders, supermobility and globalization of
life in all aspects, particularly regarding career
opportunities. The Catch Up Index2 data for 2018
show that the new EU Member States continue
to produce less, consume less, have weaker
democracy and worse governance; these are
countries with lower media freedom, greater
corruption and issues with the rule of law, and
their citizens have lower life expectancy and can
rely on worse healthcare unlike the old Member
States. Bulgaria traditionally ranks last on almost
all indicators, included in the survey.

Data show that quite a few Bulgarians are
likely to support manifestations of nationalism
and radical speech targeted at something or
a certain group, most often against migrants,
Roma, diversity and liberal values in general.
Therefore it does not come as a surprise that
social distance has grown over the years. Surveys
carried out by Open Society Institute – Sofia
as of 2013 show that Roma are permanently
perceived as the main target of hate speech. In
2018 the share of people who heard hate speech
against Roma community members fell to 81%
compared to the registered peak of 92% in 2016.
In 2018 a drop was also noticed in the share of
people who reported to have witnessed hostile
speech against most of the other surveyed
groups including Turks, Moslems and aliens. At
the same time, though, the number of people
who stated that they had heard statements
expressing disapproval, hatred or aggression
against homosexuals doubled compared to the
2016 levels (from 21% among those who heard
hostile speech in 2016 to 42% in 2018).

3

At the same time the lack of convictions for
crimes committed out of racial, ethnic and
religious hatred has led to reduced public
support for the criminal justice policy as a means
of countering hate speech. In 2018 the share
of those who are aware that hate speech and
offenses out of ethnic, racial or religious hatred
are crimes dropped and was at its lowest over
the last 5 years. The share of those who would
report to the police witnessed manifestations
of public use of hate speech has also fallen
from 26% (in 2014) to 17% (in 2018). Support for
bringing criminal charges against politicians
and journalists who use hate speech in public
has also dropped (the number of those in favour
of prosecution has fallen from 66% in 2013 to
57% in 2018). The number of those in favour of
prosecution of manifestations of aggressive
nationalism has dropped by a similar share:
the number of those in favour of prosecuting
aggressive nationalism has fallen by 10% in the
last 5 years (from 73%3 in 2013 to 63% in 2018).

Report on Public Attitudes to Hate Speech in Bulgaria in 2018, Open Society Institute – Sofia, 2018
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Dissemination of hate speech in public places
and in places of physical contact between
people, including in the workplace, has been
on the rise. It is alarming that ever since 2013
when it was reported for the first time that
the workplace could be conducive to hate
speech, there has been no data about the
implementation or application of policies to
counter this phenomenon.

Fig. 1. Labour distances

Question: Would you agree to have the members of
the following nationalities and ethnic groups living in
Bulgaria work in the same company as you?

The number of people who refer to their
colleagues as sources of hate speech has
increased to 30% which is almost twofold
since 2013 and which ranks them second after
politicians with 34%4.
The use of such language can never remain
without consequences and it has a negative
impact on at least one person and the risk of
escalation of tension and of mental and physical
violence is very high.

Specialists you work side by side
48.1%
58.3%
45.3%
62.6%

Fig. 2. Dynamics among users of hate speech

89.6%

80%

Your Line Managers

70%
60%

17.7%

50%

32.0%

40%

18.4%

30%

36.0%

20%

87.0%

10%
0%

Senior Management

2013
Politics

14.7%
26.7%

2014
Journalists

2016
Relatives/Friends

2018
Collegues

Source: Report on Public Attitudes towards Hate Speech in Bulgaria in 2018, Open Society Institute – Sofia, 2018.

16.1%
31.5%
86.3%

Source: Report on Public Attitudes towards Hate Speech in
Bulgaria in 2018, Open Society Institute – Sofia, 2018.

Roma

Turks

Syrians

Russians

Bulgarians

4
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The full text of the report on Public Attitudes to Hate Speech in Bulgaria in 2018 is available at https://osis.bg/?p=2968
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History
and main aspects
of diversity

Equal opportunity and equal treatment in the
area of labour and occupations is a fundamental
principle of social justice underlying the work of
the International Labour Organization (ILO) with
the UN5 since it was founded in 1919. Reasonable
adjustments, often referred to as arrangements,
accommodation, are a main component of promoting diversity and inclusion in the workplace
and the right to equality of employment, vocational training and education.
The ILO Discrimination Convention No 111 (Employment and Occupation) of 1958 lists seven
grounds of discrimination: race, colour, sex,
religion, political opinion, national extraction and
social origin. Bulgaria has been a member state
of ILO since 1920 and has adopted and ratified
100 international labour standards of ILO (conventions), 64 of which are active, including the
eight main conventions. Bulgaria ratified ILO
Convention No 111 in 1960. As of June 2014, Convention No. 111, which is part of the international
human rights framework, has been ratified by
172 out of 185 ILO member States, which shows a
broad consensus about the importance of respecting the right to non-discrimination.
Companies also have a corporate responsibility to respect human rights, as identified in the
Guiding Principles on Business and Human
Rights: Implementing the United Nations “Protect, Respect and Remedy” Framework, and the
ILO Tripartite Declaration of Principles concerning Multinational Enterprises and Social Policy.
Despite such recognition, racial discrimination
persists on the labour market. The ILO’s 2011
Global Report on Non-Discrimination, Equality
at Work: The Continuing Challenge6 , for example, reports that employees from minority ethnic
groups have higher unemployment rates and
receive less pay than others.

5

As of recently when diversity is referred to, the
terms “integration” and “inclusion” have started
being used.

ing both an adequate infrastructure and living
conditions matching the physical needs of the
individual as well as an environment, rules and
understanding of participation in the work process, communication and community.
Today we also add the term “belonging”, the
feeling of psychological safety that allows employees to be their best selves at work.
Diversity is being invited to the party, inclusion
is being asked to dance, and belonging is
dancing like no one’s watching.7

It is believed today that you can’t have diversity
without inclusion. Even in the companies that
most stick up for diversity, employees will disengage and leave if they don’t feel included and
accepted. That is why many companies address
diversity and inclusion as a whole and regard
both approaches and both concepts as inseparable.

Integration refers to the participation of different people (in terms of origin, sex, nationality,
etc.) in the organization and maintaining an
environment and organizational culture that is
positive towards them. While integration brings
together differences in one place, creating a
diverse work environment, “diversity” is more
focused on interaction, its management and
efficiency. Inclusion is a term that takes into
account the identities, particularities and preferences of individuals so that they can develop
their potential and contribute to the common
organizational goals. Inclusion refers to ensur-

The International Labour Organization is a specialized agency of the Organization of United Nations. It addresses labour-related topics and issues,
in particular international labour standards and decent work for all.

6

The term “diversity” has entered the business
field relatively recently, in 1960s in the USA. At
the time the terms mainly used were inequality,
desegregation and discrimination and “diversity”
was timidly introduced. It was also the time of
programmes with affirmative (positive) measures in an attempt to remedy unequal treatment
of minority groups in the past. With the introduction of such practices, the term “diversity”
started being used more often. At the same
time the dominant social group blamed for social inequality in the past started taking part in
various forms of training and awareness raising
campaigns because there was a sense of retreat
from its privileged position of dominance in the
environment. Due to growing tension, management also had to reconsider these approaches
wrapping them in the term “cultural diversity”.
This effort has been relatively well accepted as
it takes into account the interests not only of
minority groups but also the dominant social
group.

7

Global Recruiting Trends 2018, LinkedIn Talent Solutions.

Equality at work: The continuing challenge – Global Report under the follow-up to the ILO Declaration on Fundamental Principles and Rights at

Work, 2011, ILO, www.ilo.org.
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In its study “Delivering through Diversity”8
McKinsey confirmed its thesis that on a global
level diversity (in the form of greater representation of women and ethnically/culturally diverse
individuals) in the management of large companies is correlated to financial performance.
Despite clear trends of greater awareness that
recruiting and retaining diverse employees is
essential to the company’s adaptability, growth,
sustainability and competitive advantage, many
employers fail to recognize the need for a diverse
workforce. Various factors may explain this failure such as ingrained, conscious or unconscious
bias and stereotypes towards certain groups
of employees based on their ethnic origin and
related factors such as language, social status,
culture and religion, that condition people’s behaviour and can lead to discriminatory practices
in the workplace; sharp and large-scale interventions can also take people out of their comfort
zone; low awareness, etc.
Many members of the LGBT community would
not disclose their sexual orientation at work due
to fear of discrimination, harassment or abuse.
However, research shows that employees, who
are capable of disclosing openly their sexual orientation, are more committed to their work, can
be themselves, build honest relations with their
colleagues, be more confident and ultimately
more productive.
Another key aspect of diversity is employers’
policies towards people with a physical and intellectual disability. EY has extensively explored
this issue and established several key challenges
such as lack of consistent senior management

Companies that are “very” or
“extremely” focused on:

51%

Diversity

52%

Inclusion

support, structural, geographic and societal
challenges and the need for mindset change
needed to drive behaviour change.
The desire to employ people with a disability has
been present for over 100 years, starting with
governments and businesses in Europe trying to
reintegrate soldiers returning home from World
War I. More recently, many organizations have
sought to capitalize on the market power of people with disabilities.
In its publication9, sharing the conclusions from
the summit meeting of the representatives of
some of the largest global companies, EY presents five major factors that enable the acceleration of efforts to include people with disabilities
in the workforce:
•

Political and legal mandates in the form of
coercive or incentive measures.

•

Improved medical understanding of the
many forms of disability.

•

Changing perceptions of disability – the issue
increasingly is recognized as something
affecting all of humanity at some time in our
lives. Around 95% of disabilities can occur
during a lifetime and can happen to anyone.
Around the world, the workforce is rapidly
aging, leading to increased incidences of disability in the workplace.

•

A clearer business case.

•

Inclusion as a basic human right.

57%

Belonging

"We find that when we design with people with
permanent disabilities in mind, we end up with
something that benefits everyone"10

Hector Minto,
a technology evangelist at Microsoft

Source: Global Recruiting Trends 2018,
LinkedIn Talent Solutions.

8

9

Taking disability confidence global: Practical tips on how to increase disability confidence in organizations – 2018 EYGM Limited, www.ey.com

10

Taking disability confidence global: Practical tips on how to increase disability confidence in organizations – 2018 EYGM Limited, www.ey.com

Delivering through Diversity, 01/2018, McKinsey & Company, www.mckinsey.com
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Hilton’s understanding of the concepts of “diversity”, “inclusion” and “belonging”

In addressing diversity it is important to be aware of
the impact of multiple discrimination. The grounds
of race, colour and national extraction are often
examined together, as distinctions between them
are increasingly blurred, often due to multiple or
intersecting discrimination. Gender discrimination
also often interacts with racial discrimination or
discrimination based on national extraction, social
origin or religion. A disability might go together with
membership of an ethnic or LGBT community.

Source: Hilton External Diversity Brochure

Definition of disability (medicaly-based)
Type

Examples

Physical

Physical or motor disability
Loss of limbs, loss of ability to move a part(s) of the body

Sensory

Loss in ability to see, hear, smell, touch, taste

Cognitive

Traumatic brain injury, dyslexia, attention deficit disorder, autism,
Down syndrome

Psychological, emotional and
behavioral

Anxiety, depression, bipolar disorder, post–traumatic stress disorder,
panic disorder

Core attributes

Advanced attributes

Full inclusion attributes

Demographic

Cultural and geographic

Skills and competences

Physical traits

Ethnicity

Life experiences

Age

Citizenship

Educational background

Gender

Location

Professional experience

Race

Language(s)

Thinking style

Gender identity

Nationality

Communication style

Sexual orientation

Religion

Industry knowledge

Marital status

Values and beliefs

Technical skills and expertise

Physical ability

Sources: World Health Organization, US National Institutes of
Health, US Equal Opportunity Commission.
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Finally, it is also worth mentioning that diversity is
not only about the most visible types of differences
that are the most common reason for discriminatory
actions. Diversity and inclusion also cover the
representatives of different generations in a
team; people who have experienced or are facing
difficult moments due to a personal tragedy or
depression; people with height that is above or
below the standard one in the team and many other
differences.

Veteran status

Diversity in the workplace
in Bulgaria

In Bulgaria, the terms “diversity” and “inclusion”
have been first introduced by global companies
that follow this policy in all their structures. The
majority of the rules formulated by the parent
company are applicable on a global level and
are translated into Bulgarian. The process of
designing and adapting diversity and inclusion
policies that are aligned to the national context
and needs is still in its inception. A number of
challenges are still present related both to the
drafting and implementation of the legislative
framework, challenges related to gathering and
processing sensitive data, analyzing and using
data to implement human resources policies,
challenges related to insufficient knowledge of
the field and the manifestations of hate speech,
etc.
19

United efforts for diversity
in the workplace

Following the directives, i.e. Race Equality Directive (2000/43/EC) and Employment Equality
Directive (2000/78/EC), adopted by the European
Union in 2000 on equality and anti-discrimination, Directorate General Employment, Social
Affairs and Equal Opportunities of the European
Commission carried out various initiatives promoting management of diversity and introduction of diversity in all organizations, public and
private, to boost economic competitiveness in
compliance with legal requirements as well as
improve the quality of professional and social life
of all EU citizens. A specific form of promoting,
tolerating and managing diversity was the adoption by most Member States of the so-called
Diversity Charter. The Charter aims at encouraging every employer that has signed it to provide
equal opportunities to its employees regardless
of their ethnic origin, religion, gender, sexual
orientation, disability, etc.
As of today more than 5000 companies in Europe have signed such national charters including companies such as L’Оréal, Daimler Chrysler,
Deutsche Bank and many others.

"This is a process that is inevitable. If we want
to overcome the glaring issue with lack of
competent staff, we have to introduce such
policy in our Bulgarian structures. Otherwise
the company will just move its office to another
country."
The opinion of Human Resources Manager of a global
company operating in Bulgaria
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Open Society Institute - Sofia Foundation via
Bridge to Business Programme set up together
with GLAS Foundation (with the Work It OUT
Platform), Bulgarian Fund for Women, Listen Up
Foundation and Social Future Foundation (with
JAMBA Platform) the initiative Diversity pays off,
which aims at connecting NGOs and representatives of businesses aspiring to implement and
develop active diversity policies in the corporate
field. The first meeting was held on 12 June 2018
and it was followed by more regular meetings.
Employers have embraced the initiative as the
space so needed where they can freely deliberate on various aspects of diversity, common
grounds between companies, employees and
NGOs and many practical cases related to management of diversity in the workplace.

21 out of 28 Member States have charters, the
most active being the charters of France,
Germany and Spain. Diversity charters as a
whole are a voluntary commitment of their
members to adopt and comply with diversity management rules and standards, provide
access to tools (guidelines, guides, training,
etc.) and exchange of experience and support
employers to ensure a meaningful and efficient
diversity and inclusion policy. Each country has
adopted a different approach to the structuring
and organization of the national charter.
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Overseas English-speaking countries also have
similar coalitions. A case in point is CEO Action
for Diversity & Inclusion™ in the US which is the
largest CEO-driven business commitment to
advance diversity and inclusion in the workplace.
Just like European charters, the initiative unites
individual and collective actions to advance the
issue. B-corporation is a global movement of
people using business as a force for good. The
goal is to change the manner of management
of global businesses aimed at setting the highest standards of performance, transparency, and
accountability with the idea of using market
levers to reach solution of social and environmental issues. The movement created Inclusive
Economy Challenge, encouraging certified B
Corps companies to make specific and measurable improvements to their business practices to
contribute to a more inclusive economy.
In Bulgaria Diversity pays off is actively developing towards building critical mass of organizations, NGOs and employers, that can unite
their efforts and set up a working network for
exchange of experience, knowledge and efficient
solutions to develop policies for diversity and
inclusion in the workplace in Bulgaria.

