


− Diversity and Inclusion

− Managing Effective Meetings

− Mentoring Your Team

− Delegation



1. Learn approaches to diversity 

2. Understand how to apply inclusive practices 

3. Verbalize how to promote a cohesive team 

4. Comprehend how mentoring serves as a bridge between 

training, experience and opportunities and promotes 

self-development among team members.

5. Correlate how proper delegation fosters staff  

development, commitment and supports time 

management  



- Name and pronouns

- Location

- What’s one non-work interest or hobby?

- Practice specialty

- Practice size

- What’s one valuable thing you’ve learned so far?

- What’s one thing you hope to learn from this module?



Cultural competence

Diversity

Equity

Inclusion



AMA
Health Equity Education

AMA Podcasts

MGMA
Insight Series: Battling Bias

MGMA Podcast: Leadership Strategies for Confronting Our Implicit Bias

https://www.ama-assn.org/delivering-care/health-equity
https://www.ama-assn.org/amaone/ama-podcasts
https://www.mgma.com/resources/human-resources/battling-bias-how-intuition-and-unintentional-bia
https://www.mgma.com/resources/human-resources/confronting-our-implicit-biases












• Start with a Donabedian framework

• Focus on prevention and early detection; be proactive 

rather than reactionary

• Process-based with measurable outcomes

• Seek feedback to focus on continuous improvement



Project Implicit

https://implicit.harvard.edu/implicit/takeatest.html


E P I C



Engage in perspective taking





Practice the right message





1. We really need to crack the whip to get this project 

back on track.

2. It’s easy to turn a blind eye to suffering.

3. Your tribe can help you thrive!

4. Please, no comments from the peanut gallery.

5. This software patch will fix the chink in our security.



Individuate people







Challenge stereotypes





- -



• A lack of  diversity, equity, and inclusion can create a 
negative experience from the very first touchpoint.

• Consider the perspectives of  those marginalized voices not 
currently “at the table.”



• What were the circumstances? What is that person going through?

• What was their mood like? What is going on in this person’s life that 

might be making them sad, anxious, scared, or angry?

• How did you interact with the person? How are you contributing to 

how this person is feeling?

• Do you think, knowing some of  the things you know now, that your 

decisions or behaviors were potentially influenced by your own 

biases? If  you took a side, was it the side of  whoever you felt the 

most affinity with?

• What could you do or say to improve this person’s situation?



• Identify and eliminate bias in your organization 
whenever possible

• Job postings and position descriptions

• Interview and hiring processes

• Policies and procedures

• Employee feedback, reviews, and promotions

• Performance improvement action plans

• Patient forms and education materials

• Chart reviews for stigmatizing language



• Make your case:

o Financial

o Legal

o Risk Management

o Ethical Imperative

• Acknowledge existing barriers

• Get buy-in from key stakeholders



• Be open to learning

• Make failure our ally by acknowledging mistakes

• Seek to prevent recurrences rather than place 
blame

• Be accountable for your own words and actions

• Create authentic, empathetic connections

• Have and show respect for others

• Create environments that are welcoming of all



Less ME, 

more WE!
Together

Everyone

Achieves

More!

There’s no I in team!

Many hands 

make light work!

We are greater 

than the sum of  

our parts!

If  you want to go fast, go alone. 

If  you want to go far, go together.

Diamonds are nothing more than 

chunks of  coal that stuck together.

If  you take out the 

team in teamwork, 

it’s just work.

Teamwork means 

never having to take 

all the blame yourself.

No one can whistle a symphony. 





• Decreased productivity

• Conflicts or hostility among staff members

• Confusion about assignments, missed signals, and unclear relationships

• Decisions misunderstood or not carried through properly

• Apathy and lack of involvement

• Lack of initiation, imagination, innovation

• Complaints of discrimination or favoritism

• Ineffective staff meetings, low participation, minimally effective decisions

• Negative reactions to the manager

• Complaints about quality of service



• Fair and equitable compensation

• Frequent and effective communication

• Goal setting

• Collaboration

• Commitment to ongoing learning

• Respect

• Acknowledgement and appreciation

• Trust

• Empathy



• Good communications with participants as team members 

& individuals

• Increased department productivity and creativity

• Team members motivated to achieve goals

• A climate of cooperation & collaborative problem-solving

• Higher levels of job satisfaction and commitment

• Higher levels of trust and support

• Diverse co-workers working well together

• Clear work objectives

• Better operating policies and procedures







jess@pmalconsulting.com



Cultural competence

a set of  congruent behaviors, attitudes, and policies that 

come together in a system, agency, or among professionals 

that enables effective work in cross-cultural situations.  

