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 Promoting an environment that is welcoming and inclusive of all. 

 
 
 

CITY OF BOULDER, COLORADO 
Creating a culture of service through Inclusion and Diversity  

(Building internal infrastructure…responding to a community call for action) 
 

SYNOPSIS 
Background
 
In the early morning of July 3, 2005 a 22-year-old African American University of Colorado student 
was walking home with a friend when a man yelled a racial epithet at him, then got out of his vehicle 
and punched the young man twice in the face, breaking his jaw. 
 
The public outcry following this event caused the city council to consider and adopt several measures, 
two of which will be mentioned here. The city had an Anti-bias Ordinance, which was strengthened 
through the passage of enhanced sentencing. 
 
Secondly, the heightened awareness in the community raised the question of the need for a higher level 
of understanding and tolerance of diversity in order to more effectively serve the Boulder community. 
And in order to better serve our community we needed to ensure the highest level of inclusiveness and 
diversity within our own organization. The outcome of these discussions was Council-directed training 
for City of Boulder staff. 
 
In staff discussions about ways to be effective with our budget and our training and to ensure this 
initiative was far reaching and long lasting, we concluded that without the infrastructure and supporting 
mechanisms for creating a real culture change about the value of diversity, the efforts would fail. 
 
As a result, we decided to slowly build a foundation that would be sustainable for a welcoming and 
inclusive workplace and community and build our efforts through a multi-year plan. As we convened a 
multi-department team to begin our efforts, we heard personal stories, which reaffirmed the city’s 
commitment to inclusion and diversity as it now had a face. Click this link to hear an employee’s story: 
 
http://www.youtube.com/watch?v=wO3ny4w0q6g
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Our multi-departmental team of committed employees has been focusing on creating and delivering 
tools, training and other components of the initiative for on-going change within the organization.  
 
A goal of the team – Inclusiveness and Diversity Team or IDT – was to create a grass roots initiative and 
build the involvement and skills of employees from all levels of the organization; from maintenance 
workers, to police officers, to administrative specialists, to department directors.  Time and energy was 
invested in this team to create advocates and ambassadors to spread the message and value of 
inclusiveness and diversity.  The involvement of such a wide spectrum of employees also insured that 
the messages and materials the IDT produced would “speak” to all employees in such a fashion as to 
demystify what could be considered overwhelmingly broad topics, such as diversity, into real life, day to 
day experience. We worked to create a common language and create the need for the initiative by 
outlining the benefits. (Appendix A)  
 
We are transitioning into our next phase of work, which involves more effort on diversity recruiting and 
screening as well as investigating pay differential for those who use languages other than English on 
their job. 
 
Presentation objectives and outcomes
 
Statistics show that by 2050, our nation will change so that the minority population will become the 
majority at 54%. 
 
The private sector and much of government has long known that if its workforce does not understand, 
and in some cases mirror its customer base, customers will go elsewhere. 
 
Our intent is to share our business case, our design, goals, metrics and our toolkit. In addition to sharing 
our training design and taking the audience through some exercises, we will also share our missteps, 
lessons learned and the resistance we have faced. 
 
We will also share that our definition of diversity is broader (Appendix B) than the typical race and 
ethnic diversity (e.g. perspective and experience) and in this environment with an unstable economy and 
changing workforce, employee engagement and involvement is more critical than ever. 
 
We have created a training design that includes no external costs, is required for all employees and 
delivered by employees who have been trained in effective facilitation skills and who also have a 
passion for inclusiveness and diversity. This network of trainers represents a city investment in our 
employees and serves both as an individual employee development effort as well as a collective city 
effort to build on a core competency.  
 
We have also developed a catalog of training opportunities (Appendix C) based on levels of complexity 
and introspection for those who want to more fully evolve their skills to address inclusiveness and 
diversity.    
 
Surveys detailing reasons for turnover frequently show “how one is treated” as being top of the list. We 
believe that by creating a more respectful environment and through inclusion, we will produce quicker 
and richer outcomes and we will reduce turnover, which can cost several times an employee’s annual 
salary.    

 3



 
PRESENTATION COMPONENTS 

 
1. Innovation/Creativity 

 
We knew there were many things we were already doing well in the community and we began 
with a survey of current efforts. We wanted to: 

• Use whole systems thinking 
• Make it sustainable 
• Build on best practices 
• Shore up areas of weakness 
• Get employees to think beyond their own area in terms of service 
• Hold employees accountable for unacceptable behavior 
• Reward employees who went over and above to be more inclusive 

 
Building on what’s working 
We already had the most important criterion needed for success and that’s support from the top. 
Through this, we were able to create a committee of two representatives from each department 
and begin with a roadmap (Appendix D) and framework for our efforts.  
 
