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Abstract: This study investigates the effect of workplace diversity on organizational culture in the service industry, with a specific
focus on five selected hotels in the Livingstone District of Zambia. The research aims to explore how diverse workforce
characteristics such as gender, ethnicity, race and age affect organization practices, organization vision, organization values,
and organization employees’ motivation within these hotels. The specific research objectives for this study were:

1) To determine the effect of workplace diversity on organization performance/practices.

2) To assess effects of workplace diversity on the organization vision and values.

3) To assess the effects workplace diversity has on employees’ motivation.

4) To determine the proper management of workplace diversity to maintain good organization culture.

This study has provided reliable information on the effects of workplace diversity on organizational culture in the service
industry, bringing out clearly the role played by workplace diversity in organizations. The findings for this study has also
assisted many entrepreneurs who would like to venture into the service industry businesses to have reliable information on how
poor or good management of workplace diversity can affect their businesses.

From the reviewed literature it is clearly seen that with the rise of globalization there is more interaction than ever before among
people from diverse cultures and backgrounds. This has resulted in most organizations not restricting their operations or
businesses to within their national boundaries, as they are free to extend beyond their borders. But even as much this is true it is
clearly noted that some hotels do not know how to properly manage workplace diversity which brings a threat to their
organization.

A mixed-methods approach was employed, combining both qualitative and quantitative data collection. Surveys were distributed
to hotel employees, while in-depth interviews were conducted with management and key staff members. Data analysis was
conducted using statistical tools to identify patterns and qualitative coding to interpret themes related to diversity and
organizational culture.

The study reveals that workplace diversity contributes positively to organizational culture by fostering an environment of
inclusivity, improved productivity, improved communication, and innovation. Workplace diversity in hotels directly affects
organizational culture by having an impact on organization practices, organization vision, organization values, organization
productivity and employees’ motivation within these hotels. The overwhelming majority of respondents (over 80%) agreed that
workplace diversity plays a significant role in improving these areas, with a high percentage strongly agreeing that diversity
enhances performance, motivates employees, and leads to better decision-making and increased productivity. However,
challenges such as communication barriers and cultural misunderstandings were also identified, particularly in multinational or
multi-ethnic teams. The results underscore the importance of actively managing diversity to ensure that it leads to positive
organizational outcomes. By promoting inclusive practices and addressing potential issues early on, organizations can harness
the benefits of a diverse workforce while minimizing the risks associated with poor diversity management.

The findings suggest that promoting workplace diversity can enhance the organizational culture within the hotel sector, offering
tangible benefits in customer service and team cohesion. However, effective diversity management strategies, such as cultural
sensitivity training and clear communication channels, are necessary to mitigate challenges and ensure a harmonious work
environment.
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Based on the findings and conclusions of this study; to fully use the benefits of workplace diversity to maximum advantage and
address the potential negative impacts of poor diversity management identified, the researcher proposed the following
recommendations for hotels in the Livingstone District and similar organizations in the service industry:

a) Promote Inclusive Leadership and Training

b) Develop Diversity Management Strategies

c) Foster an Inclusive Work Environment

d) Monitor and Evaluate Diversity Initiatives

e) Encourage Diversity in Decision-Making

f) Celebrate and Acknowledge Diversity

g) Integrate Diversity into Organizational Practices and Policies

h) Address Potential Conflicts Proactively

i) Enhance Communication and Collaboration

By adopting these recommendations, hotels and other service-oriented organizations can leverage the full potential of workplace
diversity, leading to improved organizational outcomes and a more inclusive, productive work environment.

The researcher also recommends that future research could further explore the long-term impacts of diversity on employee
retention and organizational performance in Zambia’s hospitality industry.

L. INTRODUCTION
A. Overview
With the coming of globalization, organizations are facing diversity challenges in multiple forms such as demographic changes in
manpower integrated with global markets and worldwide rivals that should be managed strategically (Kreitz, 2008). Workplace
diversity refers to organizations that are becoming more heterogeneous with the mix of people in terms of gender, age, race, and
education background. To manage workplace diversity strategically and successfully organizations needs human resources
managers with essential skills in developing organizations, enhancing leadership skills, developing positive communication and
correspondence tools, besides implementing effective assessment process.
The most important issues of workplace diversity are to address the problems of discrimination in terms of gender, age, and
ethnicity and education background. When diversity is not managed properly, there will be a potential for higher turnover, difficult
in communication and interpersonal conflicts. Overall, it will affect the organization’s performance, profitability and reputation.
Therefore this study is aimed at assessing the effects of workplace diversity on organizational culture in the service industry
particularly in the hotel sector of Livingstone district in Zambia.

B. Background of the Study
Livingstone, Zambia, is a popular tourist destination due to its proximity to Victoria Falls, one of the Seven Natural Wonders of the
World. As a result, the town offers a wide range of hotels and accommodations catering to different budgets and preferences. But
due to the introduction of globalization, there has been a great shift in the way businesses are operated in the service industry in
particular.
Globalization has significantly influenced workplace diversity in the service industry in Zambia, much like it has in other parts of
the world. However, the effects have been shaped by Zambia’s unique social, economic, and cultural context. Below are several
ways in which globalization has impacted workplace diversity in Zambia’s service industry:
1. Increased Cultural and Ethnic Diversity
e Foreign investment and multinational companies: With the rise of globalization, Zambia has attracted numerous
multinational companies, particularly in sectors such as hospitality, retail, and banking. These companies often bring in
employees from other countries, leading to a more culturally diverse workforce in Zambia’s service sector. International
brands, for example, often employ expatriates in managerial roles, while also hiring local staff to interact with the domestic
market. This has resulted in a blend of Zambian employees and foreign workers from different backgrounds, cultures, and
nationalities.
o Diverse workforce: In addition to expatriates, there has been a gradual increase in workers from other African countries,
particularly from countries like Nigeria, Zimbabwe, and South Africa. This has contributed to a workforce that is more
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ethnically diverse than before, with Zambian businesses needing to manage and integrate employees from different African
cultures.
2. Gender Diversity and Inclusion

e Increased participation of women in the workforce: Globalization has led to the adoption of more progressive attitudes
toward gender equality in the workplace. Multinational companies, in particular, often bring with them diversity policies
that promote the inclusion of women in leadership positions and ensure equal pay for equal work. Zambia’s service
industry, particularly in sectors like retail, hospitality, and customer service, has seen more women occupying roles that
were previously dominated by men. This shift has contributed to a more balanced representation of genders in the
workforce.

e Corporate social responsibility (CSR) initiatives: Many companies operating in Zambia are adopting CSR programs that
emphasize gender diversity and empowerment, especially in industries like banking, hospitality, and healthcare, where
women are increasingly being promoted to leadership positions.

3. Employment of Migrant Workers

e Labour migration: Zambia, like many African countries, has experienced increased migration of labour due to
globalization, particularly from neighbouring countries. Service industries like hospitality, retail, and construction have
seen an influx of migrant workers. This has increased the ethnic and cultural diversity of the workforce in Zambia’s service
sector, especially in urban areas like Lusaka and the Copperbelt, which are hubs of economic activity.

o Diverse skill sets: Many migrant workers bring specialized skills that might not be readily available locally. For instance,
foreign workers in Zambia’s hospitality sector often come with expertise in global customer service standards and
languages, which enhances the diversity of services available in the local market.

4. Adoption of Global Diversity Standards

e Global business practices: As globalization has led to the entry of multinational corporations into Zambia, there has been
an increased emphasis on international diversity standards. Global companies are often required to comply with diversity
and inclusion policies in their home countries, which they extend to their Zambian operations. This has resulted in more
structured diversity management policies, addressing gender, ethnic, and age diversity, and ensuring non-discriminatory
practices in recruitment and promotions.

e Training and development: Multinational companies and global service providers in Zambia often implement diversity
training and development programs to ensure that employees are culturally sensitive and inclusive. These training
programs help foster an understanding of diverse perspectives and improve team dynamics in the workplace.