22
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Legal framework of diversity
A number of documents exist on national
and European level that address diversity and
equality in the workplace. The cornerstone is
the Treaty of Amsterdam (1997) that obliges
EU Member States to take action to contain or
prevent any form of discrimination based on sex,
racial or ethnic origin, religion, belief, disability or
sexual orientation.
As a result, the Council of the European Union
has adopted three anti-discrimination directives
that have to be synchronized with the national
legislation of the Member States:
•

Directive 2000/43/EC of 29 June 2000
implementing the principle of equal
treatment between persons irrespective of
racial or ethnic origin;

•

Directive 2000/78/EC of 27 November 2000,
establishing a general f ramework for equal
treatment in employment and occupation;

•

Directive 2002/73/EC of 23 September 2002
amending Council Directive 76/207/EEC on
the implementation of the principle of equal
treatment for men and women as regards
access to employment, vocational training
and promotion, and working conditions.
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The issues of discrimination and drafting antidiscrimination legislation hold a special place
in the policies of the Republic of Bulgaria as
a member of the EU. It is indicative that the
majority of legislative acts adopted by Bulgaria
as a member of the EU aim at ensuring fair
and equal treatment on certain grounds. Apart
from the Protection against Discrimination Act,
anti-discrimination provisions have also been
introduced into other Bulgarian legislative
acts and ordinances – the Constitution of the
Republic of Bulgaria, the Labour Code, the
Employment Promotion Act, the Ombudsman
Act, the Child Protection Act, the Civil Servants
Act, the Higher Education Act, the Consumer
Protection Act, the Integration of Persons with
Disabilities Act, etc.

A number of diversity categories have already
been identified by national legislation of
countries. Some of them are protected by antidiscrimination legislative provisions. France,
for instance, has twenty protected categories:
origin, sex, family status, pregnancy, physical
appearance, last name, health status, physical
or mental disability, genetic characteristics,
lifestyle, sexual orientation or identity, age,
political belief, membership of organizations,
ethnic origin, nationality, race and finally
religion. In the US the Civil Rights Act prohibits
discrimination on the grounds of race, religion,
nationality, sex and mental and physical
disability. The Equal Pay Act pays particular
attention to the pay gap between men and
women. In Canada four designated groups
are identified by the law – women, people
with disabilities, aboriginal people and “visible
minorities” and the law requires from employers
to engage in proactive employment of such
people. Brazil has designated the categories
of sex, origin, race, colour of skin, family
situation, family status and age. The Republic
of South Africa protects from discrimination
in employment persons of colour, women and
persons with disabilities.

Most companies rely on the legal framework
for their diversity policies. Thus, in countries
with quotas for people with disabilities such
as France, Poland, India, Thailand, etc., this
category is included by definition in company
initiatives. In a similar way, most companies
include women. Efforts to promote diversity
of ethnic origin, race, colour of the skin, sexual
orientation and sexual identity, age and religion
are less common.
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Step 1: Getting buy-in of introducing a diversity and inclusion
policy. Senior management is convinced in the need and
benefits of introducing D&I, the team knows why and how the
process will take place.

Step 2: Evaluating the current state and
identification of participants. We know the
available resources, documents, attitudes of the
company and the preparedness of the company
to take steps to develop the diversity and
inclusion policy.

Steps to design and manage
a diversity and inclusion policy

Step 3: Developing a diversity and inclusion
policy. The policy texts are designed and
efficiently integrated in the strategy and
general corporate policy and values. The
company team has been efficiently involved
in the designing of the policy

Step 4: Introduction and management of diversity
and inclusion policies. The policies and processes
work and their efficiency is constantly evaluated and
improved.

Step 5: Development of a communications plan. The
initiatives and activities related to diversity and inclusion are
communicated within and outside the company.

26
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DIVERSITY & INCLUSION (D&I)

І. Getting buy-in
of introducing
a diversity
and inclusion policy
Or how to unite and mobilize top management
and the team around a common vision

Introducing successful Diversity and Inclusion
programmes (D&I) can be challenging. Even
initiating conversations about the issue can lead
to a spectrum of reactions, from enthusiasm to
ambivalence, apprehension, or resistance, and
everything in between.

"Without senior people stepping up and setting
the tone, real change won’t happen" 11
Iain Wilkie, Former Senior Partner at EY UK&I and
sponsor for the UK’s Ability EY Network

At the same time, effectively building an
inclusive workplace requires the efforts not just
of a handful of people at the company, but the
company as a whole. It is important to engage
members of your team who may be less inclined
towards D&I work and to further opportunities
and understanding for those already engaged to:
•

Ensure that the leadership team is sending
a strong, clear message that D&I is essential
to the business;

•

Develop a shared language that is
meaningful and resonates with all
employees.

"In our 100th year, with more than 160 million
guests and 400,000 Team Members, we serve
and employ individuals from every walk of life.
We’re very proud to have built an inclusive and
award-winning culture that keeps diversity at
the center of everything we do."
Christopher J. Nassetta, President and Chief Executive
Officer of Hilton

11
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Taking disability confidence global: Practical tips on how to increase disability confidence in organizations – 2018 EYGM Limited, www.ey.com.

29

Hilton’s example:
DIVERSITY & INCLUSION STARTS
AT THE TOP

1. Engaging
the management
D&I policies, programmes, and practices require
aligned, committed, and engaged leadership in
order to signal the importance of the work to all
employees and to make a meaningful impact on
company culture and culture of the workplace.
"First, the responsibility and work to achieve
a more diverse and inclusive Google is
shifting from a primarily People Operations
and grassroots-led model, to one of shared
ownership with Google’s most senior
leaders. Google’s leaders are focused on, and
committed to, accelerating our progress."
Danielle Brown, VP - Chief Diversity & Inclusion Officer,
Google Diversity Annual Report 2018

There are two ways to achieve consent about the
need of introducing D&I policies:
•

highlighting the importance of D&I as an
important social issue and

•

highlighting the business case12 of those
efforts. Whether or not you feel it is
necessary, it may be a good idea to engage
your company’s leaders by affirming the
business case for introducing a diversity
policy.

12

Once consent has been achieved, each person in
a leadership role must learn to lead by example.
This means demonstrating an authentic
commitment to inclusion in which you:
•

Celebrate difference, show respect for all
employees, and publicly welcome ideas that
are different from your own;

•

Seek out opportunities to share leadership
with people from underrepresented groups;

•

Show up in person to participate in D&Irelated activities such as diversity committee
meetings, recruiting events, and mentoring
programs;

•

Acknowledge the cultural holidays and
tragedies that are relevant to your workforce,
not just those that affect the most prevalent
or privileged groups.

Accountability starts with our executive
leadership. Our senior leaders demonstrate
ongoing support and commitment to
diversity and inclusion through a variety of
channels:
•

Our President and CEO Chris Nassetta
chairs the Hilton Executive Inclusion
Council (EIC). The EIC is comprised of
the company’s most senior leaders and
provides oversight of our diversity and
inclusion programs and initiatives.

•

A Quarterly Diversity Dashboard,
including updates on key diversity
metrics and progress related to our
culture, talent and marketplace
initiatives, is reviewed by EIC members.

•

Our leaders are committed to our
diversity and inclusion efforts, and
we hold them accountable through
Organizational Objectives that measure
their performance against our diversity
goals. We also monitor feedback directly
provided by our Team Members on our
leaders’ diversity focus.

•

Through our Executive Committee (EC)
Networking Program, Chris Nassetta and all
EC members meet with emerging leaders
who are diverse in background, functional
area, geographic location and experience on
a regular basis.

•

Diversity initiatives, programs and metrics
are reviewed annually with our Board of
Directors, of which, 50% are female.

•

Our Team Member Resource Groups
(TMRGs) are all sponsored by our most
senior leaders.

A business case articulates the rationale for initiating a project or task on the basis of expected commercial benefit. It is often based on the estimated

cost of development and implementation, associated risks, and any anticipated benefits or savings to be gained.
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2. The payoff of managing diversity
A well designed and well-implemented D&I policy has a lot of potential
benefits which has predetermined an increasing interest in introducing
such policies globally.

Top reasons
companies focus on
diversity:

The correlations between divesity and performance still hold
Likelihood of financial performance1 above national industry median by diversity quartile
Percent

Why Diversity Matters2
2014

78%

The Business Case
The Centre for Talent Innovation, Innovation, Diversity, and Market
Growth has established that diverse workforce led by inclusive leadership
is not only likely to be more innovative but can also implement
better with success innovation on the market. Their report from 2013
“Innovation, diversity and market growth” 13 shows that organizations
with high positions in the D&I ranking are 70% more likely to have
success in capturing a new market and 45% more likely to improve
their market share.
The report “Delivering through Diversity” (2018) of McKinsey &
Company14 shows that ethnically diverse companies are 33% more
likely to outperform financially ethnically homogeneous companies
and that better balance between men and women results in up to 15%
greater likelihood of these companies to outperform financially their
competitors. More diverse companies are better able to attract top talent,
improve their customer orientation, employee satisfaction, and decision
making and thus secure better operation of the organization.

Gender3
To improve culture

47

Ethnic / cultural4

+21%

+15%

4th

62%

Delivering Through Diversity3
2017

54
1st

55
45
4th

+33%

+35%

59

58
To improve company
performance

44

43
4th

1st

1 Average EBIT margin, 2010–2013 in Why Diversity Matters and 2011–2015 in Delivering Through Diversity

49%

1st

4th

1st

2 2014 results are statistically significant at р-value <0.1;2017 results are statistically significant at р-value <0.05
3 Gender executive data: for 2014, N = 383; for 2017 г. N = 991
4 Ethnic/cultural executive data: for 2014, N = 364; for 2017, N = 589
NOTE: Percentages shown here are rounded to the nearest whole number, however, calculation of the differentials in quartile performance uses

Source: Global Recruiting
Trends 2018, LinkedIn Talent
Solutions.

actual decimal values
To better represent customers

13

The Centre for Talent Innovation, Innovation, Diversity, and Market Growth, 2013.

14

The study draws on data of more than 1000 companies, covering 12 countries and using two measures of financial performance, profitability

SOURCE: McKinsey Diversity Matters database

(measured in terms of average marging of earnings before interest and taxes, or EBIT) and value creation (measured as an economic margin of profit).
In addition, the efforts of 17 more companies that represent all major regions and various industries have been studied to have a more detailed look on
where in the organization diversity matters most and how leading companies have successfully used the D&I potential to achieve their growth targets.
The data are compared to McKinsey’s previous study of 2014.
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The findings of McKinsey & Company from the
report Delivering through Diversity of January
2018 about the business case of introducing
a D&I policy:
•

•

•

There is a visible correlation between
diversity and financial performance. There
is a permanent, statistically significant
correlation between a more diverse leadership
and financial performance.
The role of leaders matters. Top-quartile
companies on executive-level gender diversity
worldwide have a 21 percent likelihood of
outperforming other companies on EBIT
margin and 27 percent likelihood of having a
higher value.

•

Top-quartile companies on executive-level
ethnic/cultural diversity are 33 percent
more likely to outperform their peers on
profitability. The strength of this link is also
confirmed by the fact that inclusion of the
individual and the unlimited ways in which
diversity exists beyond gender (e. g. LGBTQ
+, age/generation, international experience,
etc.) can be a key distinctive feature between
companies.

The Annual Global CEO Survey of PwC for
201515 established that 85% of the CEOs whose
organizations have a D&I strategy state that they
have improved their financial performance.
At the same time PwC issued a report Magnet for
talent: Managing diversity as a reputational risk and
business opportunity16 which says:

"Diversity and inclusion are reputational risks
that you can’t afford to ignore"

Leading gender-diverse companies have a higher share of women in executive line roles

The refusal to apply D&I has negative
consequences. The companies that worst
ranked in terms of gender balance and ethnic
and cultural diversity are 29 percent less likely
to achieve anything higher than the average
profitability of the other
companies.
•

Poor reputation and ignoring the issues related to
diversity and inclusion deter talented employees, put
off customers and result in difficult questions from
investors.

Gender diversity quartile

Women‘s share in executive team by role type
(line or staff)
Percent of total executives

All

7

14

1st

10

20

2nd

6

11

3rd

4

8

4th

1

2

Local context matters.
33%

67%

More women executive
in staff vs line roles.

7%

14%

Share of women in line vs.
staff roles on executive
teams

NOTE: EBIT margin used for the calculation of above-median financial performance
SOURCE: Company websites; McKinsey Analytics; McKinsey за Why Diversity Matters database .

15 18th Annual Global CEO Survey, PwC, 01/2015
16 The report Magnet for talent: Managing diversity as a reputational risk and business opportunity, PwC, 2018.
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Diversity and inclusion policies
are a matter of competitiveness
Diversity and inclusion can help you bridge skills
gaps of your employees by broadening your
so-called talent pool and making your business
more attractive – 87% of CEOs promote diversity
and inclusion within their organizations. The

likelihood of making you more attractive for
talented employees is confirmed by another
study of PwC of more than 10 000 millennials17
(people born between 1980 and 1995), carried
out in 2015: more than 80% of the respondents

How low gender ethnic diversity correlate to poorer financial
performance
Likelihood of financial performance above national industry median by diversity
quartile

-29%

Executive team
N = 589
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Gender and
ethnic/cultural2
Bottom on both vs. the rest

said that employer’s policy on diversity, equality
and workforce inclusion was important when
deciding whether or not to work for an employer.
The benefits of these policies include not only
a broader talent pool but also workforce that
better meets the needs of your customers and
thus can serve them more efficiently. Recruiting
people from more diverse background will also
result in new ideas and experience necessary to
promote innovation, overcome cataclysms and
capitalize on opportunities.
The studies of the nongovernmental
organization Catalyst show that Fortune 500
companies with higher representation of women
board directors outperformed their partners by
53% of return on equity (ROE), 42% of return on
sales (ROS) and 66% of return on invested capital
(ROIS).

The study of Inclusion @ Lloyd for 201618
established that 27.5% of HR specialists on the
labour market Lloyd studied shared that their
customers request D&I certificates as part of
their requirements to suppliers.
Additional benefits include the fact that
the members of marginalized and excluded
communities develop greater resilience to
changes, seek and develop alternative outlooks,
approaches and strengths that can help
business solve a number of issues. When diverse
outlooks are promoted, creativity and innovation
are boosted and organizations increasingly
design universally accessible products and
services to reach more customers. Employees
develop a better mindset to identify and
understand new market opportunities.
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Proﬁtability
Average economic profit margin 2011-2015 and average EBIT margin 2011-2015
Executive gender diversity analuzed for 991 companies in all regions. For 589 companies with gender and
ethnic/cultural diversity data, in all regions except Australia, France, Germany, India, Japan and Nigeria
NOTE: Percentages shown here are rounded to the nearest whole number; however, calculation of the
differentials in quartile performance uses actual decimal values.
SOURCE: Company websites: McKinsey Diversity Matters database.

