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Abstract

The globalisation of world trade, frequent mergers, acquisitions and increasing ethno
cultural diversity of markets is shaping the workplace of 21st century. The increasing
globalisation has led to interaction among people from diverse cultures, beliefs and
backgrounds than ever before. This interaction has given the new shape to the market
and organisation by inducing diversity into them. This existence of diversity has produced
not only differences in work ethics and religious differences but also benefitted the
companies by gaining a new insight from a management and marketing standpoint.
Diversity can’t be used as a competitive organisational strength unless it’s managed
effectively therefore diversity management supported by programs, activities and tools
acts as a strategic approach in managing and valuing diversity the key components
which directly or indirectly effects organisation productivity. So, the subject matter
of this paper focuses on how pursuing diversity management by an organisation can
lead to earn productivity at a competitive global arena. The discussion is based on
how successful diversity management, practices and programs make a huge difference
in retaining diverse customers and productivity of the organisation. The paper introduces
a framework for expanding the diversity management research towards conceptual
and empirical direction by focussing how diversity management is being positively
associated with organisation excellence and how an organisation considers it to be
a part of their work culture to earn that excellence.

Keywords: Diversity, Diversity Management, Globalisation, Productivity, Competitive
Advantage.
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Introduction

he research on diversity management with reference to organisation productivity has
proliferated in the last two decades to uncover the organisation diversity management
structure, strategies, policies and practices.

Today the global economy moves diversity management to the top agenda. Immigration,
worker migration, gender and ethnic differences continue to dramatically change the composition
of the workplace which further complicated the diversity issue (Barak 2005). Globalisation
recently has triggered more interaction among people from different cultures, backgrounds
and values. Companies are more knowledgeable about diversifying their workforce and
continuously strive to improve through effective diversity management.

The twenty first century organisation is challenged by diversity in many areas i.e. demographic
changes in workforce composition, customers and globalised markets. Therefore, organisation
must manage it externally and internally so as to gain competitive advantage. Successfully
managed diversity leads to more committed, satisfied, better performing employees leading
to better financial performance of an organisation (Patricia A. Kreitz).

Presently, organisations are implementing workforce diversity policies and strategies to strengthen
their long term competitiveness alongside encourage their short and medium improvements
in performance. With a marketplace were competitions coming from everywhere the diversity
can be problem or a solution. It can prove either constructive or destructive depending
the way organisation extract the essence of diversity and tactically manage it.

Several studies indicate that diversity management and organisation productivity inter relates
each other. Evidence of various researches shows that effective diversity management improves
organisational productivity through increased organisational and individual creativity, innovation,
reduced in group tensions and improved problem solving skills by providing work teams
with different and diverse perspectives (Bhadury et al 2000, Cox 1993, Fernandez 1991,
Cordero et al 1996, Cox & Blake 1991, Krishmerger & Mc lellan 1991, Hoffman 1978).

Diversity at Workplace

Business organisation in the developed and developing countries are all caught up in the
globalisation web, which has heralded increased demographic diversity in the workplace
(Omankhanlen Alex Ehimare, Joshua O. Ogaga-Oghene, 2011). In the literature the most
commonly cited motivation for a firm to increase its emphasis on diversity is to improve
its business performance. Various studies have shown that diverse groups demonstrate cognitive
benefits that can ultimately increase overall group performance and are able to engage
in more realistic decision making (Robinson Dechant, 1997).

Research organises diversity characteristics into four areas:

l Personality (e.g. traits, skills and abilities)

T
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l Internal (e.g. gender, race, ethnicity, IQ, sexual orientation)

l External (e.g. culture, nationality, religion, marital, parental status)

l Organisational (e.g. position, department, union, non-union) by (Digh 1998a; Johnson,
2003; Simmons-Welborn, 1999).

The diversity mature organisation will seek to understand these factors and dimensions of
diversity to ensure to bring out all aspects of an individual talents and abilities in support
of the organisation’s mission and goals (Robert Amelio).

To effectively educate employees about diversity and its practicalities has been one of the
biggest challenges an organisation faces as it strives to ensure successful diversity
implementation. All need to be done is to show respect for diversity issues and promote
clear and positive responses. Diverse groups bring multiple perspectives and broad background
of knowledge promoting higher quality of problem solving. An organisation success and
competitiveness depends upon its ability to embrace diversity and realise its benefits. The
long term success of an organisation calls for a diverse body of talent that brings along
with it new refreshing ideas, perspectives, views and corporate mindset.

Growing Need of Diversity Management

Diversity has increased significantly in coming years. Successful organisations have recognised
its need. Organisations are spending resources on dealing effectively with issues such as
communication, adaptability and change. The current political, social and economical events
induce managers, entrepreneurs and politicians to regard diversity management as a priority
of their agenda.

Diversity Management can be rationally defined as the systematic and planned commitment
by the organisation to recruit, retain, reward and promote a heterogeneous mix of employees.
A well versed diversity management through encouraging different valuable ideas, viewpoints,
contributed knowledge, innovation and creativity can give a new shape to an organisation.