5. Changing Customer Demands

e Catering to a diverse customer base: As Zambia becomes more integrated into the global economy, its service industries
must cater to a broader and more diverse customer base. For instance, the growth of Zambia’s tourism sector, which
attracts visitors from all over the world, has created a demand for service workers who can communicate in multiple
languages and understand the cultural expectations of different international clients. Service providers in hotels, travel
agencies, and restaurants are increasingly hiring employees who are multilingual or who have experience working with
international tourists.

e  Cultural awareness: In industries such as hospitality, tourism, and retail, service providers are increasingly aware of the
need to adapt their services to meet the cultural expectations of a diverse customer base. The workforce must reflect this
understanding, which has led to greater cultural diversity in recruitment.

6. Technological Advancements and Remote Work

o Digital transformation: Globalization has brought technological advancements that have affected workplace diversity in
Zambia. The rise of e-commerce and digital service platforms has increased the demand for skilled workers in information
technology, digital marketing, and customer service roles. This has led to the recruitment of a more diverse workforce with
different educational backgrounds and skill sets. Additionally, technology enables companies to hire talent remotely, which
means that Zambian businesses can tap into a global talent pool, further diversifying the workforce.

e Remote work: The shift toward remote work, accelerated by the global pandemic, has allowed businesses in Zambia’s
service industry to employ workers from various parts of the country, as well as from neighbouring regions. This has
helped create a more geographically diverse workforce, with employees working from different towns or even from rural
areas.
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7. Challenges in Diversity Management

e Ethnic tensions and integration: While globalization has increased workplace diversity, it has also brought challenges
related to ethnic integration and managing diversity in the workforce. Zambia has a rich ethnic diversity, and the influx of
workers from different regions and countries can sometimes lead to misunderstandings or tensions. Service sector
employers must invest in conflict resolution and diversity management training to ensure that these issues do not disrupt
workplace harmony.

e Unequal access to opportunities: While globalization has created new job opportunities, there are still challenges in
ensuring that all groups, particularly women, youth, and marginalized communities, have equal access to these
opportunities. Companies need to actively promote inclusive hiring practices and address any barriers that prevent
underrepresented groups from entering the workforce.

8. Economic Integration and Job Creation

e Job creation and skills development: Globalization has contributed to job creation in Zambia’s service sector, particularly
in the retail, hospitality, and telecommunications industries. This has provided opportunities for a more diverse workforce,
particularly in urban areas. Additionally, the demand for international standards of service has led to the development of
new skills, especially among younger generations, in areas such as customer service, hospitality management, and
information technology.

e Local vs. foreign employment: The influx of multinational companies can sometimes lead to a perceived imbalance
between local and foreign employees, especially when expatriates occupy high-level management positions. This has raised
concerns about the need for a more balanced approach to employing locals in decision-making roles. However, many
companies are now focusing on local training and capacity-building to ensure that Zambian workers can move up the ranks
within these organizations.

Globalization has played a significant role in shaping workplace diversity in Zambia’s service industry by attracting foreign
investment, facilitating migration, and influencing customer demands. While the sector has become more ethnically and culturally
diverse, challenges remain in terms of managing this diversity effectively, ensuring equal opportunities for all employees, and
addressing local vs. foreign employment dynamics. However, the opportunities for skill development, economic growth, and
improved services continue to make Zambia’s service industry a vibrant example of how globalization can foster diversity in the
workforce

Despite some of these positive impacts of globalization on workplace diversity, most managers and leaders tend to have challenges
to understand the need of workplace diversity and how it is useful to their businesses. There is literally lack of understanding on
how workplace diversity can affect the organization culture in the industry.

There is little information on understanding the importance of workplace diversity in an organization and the effects workplace
diversity has on an organizational culture. Some of the employers in hotels say they would rather employ male workers only
because they are hardworking while others say they will rather employ female workers because they are honest and genuine, what
they do not understand is that the services of both males and female in an organization are very useful at various levels.

C. Statement of the Problem

Hotels are organizations which deal with different people from different background starting from the employees stretching to the
clients themselves which call for proper management of workplace diversity in these organizations. But it is unfortunate that most
hotels do not really understand the effects workplace diversity has to their organization performance and are finding it difficult in
managing workplace diversity effectively thereby affecting their success. Managers also find it difficult in knowing the factors that
contribute to effective diversity management or the exact leadership tasks that can be achieved to effectively and efficiently deal
with issues related to workplace diversity. Despite the growing emphasis on workplace diversity as a key driver of organizational
success, limited research has been conducted on how diversity impacts organizational culture, particularly within the service
industry. This study aims to examine the effects of workplace diversity on organizational culture, focusing on five selected hotels in
the Livingstone District of Southern Province, Zambia. The research will explore how varying levels of diversity within the
workforce influence organization practices, organization vision, organization values, and organization employees’ motivation in the
hotel industry.
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D. Purpose of the Study

The purpose of this study was to assess the relationship between workplace diversity and organizational culture in the hospitality
sector, particularly within hotels in Livingstone District, Zambia. This research aims to understand how diversity affects
organizational practices, vision, values, and employee motivation, while also exploring the consequences of poor diversity
management. This assessed the effects of workplace diversity on organizational culture in the service industry. The results of this
research also act as a guideline for the potential new entrants who would wish to enter the industry on issues that will need to be
considered before starting the business in the hotel sector in particular especially in Livingstone district of Zambia.

E. General/Main Objective
The general objective of this study was to assess and determine the effects of workplace diversity on organizational culture in the
service industry.

F. Main Research question
The main research question of this study was what are the effects of workplace diversity on organizational culture in the service
industry particularly in Livingstone District of Zambia?

G. Specific Research Objectives
The specific research objectives for this study were:
i To determine the effect of workplace diversity on organization performance/practices.
il To assess effects of workplace diversity on the organization vision and values.
iil. To assess the effects workplace diversity has on employees’ motivation.
iv. To determine the proper management of workplace diversity to maintain good organization culture.

H. Research Questions
The research questions for this study were:
i How does workplace diversity affect organization performance/practices?
il What effects does workplace diversity have on the organization vision and values?
iil. What effect does workplace diversity has on employees’ motivation?
iv. What are some of the ways workplace diversity can be properly managed?

I.  Rationale/ Significance of the Study

This study has provided reliable information on the effects of workplace diversity on organizational culture in the service industry,
bringing out clearly the role played by workplace diversity in organizations. The findings for this study has also assisted many
entrepreneurs who would like to venture into the service industry businesses to have reliable information on how poor or good
management of workplace diversity can affect their businesses. Lastly, the study has added more knowledge to the already existing
literature on workplace diversity.

J.  Limitations

The study was faced with few challenges in terms of finances for transport to and from the study site. Most business owners or
hotels have different schedules on what they do in their firms at a particular time which forced the researcher to spend more on
transport as well as food, because it meant the researcher going to visit these hotels more often than intended. It must also be noted
that the findings of this study gives a generalized view on workplace diversity in the service industry for it reflects the perceptions
of the hotels involved and therefore the information should not be assumed to be universally applicable to all organizations in the
service industry.

There was also limited access to historical information documented on the subject of the study, this was simply because there has
not been much writing on the subject. Information about diversity management and workplace diversity in organizations especially
for the manufacturing industry is available but there is little information when it comes to workplace diversity in the service
industry.
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K. Delimitation of the Study/ Scope of the Study

The study was only conducted amongst five selected hotels of Livingstone district concentrating on the central part of the district
and leaving out other organizations. This made the results of the study to be generalized because not all the hotels and other service
organizations manage workplace diversity in the same way and it is not in all organizations that workplace diversity will affect the
organizational culture in terms of performance or productivity.