1

2

17

The female millennial: A new era of talent, PwC, 2015.
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18

Interim Report: Holding up the Mirror, Lloyds, 2016
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To sum up: a more diverse and inclusive workplace can help the company:
•

38

create a more dynamic company culture and a positive work
environment;

•

reach and retain its top talents that meet best the needs of customers;

•

boost employee satisfaction and improve its decision-making;

•

improve employees’ welfare and efficiency;

•

reduce disputes and complaints;

•

prevent marginalization and exclusion of categories of employees;

•

improve the level of social cohesion;

•

develop creative and innovative products and/or services;

•

boost internal entrepreneurship and innovation;

•

improve access to new and diverse markets and customers;

•

increase productivity and revenue;

•

result in lower costs;

•

increase the value of the company;

•

provide a better competitive edge;

•

increase brand loyalty and customer satisfaction;

•

ensure greater flexibility and adaptability in a globalized world;

•

manage risk more efficiently (e.g. legal risks due to non-compliance);

•

build a more positive pubic image;

•

build relations with community leaders and new communities;

•

at a macro level, reduce poverty and contribute to greater political
stability.
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D&I Committee (Recommended)

D&I Manager

Identifies priorities, develops and implements
strategies, sets measurable goals.

Identifies priorities, develops and implements
strategies, and sets measurable goals.

No matter what the best choice for your company
is, a committee, a working group, a unit, a team or
something else, there are a few key elements to
creating success:

Includes a variety of voices and perspectives,
though all members may not be experts in D&I.

Acts as one lead voice and perspective with
expertise in D&I.

•

Have support from senior managers/leaders.

Costs money/time to hire.

•

Include diverse members, both of different
demographic groups and different company
positions.

Uses existing employees but requires formal
allocation of time for those employees - should
not be structured as pro bono or volunteer.
Contributes to a culture of social commitment
and transparency by having more widespread
engagement.

Is not as integrated into the organizational
structure.

Results in 9% to 30% increases in the representation of white women and of each minority group
in management over the first five years, on average.

Results in a 7% to 18% increases in most minority
groups in management over the first five years,
on average.

3. Integrating diversity and inclusion into the business structure
and processes of the company
Diversity and inclusion policies should be
approached with the same rigour as other
business policies and objectives. You’ll get the best
results if you tailor your D&I policy to your specific
company context and integrate it into your
business strategy and long term goals as much as
possible. In order to fully integrate D&I into your
current strategy, you can:
•

Develop a D&I unit (committee, team) and/or
hire a diversity manager;

•

Create a comprehensive plan. This plan
should identify ways to integrate D&I into
your company via key departments, teams,
processes, programmes, policies, and even
your core values and mission;

•

Incorporate D&I into key performance
indicators (KPIs) and performance
measurement systems;

•

Set up basic policies (procedures) to
institutionalize best practices; and

•

Conduct employee trainings to create a more
inclusive workplace.
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•

Create a long term strategy and link it to
overall business strategy.

•

Have metrics to measure progress and
performance.

•

Communicate well and frequently to the
broader company team.

Source: Best Practice Guide: Diversity & Inclusion in Your Workplace, B-Labs

4. Shared language
and understanding
of diversity
Diversity conversations can be confusing and
make people uncomfortable. This discomfort
can be exacerbated when different people
have different levels of knowledge of often
specific terminology. Some people might even
be afraid or put off by specific terms. Finding
common, shared language creates a level
playing field and enables everyone to share in
the goals of inclusion. Every team member will
be provided with the definitions of concepts,
thus allowing everyone to engage thoughtfully

and respectfully without the fear of appearing
ignorant. It will also make your efforts more
effective and efficient.
Using shared language means that collectively,
the team can:
•

Use shared definitions for D&I-related terms
and phrase;

•

Understand the value and importance of D&I
to the company’s success;

•

Think and talk about D&I as an opportunity,
not simply as a chore or a compliance issue.

Feel free to use the Glossary of Main Terms and
Concepts as the basis for your own conversations
but it is important to identify which resonates
most with the environment in your company.
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Carry out activities to sensitize your teams to
diversity and inclusion issues and initiate a
fruitful conversation about where the company
stands and what it wants to achieve in this
respect.
An example might be the visit of the team of
Bridge to Business Programme to SAP R&D
centre in Bulgaria on 9 April 2019 under the
motto “Beyond stereotypes: a different look to
the world of Roma”. The meeting was organized
on the occasion of 8th April, International

common stereotypes, responses and distance
with regard to Roma as well as stories from the
life of various members of the Roma community.
All these activities stirred a lively discussion and
at the end of the day the employees wanted to
know more about the topic.
Model Team Activity
Duration: 30-60 minutes
Resources: facilitator, pens, paper, whiteboard,
and whiteboard markers
Objectives:

Romani Day, and included activities that aimed
at raising awareness of the team of SAP R&D
centre in Bulgaria about the largest ethnic
minority in Europe, the majority of whose
members live in isolation and face severe forms
of discrimination as well as initiate a constructive
discussion of ethnic diversity in the workplace.
The company employees took part in the event
on a voluntary basis, some of the participants
attended the event in person, others joined
online. The meeting started with an activity
where the participants had to choose partners
for a project among the representatives of
various groups and went on to present the

Collaboratively brainstorm a list of D&I terms
that you hear most around the office or in your
industry/sector (e.g., inclusion, racism, cultural
competency, etc.). Pair off and divide the terms
up, giving each pair time to find and present
definitions for their assigned terms. Come back
together to share and discuss the definitions.
Try to reach a consensus on one definition for
each term as a group.

Why have a diversity and inclusion policy?

Be sure to share out and invite feedback from
employees who weren’t able to attend the
meeting, and use the common language that
you came up with to formally and informally
to structure discussions about D&I at your
company in the future.

•

Who decides on the introduction of the policy
in the company and who is in charge of its
management?

•

What are the goals the company wants to
achieve with this policy?

Examples of Ground Rules for the Discussion:

•

What will be the impact on the company from
the introduction of such a policy?

•

Are the employees and their leaders aware of the
designing of this policy and the reasons for it?

•

How can the policy improve productivity and
increase revenue? How will the policy benefit the
company and the employees?

To help your team gain a deeper
understanding of relevant diversity terms.

2.

To explore the intricacies and implications of
different definitions for those terms.

•

Listen actively - respect others when they are
talking.

3.

To learn to appreciate the importance of
language in discussing D&I issues.

•

Speak from your own experience instead of
generalizing ("I" instead of "they," "we," and
"you").

•

Do not be afraid to respectfully challenge one
another by asking questions, but refrain from
personal attacks - focus on ideas.

•

Do not distort somebody else's story telling it
on his/her behalf. Share your own story and
experience.

•

The goal is not to agree - it is to gain a deeper
understanding.

•

Be conscious of body language and nonverbal
responses - they can be as disrespectful as
words.

Get together with your team and, time
permitting, have them create a set of ground
rules for the exercise. (See below for examples
of used ground rules and guidelines for setting
them.)

At the end of this stage it is important for you to
answer the following questions and be ready to
communicate appropriately the answers to the
company employees:
•

1.

4. To work towards a shared language for talking
about D&I at your company.

5. Make a decision and follow it

Source: Best Practice Guide: Diversity & Inclusion in Your
Workplace, B-Labs
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A diversity audit in the company includes:

ІІ. Assessment of the current
state and identification
of participants
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•

Analysis of the company’s current diversity
profile;

•

The purpose of the audit includes
three elements:
•

Assessment of existing diversity practices;

Assessment of the company’s readiness for
diversity interventions;

•

Guiding and informing future diversity
interventions;

•

Identification of diversity achievements over a
period of time;

•

Identification of diversity priorities in the
company.

•

Assessment of the success of existing
workplace diversity programmes and
interventions;

Before conducting an audit, the process should be
well prepared.

•

Identification of areas for diversity
improvement;

•

Drafting a guide, road map or action plan for
all diversity interventions in the company;

•

Assessment of compliance in terms of related
legislation.
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1. Preparatory stage of a diversity audit
•

Engage the stakeholders – management,
staff (and if appropriate, trade unions),
to ensure that the audit is tailored to the
particular context of the organization and to
establish buy-in.

•

A separate survey or a part of a more
extensive survey? The diversity audit can be a
part of a larger company survey that includes
diversity audit elements. You have to decide
which approach will be better for the company.

•

Determine who will conduct the audit –
collaboration of a manager (e.g. Diversity
Manager or Human Resources Manager)
and an NGO or a company experienced
in working on diversity in business might
ensure sufficient expertise and knowledge
of the environment in the organization
and its employees to conduct an audit. If
only management is involved, employees
may not have sufficient confidence in the
process, or in its confidentiality. If an external
consultant (an NGO or a company) conducts
the audit, measures should be in place to
ensure that the company and the employees
are directly involved. For example, the
Chief Executive Officer of the company or
a senior manager together with a member
of the team conducting the audit could
consult on the results of the audit and once
agreed communicate the results to the staff.
Independent experts can be hired at certain
stages and only for particular aspects of
the audit, such as a lawyer to examine legal
compliance.

•

Agree to the methodology that will be used
in the audit: qualitative methods (focus groups,
in-depth interviews, etc.) and quantitative
methods (questionnaires, reports, desk study,
etc.)
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•

What will be assessed? The audit may focus
on different aspects – trends, barriers, policies,
direct and indirect discrimination, employee
satisfaction, etc.

•

Identify potential challenges. For example:
What is the estimated response rate? How will
confidentiality be ensured? How can everyone
have trust in the process?, etc.

•

Identify enabling factors. For example,
discuss communicating the process and the
messages you would like to send to the staff.

•

Draft a confidentiality declaration for
both the participants in the audit and those
conducting the audit.

•

Determine how participants will be selected
– In a small company, all employees can
participate in the audit. However, in a larger
company a representative sample of all
employees can be selected, which must include
diverse employees both regarding positions held
as well as gender, ethnic background, physical
and mental condition, sexual orientation, etc.

•

Determine who will provide feedback about
the findings of the audit – The CEO can do
this, or at his/her discretion, can delegate a
senior manager such as Human Resources
Manager to do it. A representative of the trade
union could also provide feedback. You also
have to decide on the material you will provide
as feedback, whether it will be just the executive
summary or the full text of the report.

•

Provide access of those conducting the
audit to all staff members and the relevant
information.

•

Determine the budget and the necessary
technical equipment.

47

2. Participating in an audit
It is essential that management and the staff
or their representatives participate in the audit.
This will not only increase its legitimacy, but also
secure better implementation of future diversity
policies and initiatives and programmes that
emanate from them.
It is also crucial that the issue of confidentiality
is addressed with all participants. For example,
all participants could sign a confidentiality
declaration, committing themselves not to
discuss the information discussed in the focus
groups with nonparticipants in the audit.
Random sampling is a good way to select
participants. This method gives all employees
a chance of being selected to participate and
therefore allows inferences to be drawn about
the staff as a whole. A computer generates a
list based on specific requirements (such as sex
or ethnic origin), to ensure that the sample is
random and that it is representative.
However, there are peculiarities related to
gathering data on ethnicity. In order to avoid
any constraints, a short questionnaire can be
distributed to all staff that explains the rationale
for collecting the information. This can be done
online including anonymously. A further option
is to gather such information during focus
groups. In any case it is particularly important
that information is collected with the consent of
all sources. Employees should not be forced to
take part.

3. Methods of information gathering
Several factors should be considered when
deciding on the size of the sample of
participants. For example, how much time will
it take the selected participants? What is the
budget? How large is the company? The usual
rule is that the larger the company, the smaller
the sample can be in terms of proportion of the
workforce. Similarly, the smaller the company,
the larger the sample should be in proportion to
the workforce.
When selecting participants (preferably via
random sampling), it should be ensured that
the computer generated list of participants is
diverse in terms of:

There are three methods of gathering information
for the purpose of diversity audit – quantitative,
qualitative and desktop analysis. These are shown
in the table below.

Method

Information gathered

Source of information
Questionnaires

Quantitative analysis

Diversity in terms of staff - staff
profile by sex, age, ethnicity, etc.

•

Sex

•

Ethnic origin

•

Age

Company culture

•

Nationality

•

Language

•

Religion

•

Hierarchical level

Indirect discrimination, which
occurs when a “neutral” policy
or practice disproportionately
impacts on different employees
Staff, vendor, contractor and
supplier attitudes
to diversity

•

Contract type

Systemic barriers to diversity

Qualitative analysis

Desktop analysis
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It may be decided not to conduct all three
analyses at the same time (due to lack of budget,
time or other constraints). The company may
decide to start with the qualitative analysis and
conduct the other two at a later stage. Depending
on the needs, an approach may be developed
combining aspects of the three methods.

Systemic barriers to diversity
policies
Compliance with relevant antidiscrimination legislation

Staff records
Reports from human resources and
finance departments

Questionnaires
Individual interviews
Focus group discussions
Semi-structured small group
interviews

Review of all human resources
policies and practices of the
company
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4. Information necessary to conduct an audit
•

Quantitative information: What is the
proportional representation of different
vulnerable groups (minorities, women,
people with disabilities, etc.) with regard to:

ٵٵ

Staff profile

ٵٵ

•

Company culture: The organizational norms,
attitudes, policies, processes and practices
regarding human resources and not only:

ٵٵ

Anti-discrimination initiatives and initiatives
promoting diversity

Job offers

ٵٵ

Diversity readiness

ٵٵ

Permanent and non-permanent contracts

ٵٵ

Inclusive culture

ٵٵ

Wage and benefit packages

ٵٵ

ٵٵ

Performance evaluation categories

ٵٵ

Training

ٵٵ

Promotions

ٵٵ

Succession pools - groups of employees
identified for more senior positions in the
company

ٵٵ

•

Systemic barriers to diversity and legal
compliance: What aspects of the company
structures and values are barriers to the
promotion of diversity?

ٵٵ

Symbols and artefacts of the dominant culture
and its history

ٵٵ

Minor or small percentage of company budget
allocated to diversity initiatives

Management participation in diversity
initiatives

ٵٵ

The use of language, terms, euphemisms, etc.,
which effectively exclude certain groups;

ٵٵ

Tolerance of discrimination

ٵٵ

ٵٵ

Staff recruitment

ٵٵ

ٵٵ

Job assignments

ٵٵ

Training opportunities and career
development

Scholarships and study loans

ٵٵ

Employee performance reviews

ٵٵ

Disciplinary hearings

ٵٵ

Discrimination complaints procedure

ٵٵ

Dismissals

ٵٵ

ٵٵ

Resignations

Procedures to address sexual harassment and
violence in the workplace

ٵٵ

Turnover

ٵٵ

Work-family balance initiatives

ٵٵ

Length of stay

ٵٵ

Cutbacks, hiring freezes and downsizing

ٵٵ

Percentage of budget spent on buying
goods and services from suppliers promoting
diversity
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This information is usually available and can
usually be obtained from the human resources
and finance departments. Reports should
be analysed to determine whether there are
disproportionate trends in the following areas:
•

Sex

•

Ethnic origin

•

Age

•

Nationality

High levels of indirect discrimination

•

Language

Organizational norms based solely on those of
the dominant groups

•

Religion

•

Contract type

•

Occupational and hierarchical levels

5. Sources of information
The main sources of information to be
analysed for the purpose of the audit are from
existing reports, staff surveys, focus groups,
discussions, human resources policies, other
programmes and practices such as analysis
of staff profiles, recruitment trends, voluntary
resignations, dismissals and retirements, training
and development, promotions, disciplinary
proceedings, retaining staff, income differentials,
benefits allocation, contract type, scholarships.