A basic workforce consists of a diverse population of people consisting of visible and non-
visible differences. Harnessing these differences will create a productive environment in
which everyone feels valued, where all talents are fully utilised and organisation goals are
met. Achieving competitive advantage through the management of diversity has become
an important managerial and leadership consideration (Thomas, 1996:17).

Diversity cannot be used as a competitive organisational strength unless it’s managed effectively.
To have a positive impact thorough and detailed organisational analysis is must. Organisations
structural arrangements, cultural patterns, nature of the core business, external relationship
and strategic mission of an organisation all need to be taken into account.

Inadequate mentoring and guidance can cause a company low productivity. An ineffective
diversity management at workplace tends to unveil potential disadvantages such as
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miscommunication, confusion, ambiguity, fear, resistance, poor decision making skills backlash
from majority members, unrealistic expectations, recruitment difficulties and high cost of
litigation among employees which eventually undermines organisational excellence, workforce
cohesion. So, regular improvement is required to manage it effectively and efficiently, which
can be achieved through recognising, valuing, promoting and utilising diversity (Kirton/Greene
2005).

Impact of Diversity Management at Various Levels

Diversity Management at Individual Level

Studies have showed that when diversity management is associated at an individual level,
individual have more favourable attitude towards organisational support to increase and enhance
diversity. An individual thus displaying higher rating of performance, lower role ambiguity
and less conflict as compared to individuals in other unit with less diversity. A successful
diversity management tends to earn an individual satisfaction which in turn directly affects
the performance of an individual and organisation productivity.

Diversity Management at Group Level

A diverse team present unique challenges for management as linked to both positive and
negative outcome. If managed properly heterogeneous groups are more likely to generate
choices, better at problem solving moreover possess better ability to extract expanded meanings.
A well managed diverse team is likely to display multiple perspectives and interpretations
in dealing with complex issues. Working in a team enhances knowledge sharing which benefits
the entire company from this learning process. This knowledge is further used for problem
solving activities and faster decision making.

Diversity Management at Organisational Level

With a well managed diversity, organisations have a better grip in understanding of legal,
political, social, economic, cultural environment. They are better suited to serve diverse external
customers and also enhance employee’s relations. Employers who successfully manage diversity
are better at attracting and retaining skills and talents because many workers are drawn
to companies that embrace diversity (Woods and Sciarni 1995).

Presently economic and social change necessitates the take up of diversity management
initiatives at organisational level to identify inter relationship between business performance
and diversity at organisational culture. Moreover on the way of initiating diversity management
the organisation has to face many big challenges as well like language barrier, discrimination,
communication gap, stereotype, resistance to change and glass ceiling which needed to be
wiped out efficiently. Miliker and Martins (1996) opines that diversity appears to be a double
edged sword, increasing the opportunity for creativity as well as the likelihood that group
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members will be dissatisfied and fail to identify within the group.

Diversity Management and Productivity

A well equipped and managed diversified culture in an organisation improves workforce
quality and performance in terms of diverse skills, creativity, problem solving and flexibility.
Following are some of the crucial benefits which need to be highlighted for they have
proved diversity management as a source of earning productivity to many organisations.

Talent Shortage

In an era of talent shortage organisation with well managed diversity culture tends to attract,
retain, motivate and utilise their best human capital thus reducing loss incurred through labour
turnover and absenteeism. Instead of risking yourself loosing best talent to competitors or
excluding them on the basis of gender, race or religion organisation is paying emphasis
on tapping on the best talent, so that they can give best challenge to their competitors
by contributing in a useful way.

Broader Service Range

Diverse workforce can effectively cater to the needs of customers located abroad. They
are more open to internationalisation of their organisation. While hiring employees who speak
the dominant language or utilising the diverse collection of skills and experience they allow
themselves to serve their clientele on global basis. An organisation that can speak the language
of today’s multicultural and international customers will enjoy a strategic advantage over
others.

Product Market

Investing on diversity management is been looked upon as one of the economic strategy
of an organisation. To develop diverse products according to the needs of diverse customers
and effective delivery of essential services to communities with diverse needs can only
be possible through a well equipped and integrated diverse team existing in an organisation.

Labour Market

Due to talent shortage it is necessary to retain qualitative and valuable human capital and
keep an eye on availability for the future needs. Employees from diverse backgrounds bring
individual talents and experiences and are flexible in adapting to fluctuating markets and
customer demands (Josh Greenberg). Weather it is exploring ways to increase corporate
profits, tapping new markets or partnering with a global client more strategically, diverse
workforce is always looked upon to enable company to meet their goals. An organisation
with well managed diversity at their workplace is likely to earn goodwill and is able to
charm top quality talent globally.
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Knowledge Sharing

Knowledge is highly perishable, increases with sharing and is cumulative (i.e. new knowledge
is built from existing knowledge). Employees are able to learn from each other and operate
in best practical manners provided that they share high camaraderie with no serious conflicts
and differences involved. By incorporating diversity management organisation can construct
such workplace environment where diverse workforce is eager to share their knowledge
and benefit entire company from this learning process. This sharing of knowledge can be
useful for solving complex problems and faster decision making process.