L. Definition of Terms

These terms below are defined as they are be used in this study.

e Accuracy: the degree to which each research process, instrument, and tool is related to each other.

e Bullying: acts or verbal comments that could psychologically/mentally hurt or isolate a worker.

e Confidentiality: Confidentiality means keeping data/information provided by respondents as secret not revealed to anyone for
any other purpose not intended for this research.

e Convenience Sampling: A convenience sample consists of people who are easily approachable and can be reached out to in
shorter time.

e Data collection: the process of gathering and measuring information on targeted variables in an established systematic fashion,
which then enables one to answer relevant questions and evaluate outcomes.

e Dependent variables: the variables a researcher is interested in for this research.

e Discrimination: treating somebody or a particular group in society less fairly than others.

o Diversity management: how differences in individuals as well as similarities are managed in organizations.

e Diversity: a range of many people in an organization that are very different from each other.

e General objective: the general objective is an overall statement or the driving force of a study.

e Globalization: a process where organizations or businesses start to operate in an international scale.

e Good fit: good fit in this paper is used simply to mean to be perfect or qualified for the job or to meet the requirements for the
job.

e Historical information: the already existing information about the topic.

o Hospitality Industry: is a specific sector within the broader service industry. It focusses on providing services related to leisure,
entertainment, accommodation, food, and beverage.

e Hotel: an establishment that provides paid accommodation, meals and other services for travelers and tourists usually on a
short-term basis.

e Independent variable: a variable believed to affect the dependent variables.

e Interview: a conversation between the author (interviewer) and another person (interviewee).

e Organization: a public establishment that is designed to serve a particular purpose.

e Organizational culture: a set of values that are shared in the organization, which reflects the organization’s activities.

e Personality: this describes the stable set of characteristics that establishes a person’s identity.

e Reliability: the quality of a measurement procedure that provides repeatability and accuracy.

e Research design: the conceptual structure within which research would be conducted.

e Respondents: respondents are the owners or individuals who will respond to the questionnaires to be given out in gathering
information.

e Sampling: a process used in statistical analysis in which a predetermined number of observations are taken from a larger
population.

e Service Industry: this is also known as tertiary sector, it is an industry which encompasses a broad range of services provided to
businesses and consumers. It includes not just hospitality but also other sectors such as healthcare, education, retail, banking,
technology services, transportation, and professional services like consulting and legal advice.

e Specific Research Objectives: the specific aspects of the problem or the issue that is to be investigated within the main
framework of your study.

e Tokenism: the practice of making only a symbolic effort to be inclusive to members of minority groups, especially by recruiting
people from underrepresented groups in order to give the appearance of racial or gender equality within a workplace.

e Validation: means correct procedures have been applied to find answers to a question without error.

e Variable: An image, perception or concept that can be measured; hence capable of taking on different values.
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e Workplace diversity: refers to organizations that are becoming more heterogeneous with the mix of people in terms of gender,
age, race, and education background.
e Workplace: an office or a place where people go to work.

M. Chapter Summary

This chapters gives an overview of the introduction part of this research study; the effects of workplace diversity on organizational
culture in the service industries of Livingstone District in Zambia. The chapter brings out the background of the study, statement of
the problem, purpose of the study, objectives and research questions. It also brings out the significance of the study, limitations and
scope of the study. The general objective of this study was to assess and determine the effects of workplace diversity on
organizational culture in the service industry.

1. LITERATURE REVIEW
A. Overview
This chapter discusses the literature reviewed by other scholars and authors in this research study conducted. It brings out the world
view, regional view and the local view on the impact of workplace diversity on organization culture in the service industry. The
chapter brings out a concept of the effects of workplace diversity on organizational culture using a conceptual framework. The
chapter finally concludes by giving a summary of the literature reviewed for this study and the identified gap.

B. Conceptual Framework
The conceptual framework of this study proposes that workplace diversity as an independent variable affect the organization culture
of a given industry. And the organization culture of an industry include the organization practices, organization vision, organization
values, and organization employees’ motivation and these are the dependent variables for this research.
FIGURE 2.1: CONCEPTUAL FRAMEWORK
Organizational Culture
Organization Practices

WORKPLACE |
DIVERSITY /

Organization Vision

Organization values

Employees’ Motivation
Source: The researcher’s field work data, 2025

C. Regional View on the Impact of Diversity on Organizational Culture

As a result of globalization there have been a number of Asian firms operating within Southern African countries especially in
countries such as Botswana, South Africa, Zambia and Zimbabwe. The introduction of globalization in Africa has resulted in a shift
of employment policies which have affirmed the value of a diverse workforce. As a result there has been a lot of research on African
studies focusing on multiculturalism, diversity, traditional management systems and African values. Of particular relevance to the
discourse of managing diversity is the fact that a lot of organizations in the region have operated along the lines of traditional
administrative systems which has motivated serious debates on how we should effectively manage diversity in Southern Africa.
However, the principal push of values such as ubuntu (humanism) should not only be seen as African values but also as human
values that are important in establishing an enabling organizational culture, key skills and competencies (Van de Colff, 2008).
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It is therefore important for those involved in managing people to understand the African culture for at least two reasons. Firstly, in
order to understand the way people behave it is quite useful to understand the legacy behind their behavior. For instance, the African
culture is built along the lines of collectivism and kinsman ship and these qualities are often exhibited at the workplace. Secondly, it
also helps international managers in their socialization process within an African organization. Shen , Chanda, Netto and Monga
(2009 p. 235) suggests that “ racial equality appears to be the predominant issue in both United States of America and South Africa
where there has been a long history of systematic discrimination against blacks and other ethnic minorities”. This argument provides
a strong justification on the need for research on managing diversity in Southern Africa.

According to Bhorat (2005) from 1980 to 2000 Sub-Saharan Africa’s labor force grew the third fastest in the world at 2.6 percent on
average per year. This growth has implications for movement of labor across Southern Africa. For instance, the International Labor
Organization (ILO, 2007) estimated that more than 20 million Africans live outside their countries of birth or citizenship. In
addition, most of the migration is intraregional. Some of the triggers of this movement are the lack of decent work opportunities e.g.
Zimbabwe, armed conflicts, mass violations of human rights and natural disasters. In a research on HIV/AIDS in 2005 involving
countries such as Zimbabwe, South Africa, Botswana among others, it was estimated nine (9) million men and nearly seven (7)
million women of the working age between 15- 64 in the labor force were living with HIV/AIDS (ILO, 2005). These estimations
have serious implications at the workplace as they influence management of migrant workers, labor productivity and heavy financial
investments in awareness training sessions.

South Africa’s socio-economic environment is also another fundamental trigger to labor dynamics. Issues such as low economic
growth, poor labor and capital productivity, an unskilled work-force and high unemployment have created imbalances and
inequalities in most workplaces. Despite a year of global uncertainty in 2009, South Africa’s stable performance saw it holding on
its position as the 45th most competitive country in the world according to the 2009/2010 World Economic Forum’s Global
competitiveness Index. As such, South Africa has become the major attraction for job seekers as it offers better working conditions.
Consequentially, South Africa has to cope with a highly diversified workforce. However, equally relevant to this issue is the fact
that some organizations have not yet fully embraced diversity initiatives in their strategic planning processes and human resource
management systems.

