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To successfully leverage diversity all

RBC Financial Group employees need to

demonstrate a high level of competence by

performing well in the generally accepted

basic work skill s, competencies and 

effectiveness needed in their position.

The behaviours especially important to

leveraging diversity are the ones in

the foll owing li st s . Consistent use of

Diversity Behaviours, What We Can Do will

have a powerful and cumulative effect on

the behaviours of others .
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Diversity:

the right competitive strategy for a changing world.

As our world keeps changing at an ever-quickening pace, leveraging diversity at the member companies of 
RBC Financial Group is both the right thing to do and the smart thing to do.

Our workforce, our markets, and our organization are growing more diverse with each passing year. We continue
to see new technologies and telecommunications breaking down borders; we're affected by changing demograph-
ics and values; balancing work and life responsibilities pose challenges; leading and managing change is becoming
a business imperative; business is becoming more competitive and complex.

In tangible ways, our diversity helps us meet our strategic priorities. It helps us identify marketplace opportunities
and grow business. It gives us an edge in attracting and retaining talented people. It makes us stronger at assessing
and minimizing risks. It encourages the emergence of leaders who can recognize and seize opportunities and
inspire change.

If there was ever a time for each of us to make full use of our creative potential and skills, this is it. As an organiza-
tion, we need to ensure our employees feel valued, and that their needs are understood and met quickly. We need
to go beyond "one size fits all" styles to become flexible enough to value differences and encourage and listen to a
range of ideas, perspectives and solutions. Our behaviours need to reflect the value of an inclusive workplace with
respect for different points of view between individuals, and across units. The whole of our organization will be
greater than the sum of the parts when each of us believe we are maximizing our potential, and getting what we
want from our jobs, including more skills, motivation and satisfaction.

Now, with Diversity Behaviours, What We Can Do, we have a practical tool to guide us in realizing our vision.  All
employees of RBC Financial Group will receive this handbook.

How can I use this in my job?

This tool is designed to help us understand the benefits of leveraging diversity and break through the personal structural barriers
that can stand in the way. It gives us step-by-step guidance in translating our good intentions into specific actions. It can be 
incorporated into market management routines, activity lists in PPRPs, customer care strategies; profiled in customer or employee
newsletters; integrated into recruitment or staffing tools; referenced in presentations and executive speeches; used to recognize
champions, leadership development, personal and business development plans, etc.

We hope you'll find it useful, to help you change, grow, and prosper with the times.

Diversity for growth

and innovation
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What do we mean by

"implementing & integrating diversity " ?

It goes beyond understanding and valuing diversity.  It’s about embracing diversity to gain a business advan-
tage and distinguish RBC Financial Group as a socially responsible corporate leader to employees, customers
and our communities.

To succeed, we have to implement and integrate in three overlapping areas: our workforce, our markets, and
our organizational structures.

When we focus on diversity, we’re focusing on more than the race, ethnicity, gender, age, physical or mental
abilities, sexual orientation, and origin of our workforce.  We’re overcoming barriers and adopting open 
attitudes, communication, and behaviour that make us stronger in all three areas.  We embrace the fact that a
diverse workforce gives us a greater insight into the diverse needs of our customers and communities – that
removing structural barriers improves our ability to work more effectively as employees.  The three compo-
nents are intertwined, and they all need to be taken into account if we want to maximize our ability to lever-
age diversity.

W O R K F O R C E :
create a workplace where all employees can realize their full poten-
tial and fully contribute

M A R K E T P L A C E :
develop the skills, attitudes, and competencies that will help RBC
Financial Group identify and meet the diverse needs of our cus-
tomers and markets in Canada and around the world

S T R U C T U R E S :
create an environment where business platforms, geographies, divi-
sions, and departments can interact and work across structures syn-
ergistically and seamlessly
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Desir
Behav

Desired Behaviours at-a-Glance

Understands and Values Diversity

recognizes own prejudices, biases, and assumptions and
understands the impact of privilege

sees differences in people as valuable and potential assets
encourages open dialogue on diversity and shares personal

experiences and learnings
listens to fully understand
adapts to changing demographics and business needs
writes and speaks in language that's respectful and sensitive