Staff surveys use questionnaires to collect
quantitative information about employee’s
attitudes to certain issues, knowledge, opinions
and responses to various questions related to the
workplace. It is important that the questionnaire
is piloted on a small group (a sample) of the staff.
This will allow for clarifying questions that are
unclear, deleting questions that are irrelevant and
including new questions where necessary.
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It is important to include various types of
questions in the questionnaire. For example,
forced choice questions with answers
determined in advance, Likert (opinion), rating
scale, hypothetical questions or open ended
statements.
Focus groups discussions help develop an
understanding of employees’ perceptions of
diversity and identify areas that need to be
addressed, including respect for groups that may
hide their ethnic, social or other identity. This
information will contribute to the development
of a policy that values more diversity in the
workplace. Random samples of employees, diverse
in terms of ethnic origin, sex, age, nationality,
religion, language, occupational and hierarchical
levels and contract type can be invited to
focus groups and semistructured small group
discussions as well as to individual interviews.
Individual employees may also be invited to share
their experience with regard to diversity in the
company, in discussions with a moderator.
Desktop analysis of existing policies also involves
a detailed scrutiny of the recruitment policies and
other human resources policies and those related
to diversity in the company.

Additional questions that may be useful in discussions:
□□ Does the company have policies promoting diversity or antidiscrimination? Do you know what it says? Do you know what its
objectives are? Is it respected by employees? And by managers? If
not, does the company need such a policy? Please substantiate your
answer.
□□ Describe your experience during the application and recruitment
process in the company.
□□ Do you attend all meetings and events? If not, why not?
□□ Have you applied for a promotion recently? If not, why not?
□□ Do you participate in discussions? If not, why not?
□□ Do you feel free to express your new ideas, suggestions or initiatives?
□□ How does the company demonstrate its positive attitude to diversity?
□□ Are there certain characteristics that you would attribute to
particular groups of people– in terms of ethnic origin, sex, age, sexual
orientation, people with disabilities , etc.?
□□ What does “diversity in the workplace ” mean to you?
□□ In your opinion, what are the benefits , if any, of diversity in the
workplace?
□□ How do you think that the company can improve in terms of
diversity?
□□ How can employees and managers begin to change the mind-set
regarding diversity and discrimination in the workplace?
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6. Analysis of the data

7. Reporting the audit results

Data collected during the audit should be treated
as confidential in terms of sex, ethnic origin, age,
nationality, language, sexual orientation, religion,
occupational and hierarchical level, contract
status. Additionally, the data should be used
to determine the forms of discrimination in the
company, if any, and to what extent they exist. To
ensure high quality of the analysis, it is important
to provide statistical and sociological expertise.
Some of the indicators of discrimination are:

•

Exclusion from participation of minority groups
in certain areas of the company structure;

•

Tolerance of discrimination;

•

Salary gaps between employees from different
groups;

•

Widely diverging views among the staff
regarding diversity in the workplace;

•

Over-representation or under-representation
of certain ethnic, cultural or other groups;

•

The company’s capacity to appropriately
manage discrimination complaints;

•

Inconsistent application of policies;

•

•

High levels of indirect discrimination, such as:

Other discriminatory human resources
practices.

ٵٵ

Communication in the company is only in the
language of the dominant group;

ٵٵ

Religious holidays are defined in terms of the
religion of the dominant group;

ٵٵ

Vacancies are advertised in places
(newspapers, websites) read primarily by the
dominant group.
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The persons responsible for conducting the
audit should prepare a detailed report to be
sent or presented to all employees and their
representatives. In a small company, the report
may be drafted by the human resources manager
in consultation with the audit team leader.
How the audit report is communicated is at the
discretion of the CEO. However, it is recommended
that the results are made available to all
employees. Managers, at their discretion, might
not present the full report to the employees or
present it gradually, but they should present the
most important results in an executive summary.

The report should include:
1.

a detailed statistical and qualitative analysis of
the various issues; and

2.

recommendations that will guide and inform
future strategies and policies on diversity
in the company, including preventing and
addressing discrimination. The results should
be communicated within a reasonable
timeframe and no longer than three months
after conducting the audit. The results should
be available in a format and language(s)
accessible to all staff.

The content of the report should be a constructive
reflection of the audit findings and be worded in a
way that does not reinforce negative stereotypes
and perceptions. It should be given first to the
audit team for comments. The report (or executive
summary) can be disseminated through various
channels, including e-mail, pamphlets, posters,
etc. It is important to ensure that the results of the
audit are communicated in a positive manner, for
example, it could be framed as an opportunity for
development in the company.
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1. Set your goals

ІІI. Drafting a diversity
and inclusion policy

After the management and the team have
determined together the best approach to
diversity for the company, you can develop the
overall D&I policy. Based on the analysis of the
collected information and stock-taking, determine
and choose how you will work and what you want
to achieve, and which aspects of diversity are
important for your team and company.
“Bottom line, you have to start with a business
rationale to effect meaningful change. We’ve
established concrete business objectives
and metrics which our Inclusivity Steering
Committee oversees. We have made this a
priority and even linked people's
objectives and bonuses to it.”
John Replogle, CEO at Seventh Generation,
Certified B Corp since 2007

It is important for the policy developed to be
linked to the business strategy and goals of the
company and take into account the particularities
which are important for the company and which
have been identified during the audit in the
previous part.
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Here are some questions, whose answers
will guide you in determining the goals and
framework of the diversity policy of the company:
•

Is there a legislative or other requirement
to introduce a non-discrimination, equality
or ethnic diversity policy or a requirement
to design a policy? Is there a requirement
to design a policy set out in a collective
agreement?

•

If so, does the legislation or a collective
agreement require specific issues to be
addressed in the policy?

•

Are there similar policies or initiatives in the
company, already in place as formal or informal
procedures?

•

What are the results and conclusions of the
diversity audit?

•

How have other companies, including those
in the same industry or sector, drafted policies
to eliminate forms of discrimination or policies
promoting and managing diversity and
inclusion in the workplace?
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2. Set the basic rules
If you’re starting to develop your D&I policy from
scratch, it can be hard to know which policies you
need to develop and when. Why a policy? Policies
help formalize good practices, create greater
clarity and accountability for all employees and
preserve those practices as the company changes
and grows.

This is the time to consider the following:

"As the business grew, we needed to refine and
update our systems to reflect our values - this
included formalizing our Equal Opportunity
Policy."
Kate Parker, HR Manager at Forster Communications,
Certified B Corp since 2015

•

Which company objectives, values, needs and
priorities will be incorporated into the policy?

•

In which language will the policy be written?
Does it need to be translated into other
languages?

•

Will the policy be written as a single document,
or as a part of a broader set of policies? What is
the time-frame proposed for each stage of the
preparation of the policy?

•

Equal Opportunity /
Employment

[Company Name] is an equal opportunity employer and does not
unlawfully discriminate against employees or applicants for employment
on the basis of an individual’s ethnic origin, race, color, religion, creed,
sex, sexual identity, national origin, age, physical condition, marital status
or any other status protected by applicable law. This policy applies to all
terms, conditions and privileges of employment, including recruitment,
hiring, placement, compensation, promotion, discipline and termination.
Whenever possible, the company makes reasonable accommodation in
the established work processes for qualified individuals with disabilities
to the extent required by law...

Non-discrimination/
harassment policy

[Company Name] prohibits discrimination or harassment based on ethnic
origin, race, color, religion, creed, sex, sexual identity, national origin,
age, physical condition, marital status or any other status protected by
applicable law. Each individual has the right to work in a professional
atmosphere that promotes equal employment opportunities and is free
from discriminatory practices and harassment.

If similar policies are already in place, do these
need to be reviewed or incorporated into the
new policy?

There are three important D&I related policies that
all companies should consider when they develop
their plan to work on the issue. We have presented
here specific sample texts that can be used and
customized for each company:

Consistent with its workplace policy of equal employment opportunity,
the company prohibits and will not tolerate harassment on the basis
of ethnic origin, race, color, religion, creed, sex, sexual identity, national
origin, age, physical condition, marital status or any other status
protected by applicable law. Violations of this policy will not be tolerated...
Complaints /grievance
procedure
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Any company employee who feels that he or she has been harassed
or discriminated against, or has witnessed or become aware of
discrimination or harassment in violation of these rules, should bring
the matter to the immediate attention of his or her supervisor or
[enter name of alternative person to whom employees can report]. The
company will promptly investigate all allegations of discrimination and
harassment, and take action as appropriate based on the outcome
of the investigation. An investigation and its results will be treated
as confidential to the extent feasible. No employee will be imposed
penalties or retaliated against for making a complaint in good faith
regarding a violation of these rules, or for participating in good faith in an
investigation pursuant to these rules…
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A comprehensive and well-drafted policy on
ethnic diversity should contain at least the
following:

3. Develop the texts of the policy
The policies above are a good starting point. It is
also useful to complement them with a number of
other policies such as remote work opportunities
and flexibility in the workplace that can promote
inclusive workplaces; support for certain groups to
make up for learning gaps or keep pace with new
technology, etc.
For example, Google made a decision to make
extra effort to overcome gender stereotypes in the
workplace.
"Last year we made parental benefits genderneutral. New parents, regardless of gender,
receive up to 12 weeks fully paid leave to bond
with their child (birth mothers receive an
additional 10-12 weeks of pregnancy recovery
time). In addition, all new parents benefit from
a 2-week gradual return policy (ramping back
to work part-time at full-time salary)." 19
At this stage it is important to determine which
groups have priority (are more important) for the
company – which you want to recruit, involve and
retain. Thus you will focus on developing policies
to address and support adequately these groups.

Inclusion, and not simply diversity, is the real
measure of success. Hired representatives from
diverse groups of people that are not efficiently
included, members of the so-called vulnerable or
underrepresented groups in particular, may be:
•

Unable to perform at their highest level and do
their best;

•

Unsatisfied with their job, and

•

More likely to leave the company.

Analyzing the current state, it is important to consider the opinion of the company staff about the
types of policies they believe to be most important
and appropriate for them.
Describe the objectives, approaches, processes and procedures of your diversity policy in the
selected form. Link the policy to all other internal
rules and documents that are related – align them.

□□ The objectives of the policy. These should
include reference to the company’s business
strategies, goals, vision, mission, values and
risks;
□□ The business case;
□□ Commitment of the company to management
which embraces inclusion and provides equal
opportunities to all employees;

□□ Reasonable accommodation measures that
will be put in place;
□□ Forms of recognition and any reward for
progress in achieving diversity;
□□ Procedures to report risk or alleged
discrimination or hate speech;
□□ Procedures for dealing with complaints;

□□ National laws and regional and international
obligations to which the policy is aligned;

□□ Criteria and mechanisms of redress for victims
of discrimination;

□□ Scope of the policy (that is, who is covered by
the policy);

□□ Disciplinary measures for those discriminating
against employees in the workplace or
for employees using hate speech in the
workplace;

□□ Definitions of terms and concepts in the policy;
□□ Types of discriminatory treatment addressed in
the policy;
□□ Rights and responsibilities of employees and
their representatives;
□□ Rights and responsibilities of the employer and
its representatives;
□□ Proactive measures that will be used to
increase diversity in the company;

□□ Protection from retaliation and victimization
for complainants, alleged offenders, and
witnesses;
□□ Due Process including fairness and the right to
be heard;
□□ Appeal procedures and the possibility of
further investigation;
□□ Review and Monitoring of the policy and its
implementation.
See the enclosed “Sample structure of diversity
and inclusion policy“

19

A quote from Google Diversity Annual Report 2018.
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4. Involve employees in policy drafting
Determine:
•

Who are the key internal stakeholders who
need to be consulted when drafting the
policy?

•

Who will draft the policy?

•

Will a committee be created to assist in the
consultation, development and endorsement
of the policy? If so, will this committee include
members of diverse groups?

•

What mechanisms, if any, will be used to solicit
staff feedback on the draft policy?

•

What is the role of the trade unions when
drafting the policy?

•

Who in the company is ultimately responsible
for approving the policy?
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IV. Introduction
and management
of diversity
and inclusion policies
ٵٵ

Is there diversity in the workplace in Bulgaria?

ٵٵ

Yes, in theory. The law prohibits any discrimination in the workplace. But in practice…

The reasons why diversity and inclusion in the
workplace bring benefits to the company and
the team are numerous and supported by
many studies. After your company determines
its “why”, it is important to lay down the
procedures and daily actions that can provide
the tools to eradicate/respond to discrimination
and harassment in the workplace and create
an environment of acceptance, inclusion and
belonging. If these mechanisms are lacking,
the diversity policy runs the risk of remaining
voluntary, and tolerance and respect for cultural
differences – just beautiful words in the corporate
value section of the website.

The following pages offer some ideas how to apply
diversity and inclusion to the work of employees.
This is an indicative list that provides for sufficient
flexibility. Appropriate practices can be selected
for a given company based on its size, sector
and employees even if it does not have a policy
expressly laid down in a document. Thus the
company will not only meet legal compliance
requirements but will also contribute to conditions
for greater social closeness and satisfaction in
the workplace. The opportunities for recruitment
and development of human resources will also
increase, and ultimately an inclusive workplace
that enables everyone to develop their potential
and contribute to the organization is much more
attractive, in particular for the generation of
millennials20, which will be the backbone of the
workforce in 20 years.

Question: How concerned are you about the following business threats to your business?
Availability of key Skills.
Charts shows percentage of respondents who stated "Extremely concerned" to "Somewhat concerned"

A conversation with a human resources
employee during HR Conference, Sofia, February 2019.

77%
73%

80%
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63%
58%

56%
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Source: 21st CEO Survey The talent challenge: Rebalancing skills for the digital age, www.ceosurvey.pwc.

20
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The female millennial: A new era of talent, PwC, 2015.
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1. Building and maintaining a work environment,
promoting acceptance and sharing of the values
and objectives of the plan
Start by introducing to the employees the diversity
policies and procedures that are in place. If you
have set diversity targets (e.g. increase for a given
period the number of employees from diverse
groups, engage more diverse managers or build
communities of interests), communicate them
clearly to your managers and teams. It is important
that everyone has equal understanding of
diversity and inclusion in the workplace.
Possible steps to achieve the above:
•

Address the issue at regular team meetings or
retreats;

•

Organize brief meetings with speakers on
topics related to diversity, inclusion, prevention
of discrimination and unconscious stereotypes
and bias.

What might work for you is to address the issue
through various psychological points of view, even
if it is not directly referred to as “diversity”, such as
“How do stereotypes influence my relations with
others”, etc. You could invite a colleague or a guest
to share their experience or a personal story. This
will illustrate you point in a much better way.
•

Use the topic in your next team building or
training.