Mwatumwa (2016) argues that gender diversity is positively linked to employee and organizational performance. This agrees with
Kyalo (2015) who used a resource based-view of a firm, stating that gender diversity at the management and organizational levels
can provide a firm with better competitive advantage. However, Kirton and Greene (2015) argued that most organizations do not
realize these benefits as gender-based imbalances still persist in organizations. According to Nishii (2013), most cultures around the
world still adhere to the notion that the world is dominated by men. As such, the corporate world holds the same belief and
organizations thus prefer to hire men compared to women because men are perceived to have better performance and ability to
manage their jobs and women are stereotyped against feminine characteristics (Nishii, 2013). Kirton and Green (2015), however,
stated that providing equal employment opportunities for women is important to improve employee performance in organizations.
At the Malaysian airline, Eugene et al. (2011) found out that there was a significant positive relationship between gender diversity
and employee performance. Furthermore, Eugene and co-authors found out that a 10% increase of women in Airline industry for the
past five decades resulted in an increase in productivity and GDP by 5% and 1%, respectively.

In a study by Baliamoune-Lutz (2006) in Africa on the levels and changes in women’s share of the labor force and literacy rates
from 1980 to 1999 it was found out that the association between the measures of gender inequality in literacy and income were
negative and strong (-0.71 and -0. 56 in Sub-Saharan Africa), with the imbalances inclined towards women. Countries such as
Botswana, Zambia, South Africa and Zimbabwe were considered in the survey. Furthermore, in Namibia and Zambia, over 70% of
urban workers are informally employed and women constitute a greater percentage in the sector (Bhorat, 2005). Recent research
efforts on gender distribution in Southern Africa continue to show that gender disparities still exists except for Botswana which has
a high female labor participation rate. On the contrary, an interesting argument has been raised about the low labor participation rate
of women in Southern Africa.

The low labor participation rate has been attributed to the fact that most women work in the informal sector, such as street vending,
cross border trading, marketing processed and semi processed agricultural produce (ILO, 2007). Women are more likely than men to
be engaged in activities characterized by low earnings, low productivity, and a lack of security and benefits as in the case of
Zimbabwe where women found themselves in jobs that do not have a positive contribution to their professional development as long
as they can fend for their families. It is also quite clear to note how cultural biases, which in some instances are built into the laws of
the society, have resulted in educational and labor market discrimination. Consequently, we have low female labor participation and
this in turn distorts the proportion of women in the formal sector.
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Taken together, these combined data constitute an integral component that allows us to analyze and understand the impact of gender
dynamics on managing diversity in Southern Africa. Colonial and post-colonial societies are characterized by a duality of authority
where both the modern and traditional systems have always co-existed; this dualism has continued to shape Southern Africa
consciously and sub-consciously. This often translates negatively to the workplace. Therefore, when engaging in issues of diversity
this is important, particularly due to the fact that traditional systems can prove to be more democratic than the formal democratic
systems and also often hold greater faith in communities (Idea, 2008).

After independence many African leaders embarked on a homogenization process to ensure fairness, parity, and equity in most
organizations in their countries. However, problems were encountered due to several factors such as authoritarianism, social
economic crises, and inequities. For example, in South Africa, inequalities are the legacy of the apartheid state (1948-1994), which
was characterized by racial discrimination, social inequality and oppression. During the early years of democracy the government
instituted various pro-social policies and laws to redress past inequalities (Global Perspectives Institute, 2009). In addition, the
Africanisation of the civil service has been a political imperative since 1980 in Zimbabwe (BMF, 1993; Strachan, 1993). This
imperative required that black Zimbabweans be appointed particularly in middle and senior management positions. Strachan (1993)
further notes that after independence in Zimbabwe, there was reluctance on the part of the private sector to accept the need to
redress the historical discrimination of the past and that it took approximately eight years for the public debate for black
empowerment to emerge. Zimbabwe is a success story in that the civil service has changed from being all white in 1980 to 95%
black in 1993. However, a number of researchers on black empowerment have argued that the associated costs have been an
increase in the number of civil servants and a sharp decline in efficiency. There were allegations of nepotism, tribalism, fraud and
corruption especially in the public sector. Moreover, in Mozambique, external shocks to the economy such as the structural
adjustment programs resulted in paternalistic employment practices such as the heavy reliance on personal networks for recruitment
and the use of informal training structures (Webster and Wood, 2008). One lesson which can be learnt is that a pitfall exists when
fundamentals of individual behavior such as gender or race are used as important factors in recruitment and selection. It is also very
essential to focus also on competencies, skills, knowledge, and abilities to perform a given job. African values are deeply embedded
within individuals, and despite decolonization over the years these values have been difficult to change. Consequently, despite
considerable diversity practices the outcomes have remained somehow sub-optimal. It should also be noted that one major
consequence of forced integration, fueled by state authored systems of discrimination and inequality has been a long history of
agitation over the right to self-determination by marginalized or minority groups.

D. World View on the Impact of Diversity on Organizational Culture

Globalization has dramatically increased the need for culturally diverse teams, especially in customer-facing service industries.
Companies with diverse workforces are better positioned to understand and meet the expectations of a global customer base.

1) Global Trends in Workplace Diversity in the Service Industry (2024)

a. Cultural and Ethnic Diversity

e Globalization has dramatically increased the need for culturally diverse teams, especially in customer-facing service
industries. Companies with diverse workforces are better positioned to understand and meet the expectations of a global
customer base.

o Example: In hospitality, companies like Marriott and Hilton recruit staff from various cultural backgrounds to cater to the
diverse needs of international guests. Employees fluent in multiple languages or familiar with regional customs can
enhance the guest experience significantly.

e Research: A McKinsey & Company report from 2024 finds that businesses with diverse workforces are more likely to
outperform their competitors, as diverse teams are able to innovate and problem-solve in ways that reflect a broader range
of consumer needs (McKinsey & Company, 2024).

b. Gender Diversity

e Gender diversity has become a major focal point, particularly in industries such as hospitality, healthcare, and education,
where women make up a significant portion of the workforce. However, women are still underrepresented in leadership
roles.

e Example: Companies like Accenture and Deloitte have developed strategies to increase female leadership representation,
offering mentorship programs, leadership development opportunities, and flexible work policies.

e Research: McKinsey's (2024) study emphasizes that organizations with greater gender diversity at the executive level see a
25% higher likelihood of financial outperformance compared to their less-diverse counterparts.
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c. Age Diversity

e The growing presence of both younger and older generations in the workforce means companies must create inclusive
environments for employees across all age groups.

o Example: In industries like retail and customer service, organizations like Walmart and CVS leverage the experience of
older workers while fostering innovation by hiring younger, tech-savvy employees.

e Research: Companies that integrate both young and older workers in service roles benefit from the complementary
strengths of each group. Younger employees may contribute to digital transformation, while older employees bring
knowledge of traditional customer service excellence (McKinsey & Company, 2024).

d. Disability Inclusion

e Service industries are increasingly focused on improving disability inclusion by implementing accessibility policies and
hiring practices that support individuals with disabilities.

e Example: Microsoft and SAP have established programs designed to hire and support individuals with disabilities, making
workplace accommodations such as adaptive technologies and flexible working hours.

e Research: A 2024 study by Accenture found that inclusive workplaces not only improve employee morale but also attract a
broader customer base, especially in industries like customer service and tech support where empathy and communication
are critical.