Promotes Implementing & Integrating Diversity

understands and communicates the business imperatives for leveraging diversity
seeks market opportunities in diversity
acknowledges others for supporting diversity
seeks opportunities to work across levels and functions
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Demonstrates Cultural Sensitivity

encourages a range of ideas, perspectives, and styles - knows there
is more than one right way to do things

is aware of cultural and other differences
communicates effectively with people from different cultures
acts without bias

Develops, Mentors, and Coaches Others

makes development decisions considering input, talent, and desire
mentors others
gives timely feedback
helps diverse teams work together effectively
empowers and motivates others 

Works for Change

takes risks and challenges the norm
deals with conflict and inappropriate behaviour in a timely way
defeats the rumour mill
is an ally 
is a change agent

ed
iours
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Understands and Values Diversity

Understanding and valuing diversity is fundamental to all the other desired 

behaviours. Learning about ourselves and being role models for others is the 

cornerstone. This is often referred to as "doing personal work." This means 

studying, talking with others, reflecting on your behaviour, and looking deep into

yourself to truly assess and modify your behaviours related to diversity.

Because each of us has grown up with assumptions and personal points of view, we
can find it difficult to see the world from someone else’s perspective or to understand
that someone else might interpret the same situation differently. We tend to filter out
views that are not part of our own personal frame of reference.

These filters are our prejudices and biases. Often we are not aware we have
prejudices and biases, although they are quite normal. The important thing is to
be aware of them and to make decisions based on objective information, not on
prejudice and bias.

In the context of diversity, privilege is "unearned advantage." For example,
because someone is white, it won't be assumed that he or she got the job because 
of skin colour. Because someone is white, he or she won't be tailed by a security officer
in an upscale shop. Because someone is heterosexual, they can put a picture of their
partner on their desk without being concerned about what people will say, and
because someone isn't deaf, it won't be assumed that he or she can't interact with
clients. Most persons have difficulty acknowledging this type of privilege because these
privileges are taken for granted. Privilege applies to any dominant group holding power
and opportunity.

Getting to know our prejudices and biases and understanding the impact of
privilege involves interacting with others; engaging those different from you in dia-
logue; asking for feedback; talking about race, gender, age, disabilities, and other diver-
sity dimensions; and reading, attending workshops, etc.

It is also helpful to be aware of the biases and prejudices that exist in society as a
means of checking your own behaviours. Seek opportunities for continuous learning
and growth. It is a lifelong process.

When asked to describe how it feels to be different, most people say isolated, alone,
inferior, not accepted, or second class. Being different is something most people don't
want to be. When asked, people agree that being different can also mean being spe-
cial, one-of-a-kind, and exceptional. Still, the fact remains that being different is often
regarded as negative.

One goal is to reframe differences from negatives into positives. Valuing
someone who has a different point of view or a different experience can enhance
problem-solving and spark innovation.

Encouraging "sameness" in an organization's people may create too much agree-
ment and too much conformity. The creative, innovative edge may be lost.
Organizations need people who can look at a problem and see it differently from
others. They need to regard these differences as potential assets.

recognizes own

prejudices, biases,

assumptions, and

understands the

impact of privilege

sees differences

in people as valuable

and potential assets
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encourages open

dialogue on diversity

and shares personal

experiences and

learnings

listens to

fully understand 

adapts to changing

demographics and

business needs

writes and speaks 

in language that’s

respectful and

sensitive

Create a trusting atmosphere where employees can freely discuss diversity and the role
differences play in how people communicate, interact, and perceive. By bringing differ-
ences into the open in a sensitive way, and with the permission of those involved, we
help everyone understand how they see the same situation differently. Situations involv-
ing race, gender, sexual orientation, appearance, disabilities, etc., are so much a part of
daily living that we don't think of them as workforce diversity issues. Sometimes we are
afraid to discuss them. Sharing your personal experiences with diversity issues and how
you have learned to recognize your biases and prejudices can serve as a role model for
others.

You will want to identify resources and seek assistance when you help people.
Use tact and skill in learning about the different cultures in your workforce.

Listen to others "as if they are wise."  Filter out cultural and other biases so that you
listen fully. You can ask questions to develop greater understanding and to clarify
assumptions. You can seek out the facts and pertinent information before drawing
conclusions. Reiterate to check understanding. Seek first to understand, then to be
understood.