Use an icebreaker21 or a team building game,
related to differences. Thus the participants
will not only have the opportunity to assume a
different role but also challenge their stereotypical
thinking. Use design thinking22 to determine
together with the team how you could include a
person with a disability or make the workplace
more accessible. Thus you will get an idea not
only of the ingrained attitudes for working with
such a person but will also get fresh thoughts
on inclusion and the experience will boost the
creativity of your colleagues in their daily work.
•

Hold regular induction meetings with newlyappointed employees where you address the
issue of diversity in your organization and the
values and principles you follow.

This is the time to say what is (not) tolerated in
the company, give examples and cases that can
illustrate the matter as well as gather suggestions
how diversity policies and the objectives set might
be improved.
•

Make use of national, cultural, religious
holidays and events, world days or days to
raise awareness about an issue to show the
solidarity and commitment of the company.

21
An ice breaker exercise is used at the beginning of work of a group of people, usually a diverse one, to “warm them up” before the next activities
together.
22
A structured approach to generate innovative solutions which is centred on the user with their human experiences and is based on empathy and
creativity.
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Send greetings for a holiday (Christmas, Ramadan,
Hanukkah…) to your colleagues in a joint e-mail or
include a short material in the internal newsletter
of the company on World Down Syndrome Day
(21 March). Thus you can show your empathy not
only for a colleague but also for a relative of his/her
or for a private matter that the colleague would
not openly discuss. SAP R&D centre in Bulgaria
holds thematic lectures, meetings or publications
/information campaigns on dates that are
important for a community such as International
Day of Persons with Disabilities (3 December),
International Romani Day (8 April), International
Day against Homophobia (17 May), World Deaf Day
(in September), etc.
•

Hold training sessions to build soft skills.

Such training sessions help achieve greater
efficiency of teams and managers, solve conflicts
and improve decision-making. In addition, they
have the potential to raise sensitivity towards
the issue of differences and anti-discrimination
and make the environment open and accepting.
Finally, investment in such training helps personal
growth and development of each employee which
has a positive impact on the employee’s motivation
and loyalty for the company as well as their
performance. The topics may include the following:
•

Team building through developing tolerance,
accepting differences, collaboration – building
a sense of value, inclusion and sympathy with
the company and the team;

•

Unconscious bias and stereotypes and how to
work with them (unconscious bias training)

•

Intercultural communication

•

Empathy and emotional intelligence

•

Work/communication with people with
disabilities or people from vulnerable groups/
minorities

•

Sensitivity to hate speech and ways to
counteract it

It would be particularly important if manager
training sessions could provide managers with
resources how to promote equality in their teams
and how to respond to cases of discrimination/
violation of the diversity policy. Quite often
managers are the first to be approached by
an employee who is a victim of discrimination,
harassment or hate speech. It is a good practice
provided that the manager enjoys sufficient trust
of his employees and is capable of getting involved
adequately in such conflicts. Where managers set
a clear personal example with their behaviour and
are true leaders of the team, such problematic
situations could be solved successfully without
referring them to senior levels.
•

Create groups of interests.

Many large companies use employees resource
groups, groups of employees with shared
characteristics or similar experience, to apply
a bottom-up approach to implementing
diversity policy in the workplace. These groups
of common interests and career development
initially originated in support of less represented
employees such as women, members of
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immigrant communities, LGBT+, etc. In some
international corporations, these groups are
not present together geographically but
have common activities and initiatives. Some
companies (such as SAP) allocate a budget to such
groups to develop their own small-scale projects
and promote development of leadership skills of
the people who coordinate and develop them.
At the same time such associations should not
be left to further encapsulate differences but to
engage different people to propose specific steps
to improve diversity and inclusion policies as well
as be bridges of awareness about the diverse
groups of employees in an organization. They
are a good way for the majority of employees in
a company to learn more about other cultures
and groups as well as delegate the leading part
in some initiatives and projects to members of
underrepresented communities.
•

Show your diverse team.

There is no point in declaring values such as
tolerance, anti-discrimination and equal access
and opportunities, if they are not visible. Let
the photos in your materials show a diverse
team. Share people’s stories. Thus you will also

At the office of SAP Labs Bulgaria, where
paper has been reduced to a minimum,
monitors at different places constantly show
information about the company initiatives.
The information shown includes anything
of interest related to events, meetings with
psychologists and training of employees.
Thus everyone could learn, for instance, that
8th April is a day to commemorate the Roma
who died during the Second World War and
the Holocaust.
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encourage applicants from groups that are less
traditional for you and will make more diverse
the pool from which you select. That will send
a positive message to your partners, customers
and future employees. Include information in the
internal communication about national holidays,
celebration of days of awareness about various
diseases and vulnerabilities, commemorate also
tragedies, if any.
•

Provide an appropriate physical environment
in the workplace (an accessible office,
restrooms, etc.).

An accessible office and workplace adjustments
for people with physical disabilities seem to be
the scariest of the measures offered as these
adjustments could require a considerable
investment (e.g. providing an elevator, a ramp, a
special restroom, procuring specialized software
for visually impaired or hearing little and deaf
people, etc.). However, this might not be the
case in some industries. Today many offices are
accessible via an elevator and have an accessible
toilet. In addition, depending on the disability in
question, little effort might be needed sometimes
to make it comfortable and ensure equal access
to a new colleague. For example, a parking space
near the entrance, a chair on wheels for impaired
mobility, a work desk placed close to the exit
and/or sanitary facilities, a phone headset if the
upper limbs are impaired, etc. Special briefing
might be needed of the team members on how
to work with a new colleague, for example, how
to respond to an epileptic episode, how to give an
insulin injection, if needed, how to help a person
in a wheelchair by taking care to lift the person
in a standing position for a couple of minutes at
regular intervals, etc. Another approach would
be allowing remote work (home office), if the job
description allows it.

Workplace adjustments sometimes can only
boil down to the purchase of a cooler bag for
the office to store certain medication (an added
benefit might be to use it to keep breast milk
for mothers with babies and infants). In this
respect it may be good to specify the needs of
applicants with disabilities and see how these
needs could be met. If larger investment is
needed, employers could look for opportunities
for subsidies, for example under the National
Programme for Employment and Education of
People with Permanent Disabilities. The effort
can be considerable and seem disproportionate.
However, it is worth remembering that apart from
the social impact on inclusion and integration of
people with disabilities on the labour market, the
effort will also have impact on the creativity and
productivity of the team in the long run. Persons
with disabilities develop great loyalty to their
employer, there is hardly any employee turnover
and they usually tend to be particularly accurate in
their work. Depending on the disability type, some
compensatory skills they develop might be an
advantage for a given type of work (e.g. listening
skills of visually impaired people in a call centre).
Ensuring an accessible and healthy environment
is important not always and solely for persons
with disabilities. Individual employees might have
specific needs related to permanent or current
state – for example, pregnant women in early or
advanced stages, employees with specific allergies
or recovering from temporary fractures, incidents
or diseases, or employees with height that is below
or above the standard one.

Examples of thematic guides for employers
on equality of different groups:
•

The Guide for employers for hiring
people with intellectual disability can
be downloaded from Maria’s World
Foundation (www.mariasworld.org).

•

A guide for employers Equality in the
Workplace for people with Functional
Differences is available on JAMBA’s
website (www.jamba.bg).

•

LGBT Guide for employers Equality in the
Workplace is developed on the platform
www.workitout.bg
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2. Procedures for compliance
with the diversity policy
The policy or principles on diversity in the
workplace, if there is no policy designed,
should be underlying the company procedures
related to human resources management.
The non-exhaustive list below shows how you
can promote diversity and inclusion in your
organization.
2.1. Staff recruitment
Ask yourself the question “Is our recruitment
policy sufficiently open?”. In many cases job
advertisements are not sufficiently broadly
disseminated or are targeted at the same groups
of people. The broadest possible dissemination
of the job advertisement can help you reach
more diverse applicants. Do not use just one
but various platforms, if your policy allows you
so. You could invite applicants f rom all social
strata in your advertisement. Many international
companies include a standard sentence that
all applicants are welcome and will not be
discriminated against on the grounds of sex,
race, ethnic origin and nationality, religion,
sexual orientation, physical traits and… (you can
add to the list).
Another way to broaden the applicant pool
is to make your advertisement sufficiently
inclusive. Women and minority members
usually will not apply if they do not meet 100%
of the requirements, while many men would
apply if they meet as much as 60%. This can
be explained with lower or higher confidence
in success. It is a good practice if the job
advertisement mentions whether the job is fit
for persons with disabilities (whether there is
infrastructure or any other accommodation for a
particular disability type).
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At Under Armour, we are committed to
providing an environment of mutual respect
where equal employment opportunities are
available to all applicants and teammates
without regard to race, color, religion, sex,
pregnancy (including childbirth, lactation and
related medical conditions), national origin,
age, physical and mental disability, marital
status, sexual orientation, gender identity,
gender expression, genetic information
(including characteristics and testing),
military and veteran status, and any other
characteristic protected by applicable law.
Under Armour believes that diversity and
inclusion among our teammates is critical
to our success as a global company, and we
seek to recruit, develop and retain the most
talented people from a diverse candidate
pool.

3M is an equal opportunity employer. 3M
does not discriminate any applicant on
the grounds of race, colour, age, religion,
sex, sexual orientation, sexual identity,
origin, physical characteristics or veteran
status. If you need special assistance or
accommodation to apply for an advertised
position due to your condition, please contact
Human Resources Department on
+1 877 486-3636 or use the form Contact Us.

Recently the so-called colour-blind approach
to the examination of CVs has been gaining
popularity. Some companies would like to
receive anonymous CVs and there are already
software programmes23, which hide personal
data of applicants. This practice goes back to
the 1950s when Boston Symphony Orchestra
introduced auditions behind a curtain in
response to criticism that only white male
musicians were hired. By 1970s most orchestras
in the US had introduced “blind” auditions and
research showed that the share of women in
orchestras increased between 20 and 46%. If
you do not have the opportunity to use such

A participant in the Programme Bridge to
Business was hired by a large international IT
company. The feedback from the company
to the Programme was that the motivation
and qualifications of the young man of Roma
origin fully meet the job requirements and
they would have hired the person even if he
was not recommended. At the same time the
participant shared with us that it is for the
first time that he felt sufficiently prepared
and motivated to apply for such a position
following the support provided by the team of
Bridge to Business, the career development
and the study visit to the company organized
under the Programme, when he managed
to get a better idea of the work environment
and learn more about business.

software during recruitment, you can refrain
from requesting a photo, an address and family
status in the applicants’ CVs24. Thus there will be
less unconscious bias in selection at least during
the first round of recruitment.
If you have decided to make your team more
diverse, you can set yourself a target of having
at least two of the applicants invited to an
interview from a minority. This is not about
taking away someone’s right to an interview to
give it to a person from a vulnerable group but
about making an effort to broaden the applicant
pool that might result in greater diversity
without having a quota for that endorsed in
advance. Such practices follow Rooney’s Rule25
of the US National Football League to increase
the number of ethnic minority members among
coaches and team managers. Consequently this
model has been also successfully applied by
other industries as well.
At the next stage, an invitation to an interview,
you can introduce the practice of asking the
applicants whether they need additional
support or logistical organization for the
holding of the interview. Even without a
permanent disability, the applicant may
experience temporary discomfort (e.g. crutches)
and it might be better for the applicant not to
go up the stairs. This shows concern on behalf
of the employer, contributes to a positive image
and could reveal in advance whether potential
employees have special needs (if it has not been
clear from the CV screening).

23 The first software programme like that, Gap Jumpers, was developed by a Silicon Valley entrepreneur Kedar Iyer, after he noticed that many talented job
applicants were ingored because they had not graduated from prestigious universities. The company says that the use of the software programme during
the initial screening of CVs increased the chances of women and minority members for a first interview by about 40%.
24 Some managers would prefer not to hire young parents or people from disadvantaged neighbourhoods (ghettos) and this would limit the range of
applicants selected for an interview.
25Rooney Rule – an affirmative action, adopted by the National Football League of the US in 2003 which requires league teams to interview ethnic-minority
candidates for head coaching and senior football operation jobs without any quotas for hiring them. This affirmative action resulted from the advocacy
actions of civil rights activists who maintained that coloured coaches, despite better performance results, are fewer in number and are dismissed more
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often than their white counterparts.

The practice in Bulgaria f rom a legal point of
view is to refrain f rom asking applicants directly
about a certificate issued by the Labour Expert
Medical Commission (LEMC), ethnic selfidentification, sexual identity and other personal
characteristics. However, in case of differences
in the form of a disability, it is important for both
parties to approach the issue as openly as possible
during the interview and when the working
conditions are negotiated. Thus the employer
can prepare the workplace and environment
better and the applicant will not give rise to any
unrealistic expectations about themselves. The
interview or induction training for new employees
is the right time to present to the employees
the diversity principles of the company, for
example that the company has zero tolerance for
homophobic and racist speech and that diversity
of employees and their right to private life are
welcomed.
Some international companies in Bulgaria
have the practice of including diversity
policy/procedures in the annexes to the
employment contract. By signing them, the
newly appointed employee declares his/her
consent with them and with other important
rules for the organization. At the same time
the employee is provided with all the practical
information about procedures and measures
regarding discrimination, complaints and
referral of problems in one place. A glossary
might be also added to the annexes where the
company gives its definition of discrimination,
harassment.

2.2. Employee appraisal, determining
remuneration, promotions policy
With a view to compliance with diversity policies,
it is good to introduce clear and equitable
employee evaluation and appraisal criteria.
Stereotypes and bias are present both in staff
recruitment as well as appraisal and feedback
provided. Some studies show that women
receive more negative feedback and criticisms
in their reviews than their male counterparts26,
part-time employees are regarded as having
worse performance and there is still statistical
data about gender27 and colour28 pay gap.
Sticking to objective criteria, that apply equally
to all team members, is a precondition for
equality when it comes to opportunities for
career development and growth as well29.
Finally, avoid any assumptions about what some
employees can do or not do well. Provide honest
and timely feedback to enable your employees
to correct in time their negative actions/
mistakes.

Questions to check:
•

Do you have clear, specific performance criteria directly related to job requirements? Are they
measurable?

•

Do you use a consistent evaluation system across your team?

•

Do you collect specific evidence and examples from the evaluation period?

•

Do you separate personality from skill set?

•

Is your evaluation based on prejudices/stereotypes?

•

When you prepare the evaluation, do you rely on your memories or on notes and documents (a
written trail)?

•

Do all managers carrying out an evaluation have equal understanding of the process?

26 "The abrasiveness trap: High-achieving men and women are described differently in reviews“, KIERAN SNYDER August 26, 2014
27 NSI data about gender pay gap gender in Bulgaria.
28 “Does Race or Gender Matter More to Your Paycheck?“, Debora Ashton, June 10, 2014, Harvard Business Review,
29 “Bias at Work: Three Steps To Minimizing Bias In Performance Reviews”, Courtney Seiter, Feb 8, 2018, Buffer blog
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2.3. Prohibition of harassment in the workplace

Some common prejudice
about employee performance:
•

•

Prove it! – refers to groups stereotyped as less
competent such as women, people of colour,
people with disabilities, older employees and
people from blue-collar backgrounds. Watch
out for the following comments: “He’ll crush it!
She’s not ready.”; “He’s skilled. She’s lucky.”; “It
could happen to anyone.” ; “They blew it“.
Tightrope – it usually refers to women, but
often introverted people or people that lifted
themselves from low-skilled jobs might also be
affected by this bias. They are expected to be
“worker bees” who do not have any ambitions
or demands to the job, but who are not
promoted if they perform well because they
lack “leadership potential”. They are required
to be polite and take “office housework” such
as taking notes, planning parties, cleaning
up. This is also the place for some racial
stereotypes such as: Asians are passive, AfricanAmericans are rough, Latinos are emotional.