2) Benefits of Workplace Diversity in Service Industries
a. Improved Customer Experience

e A diverse workforce is better equipped to understand and meet the needs of a diverse customer base. Employees from
various backgrounds bring unique insights that enhance customer interactions, leading to improved service quality.

e Example: In global hospitality chains like Airbnb and Hilton, employees from various cultural backgrounds help cater to
the needs of international travelers, enhancing the customer experience and fostering brand loyalty.

e Research: A 2024 McKinsey report shows that companies with diverse teams are more likely to achieve higher customer
satisfaction levels, as they are better able to empathize with and address the varied needs of customers.

b. Enhanced Innovation and Problem Solving

o Diversity brings different perspectives, leading to more creative solutions to problems. In service industries, where
adaptability and innovation are key to staying competitive, having a mix of backgrounds and perspectives helps
organizations stay ahead.

o Example: Amazon and Netflix have diverse teams that develop customer-centric innovations by integrating insights from
various cultures, age groups, and expertise.

e Research: Studies by Deloitte (2023) indicate that diverse teams are 35% more likely to innovate and deliver solutions that
drive long-term business growth.

c. Increased Employee Engagement and Retention

e A diverse and inclusive environment tends to improve employee morale and retention. When employees feel valued and
included, they are more likely to be engaged and stay with the organization.

e Example: Salesforce and Google have well-established diversity and inclusion programs, offering flexible working
conditions, employee resource groups, and support for personal development, leading to improved employee satisfaction
and retention.

e Research: A 2024 study by Gallup shows that employees in diverse organizations are 30% more likely to be engaged,
leading to higher productivity and lower turnover rates.

3) Challenges in Achieving Workplace Diversity in Service Industries
a. Unconscious Bias
o Despite the increasing focus on diversity, unconscious bias remains a challenge in hiring, promotion, and daily workplace
interactions. This can prevent organizations from fully leveraging the potential of a diverse workforce.
e Solution: Companies are increasingly adopting bias training, blind recruitment processes, and diversity audits to counteract
bias and ensure fairer treatment of all employees.
e Example: IBM and SAP have made significant strides in addressing unconscious bias through regular training and
algorithmic fairness in hiring.
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b. Resistance to Change

e Many organizations, especially in industries with long-standing traditions like banking and insurance, may face internal
resistance to diversity initiatives.

e Solution: Clear communication from leadership and the integration of diversity goals into corporate strategy can help
overcome resistance. McKinsey & Company (2024) highlights that senior leaders must lead by example and hold
themselves accountable for diversity outcomes.

c. Global Inequality and Structural Barriers

e Structural inequalities and regional disparities can pose barriers to achieving diversity, particularly in developing countries
where education and resources are less accessible to marginalized groups.

e Solution: International organizations can invest in local communities and support educational initiatives to provide skills
development for underrepresented groups.

e Example: Accenture partners with non-profits and educational institutions globally to provide training and employment
opportunities for underrepresented communities.

4) Global Best Practices for Promoting Diversity in Service Industries
a. Inclusive Hiring Practices
e Companies in the service industry are increasingly adopting inclusive recruitment strategies, which focus on hiring
individuals based on skills and potential rather than background, to create a more diverse talent pool.
o Example: Unilever has pioneered a blind recruitment process that removes names, gender, and age from initial candidate
screening, ensuring a focus on qualifications rather than unconscious bias.
b. Comprehensive Diversity Training
e To create a truly inclusive environment, companies need to invest in diversity and inclusion (D&I) training, which covers
topics such as cultural sensitivity, unconscious bias, and inclusive leadership.
o Example: Netflix offers ongoing diversity training for employees at all levels, as part of its commitment to creating an
inclusive company culture.
c. Leadership Accountability
e To achieve long-term diversity goals, leadership must take ownership of D & | initiatives. Setting clear, measurable
diversity targets and holding leaders accountable is essential.
o Example: PwC sets specific diversity goals and publicly reports on its progress, ensuring that top management is
responsible for driving change.
d. Supportive Workplace Policies
e Service industry organizations are increasingly offering flexible work arrangements, parental leave, and employee resource
groups to support employees from diverse backgrounds.
o Example: Microsoft and Google offer extensive parental leave policies and family support services to ensure their diverse
workforce is supported.
Workplace diversity in the service industries worldwide brings substantial benefits, including enhanced customer satisfaction,
greater innovation, improved employee engagement, and increased business performance. However, achieving diversity requires
addressing challenges such as unconscious bias, resistance to change, and global inequalities. By adopting best practices such as
inclusive hiring, leadership accountability, and diversity training, organizations can build more inclusive and high-performing
workplaces.
A McKinsey & Company report from 2024 finds that businesses with diverse workforces are more likely to outperform their
competitors, as diverse teams are able to innovate and problem-solve in ways that reflect a broader range of consumer needs
(McKinsey & Company, 2024).
Workplace diversity in the service industries has become a key concentration for organizations around the world. As global markets
continue to grow and customer bases become more diverse, companies in industries like hospitality, finance, healthcare, retail,
technology, and tourism are prioritizing diversity and inclusion strategies to maintain competitiveness, foster innovation, and
enhance customer satisfaction.
The increasing presence of both younger and older generations in the workforce means companies must create inclusive
environments for employees across all age groups.
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For example in industries like retail and customer service, organizations like Walmart and consumer value stores(CVS) leverage the
experience of older workers while fostering innovation by hiring younger, tech-savwy employees. A research by McKinsey &
Company, 2024, shows that companies that integrate both young and older workers in service roles benefit from the complementary
strengths of each group. Younger employees may contribute to digital transformation, while older employees bring knowledge of
traditional customer service excellence.
A diverse workforce is better equipped to understand and meet the needs of a diverse customer base. Employees from several
backgrounds bring exceptional insights that enhance customer interactions, leading to improved service quality. For example, in
global hospitality chains like Airbnb and Hilton, employees from various cultural backgrounds help provide for the needs of
international travelers, enhancing the customer experience and fostering brand loyalty. A 2024 McKinsey report shows that
companies with diverse teams are more likely to achieve higher customer satisfaction levels, as they are better able to empathize
with and address the varied needs of customers.
Gender diversity has become a major central theme, particularly in industries such as hospitality, healthcare, and education, where
women make up a significant portion of the workforce. However, women are still underrepresented in leadership roles. For example
companies like Accenture and Deloitte have developed strategies to increase female leadership representation, offering mentorship
programs, leadership development opportunities, and flexible work policies. McKinsey’s (2024) study emphasizes that
organizations with greater gender diversity at the executive level see a 25% higher likelihood of financial outperformance compared
to their less-diverse counterparts.
Workplace diversity in the service industry can have significant effects on both organizational performance and customer
satisfaction. The concept of workplace diversity typically encompasses various dimensions, such as race, gender, ethnicity, age, and
cultural backgrounds, and it is widely recognized for its potential to impact the service sector positively.
Below are key points reflecting the effects of workplace diversity in the service industry, supported by recent studies and references:
1. Improved Customer Satisfaction and Loyalty
e Cultural Competence: A diverse workforce can better serve a diverse customer base by understanding and catering to
varied cultural preferences and needs. This is particularly important in industries such as hospitality, healthcare, and retail,
where personalized service is critical.
e Research Evidence: Studies show that companies with diverse teams are more adept at creating personalized experiences
for customers. A diverse team brings varying perspectives that help identify customer preferences, leading to improved
customer satisfaction and loyalty (Shin & Lee, 2024; Nguyen & Wyrick, 2023).

2. Increased Innovation and Problem Solving

o Creative Solutions: Diverse teams in the service industry often bring unique ideas and solutions to the table. Their varied
experiences and viewpoints allow for greater creativity in service offerings, problem-solving, and the development of new
business strategies.

e Study Findings: According to a study by Cummings and Taylor (2023), diversity in the workplace fosters innovation by
encouraging different perspectives, leading to better problem-solving approaches and adaptability in service delivery.