People from different cultures are immigrating to North America in increasing numbers.
Markets are expanding domestically and internationally. The profile of a customer has
changed over the years. More people with disabilities are entering the workforce, and
RBC Financial Group is serving more customers with disabilities. These and other
changing demographics mean business needs are changing.

Being adaptable means you are flexible in applying guidelines and procedures,
depending on the situation.

The rule behind using language that's respectful and sensitive is that it be
nonsexist, nonracist, and nondisparaging. Profanity should not be used. Avoid
using words or phrases that could be offensive to the person with whom you
are communicating.

How do you know what’s offensive? The more you learn about diversity, the
more you will know about preferred language and why a word or phrase may be
offensive. But you can't always be sure. If you are in doubt, don't use the term.  Strive
to use language that's inclusive. For example, use "her" and "she" rather than "him"
or "he" exclusively. Additional available resources include RBC Financial Group's Closing
the Gender Gap, What We Can Do booklet.

Don’t tell jokes or make disparaging remarks about gender, race, ethnicity,
disabilities, or other RBC units. If you hear an individual or a group telling jokes that
may be offensive to others, demonstrate personal responsibility by taking action in a
non-confrontational way to get them to stop. It may be appropriate to speak up in the
group setting. At other times, it may be better to speak to an individual privately.
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understands and

communicates the 

business imperatives

seeks market

opportunities

in diversity

acknowledges others

for supporting 

diversity

seeks opportunities

to work across

levels and functions

Promotes Diversity

We all need to be reminded of how important diversity is. Actions speak

louder than words. By doing this, you also demonstrate strategic busi-

ness sense, which is the ability to understand the business implications

of these decisions and to improve organizational performance.

Communicate the business imperatives for leveraging our diversity, both formally
and informally. Be sure your message is consistent and continual. It's also important that
the business drivers are communicated across levels, functions, and businesses. Everyone
is responsible for leveraging diversity.

Examples of the business imperatives and how they help achieve RBC Financial
Group's Strategic Priorities are on the one-page document, "Implementing and
Integrating Diversity at RBC Financial Group: A Business Imperative," commonly called
"The Placemat." Form No. 07393.

To help RBC Financial Group grow and to ensure the success of our employees, we need
to be alert for opportunities in market segments that may be perceived as either uncon-
ventional or untapped. For instance, learning more about such various dimensions of
diversity as gays/lesbians/bisexuals, students, Asian business people, or retired persons
can give you insight into emerging businesses. This insight can help you better serve
those customers and approach those markets in a focused manner with confidence.
Though this may not be your direct area of responsibility, you can demonstrate an entre-
preneurial ability by making suggestions to those who do have this responsibility.

When you acknowledge others for their actions to leverage diversity, you help
others become more receptive to their colleague’s actions. Nominate colleagues
for achievement performance awards for their support of diversity.

Traditionally, organizations have drawn rigid lines of authority. Written and unwritten
rules and boundaries have prescribed who had access to information and authority.
Although not thought of as discrimination, assumptions sometimes are made about an
individual's abilities simply because they are at a certain level in the organization.  Their
skill and knowledge in specific areas may be overlooked or discounted.

Today's marketplace demands speed and ideas from many different sources to
create and hold market share. Despite the existence of levels and functions, 
RBC Financial Group is striving to operate in a more boundaryless structure. Here are
three examples of how you can work across levels and functions. For example, some
client portfolios can be jointly managed by various RBC Financial Group units in a way
that appears seamless to the client. People from other departments or units who may
have the expertise you need can be asked to join a problem-solving team. If you have an
idea or need assistance in problem-solving, you can contact individuals at various levels
simultaneously by e-mail.
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Demonstrates Cultural Sensitivity

Demonstrating cultural sensitivity and communicating effectively with

people from different cultures can be difficult and rewarding. It is 

challenging, because it requires us to view behaviour in new ways, to

show adaptability and flexibility, to accept different ways of 

accomplishing things, and to withhold judgment. Observe so as to learn

and understand, rather than to make a judgment.

Research has indicated that members of a group of people who have different
experiences, backgrounds, and areas of expertise develop better solutions than
a group that's similar. The person who encourages a wide range of viewpoints is
more likely to spark innovation and foster creative solutions to problems.

Leadership requires identifying people's gifts, skills, and talents, and developing
them for the benefit of the individual and the organization.