•

•

The Parental Wall – stereotypes that fathers
cannot take time for looking after their
children or that they deserve more pay
because they’re “the breadwinner”; that
mothers are less competent and committed
and do not deserve promotion. This is “the
wall”, when a person without children is
selected for promotion or hiring. At the same
time, employees without children might also
fall prey to this bias and be burdened by all
additional tasks.
Tug of war – conflicts with underrepresented
groups because people assume that they’re
given an unjustified advantage (tokenism).
Thus some minority members might want to
differentiate themselves from the group and
be pitted against it on the side of majority.

Source: Small steps, big change. Identifying and interrupting
bias in performance evaluations, Center for WorkLife Law, 2016.

Under the Bulgarian law employers should not
commit and allow harassment in the workplace –
unsolicited physical, sexual and verbal behaviour
that violates an employee’s dignity. The company
code of conduct or rules should clearly declare
that harassment is prohibited. A step forward will
be to illustrate with examples what is regarded as
harassment and what is absolutely unacceptable
behaviour by the team members. Such content
can be disseminated via e-mail with photos or
YouTube videos on the subject. Harassment is
regarded as discrimination on certain grounds but
can also be a crime (for example, physical abuse).
Having a clear policy on prohibition of harassment
has a positive impact on the sense of belonging
to the company and on confidence that every
employee will be protected30.
2.4. Trusted person / safe place
Mentorship in the workplace can be used not
only by less experienced and newly appointed
employees. Mentorship has proven success in
boosting the efficiency of women and minority
members and including them in the work31.
You can give it a try to a voluntary mentorship
programme for your employees from vulnerable
groups and minorities. Having a trusted person in
the workplace, other than the line manager, with
whom to share problems, supports development
of skills and self-confidence which helps career
development of people from underrepresented

groups in the company. At the same time it
enables colleagues to use their knowledge and
skills to help and support. Taking a break from the
daily routine and doing something voluntarily can
contribute to boosting the employee’s personal
satisfaction and creativity and challenge the
employee to propose changes, new processes,
products or services (internal entrepreneurship).
2.5. Alerts and complaints about violations
of the diversity policy
This is the place for all complaints about
discrimination and harassment in the workplace. It
is a good practice if there is a clear procedure who
the employee should approach in various cases. It
is good if this person is the line manager, but quite
often managers are not prepared to deal with such
conflicts or the employee might want to remain
anonymous or might not feel comfortable to share
to the team (the conflict might also be with the
line manager).
There are different ways to go about it:
•

Formal and informal procedure – if the
informal procedure, where a solution to the
issue is solved via mediation, is not successful,
a formal procedure might be initiated. Then
a complaint in writing is usually submitted
directly to the highest management level
of the employer and the employer should
investigate and take action under the law.

30 Protection against Discrimination Act: Article 4, para 1 and 2 on the nature of discrimination and its prohibition; Article 5 on sexual harassment; Article 17
on complaints about harassment in the workplace; Articles 17, 18 and 19 on employer’s obligations; Article 80, para 3 on penalties for employers; Additional
Provisions § 1, items 1 and 2 on the nature of discrimination.
Labour Code (LC): Article 8, paragraph 3 on prohibition of discrimination; Article 127, para 2 on employer’s obligations; Article 186 on disciplinary penalties;
Article 188 on the types of disciplinary penalties; Article 189, para 1, Articles 192 and 193 on disciplinary penalties; Additional Provisions § 1, item 1 on the
employer.
Penal Code (PC): Articles 128, 129 and 130 on physical abuse; Article 143 on coersion; Article 146 on insults; Article 152 on sexual abuse.
31
A Harvard survey showed that African-Americans with a degree in Business Administartion stand higher chances of career growth when they have
mentors, https://hbswk.hbs.edu/item/race-does-matter-in-mentoring.
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The trouble with formal procedures is that
anonymity cannot be kept and that they involve a
lot of hearings where even representatives of trade
unions might be present. That might result in
accumulation of negative emotions for the person
who submitted the complaint (shaming by others,
criticism). Most victims of unacceptable behaviour
in the workplace do not report their problems to
avoid stress and because they fear that reporting
will aggravate the issues and impede their career.
Some studies show that even where complaints
are sufficiently justified, victims incur social and
financial losses and are blamed for creating
trouble. At the same time if even the most
insignificant cases of discrimination are ignored,
not only are the employees affected but also the
organization in the long run. That is why it is good
to monitor to what extent the work environment is
accepting and what might be the reasons behind
employee turnover in the company.
•
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Mediator/ombudsman – train someone in
the company to receive complaints. It will
be possible thus to solve a conflict at an
earlier stage before initiating ultimately court
proceedings, as it often happens when the
Human Resources Department gets involved.
Operational managers and the employees of
the Human Resources Department should
protect first the interest of the company and
they follow written procedures. Thus they run
the risk of downplaying the employee’s wellbeing by transferring the case to legal advisers
instead of mediating a problematic situation.

SAP Labs Bulgaria has the position of Assigned
Investigator that is filled in among employees
who declared their readiness to do it voluntarily.
The Assisted Investigator is usually a person
with sufficient experience in the organization
who has attended internal specialized training
from the head office and the person might be
approached by employees who complain about
discrimination in the workplace. The training
includes conflict solving and mediation skills ,
raising sensitivity to the issues of discrimination
and diversity. If necessary, the person refers the
issue for solution to the relevant level.

•

Use of an external complaint operator –
this is the alternative used by many global
companies that usually outsource their activity
to another operator. Thus, on the one hand,
they keep their objectiveness and impartiality
in investigation of cases, and, on the other
hand, they save costs for maintaining internal
resources for that, as it is likely that such cases
are relatively few. The channels Speakup of
GSK and Ethics Line of Coca-Cola are examples
of that. Smaller companies can opt for an
internal ombudsman/mediator instead of
hiring a hotline or an operator to examine the
complaints.

2.6. Reasonable accommodation
of the working environment
The concept is also translated into Bulgarian with
the equivalent of “reasonable adjustments” (Article
2 of the UN Convention on the Rights of Persons
with Disabilities, ratified by Bulgaria as well). In
general, these are effective measures for adaptation/
modification of the work environment not resulting
in imposing a disproportionate or undue burden on
the others but capable of enabling in a particular
situation persons from a vulnerable group to
participate efficiently and fully in all forms of work on
an equal basis with others. Examples of reasonable
accommodation might include renegotiating
working hours, provision of specialized equipment,
an opportunity for breaks for rest, if necessary, the
use of paid leave for medical check-ups, hourly
working time, opportunities for work from home,
etc.
A report of the International Labour Organization
states that most often four categories of employees
need some accommodation of the workplace to
their needs: employees with disabilities (including
parents and employees who take care of family
members with disabilities), employees living
with severe diseases (diabetes, HIV and AIDS),
pregnant employees and employees with family
responsibilities, and employees who hold a particular
religion or belief.
When a decision is made about reasonable
accommodation, the additional cost (possibly) is
considered. The decision should not have a negative
impact on the other employees and should not
disrupt essential functions of the job position. In
this respect, if a disproportionate burden is placed
on other members of the team or the organization,
it is not possible for the company to make the
reasonable accommodation.

Example 1. A female employee is in the early
stages of pregnancy and is experiencing
bouts of acute morning sickness. This makes
it very difficult for her to travel on crowded
public transport during the rush hour.
Effective measures: Her employer agrees
that she can temporarily work from home in
the mornings as this allows her to travel to
work later in the day, when public transport
services are quieter. She will be available to
be contacted by co-workers via telephone
and videoconference during the mornings
in order to allow necessary meetings to
continue to be held.
Example 2. An employee wishes to undertake
the Hajj pilgrimage, but he does not have
enough paid leave. Effective measures:
His employer agrees that he can take less
holidays this year and then carry over his
unused annual leave days so that he can
take a longer period off work next year to
undertake the pilgrimage.
Example 3. A full-time employee living with
rheumatoid arthritis. She finds that her
condition is worse first thing in the morning,
but that it gradually eases during the day.
Effective measures: She is permitted to
reduce her contract to 70 per cent of full-time
hours and use flexible working time to start
earlier or later on some days depending on
her condition.
Source: Promoting diversity and inclusion through work
place adjustments: a practical guide / International
Labour Office. – Geneva: ILO, 2016 (adapted).
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Example 1. An applicant for a job in a shop
that is open seven days per week refuses to
work on Sundays out of religious beliefs. The
team takes turns and each shop attendant
is required to work one Sunday per month.
The employer knows that the other team
members have duties related to small
children and families and would not agree to
work one more Sunday so that the employer
turns down the applicant – a negative impact
on the other employees.
Example 2: An applicant for a position as
a history teacher has a small child. The job
description mentions that she would be
expected to accompany the students for an
annual school trip to another country. The
applicant mentions during the job interview
that she would not be able to do that due to
her family responsibilities. As this is not an
essential function of her duties and since not
all students take part in the trip, the employer
decides to offer her the job.
An example from Bulgaria: A job applicant
with diabetes. The employer hires the
applicant and buys a cooler bag for his
medication and trains the other colleagues
and each newly-appointed employee to
recognize the symptoms of hyperglycemia
and know what to do (give an injection, if
needed, etc.).

3. Regular monitoring
and reporting
It will be hard to see the benefits of diversity in
the company if no measurable indicators are
monitored. If you carry out surveys and want to
receive feedback from employees, you could
also include a section on demographic data
developed in compliance with the personal data
protection policy. Include in the feedback form
a question whether employees feel accepted in
the workplace. That might be also part of selfassessment during annual appraisals, if there is
such procedure. The opportunity for employees
to make suggestions makes them feel involved
with the company and valued by it. At the same
time you can evaluate your efforts to develop an
inclusive environment.
The annual reports can be complemented with
information about employees regarding diversity –
number/percentage of representatives of different
groups of employees (by sex, LGBT, ethnic origin,
age, disability, full/part-time job, etc.) who have:
applied, been promoted, left, are members of
management. It is a good practice to report the
events related to inclusion practices as well (e.g.
training, festivals, initiatives, etc.)32. It is just as
important to note the objectives, shortages and
difficulties facing the organization.

Evaluation statements under the Lloyds’ scale
(rather yes, rather no, no answer):
•

We (the company) are committed to
attracting, developing and retaining
people with diverse experience and
background.

•

I am treated fairly and with respect.

•

I believe that everyone is given equal
opportunities for personal and career
development.

•

Having a diverse workforce is integral to
our success.

•

My line manager holds employees
accountable for inclusive behaviour.

32 A model diversity evaluation scorecard of Lloyds can be downloaded at https://inclusionatlloyds.com/resources/toolkit/
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4. Involvement of partners
and suppliers
After the company has established diversity
practices, you can consider sharing diversity
principles and involving your partners. That can be
a good way to exchange ideas. It is also one more
field of action for diversity. Many global companies
have a diversity policy regarding their suppliers
and they try to select partners among a broader
circle. For example, Coca Cola has set itself the
goal to be a global leader in diversity of suppliers,
holding the belief that such goal will not only help
various communities but also boost innovation
and creativity. Apart from companies from various
represented groups, they look for diversity of
size by also including small and medium-sized
enterprises.
Another way to involve partners in the diversity
policy is to include clauses (and sometimes
even mandatory elements) in the contracts with
subcontractors and suppliers. It is also possible
to set up a procedure for receiving alerts from
partners, customers and suppliers as well, in case
of inappropriate and discriminatory behaviour by
company employees.

80

Supplier diversity policy of:
Blackberry – https://global.blackberry.com/
content/dam/bbCompany/Desktop/Global/
PDF/Investors/Governance/BlackBerry_
Supplier_Diversity_Policy_July_2013.pdf
Xerox – https://www.xerox.com/en-us/about/
supplier-relations/diversity-program
Coca-Cola – https://www.coca-colacompany.
com/supplier-diversity

Note: all the practices presented in this part
are just examples and when these processes
are formulated in the company, it is essential
to consider local specificity and differences, as
well as the specificity of the organization and its
sector. Some of the procedures involve a lot of
effort and require more human resources and
finance. However, in some cases small changes
can be made that will not cost much but will
raise employee involvement and will help make
the environment inclusive. The idea behind these
proposals is to challenge companies to consider
how to address the issue of diversity in the
workplace and be creative.

Myths/prejudice about diverse workforce:
Less or flexible working time equals lower productivity – on the contrary,
there are many studies showing that hourly working day is much better used
by employees and they have higher efficiency. It also results in better balance
between personal and professional life, promotes innovation and creativity.
The workweek in France is 35 hours and in Denmark - 37 hours long
If I hire a person with a disability and I am not satisfied with his/her
performance, I cannot dismiss the person – it is only some diseases that
enjoy greater protection.
If I invest in people from vulnerable groups, they will increase their
competence, gain experience and leave – in fact, such people are much
more loyal and will stay longer to work for the same company. There is even
evidence that turnover is much lower among them.
Another common misconception is that persons with disabilities are capable
only of low-skilled labour and cannot grow in the company. Studies again
show that this is not so – the majority of persons with disabilities have the
necessary education and competence and they also show their willingness
for further advancement and career growth.
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Communicating diversity policies and their
implementation should be targeted at both
company employees and partners and the broad
public. Be clear and specific about the objectives
you set. It is important to make comprehensible
the manner in which you intend to integrate
diversity policies in the company business plans.
At the same time you also have to be realistic
about the timeframe to avoid the risk of giving rise
to expectations that cannot be justified.

V. Developing
a communications plan

What is a “communications plan”? In general,
this is a detailed strategy that outlines the target
groups in the company and the messages that
have to be conveyed to achieve certain results.
A good communications plan is implemented
in the following way (the stages can be adapted
depending on the needs and context).

Diversity is at the core of our Vision, Mission,
and Values. We are committed to an inclusive
workforce that fully represents many different
cultures, backgrounds and viewpoints. Our
global brands provide meeting places for
people from all walks of life to connect,
creating a welcoming environment for all.

1. Mission
Check again the mission of your company.
This is the final goal you aspire to achieve and
communications should be in line with it.
The mission of the diversity policy can be clearly
and permanently bound to the mission of
the company when this is the decision of its
management. Here are some examples:

Our vision is to create an environment where
leveraging diversity and inclusion occurs
naturally in the pursuit of organizational
objectives.
Our mission is to create an inclusive culture
that values diversity and encourages trust,
openness and mutual support in order to
build high performing teams comprised
of diverse skills, cultures and experiences;
demonstrate diversity and inclusion
leadership across our business; and be
recognized both internally and externally
as one of the best places to work (BrownForman).

Understanding our Team Members’ unique
perspectives, along with those of our Guests,
Owners, Suppliers, and Partners, is essential
to driving our competitive performance.
Our company will always strive to reflect the
global communities where we live and work
(Hilton).
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2. Set communication goals.
Identify the goals you set yourself. If you’re not
sure what you are trying to achieve, then you will
most certainly achieve something else.