3. Enhanced Employee Performance and Satisfaction

e Inclusive Work Culture: Diversity can create a more inclusive and supportive work environment, which positively affects
employee morale and performance. When employees feel respected and valued regardless of their background, job
satisfaction and productivity tend to increase.

e Recent Research: A report by the World Economic Forum (2024) found that organizations with diverse workforces see
higher employee engagement and retention rates. The diversity aspect fosters a culture of mutual respect and encourages
employees to bring their best selves to work.

4. Broader Talent Pool and Competitive Advantage

e Talent Acquisition: Companies that prioritize diversity in hiring practices have access to a broader talent pool, which can
lead to a more skilled and dynamic workforce. This is especially valuable in competitive service industries where talent is a
key differentiator.

e Recent Study: A study by Deloitte (2023) highlighted that companies with diverse workforces attract top talent, leading to
better overall performance. Employees from diverse backgrounds are more likely to contribute fresh perspectives, which in
turn enhances the company's competitive advantage.
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5. Challenges in Integration and Communication

o Potential Barriers: While diversity offers numerous benefits, it can also present challenges in communication, teamwork,
and integration. Differences in cultural norms and communication styles may lead to misunderstandings or conflicts in the
workplace.

e Study Insights: A study by Liu et al. (2023) found that diversity in teams can lead to initial challenges in coordination, but
those that invest in diversity training and team-building strategies are more likely to overcome these challenges and reap
the benefits of diversity.

6. Positive Organizational Reputation

e Corporate Social Responsibility: Companies that promote diversity and inclusion are often viewed more favorably by
customers and the public. This can enhance the company’s reputation and brand image, attracting more customers who
value social responsibility.

e Findings: According to a report by McKinsey & Company (2024), diverse and inclusive organizations are perceived more
positively by consumers, especially younger demographics, which can drive customer loyalty and long-term success in the
service industry.

The service industry is significantly impacted by workplace diversity, as it improves customer satisfaction, drives innovation,
enhances employee engagement, and contributes to a positive organizational reputation. However, achieving the full potential of a
diverse workforce requires careful management, including promoting inclusive practices, providing diversity training, and ensuring
clear communication.

E. The Importance of Workplace Diversity

Workplace diversity is vital for creating a dynamic and inclusive work environment. Research has revealed that diverse teams tend

to outperform homogenous ones in several ways, including creativity, innovation, and problem-solving ability. Additionally, diverse

teams often reflect the demographics of a company’s customer base, which can lead to improved customer satisfaction and loyalty.

Benefits of Workplace Diversity:

1) Innovation and Creativity: A diverse workforce brings different perspectives and ideas, leading to more creative solutions and
innovative products or services (Cummings & Taylor, 2023).

2) Better Decision-Making: Diverse teams tend to make better decisions because they bring multiple viewpoints to the table. This
leads to more comprehensive discussions and more thoroughly vetted strategies (McKinsey & Company, 2024).

3) Improved Employee Performance: Diversity can increase employee engagement, satisfaction, and productivity. When
employees feel valued and recognized for their unique contributions, they are more motivated to perform at their best (Nguyen
& Wyrick, 2023).

4) Attraction of Top Talent: Companies that prioritize diversity and inclusion are seen as more attractive employers, helping them
tap into a broader talent pool (Deloitte, 2023).

5) Customer Satisfaction: A diverse workforce is better equipped to understand and meet the needs of a diverse customer base,
leading to improved service and customer loyalty (Shin & Lee, 2024).

6) Enhanced Reputation: Organizations with diverse workplaces are often viewed more favorably by consumers, investors, and the
public. Embracing diversity enhances a company’s image and supports corporate social responsibility efforts (World Economic
Forum, 2024).

F. Challenges of Workplace Diversity

While the benefits of diversity are clear, implementing diversity initiatives can be challenging for some organizations. These

challenges may include:

e Unconscious Bias: Implicit biases can affect hiring, performance evaluations, and interpersonal interactions, leading to
discrimination or unequal treatment of employees.

e Communication Barriers: Differences in communication styles, cultural norms, and languages may lead to misunderstandings
or conflict among employees.

e Resistance to Change: Some employees or leaders may resist diversity initiatives, especially if they feel threatened by changes
in the organizational culture or structure.
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G. Recommendations for Promoting Workplace Diversity
To enjoy the full benefits of workplace diversity, organizations must develop comprehensive strategies, including:
e Inclusive Hiring Practices: Use inclusive language in job descriptions, create diverse hiring panels, and actively seek out
candidates from different backgrounds (Liu et al., 2023).
o Diversity Training: Offer training on unconscious bias, cultural competence, and inclusion to educate employees and leadership
(Shin & Lee, 2024).
e Mentorship Programs: Encourage mentoring relationships to foster professional development and career progression,
particularly for underrepresented groups (McKinsey & Company, 2024).
e Promote Work-Life Balance: Flexible work schedules, remote work options, and supportive policies for caregivers can make
the workplace more inclusive for diverse employees.
Service industries are increasingly focused on improving disability inclusion by implementing accessibility policies and hiring
practices that support individuals with disabilities. For example, Microsoft and Systems, Applications, and Products (SAP)
companies have established programs designed to hire and support individuals with disabilities, making workplace accommodations
such as adaptive technologies and flexible working hours. A 2024 study by Accenture found that inclusive workplaces not only
improve employee morale but also attract a broader customer base, especially in industries like customer service and tech support
where empathy and communication are critical.
Diversity brings different viewpoints, leading to more creative solutions to problems. In service industries, where adaptability and
innovation are crucial to staying competitive, having a blend of backgrounds and perspectives helps organizations stay ahead.
Amazon and Netflix have assorted teams that develop customer-centric innovations by integrating insights from various cultures,
age groups, and expertise. Studies by Deloitte (2023) indicate that diverse teams are 35% more likely to innovate and deliver
solutions that drive long-term business growth.
Diversity in the workplace means the acceptance and inclusion of employees of all backgrounds. A diverse workplace is an
important asset, since it acknowledges the individual strengths of each employee and the potential they bring. Workplace diversity
means respecting and valuing the skills and differences that each staff member brings into the workspace. Organizational Culture is
the collection of values, expectations, and practices that guide and inform the actions of all members of the organization. Valuing
the differences of others is what ultimately brings us all together and can be the secret to a successful, thriving workplace and a fair
work culture.
Diversity within the workplace can suggest a collection of emotions as, some view diversity as something to be dealt rather than a
tool to be used to improve the organization. Even though, many will agree that the results of a diversity-conscious organization add
value to the employee and organization, yet research evaluating diversity for the sake of developing training interventions does not
exist. It should also be noted that organizations should embrace diversity in their workforce and work towards achieving it by
creating a culture where difference can thrive, rather than working simply for representatives and assimilation.
The main issue about workplace diversity is not about managing diversity as such, but it is about managing the negative side effects
of unaccepted diversity: the fight against racism and discrimination.
Working life and the demands placed on it, however, keep changing. In Europe, several countries are currently making difficult but
important decisions on how to improve the quality of working life, at the same time as the sustainability of the economy requires
that working careers be extended. In order to achieve longer working careers, in Finland they consider it important to target
measures towards both the beginning and the end of the working career. Longer workforce participation by young people, women,
people with partial work ability and older people plays a vital role in extending citizens’ working careers. Investing in working
conditions that are adapted to the individuals needs increases productivity and economic prosperity. There is much scientific
evidence that investing in occupational safety and health gives a good return on investments. Good safety also makes good business
sense. Individuals who are able to fully use their skills at work, and feel appreciated for it, are more committed and more effective.
They contribute to the building of a better and more prosperous society. This is good for society as a whole.
The business case for diversity stems from the progression of the models of diversity within the workplace since the 1960s. During
the 1960s and 1970s, the United States for the first time saw the need to promote workplace diversity. President John F. Kennedy in
1961 recognized a President’s Committee on Equal Employment Prospect with the goal of ending discrimination in employment by
the government.
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In the United States, the original model for diversity was situated around affirmative action drawing from equal opportunity
employment objectives implemented in the Civil Rights Act of 1964. Equal employment opportunity was centered around the idea
that any individual academically or physically qualified for a specific job could strive for (and possibly succeed) at obtaining the
said job without being discriminated against based on identity. This compliance-based model gave rise to the idea that tokenism was
the reason an individual was hired into a company when they differed from the dominant group. Dissatisfaction from minority
groups eventually altered and/or raised the desire to achieve perfect employment opportunities in every job.
The social justice model evolved next and extended the idea that individuals outside the dominant group should be given
opportunities within the workplace, not only because it was instituted as a law, but because it was the right thing to do. Kevin
Sullivan an ex-vice president of Apple Inc. said that “diversity initiatives must be sold as business, not social work.” This model still
revolved around the idea of tokenism, but it also brought in the notion of hiring based on a “good fit”.
In the deficit model, it is believed that organizations that do not have a strong diversity inclusion culture will invite lower
productivity, higher absenteeism, and higher turnover which will result in higher costs to the company. Establishments with more
diversity are less likely to have successful unionization attempts.
In Australia, it is law for workplaces to provide equal opportunity to their employees, as well as to create a workplace free from
discrimination and harassment. Employers are responsible for putting measures into place to overcome employment disadvantage
and discrimination in the workplace. This includes valuing workplace diversity and ensuring that a workplace is free from racial and
sexual harassment, discrimination, and bullying.
The workplace forms a social environment in which everybody should have the right to be included. Society, and the social partners,
should make an effort to involve people with disabilities, women, those suffering from social exclusion, the young, and the elderly.
After the initial adaptation phase, it is mostly realized that inclusion makes good sense. Africa is now seeing the possibility for
economic growth. Ensuring a diverse workforce with safe and healthy working conditions will increase the contribution of workers
to the building of a better society. When all parts of society, both the business sector and the workforce benefit from economic
growth, society as a whole will develop and prosper, in a sustainable way.
Organizational culture could be defined as a set of values that are shared in the organization, which reflects on the company’s
activities. The components of organizational culture include its practices, vision, value, people, place, and its history. Each
organizational culture is unique and different from any other company’s culture; therefore any decision made by a company about
workplace diversity is based on the company’s beliefs and norms, and must therefore reflect on that company. (Coleman 2013).
Workplace diversity means respecting and valuing the skills and differences that each staff member brings into the workplace. A
diverse workplace is an inclusive environment that provides equal rights and opportunities for all workers, regardless of gender,
colour, age, ethnicity, physical ability, sexual orientation, religious beliefs, and so on. Diversity has two dimensions that is inner
embedded sphere and the outer sphere. The inner sphere is the sphere which we have no control over as we are born with these
aspects of diversity while the outer sphere is the sphere which we have some control over and which may or may not change over
time.