A person's cultural background, as well as his or her personal experiences, personality
or skill, may influence their behaviour. You cannot easily know what exactly has influ-
enced the behaviours. But showing sensitivity is important in any case.

Here are two examples of how the same behaviour can be interpreted differently
in different cultures:
Example on taking initiative: Some people may hesitate to take initiative and therefore
their behaviour may be misinterpreted.
> One cultural interpretation is that not taking initiative is a positive characteristic because it

shows respect for the authority of the manager by waiting to be told what to do.
> Another cultural interpretation is that not taking initiative is a negative characteristic because it

shows an inability to take independent action to solve problems, indicating dependence on 
the manager.
Thus, a person may not show initiative - a critical skill - because of their cultural

value, not their ability to take initiative.

Example on self-praise: Some people from some cultures are reluctant to talk about their
abilities or to praise themselves. This behaviour may be misinterpreted.
> One cultural interpretation is that this reluctance to talk about their individual abilities is a 

positive characteristic, indicating a desire to be a collaborative group member.
> Another cultural interpretation is that this reluctance to talk about their individual abilities, is a

negative characteristic. Reluctance to praise self may be perceived as indicating low self-
esteem or lack of interest in advancement.

is aware of

cultural and

other differences

encourages a range of

ideas, perspectives,

and styles - knows

there is more than

one right way

to do things.
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communicates

effectively with

people from

different cultures

acts without bias

To help someone understand RBC Financial Group's culture, explain that the knowledge
of an individual's abilities is important in RBC. Tactfully and skillfully describe RBC's per-
formance standards, which apply regardless of an employee's cultural background.

At RBC, it is important to deliver a high standard of customer service. If someone
has difficulty taking initiative or making eye contact or speaking directly to a customer,
coach this employee in such a way as to respect the cultural differences yet still reinforce
standards. Emphasize what RBC has found as the best way to do business without
devaluing someone else's traditions and experiences.

There are three basic principles to communicating with people from different cultures:
1. Acknowledge your biases but avoid acting on them.
2. Look for solutions that are culturally tactful, flexible, and meet business needs.
3. Interpret behaviour from a multicultural rather than an ethnocentric perspective.

An ethnocentric viewpoint interprets behaviour unlike yours as wrong or inferior.
Ethnocentrism means that you act on a belief (which is sometimes unconscious) that your
way or your culture’s way is the best or only way to do things.

Strive to appreciate and understand the behaviours of people from different
cultures and to regard them as possible alternatives if performance standards are 
still met.

Diversity-related biases may include a preference for slim versus heavyset persons, people
who dress in a range of styles, including traditional, cultural, casual, etc. versus styles we
are most familiar with, older versus younger, women versus men, one race versus anoth-
er, and so forth. Often we are unaware of our biases and prejudices.

Strive to set your biases aside. The first step is to become aware of them. The
next step is to stop them from negatively influencing your actions. Make decisions on
objective information.
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takes risks and

challenges the norm

deals with conflict 

and inappropriate

behaviour in

a timely way

defeats the

rumour mill

is an ally 

is a change agent

Works for Change

It takes courage and initiative to improve the workplace so people respect

and learn from each other. Act before issues arise by confronting conflict,

sharing information, standing up for others, and facilitating improvements

in systems, policies and practices.

Be willing to question the status quo and initiate open dialogue around "standard 
practices" and "accepted behaviours." Be willing to speak up and encourage 
independent thinking around roles, practices, policies, and norms.

Publicly challenge systems and behaviours that could get in the way of leveraging
diversity. For example, if several individuals express concern that their requests for flexi-
bility related to balancing work and life are not being met, you can either seek out the
root causes of the difficulty yourself or convey the information to someone who can.
While it's important to be empathetic, it is not enough to impact change. Show 
initiative, be proactive, and take action. This is the essence of leveraging diversity.

Conflict can be caused by one's unwillingness to accept differences. It is important
to bring conflicts out in the open and work with the person or group to address
that conflict.

Some people are cautious in confronting inappropriate behaviour generally,
and especially if it is related to a diversity issue. If coaching or corrective action is
required, address it firmly and in a timely way.

Don't let rumours start. Sometimes when a woman or a visible minority is promoted,
the rumour mill suggests that the promotion was based on Employment
Equity.  You can defeat this rumour proactively by announcing the promotion and
communicating the selected individual's qualifications.