3. Identify the target groups
Before you start drafting the communications
plan, identify the audience you want to reach. The
target group are the people your policy refers to. In
this sense the target groups can be several.
•

Target groups within the organization –
employees, shareholders, volunteers, etc.

•

Target groups outside the organization –
customers, suppliers (from the supply chain),
partners, etc.

Here are a few ways to learn more about your
target groups:
Survey your current customers to learn more
about them. Try using tools like Survey Monkey or
Google Forms to gather data from your audience.
Ask demographic style questions to gather the
information you are looking for.

Dig into Google Analytics to learn more about who
is currently visiting your website.
Search through your competitors social media
followers to see who they appear to be attracting
as an audience (and compare that to your own
followers).
After you identify the target groups, it is good to
describe them with one to two short and clear
sentences like this: Our target group includes
professionals aged 20–28 who start their career
after they graduate from a college or university.

4. Call to action

6. Messages

There should be a call to action to each of your
target groups. What would you like each of them
to do after they read or hear your message? For
example, if you have a programme aimed at
attracting young people who are just about to
graduate from universities, they definitely are in
need of finance to pay back their student loans
and credits, etc. Your call to action can include
an invitation for a free-of-charge consultation for
repaying their student loans as soon as possible.

You need a specific message for each target group
to achieve your goals. The message should address
three points:

Now that you know what they want to do, you
have to find the best way to tell them so that they
can do it in reality.

5. Choose communication
channels
The most appropriate ones are the channels used
y the target audience – websites, blogs, social
media, e-mail communication, radio, television,
special events, internal communication networks
such as intranet chats, video walls, newsletters,
common rest and meeting areas, etc. You also
have to consider the frequency of communication
because each of these channels has its specificity.
After you have decided how often you will issue
messages, you also have to decide about timing,
when to do it. This is important because sending
messages at the right time increases the likelihood
of them reaching the target groups.

•

The problem they face.

•

The solution to the problem that you offer.

•

Call to action.

To start with, you can use this example:
Are you aware of [this problem?]? See how [the
name of the company] can help with [the product
or service]. [Add a call to action]
Companies increasingly are engaging with
topics and issues related to tolerance, nondiscrimination, fighting hate speech, etc.
Here are some of their messages:
#iloveyouhater – Sprite advertisment
Don‘t be colorblind, be color brave.
Embrace diversity as a competitive advantage33
A message that many companies adopt and share
following the TED talk of Mellody Hobson which
gained popularity

33 “Don't be colorblind, be color brave. Embrace diversity as a competitive advantage.”
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7. Measurement of results
The last step of your communications plan is
measurement of results. It is still good to make
sure that what you do is right, isn’t it?
Now you have all you need to draft a solid
communications plan. You will impress your
audience with clear messages and solutions to its
problems just when it needs them.
While you design your communications plan,
mind the following:
Be sincere
Even if this means acknowledging shortcomings.
Your honesty will be appreciated. Being open
about gaps and weaknesses can actually
strengthen your reputation.

It is good for the communications plan to
include the following parts:
Capitalize on the benefits
Adopting diversity policies is an opportunity for
businesses to engage more closely with various
communities and make its products and services
closer to them as customers.
Communicate in an accessible way
Many people with disabilities, for instance, might
not have access to information in a standard
format. The effort needed to overcome these
barriers is trifling compared to the benefits
for the company. This is valid for both external
communications as well as internal ones, i.e.
communications aimed at the employees. Here
are some things it is good to consider:
•

Are your documents available in different
format e.g., audio, Braille, different language
and font? Is it clear how people can request
and receive this information?

•

Do you use the in-built Microsoft Office
accessibility checker on all your documents?

•

Do all of your videos include captions?

•

Does all of your audio content include a
transcript?

•

Do you provide live captioning on webinars
or virtual meetings? Do you provide sign
language interpretation?

Integrate your diversity policies into
reputational risk management
It is important to include diversity as a reputational
risk the same way product faults or poor labour
practices are included. Building it into the
business as a risk will enable you to manage the
risks proactively and respond to weaknesses and
emerging issues. Pay particular attention to social
media – much of the information that shapes your
reputation comes from social media: track what’s
being said, engage in dialogue and refute quickly
potentially damaging statements..

86

•

Do you offer alternative ways for people to
contact you?

•

Purpose – What is the purpose of the
communications plan?

•

When hosting events, do you ask people if they
need additional assistance to make sure they
can fully participate?

•

Logo and slogan (message) – to be
recognizable, the company should be
clear about the messages it wants to
communicate to the target audiences.

•

Objectives – What objectives does it
have to achieve?

•

Target group – Who is it targeted at
within and outside the company?

•

Communication channels – depending
on the characteristics of the target
groups the appropriate channels for
communication and dissemination
of information should be selected in
the same way in which a marketing
campaign is communicated.

•

Possible activities – seminars,
workshops, trainings, newsletters,
advertisements, a website, social media
accounts, etc.

•

Time frame – showing the time
for implementation of the planned
activities.

•

Expected results – What does the
company expect to achieve with the
communications plan?

Many of the things listed above are very quick
and easy to implement, but would make a huge
difference to many people.
Communication via different channels is a vital
component of diversity policies. It provides the
company with different opportunities to send
positive and informational messages to its
employees, potential employees, customers, users
and partners.
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1. Glossary
of the main terms
Diversity – refers to a commitment to recognizing
and appreciating the variety of characteristics that
make individuals unique in an atmosphere that
embraces and celebrates individual and collective
achievement.

Annexes

Diversity at the Workplace – Diverse workplaces
are composed of employees with varying
characteristics including, but not limited to,
religious and political beliefs, gender, race,
ethnicity, education, socioeconomic background,
sexual orientation, and geographic location.
Inclusion – Seeking out, identifying,
understanding, and removing barriers to full
participation and belonging; intentionally
including additional difference in a group or
process; and encouraging high levels of both
individuality and belonging.
Belonging – Belonging is the feeling of
psychological safety that allows employees to be
their best selves at work.
Integration – refers to the participation of different
people (in terms of origin, sex, nationality, etc.) in
the organization and maintaining an environment
and organizational culture that is positive towards
them.
Corporate culture – it is reflected in and via
written rules as well as unwritten ones. Corporate
culture provides its members with an environment
where they can build a common identity.
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Prejudice – a conscious or unconscious negative
belief about a whole group of people and its
individual members. It is a prejudgment that
can result in discriminatory behavior. Such
behavior can in turn reinforce social or economic
inequalities that reinforce prejudices. While
prejudice cannot be prohibited in terms of what
people think, laws and policies can prohibit
discrimination, unequal treatment and other
actions that stem from those prejudices.
Stereotypes – generalizations and assumptions
about members of particular groups or a category
of people. Stereotypes often express negative
points of view, which can lead to discriminatory
behavior.
Stereotyping in the workplace is the process that
assigns people particular attitudes, aspirations,
competencies, behaviours and talents (or lack
thereof), by virtue of their membership in a group,
be it ethnic, gender, religious or other, irrespective
of their skills and work experience.
Microaggression – a comment or action that
is subtly and often unintentionally hostile
or demeaning to a member of a minority or
marginalized group.
Unconscious Bias – social stereotypes about
certain groups of people that individuals form
outside their own conscious awareness. Everyone
holds unconscious beliefs about various social and
identity groups, and these biases stem from one’s
tendency to organize social worlds by categorizing.
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Discrimination occurs when a person, or a group
of people, is treated less favourably than another
person or group because of their background or
certain personal characteristics. People can be
discriminated against on the grounds of their age,
disability, ethnic origin, background, political belief,
race, religion, biological sex or gender, sexual
orientation, language, culture and on various other
grounds.
•

•

•

Direct discrimination – when rules, practices,
behaviour or policies exclude, prefer or
otherwise treat less favourably, certain
individuals, either explicitly or implicitly,
because they belong to a particular group.
Indirect discrimination – refers to apparently
neutral situations, regulations or practices
which in fact result in unequal treatment
of persons with certain characteristics, e.g.
ethnic group. It occurs when the same
condition, treatment or criterion is applied to
everyone, but has a disproportionately harsh
or negative impact on some groups. Indirect
discrimination is, by its very nature, much
harder to expose than direct discrimination. It
can be unintended, and hidden in terminology
and bureaucracy. It must nevertheless be
addressed. Many different examples can be
given, from the requirement for a minimum
height for firefighters (excluding more
women than men) to a universal store that
does not hire people who wear head scarves.
Sometimes a policy, rule or practice seems fair
because it applies equally to everyone. When
we take a closer look, however, we may find
that it is biased against a particular group in
its impact.

•

Structural discrimination. Structural or
systemic discrimination is inherent or
institutionalized in social patterns, institutional
structures and legal constructs that reflect
and reproduce discriminatory practices and
outcomes. These may include, for example,
differential or inferior conditions of training
available to ethnic minorities, or shortcomings
in educational, transport and other services.
Often structural discrimination is manifested
as institutional subjectivity, as mechanisms
that constantly allow violations in favour of
one group and discriminate against another.
With structural discrimination the objective
is for it to become visible because we often
get used to it even though it is obvious and
undoubted.
Multiple discrimination – when working
with a particular disadvantaged social group
it is important to be aware of the internal
homogeneity of the group and the potential
for multiple axes for discrimination. Not only do
multiple identities mean more opportunities
for discrimination, but they can also come
from several directions: for example a Roma
woman with disabilities may be subject to
multiple discrimination once as a woman,
secondly as a Roma and thirdly as a disabled
person. In most cases, multiple discrimination
arises against so-called visible minorities,
women and people with disabilities.

Racism – some prejudices can be transformed
into ideologies and can fuel hatred. Racism is
such an ideology. Racism includes discriminatory
or humiliating treatment of people due to their
imaginary “inadequacy”. Racism still exists in
contemporary European societies and policies
and even though races are no longer regarded

as a biological category and only few people
believe today in “superior races” with their
inherent right to dominate the so-called “inferior
ones”, the consequences of racism have not fully
disappeared and racism appears in other forms
such as cultural racism or ethnocentrism based
on the conviction that some cultures, usually one’s
own, are higher in status or that other cultures,
traditions and histories are not compatible with
one’s own.

Anti-gypsyism can be defined as a specific
form of racism, an ideology of racial
superiority, a form of dehumanisation and of
institutionalised racism against Roma. “It is
based, on the one hand, on imagined fears,
negative stereotypes, and myths and, on the
other, on denial or erasure from the public
conscience of a long history of discrimination
against Roma.“34

Harassment – unwanted conduct based on
distinctive characteristics, that has the aim
or effect of violating a person’s dignity or
psychological or physical integrity, or creating
an intimidating, hostile, degrading or offensive
working environment for that person. Harassment
may take many forms and includes, but is not
limited to, the following conduct:

•

Making direct or implied threats;

•

Making false accusations;

•

Isolating a person, including leaving him or her
out of events or meetings, or preventing the
person from expressing him or herself;

•

Discrediting the person – spreading rumours,
belittling or denigrating the person or
subjecting them to constant criticism,
including criticism in the presence of his or her
work colleagues;

•

Making jokes, insinuations, statements,
humiliating comments or racially oriented
remarks;

•

Making comments ridiculing individuals’
customs or practices;

•

Showing and circulating comic strips, pictures
or images that are racially degrading;

•

Using racial name-calling or nicknames to
address persons;

•

Assigning tasks below the person’s ability,
seeking to cause the person to fail, including
by assigning him or her tasks with unrealistic
deadlines, or unreasonably calling into
question the person’s judgement, ability or
decision-making;

•

Systematic exclusion or victimization;

•

Stereotyping.

Intolerance means disrespect for traditions
and beliefs other than one’s own. Intolerance
also includes rejecting people that we perceive
as different, for example, members of social or
ethnic groups other than our own, or people with
different political beliefs or sexual orientation.
Intolerance can be manifested in a broad range of
actions, from alienation through hate speech to
physical abuse and even murder.

34 Valeriu Nicolae, ergonetwork: www.ergonetwork.org/antigypsyism.htm
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Religious intolerance – freedom of religion
and religious tolerance are main values of
each European country; nevertheless acts of
discrimination on the grounds of religion have
not yet become a thing of the past. Religious
intolerance is often related to racism and
xenophobia, antisemitism and Islamophobia in
particular.
Underrepresented Groups mean groups who have
traditionally not had equal access to economic
opportunities because of discrimination or other
societal barriers. This may vary by context and
geography but can include race, gender, ethnicity,
sexual-orientation, disability, or low-income status.
LGBTQIA – abbreviation for Lesbian, Gay, Bisexual,
Transgender, Queer, Intersex, and Asexual. An
umbrella term that is used to refer to the community
as a whole.
Ethnic group – refers to a group of people whose
members identify with each other through such
factors as common heritage, culture, ancestry,
language, dialect, history, identity and geographic
origin.
Ethnic minority – the term does not necessarily
refer to ethnic groups that are a numerical minority.
Instead it refers to any ethnic group that is not
dominant socially, economically or politically.
Migrant worker – A migrant worker is a person who
migrates or who has migrated from one country to
another with a view to being employed.
Privilege means a special right, advantage, or
immunity granted or available, often implicitly and
‘invisibly’ to those who have it, only to a particular
person or group.

Proactive measures mean preferential or
affirmative treatment of members of certain
groups which are taken in an attempt to
relieve or redress damage caused by structural
discrimination. Affirmative actions/activities,
sometimes called affirmative discrimination,
can be not only allowed but also embraced in
fighting inequality. Thus, for example, economic
differences between rural and urban areas often
lead to a different level of access to services.
This, in turn, can give rise to inequalities unless
special measures are taken to counteract the
effects of the original economic imbalance. In
such cases preferential treatment is necessary to
ensure effective equality instead of resulting in
inequality. Such measures may include hiring or
promoting, or providing accelerated training and
development programmes to groups who are
often discriminated against.
Reasonable Accommodations (Article 2 of the
UN Convention on the Rights of Persons with
Disabilities, also ratified by Bulgaria) means
effective measures for adaptation/modification of
the work environment not resulting in imposing a
disproportionate or undue burden on the others
but capable of enabling in a particular situation
persons from a vulnerable group to participate
efficiently and fully in all forms of work on an equal
basis with others.

Retaliation/victimization – to seek revenge,
reprisal, injury or any disadvantage to an individual
or group who has exercised the right to make
a written or verbal complaint of discrimination,
either directly or through their staff representative,
or has participated in an investigation or in formal
or informal procedures as a witness or otherwise..
Conciliation/mediation – an intervention in a
dispute by an independent party with a view to
achieving a mutually agreed solution through
facilitated dialogue. The terms “conciliation” and
“mediation” are sometimes used interchangeably,
though in some systems a distinction is made
in terms of process, with a mediator making
recommendations, and a conciliator facilitating
dialogue between the parties but not making any
recommendations.
Tokenism – the practice of doing something (such
as hiring, promoting, or otherwise lifting up a
person who belongs to a minority group) only to
prevent criticism and give the appearance that
people are being treated fairly.
Impostor Syndrome – a collection of feelings of
inadequacy that persist despite evident success.
Allyship – The lifelong process of building
relationships based on trust, consistency, and
accountability with marginalized individuals and/
or groups of people.