Figure 2.2: Dimensions Of Diversity
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Diversity is about our relatedness, our connectedness, our interactions, where the lines cross. Diversity is many things; it is a bridge
between organizational life and the reality of people’s lives, building corporate capability, the framework for interrelationships
between people, a learning exchange, and a strategic lens on the world.

H. Four Categories of Workplace Diversity
Diversity and inclusion are pivotal economic and business imperatives, yet that understanding alone is not enough to implement
them in the workplace. Dr. Edward E. Hubbard, author of Measuring Diversity Results and How to Calculate Diversity Return on
Investment, believes that there are four categories/types of diversity:
Workforce diversity — Group and situational identities (race, gender, ethnicity)
Behavioral diversity — Work, thinking, and learning styles (including beliefs and values)
Structural diversity — Combining different cultures, communities, and hierarchies
Business diversity — Markets, processes, creativity, and project management styles
We live in a diverse world, but that is not always reflected in our workplaces. To be diverse is to be inclusive, and to be inclusive is
to create a healthy, compliant, and accepting environment for employees. Incidentally, research gathered for a Deloitte University
Press report on diversity and inclusivity reveals that companies are beginning to shift their focus from diversity as a compliance
obligation to treating diversity and inclusion as a business strategy. However, nearly one-third of companies surveyed globally
claimed to be unprepared in that area.
At face value, diversity is an attractive feature for a workplace to have when scouting new talent and maintaining a reputation in the
workforce. However, diversity goes beyond what employees and clients can see - it must be experienced and felt. Perhaps this is
why only one in five companies that were surveyed for the Deloitte University report believed their company it were fully “ready”
to address the issue of workplace diversity. If most companies are still treating workplace diversity as a compliance obligation, it’s
no wonder only 20% are ready.

Figure 2.3: Benefits Of Workplace Diversity In An Organization
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Having a diverse and multicultural workplace brings several advantages. Since today’s world is increasingly more globalized and
interconnected, workplaces should take advantage of the diverse range of skills individuals from different backgrounds and
languages can bring. There are a number of benefits of workplace diversity which are not limited to the following:

Perspectives: A variety of different perspectives from employees with diverse backgrounds.

More Innovations: Different backgrounds and ideas spark innovation.

Higher engagement: Employees who feel appreciated become more engaged workforce.

Better decision making: More potential solutions increase decision making within the team.

Problem solving: Diverse solutions at a workplace can bring the best results faster.

Employ turnover: By having employees feeling accepted and valued, you will decrease turnover.

Hiring results: Strong reputation and employer brand turns company into desirable place to work.

Increased productivity: A diverse workplace allows for more ideas and processes. This diversity of talent means a broader range of
skills among employees, as well as a diversity of experiences and perspectives which increases the potential for increased
productivity

Increased creativity: As various cultures and backgrounds work together, the opportunity for increased creativity exists. This is
because there are more people with differing perspectives and solutions to problems, allowing for a greater chance of a workable
solution to a workplace problem.

Improved cultural awareness: A diverse range of cultures within the workplace allows companies to deal with the different
distinctions within a global marketplace. If a company does business with China, for example, having an employee who can speak
Mandarin is an asset and can lead to improved workplace relations.

A positive reputation: Companies that have a diverse workplace are often perceived as better employers. Potential employees want
an employer who accepts and is tolerant of all backgrounds and who treats their employees fairly

Increase in marketing opportunities: If potential employees or customers see that a company represents a diverse workplace, it
makes them feel like they can relate to the company more. Using advertising that depicts mature-aged, differently-abled, or
ethnically diverse people encourages applicants to apply, promotes a positive reputation, increases marketplace awareness, and
generates a more diverse client-base

Achieving workplace diversity means you are bringing out the very best of your employees and allowing them to reach their full
potential. By doing so, your workplace benefits as it encourages a more varied and innovative talent pool.

According to Hubbard, the presence of diversity impacts individuals, teams, organizations, customer markets, and communities at
large. Consequently, the presence and promotion of diversity do not automatically eliminate the existence of harassment and
discrimination in the workplace-but it can over time if properly implemented and executed. As stated in a workplace diversity study
published on the University of Florida website,” Managing diversity is more than simply acknowledging differences in people. It
involves recognizing the value of differences, combating discrimination, and promoting inclusiveness.”

A diverse workplace is profitable. In an article published on the American Bar Association website, statistics showed that business
that deters women and minorities from exhibiting their full potential “not only expose themselves to liability, they prevent
themselves from potentially multiplying their customer base and earning greatly increased profits.”

According to research cited by Cedric Herring in a 2009 article published in the American Sociological Review, the most racially
diverse companies bring in nearly 15 times more revenue than the least racially diverse. Additionally, Herring found racial diversity
to be a better determinant of sales revenue and the amount of customers than company size, age, or the number of employees.