Cultural competence can be further defined as the integration and transformation of  

knowledge about individuals and groups of  people into 

specific standards, policies, practices, and attitudes used in appropriate cultural settings to 

increase the quality of  services; thereby producing better outcomes.



Diversity 

a group or organization comprised of  people from diverse backgrounds or communities

Equity 

processes or programs that address disparities amongst marginalized communities 

and which seek a sense of  fairness & equality

Inclusion 

not just having diverse individuals involved but, more importantly, creating learning-centered 

organizations that value the perspectives and contributions of  all people, and embracing equity 

by incorporating the needs, assets, and perspectives of  marginalized communities into the 

design AND implementation of  policies, procedures, and programs



Cognitive empathy

the ability to understand how another person feels. 

It’s perspective taking, imagining yourself  in 

another person’s shoes. 

Affective empathy

the ability to share the feelings of  another person. 

It’s the emotional component of  empathy; 

you feel what the other person is feeling.



Cleveland Clinic – Empathy (download)

Cleveland Clinic – Empathy (streaming)

TV 2 Denmark – All That Unites Us (download)

TV 2 Denmark – All That Unites Us (streaming)

https://drive.google.com/file/d/1KT2ggIcFrey_ZiRXPoovrjW8bRKo61AW/view?usp=share_link
https://www.youtube.com/watch?v=cDDWvj_q-o8&t=5s
https://drive.google.com/file/d/1gaRFLdqPPEWh4iGNe8OXGBMceZRCqa1n/view
https://youtu.be/jD8tjhVO1Tc


https://nccc.georgetown.edu/bias/
https://diversity.ucsf.edu/resources/state-science-unconscious-bias
https://www.thinkculturalhealth.hhs.gov/clas
https://www.thinkculturalhealth.hhs.gov/clas
https://www.dol.gov/sites/dolgov/files/odep/pdf/inclusiveinternshipprograms.pdf
https://www.dol.gov/sites/dolgov/files/odep/pdf/odep_flipguide_2019_508.pdf


https://www.accenture.com/_acnmedia/pdf-89/accenture-disability-inclusion-research-report.pdf
https://apse.org/
https://alphaomegaalpha.org/pharos/PDFs/2017-1-Byyny.pdf
http://www.ihi.org/resources/Pages/IHIWhitePapers/Achieving-Health-Equity.aspx
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC2594273/pdf/jnma00325-0024.pdf


https://www.amazon.com/dp/0345528433/ref=cm_sw_r_em_apa_i_.eRqFbJHZ5BWC
https://www.amazon.com/Biased-Uncovering-Hidden-Prejudice-Shapes/dp/0735224951/ref=pd_rhf_dp_s_pd_crcd_0_6/130-6217450-0105004?_encoding=UTF8&pd_rd_i=0735224951&pd_rd_r=f8fe453c-eb7c-493c-8474-7ec648d94817&pd_rd_w=CmVvb&pd_rd_wg=VuWv0&pf_rd_p=943fed14-cf77-4e30-ab5d-881934acd4a9&pf_rd_r=QAC1HZ1R77JMCFKB4ACA&psc=1&refRID=QAC1HZ1R77JMCFKB4ACA
https://www.amazon.com/Blink-Power-Thinking-Without/dp/0316010669
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=2973067
https://www.amazon.com/Thinking-Fast-Slow-Daniel-Kahneman/dp/0374533555
https://www2.psych.ubc.ca/~schaller/Psyc590Readings/TverskyKahneman1974.pdf
https://www.amazon.com/Mistakes-Were-Made-but-Third/dp/0358329612/ref=pd_lpo_1?pd_rd_i=0358329612&psc=1
https://www.compassionomics.com/
https://empathetics.com/the-empathy-effect/


http://www.abc.net.au/radionational/programs/allinthemind/
https://hiddenbrain.org/
https://youtu.be/Bq_xYSOZrgU?list=PLsRNoUx8w3rOQ7pirIPUiXKdUTC-npItx
https://www.youtube.com/watch?v=Fr8G7MtRNlk
https://www.youtube.com/watch?v=FU4CDFFy77g
https://www.youtube.com/watch?v=FU4CDFFy77g
https://www.youtube.com/watch?v=DIf43L6hNkM
https://www.youtube.com/watch?v=GP-cqFLS8Q4
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