Being an ally means you stand up for the rights of others. If an issue focuses on Asians,
we often expect the Asian(s) in the group to speak up or defend that action.  Likewise,
women are expected to stand up for women, and aboriginals for aboriginals. Effective
change results when a Christian stands up for a Jewish person or a white person stands
up for a black person, showing alliance in the process of leveraging diversity.

Leveraging diversity affects each and every one of us. Being an ally shows
that you understand what diversity stands for and that you are not afraid to
support someone.

A change agent anticipates what is needed in the work environment and takes
initiative.  To be a change agent, immediately implement changes over which you
have control. If a change requires a decision at a higher level, take the initiative to ele-
vate the issue. You can say, "I'll talk to others," and point out alternatives or other
options. You can ask people to rethink or review the policy or practice.
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Develops, Mentors, and Coaches Others

Developing others and mentoring today are more challenging because of the

time constraints, organizational changes, and the wide variety of differences

people bring to the workplace. Be aware of biases and assumptions you may have

about developing people. Assuring that employees receive development and men-

toring is critical to RBC’s success.

For managers: It is incumbent upon leaders to identify skills and talents not being
used and to help employees develop for the mutual benefit of the individual and
organization. Don't overlook an employee simply because they haven't indicated an
interest in a promotion. Get to know their talents, needs, and interests. Some will be
much more aggressive about letting you know their wants and needs. Be sure 
everyone has an opportunity for development, not just the ones who are vocal about
their needs.

Avoid making assumptions about what someone else should be doing in his or
her development planning. Talk with each employee about their career goals.
Making developmental decisions for another without their involvement presumes you
know their needs and wants better than they do. For example, you may believe that a
single parent is not able to fulfill the travel requirements of a particular position. In fact,
travelling may not be an issue. Don't let your assumptions get in the way of an objec-
tive decision. Give the individual the option.

Support others in their development. Someone may express interest in a manage-
ment position, but you think, "It's not a fit." Perhaps developmental coaching, under-
standing the expectations of the other position, and encouragement are needed
instead. The individual may be willing to get additional training and education. Don't
write someone off because at first they seem not to "have what it takes."  There are
many different ways to manage. There are success stories about people who have been
given encouragement and an opportunity to perform. People can rise to the occasion
and make a strong contribution.

Becoming someone’s mentor can be rewarding. Sometimes we are uncomfortable
mentoring someone who is different from us. We don't get to know them and lose the
opportunity to learn about his or her talents and career goals. Likewise, because we
feel comfortable around someone, we may learn more about their talents and career
goals and overlook their deficiencies. We can easily cross the line into favouritism by
way of familiarity. 

For all RBC employees: Let your manager know your development needs and
desires – and if you are unsure - open the dialogue for exploring options.

makes development

decisions considering

employee input,

talent, and desire;

mentors others
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Most people are more comfortable giving praise or criticism to some people, and
not to others. This comfort may involve class, age, gender, race, personality, or physical
or mental disabilities. Sometimes women of one culture are reluctant to point out per-
formance problems to men of another culture. Some may have difficulty giving correc-
tive counselling to those older than themselves. Because we are often programmed to
feel sympathy for someone with a disability or initially not view them as contributing
members of the workforce, we may be less willing to give constructive feedback to
that person. But, by failing to consult these individuals, you arbitrarily place limitations
on their ability to contribute or participate.

Remember that feedback provided in a constructive and sincere manner will
benefit both the employee and RBC.

We learn from research that diverse teams are generally more productive and
produce more creative and innovative solutions. However, they require more time
at the beginning to learn to work with each other's differences in approach,
experience, and background. 

You can help a diverse group become a team by using some of the skills
already discussed - especially conflict management, giving feedback and encourag-
ing open and honest dialogue.

Treating people with respect and understanding and valuing their experience and
background is empowering and motivating. People are motivated in different ways.

Don't make the assumption that because money and the possibility of promotion
motivate you, they also motivate others. Some persons may be motivated by
the security of their current position, by the performance of the team, or by the perfec-
tion of zero mistakes. Strive to get to know others and learn what motivates them as a
way to empower others.

gives timely feedback

helps diverse 

teams work together

effectively

empowers and

motivates others
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