Racism has gained a new respect as a
commonsense solution to pressing political
problems. Of course we don't call it racism.
We call it anti-terrorism or immigration policy.
Alana Lentin35

35 Alana Lentin, “Committed to Making a Difference. Racism, antisemitism, xenophobia, and intolerance and their impact on young people in Europe”
(symposium report), 2006.
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2. Examples of questionnaires36
These are all questionnaires that can be used in an ethnic diversity audit.

Likert (opinion) questions:

Forced choice questions: where respondents answer
strongly agree
yes

no

true

not true

□□ Employees from certain ethnic groups are
clustered in certain job levels.
□□ Job advertisements target diverse ethnic
groups.
□□ Job advertisements state that the company
embraces diversity.

disagree

strongly
disagree

Sample Statements

Sample Questions
□□ Our company welcomes people from diverse
cultures.

neither agree
nor disagree

□□ Collective agreements cover all ethnic groups.
□□ Succession pools (i.e. people designated to
succeed managers in the organization) are
diverse.

□□ Promotions are not fairly distributed amongst
all ethnic groups.
□□ Employees from all ethnic groups are
considered for promotion to senior
management.

□□ Our company’s recruitment processes are fair.

□□ Employees from all ethnic groups receive
equal pay for work of equal value.

□□ Our company’s supply chains practice
diversity.

□□ All employees, irrespective of ethnic origin, are
targeted for career development.

□□ The company tolerates discrimination.
□□ Performance reviews are fair.
□□ Special events are organized to integrate
employees from different ethnic groups.
□□ Employees from minority ethnic groups
do not benefit from work-family balance
initiatives.

□□ Top management supports diversity.

36 Adapted from Promoting Equity - Ethnic diversity in the workplace: A step-by-step guide, International Labour Office (ILO), 2015
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Rating scale questions:

Importance questions: How important is … in the company?

Sample Questions

good

fair

How would you rate?

bad

very poor

Hypothetical questions: Complete the sentence
after “I would ….”

•

The human resources Department’s
commitment to diversity.

•

The company’s attempts to eliminate racial
discrimination.

□□ If the company employed more ethnically
diverse candidates, I would ...

•

Top management’s commitment to diversity.

•

The company’s diversity initiatives.

□□ If there were more ethnically diverse
employees in my department, I would ...

•

Reasonable accommodation of different
beliefs, customs and practices of ethnic groups
in the company.

•

The dominant group’s commitment to
diversity.

•

The company’s procedures to deal with racial
discrimination complaints.

Sample Questions

□□ If I worked with a person from a different
ethnic group, I would ...
□□ If the company wanted to increase the number
of staff from ethnic minorities, I would ...
□□ If I were invited to attend workplace functions
with colleagues from different ethnic groups, I
would ...

extremely importnat

very importnat

somewhat important

not important at all

Sample Questions
How important are the following in this company?
□□ Succession planning.
□□ Attracting diverse employees.
□□ Retaining diverse employees.
□□ Work-family balance for all employees.
□□ Eliminating discrimination.
□□ Practicing the company values.
□□ Managing discrimination complaints.
□□ The company’s procedures to deal with racial discrimination complaints.

□□ If my manager was a member of a different
ethnic group, I would ...
□□ If I experience discrimination, I would ...
□□ If I were to manage people from different
ethnic groups, I would ...
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Open ended statements: respondents give their opinion; usually asked at the end of the questionnaire

3. Sample structure
of diversity and inclusion policy37

Sample statements

Diversity Policy

Purpose

•

The best thing about diversity in the company is ...

•

Employees leave the company because ...

[Company name] is committed to embracing
diversity and equal opportunities, and eliminating
forms of discrimination.

•

The following factors play a role in securing a job in the company: ...

•

The main barriers to ethnic diversity in the company are ...

•

The following groups benefit from
workplace ethnic diversity programmes: ...

The purpose of this policy is to embrace diversity
and inclusion of employees and eliminate
discrimination in the company. The creation of
a Policy on Diversity will assist [company name]
to identify its aims and aspirations for diversity
and inclusion and the means by which this will
be achieved at an individual, departmental and
corporate level.

•

The following ethnic groups are most affected during restructuring or
downsizing: ...

•

Diversity in the company is ...

•

The main areas needing diversity improvement in the company are ...
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We value the contribution that all different groups
provide to the company in terms of experience,
skills, approaches, talents, perspectives, innovation
and creativity.
[Company name] Statement of Commitment to
Diversity and Inclusion.

Context

We, the leaders of [company name] are
committed to:

This policy is informed by [insert company vision
statement, relevant national legislation, regional or
international agreements, including year enacted]

•

A workplace that embraces diversity and
provides equal opportunities for all.

Scope of the policy

•

An environment that is free from discrimination.

•

The contribution that all groups of staff
members provide to the company in terms
of experience, skills, approaches, talents,
perspectives, innovation and creativity.

This policy applies to all:
• Full and part-time employees
• Permanent and temporary employees
• Casual employees

•

Fair and transparent practices.

• Homeemployees

•

The equitable treatment of all employees and
applicants.

• Students and interns

•

Zero tolerance for all forms of discrimination,
including hate speech, harassment and
victimization.

• Members of Managing authorities
• Contractors, vendors and suppliers.

37 Adapted from Promoting Equity - Ethnic diversity in the workplace: A step-by-step guide, International Labour Office (ILO), 2015
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Definitions…
Examples of discrimination
Discriminatory conduct can take many forms and
will not be tolerated in [company name]. Claims
of discrimination may arise from the following
conduct (the list is not exhaustive):
•

Exclusion of certain groups from certain
occupations in the company.

•

Disparaging jokes related to a person’s
membership of a particular group or certain
traits of the person.

•

Slurs and using derogatory language.

•

Exclusion of certain groups from career
development and access to training,
enhancement, benefits and promotions.

•

Isolation of certain groups from any
participatory process within the company.

•

Stereotypical or biased remarks relating to a
specific group(s.

•

Harassment due to the person’s membership
of a certain group or due to certain traits of the
person.

•

Exclusion of employees from certain groups
from corporate meetings or work functions.

•

Refusal to work with employees from certain
groups due to the person’s membership of a
certain group or certain traits of the person.

•

Paying unequal remuneration for work of
equal value to all employees on the grounds of
membership of a certain group or certain traits
of the person.
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•

Failure to provide reasonable accommodation
for specific customs or needs.

•

Allowing the circulation of comic pictures or
images that are degrading to the dignity of
certain groups of employees.

•

Procuring services from employees only from a
particular group.

•

Allocating corporate social investment
resources only to employees from certain
groups.

Proactive measure
To complement this policy, [company name]
will implement proactive measures such as
the development of equal treatment plans and
setting goals and timetables for increasing the
representation of under-represented groups.

Managers’ responsibilities

Employees’ responsibilities

Management must:

•

Every employee shall comply with measures
that are introduced to ensure diversity, equality
of opportunity and the elimination of forms of
discrimination.

•

No employee shall induce other employees,
managers, or their representatives to
discriminate on the grounds of membership of
a certain group or particular characteristics;

•

No employee shall victimize an individual on
the ground that they have made complaints
or provided information about discriminatory
actions or behaviour;

•

No employee shall harass and/or abuse
another employee on the grounds of
membership of a certain group or particular
characteristics.

•

Recognize and value ethnic diversity;

•

Positively embrace equality of opportunity,
diversity and inclusion, harmonious working
relations and the elimination of forms of
discrimination;

•

Ensure that their staff are aware of their
responsibilities with regard to the diversity and
inclusion policy;

•

Identify any instances of discrimination,
harassment and victimization and take
appropriate action to address and prevent the
problem;

•

Employees’ rights
Employees have the right to a workplace free from
discrimination. Every employee has the right to be
treated fairly and with dignity at all times and in
all situations. Treating someone in a disrespectful
manner and providing fewer opportunities
because of their membership of a certain group or
because of certain traits is both unjust and illegal
under the [name and year of legislative Act].

•

Not discriminate employees when applying
processes relating to human resources
management or other operational practices.
Protect complainants and witnesses from
retaliation and victimization.

Consultation
The company will provide opportunity for
consultation of the policy at all stages of the
implementation and review as well as of related
initiatives in [company name]. This consultation
will include members of all groups and their
representatives such as the trade unions, inclusion
committees, etc.
Guidance, support and training
Guidance, support and training will be provided to
all employees and managers to ensure that goals
of the diversity policy are achieved and that all
employees are engaged in the process.
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Alerts and complaints

Investigation, due process and appeal

Protection from retaliation and victimization

Any employee who considers that he or she
has not been treated in accordance with this
policy should raise his or her concerns in writing
with their line manager, the human resources
department, [describe the bodies to which
complaints or alerts about violations can be
made]. A complainant has the right to request
that the complaint be dealt with through a formal
or informal process. Where a formal process is
chosen, the complaint may be withdrawn at any
time at the request of both parties in order to
pursue informal resolution and vice-versa.

The process for investigating complaints of alleged
discrimination will be separate from the mediation
process. The same person may not perform the
functions of mediator and investigator in a single
case. Guidelines for conducting an investigation
of a discrimination complaint are available from
the Human Resources Department and are also
available on the [company name] intranet site.

[Company name] is committed to providing an
environment which is safe and respectful for all
employees. Therefore any type of retaliation or
victimization resulting from voicing concerns or
filing complaints about discrimination will not be
tolerated. Employees shall not be disadvantaged
in employment conditions or opportunities as
a result of lodging a complaint, participating
in an investigation or providing any additional
information in relation to a complaints process.

An employee accused of discrimination has the
right to reply fully to the allegations and to be
represented in the complaints procedure.
The company commits to dealing with complaints
in a fair, equitable, confidential, transparent and
expeditious manner.
Mediation
[Company name] recognizes mediation as a
means of conflict resolution. Any individual who
believes that they are subject to discrimination
may choose to resolve their complaint through
mediation with the help of a trained trusted
person (mediator).

If the complainant or alleged discrimination
offender is dissatisfied with the process,
investigation or results of the investigation, they
are entitled to appeal internally or via the legal
process.
Results of the investigation
After the investigation is complete, a fair and
timely hearing shall be conducted. If the alleged
offender is found to have discriminated against
a colleague, [company name] shall impose
appropriate disciplinary measures. Disciplinary
measures may include a warning, suspension,
transfer, dismissal or termination of contract.
Victims shall be entitled to submit a claim for
redress, a promotion that was denied, benefits
that were lost or other compensation.

[Company name] guarantees confidentiality in
the mediation process. The parties may agree
to use mediation at any stage of the complaints
procedure
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Action

This detailed plan was drafted for a medium-sized company of 750 persons. This draft can be adapted to
reflect other national or regional realities and can be based on specific context and data for the company.

Action

Intervention

Timeframe

Recruitment

• Form alliances with professional
associations or with organizations
for protection of rights or support of
various vulnerable groups.
• Evaluate and monitor practices
around recruitment of temporary
employees

• Continue with existing scholarship
programme but apply 80-20 principle.

• Implement student development
programme for high-school
students.

ٵٵHuman Resources Department

ٵٵHuman Resources Department

• The 80-20 principle will be applied when
considering the applications of candidates
for rotating positions or vacancies.

ٵٵPublic Relations Manager
Remunaration

• Implement remedial actions where
unjustified salary differences are identified.

ٵٵPublic Relations Department
ٵٵDiversity Manager

Resistance to
change

• Change management strategy and
implementation.

ٵٵDiversity Manager
ٵٵHR Manager

• Align the goals of skills training with specific
diversity and inclusion targets (if any)

ٵٵLine Manager
ٵٵHR consultants
ٵٵTraining Manager
ٵٵDiversity Manager

38 Adapted from Promoting Equity - Ethnic diversity in the workplace: A step-by-step guide, International Labour Office (ILO), 2015
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ٵٵExecutive committee
• Explore costs of advertising in media
preferred by the specific vulnerable groups.

Placement

Training and
development

Responsible person(s)

ٵٵHuman Resources Department

Advertising

ٵٵExecutive committee

Insert time frame for development of the project

• Establish and keep a database
of diverse recruitment agencies
in various cities if national or
international company.

Timeframe

• Where appropriate, vacancies will be
advertised through the communication
networks and channels of professional
associations for the specific vulnerable
groups.

ٵٵBoard of Directors

• Adhere to agreed targets in all
appointments based on number of
opportunities.
• Headhunt via diverse headhunting
companies.

Responsible person(s)

Intervention

• In all training interventions, adhere to 80-20
principle.
• 80-20 principle to be applied when planning
promotions.
• Implement accelerated training and
development programme for high potential
candidates from the target groups.

ٵٵDiversity Manager

Insert time frame for development of the project

4. Sample plan for implementing proactive measures38

ٵٵFinance Department

ٵٵHR Manager
ٵٵLine Managers
ٵٵExecutive committee
ٵٵHuman Resources Department
ٵٵFinance Department
ٵٵChange Management Specialist
ٵٵCommunications Department
 ٵٵTraining Manager
ٵٵDiversity Manager
ٵٵTraining Manager
ٵٵHuman Resources Department
ٵٵHuman Resources Department
ٵٵLine Managers
ٵٵTraining Manager
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Promotions

• Promotions will be considered in
accordance with the 80-20 principle.

• Prepare regular communiqués to protect
whistleblowers from victimization.

• Employees to escalate diversity-related
complaints to Diversity Committee
members / Diversity Manager.
Corporate culture
• Carry out Diversity and Inclusion training for
Diversity Committee / Diversity Manager.

• Organize diversity and inclusion activities
for all staff.
• Include diversity and inclusion guidelines in
induction of new employees.

Discrimination

Time off for
Diversity
committee
members to meet
and work on
diversity related
matters

106

• Make an anti-discrimination statement and
uphold it.

• Prepare instruction to Line Managers to
release Diversity Committee members for
Committee meetings and duties.

• Diversity goals will be added as Key
Performance Indicators (KPI) for Diversity
Committee members.

Timeframe

Responsible person(s)

Action

Intervention

Inclusion
of specific groups

• Ensure reasonable accommodation: e.g.
religious differences, food preferences, etc.

Timeframe

ٵٵExecutive committee
ٵٵLine managers

ٵٵHuman Resources
Department
ٵٵDiversity Manager

• Share with staff members the benefits of
diversity.

ٵٵAll employees
• Write diversity progress reports.
ٵٵIndependent consultant

ٵٵIndependent consultant

Organizational
culture

• Discussion of issues related to the diversity
and inclusion policy in staff meetings.

ٵٵDiversity Manager

 ٵٵChief Executive Officer
and Diversity Committee

• Disseminate a newsletter with articles on
diversity and inclusion.

Responsible person(s)

ٵٵExecutive committee
ٵٵLine managers

Insert time frame for development of the project

Intervention

Insert time frame for development of the project

Action

ٵٵHR Manager
ٵٵDiversity Manager

ٵٵDiversity Manager

ٵٵDiversity Manager /
Committee

ٵٵDiversity Manager

ٵٵExecutive committee
ٵٵHuman Resources
Department

• Hold annual meetings to discuss diversityrelated issues.

ٵٵDiversity Manager

ٵٵExecutive committee
ٵٵHuman Resources
Department
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