We already had some policies on Anti-discrimination/harassment and workplace conflict. And 
our police had been training their new officers on anti-bias service. We identified informal 
leaders in the organization to train to become a participant in a training network and we believe 
that using and adapting this police-accepted model is innovative and sustainable. (Appendix 
E) 

 
Resources
We have developed a toolkit (Appendix F) with resources for each department including its 
individual surveys and a specialized “Favorability Rating” (Appendix G) so each year the 
department can track how well it is meeting its inclusiveness and diversity goals. We have tools 
and courses online including a “diversity website”. 
 
We have a communications committee that provides “talking points” as well as education to the 
departments. An email newsletter is sent to employees every other week in a format that is brief 
and engaging and shares pertinent information on trainings, etc. and comments from other 
employees, as well as contests and giveaways.    
 
Holding the organization accountable
We completed an employee opinion survey and created a scale for “Diversity Favorability” and 
“Inclusiveness Favorability”. Each year the survey will be repeated and department directors will 
be accountable for making progress. 
 
Ways in which we will hold others accountable: 

• Each department will have an Inclusiveness and Diversity Plan and make progress each 
year. This progress will by monitored by annual department surveys and positive 
movement on the “Favorability Rating”. 
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• All employees will go through training. 
• All employees will have a performance measure for inclusiveness and diversity on their 

performance plan. An example may be for an employee who is exposed to a large 
homeless population (i.e. in the Library) to spend time interviewing the director of a 
shelter and even volunteering at the shelter. 

  
2. Citizen Outcomes 

 
We have had citizen outreach efforts prior to these efforts. To name a few, we have had 
immigrant outreach from both the Library and Housing and Human Services and from the Police 
Department, a Spanish speaking police officer who builds relations with the Spanish speaking 
community.  
 
We also have created “Meetings in a Box”, which is a kit that allow groups to meet in a self- 
facilitated fashion and go deep on a variety of subjects to encourage community involvement 
through engagement. This concept has also been adopted for the city employees to begin the 
“diversity and inclusion” dialogue. 
 
This internal effort has helped employees to become more involved in the community, with the 
benefit of thinking and serving in areas outside their normal job duties. For example, when you 
plow the street and don’t pay attention to the sidewalk, it disadvantages the public who may have 
difficulty navigating sidewalks, boarding buses when a snow mound is in their way. 
 

3. Applicable Results and Real World Practicality 
 

Several departments have taken the effort deeper within their department and created their own 
committees. In one department, these efforts have resulted in an employee designed all-staff 
meeting that focused on the role of communication in fostering an environment of inclusion and 
diversity, and initiated new employee outreach to ensure they feel an integral part of the 
development. In another department, we have inventive and small reward program that in one 
case led an employee to take a trip to serve an impoverished area of another country, learn their 
language and bring back changes to her home, workplace and community. There are many 
stories like these to share, but the one we would like to showcase would be the efforts we have 
taken to recruit diverse firefighters especially as a recent Supreme Court case ruled against a 
city’s effort. 
 

4. Case Study Presentation 
 

We plan the following: 
 
A. Presenting the need: (begin with the video clip on page 2 of this proposal). This sets the stage 

for the tie between the community and the need for more inclusive service from employees.   
B. Building infrastructure and design: (the blueprint we used--Powerpoint) Jean 
C. Toolkit, goals, metrics-favorability ratings--Powerpoint:  Molly 
D. Application: Linda (impacts from the diversity training and diversity recruiting for the fire 

department) 
E. Exercises throughout the session to make it interactive: Clay 
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APPENDIX D 

 
 

 10



APPENDIX E 

8/22/2009 4

Main Themes of the Inclusion and 
Diversity Training

To share city-wide 
common language 
definitions and concepts

To explore the concept of 
Bias  

Perception
Culture
Bias - Relationship to 
Employee Service

MODULE 1: PERSPECTIVES  
Why we do what we do, culture, 
isolation and solidarity, inclusion and 
diversity

MODULE 2: DEFINITIONS
Vocabulary definitions
Policy review 

MODULE 3: CASE STUDIES  
Employee based case studies 
How to respect diversity, how to be 
inclusive 

MODULE 4: INCLUSIVE EMPLOYEE 
AND CUSTOMER SERVICE 

Summary of Inclusion and Diversity in 
relationship to customer service 
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