Cost Benefit

Workplace diversity is among the most important predictors of a business’ sales revenue,
customer numbers and profitability. Through Diversity management organisations are able
to increase their access to new markets, improved performance in existing markets, generating
greater revenue, opportunities to improve cash flow and resolve the labour shortage problem.
With increased diversity comes increased financial benefit i.e. return on investment. An
organisation with inclusive culture has a good reputation which results into increase in their
stock prices and financials by virtue of their goodwill. Also, diversity management strategies
save money on litigation expenses generated by discrimination lawsuits. Organisations with
well managed diverse culture, by virtue of their superior practices overall, are more likely
to reap financial rewards.

Diversity Management Tools

The tool aims to address diversity management challenges and promote diversity management
programs at workplace. To successfully manage diverse workforce these tools are been
implemented. These tools enable to view employees as an asset that contributes to the
overall success of the firm. Following are some of them implemented by many organisations
to manage their diversity effectively and their success likely to reap the fruit of productivity.

Disabled Employees Group

This initiative ensures disabled employee’s being provided flexible, secured and comfortable
working environment. Disabled are the major source of challenge. Training and mentoring
programmes to enhance their efficiency and equipping them with latest updates is the best
thing an organisation can go for. Moreover, there is a wealth of specialised equipments
available to enable people with disabilities to contribute successfully to their work environment.

Employee Resource Group (ERG)

It aims at providing support network which contribute to enhance employee’s professional
development. It provides mentoring programs and seminars to guide the employees and
slowly helps them to breakdown their subconscious barriers. Companies make use of ERG’s
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to develop innovative products, services and to generate solution around major business
issues.

Gay, Lesbian, Bisexual or Transgender Employees (LGBT)

Organisations are addressing to the needs of these employees and educating other employees
about such community and accept differences to be competitive. Respecting their freedom
and individuality is at top priority. Therefore, organisations are trying to create a platform
where such employees feel comfortable, secured and contribute to company’s success instead
of giving them the feeling of rejection and outcaste. Educating others the etiquettes and
making them learn to show sensitivity towards such community.

Equal Employment Opportunity (EEO)

To provide work environment that ensures equal opportunity among employees with respect
to terms and conditions of employment, promotion and layoff. It creates employment opportunities
and eliminates unfair discrimination, so that all people have access to employment and its
benefits (learning and development opportunities, rewards, career progression etc) by removing
barriers that unfairly causes indiscrimination. It eyes on improving organisational efficiency
and productivity through fulfilling the social justice obligations of equity and fairness by
selecting and employing the best and most talented people regardless of their gender, caste,
religion or social background.

Interfaith Network (FIN)

It aims to promote religious tolerance, peace, and dignity of all religions. To encourage
all the religions under one roof to express their faith in a meaningful way. It also creates
a platform where people are been acquainted with all kinds of religion by celebrating it
together with full enthusiasm and verve so that everyone feels being at home.

Open Door Policy (ODP)

Setting up of formal and informal channels to raise their concern to any member of the
management and providing assistance for the same. This practice acts as a morale booster
by letting employees feel to openly speak with their boss about numerous issues face-to-
face, rather than by other means, such as e-mail or voice mail. The grievances are addressed
here with the assurance of getting it sort out effectively and efficiently. This policy perceived
to be transparent and open.

Conclusion

Diversity management is an effective tool for an organisation to gain competitive advantage
both externally and internally. Internally by strengthening company’s moral, expanding talent
pool, attracting and retaining quality employees thus promoting healthy work culture by effective
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communication, minimising conflicts, giving equal opportunity and no discrimination. Externally
it reduces cost associated with litigation, grievances, labour turnover, training and recruiting
new employees etc. The objective of the research paper was to study about achieving
organisation excellence thorough effective diversity management at their workplace and how
an organisation present diversity management as a value added tool to improve their bottom
line. A well managed diversified work culture have a better grip on understanding of legal,
political, social, economic and cultural environment. The research suggests that diversity
management reduces unwelcomed turnover and reduce absenteeism, thus aiming at bringing
best out of the workforce. It contributes in effectively forming a structure and designing
best guideline that all workers from different background could fit in some way, accept
and follow irrespective of their belief. Also acknowledging how exploring effective methods,
developing new diversity solution and strategies to manage diversity at workplace is the
biggest challenge a leader encounters. It also recommends few suggestions that can be
applied in order to build a healthy working environment within the circles of workforce
diversity.

Therefore, it can be concluded that whether the goal is to be an employer of choice, to
provide excellent customer services or to maintain a competitive edge diversity management
is increasingly recognised and utilised as an important organisational source for achieving
excellence through increased productivity.
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