The findings for the advantages of women in the workplace are equally impressive. According to a 2011 research report conducted
by Nancy M. Carter and Harvey M. Wagner, companies that have three or more women on the board “outperform companies with
all-male boards by 60 percent in return on invested capital, 84 percent in return on sales and 60 percent in return on equity. These
numbers suggest that diversity and inclusion are not just profitable; they have a synergistic impact on profits.”

The business case for diversity stems from the progression of the models of diversity within the workplace since the 1960s. In the
United States, the original model for diversity was situated around affirmative action drawing from equal opportunity employment
objectives implemented in the Civil Rights Act of 1964. Equal employment opportunity was centered around the idea that any
individual academically or physically qualified for a specific job could strive for (and possibly succeed) at obtaining the said job
without being discriminated against based on identity. This compliance-based model gave rise to the idea that tokenism was the
reason an individual was hired into a company when they differed from the dominant group. Dissatisfaction from minority groups
eventually altered and/or raised the desire to achieve perfect employment opportunities in every job.
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I.  Challenges for Workplace Diversity

The following are some of the challenges that come with workplace diversity:

1) Harassment: Negative attitudes can arise which may lead to harassment of those who are different from others.

2) High turnover: This is costly, as each time an employee leaves the organization; time and money have to be spent on
interviewing, recruiting, and subsequently training new employees.

3) Exclusion: If tendencies to ignore people in an organization based on personal issues rather than job related issues are not
eliminated, this could lead to exclusion.

4) Discrimination & lawsuits: When diversity is not accepted, in terms of gender, race, sexuality, religion, disability, economic
class or cultural background, this may lead to discrimination at the workplace and costly lawsuits.

5) Stereotypes and preconceptions: Promoting the “we” vs. “them” concept at workplaces may lead to judging each other.

6) Absenteeism: This is another problem which affects most organizations that lack diversity initiatives. The ultimate result of
this is lower productivity and reduced morale among employees.

Diversity can create a more inclusive and supportive work environment, which positively affects employee morale and performance.

When employees feel respected and valued regardless of their background, job satisfaction and productivity tend to increase. A

report by the World Economic Forum (2024) found that organizations with diverse workforces see higher employee engagement

and retention rates. The diversity feature promotes a culture of mutual respect and encourages employees to bring their best

personalities to work.

Workplace diversity in the service industries worldwide brings significant benefits, including enhanced customer satisfaction,

greater innovation, improved employee engagement, and increased business performance. Nevertheless, achieving diversity requires

addressing challenges such as unconscious bias, resistance to change, and global inequalities. By embracing best practices such as

inclusive hiring, leadership accountability, and diversity training, organizations can build more inclusive and high-performing

workplaces.

J.  Local View on the Impact of Diversity on Organizational Culture

Workplace diversity is acknowledging, understanding, accepting, valuing, and celebrating differences among people with respect to
age, class, ethnicity, gender, physical and mental ability, race, sexual orientation, spiritual practice, public status and educational
backgrounds.

Workplace diversity in the service industry in Zambia is an emerging and increasingly important aspect of organizational
development. While Zambia’s service sector, including industries such as hospitality, retail, healthcare, banking, and
telecommunications, continues to grow, the focus on diversity and inclusion is gaining momentum. Several factors contribute to the
dynamics of workplace diversity in Zambia, including the country’s social, cultural, and economic landscape.

In industries like tourism and hospitality, employees with diverse cultural backgrounds can relate to a wide range of international
tourists and provide personalized services.

Gender diversity in the workplace is a key focus in Zambia, as the country works towards gender equality and empowering women
in the workforce. The service industry, particularly in sectors like healthcare and hospitality, offers substantial employment
opportunities for women, although challenges such as gender bias and unequal access to leadership roles still persist.

There has been significant progress in female representation in management and leadership roles within the hospitality and banking
sectors, but there is still work to be done in ensuring gender parity across all levels of the service sector.

Zambia has a predominantly young population, and the service sector plays a crucial role in providing employment opportunities for
youth. The growing number of young workers adds an important dimension to workplace diversity, as younger employees often
bring fresh perspectives, technological savvy, and a willingness to adapt to new ways of doing business.

Although the inclusion of people with disabilities in Zambia’s workforce is still limited, there is a growing recognition of the need
to create more inclusive workplaces. Zambia has legislation promoting the rights of people with disabilities, but its implementation
in the service industry remains inconsistent.

A diverse workforce in Zambia’s service industry allows businesses to better meet the needs of a diverse customer base. Employees
with diverse cultural backgrounds can provide insights into customer preferences and offer tailored services, particularly in
industries like tourism and retail.

In hospitality, for example, employees who understand the needs of local and international customers can deliver personalized and
culturally experienced services, leading to greater customer satisfaction.
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McKinsey & Company (2024) research suggests that diverse teams tend to outperform homogenous teams in areas like innovation
and decision-making. This finding is relevant in Zambia’s growing service industry, where innovation is key to staying competitive.
Companies that uphold diversity and inclusion are seen as more attractive employers, particularly to young professionals and those
from diverse backgrounds. This helps businesses in the service industry in Zambia to access a wider talent pool and recruit skilled
workers. Deloitte (2023) highlights that organizations that foster inclusive work environments often attract top talent, which is
crucial for the service industry in Zambia as competition for skilled labor increases.

Nguyen & Wyrick (2023) argue that companies with diverse teams can adapt more quickly to market shifts and customer demands,
a benefit for Zambia’s service industry, which is integrating more into the global economy.

Workplace diversity in the service industry in Zambia is an emerging and increasingly important aspect of organizational
development. While Zambia’s service sector, including industries such as hospitality, retail, healthcare, banking, and
telecommunications, continues to grow, the focus on diversity and inclusion is gaining momentum. Several factors contribute to the
dynamics of workplace diversity in Zambia, including the country's social, cultural, and economic landscape.

Key Aspects of Workplace Diversity in Zambia’s Service Industry

1. Cultural Diversity:

0 Zambia is home to over 70 ethnic groups, each with its own languages, traditions, and cultural practices. The
workforce in the service industry is therefore inherently diverse, with employees coming from different ethnic
backgrounds. This cultural diversity can be an asset in sectors like hospitality, where understanding different cultural
norms and customer preferences is essential.

o Inindustries like tourism and hospitality, employees with diverse cultural backgrounds can relate to a wide range of
international tourists and provide personalized services.

2. Gender Diversity:

0 Gender diversity in the workplace is a key focus in Zambia, as the country works towards gender equality and
empowering women in the workforce. The service industry, particularly in sectors like healthcare and hospitality,
offers substantial employment opportunities for women, although challenges such as gender bias and unequal access to
leadership roles still persist.

0 There has been significant progress in female representation in management and leadership roles within the hospitality
and banking sectors, but there is still work to be done in ensuring gender parity across all levels of the service sector.

3. Youth Employment:

0 Zambia has a predominantly young population, and the service sector plays a crucial role in providing employment
opportunities for youth. The growing number of young workers adds an important dimension to workplace diversity,
as younger employees often bring fresh perspectives, technological savvy, and a willingness to adapt to new ways of
doing business.

0 Youth employment also intersects with gender, as young women have increasingly entered the service sector,
including retail, customer service, and hospitality roles, which were previously dominated by men.

4. Disability Inclusion:

o0 Although the inclusion of people with disabilities in Zambia’s workforce is still limited, there is a growing recognition
of the need to create more inclusive workplaces. Zambia has legislation promoting the rights of people with
disabilities, but its implementation in the service industry remains inconsistent.

o Companies, especially in hospitality and customer service sectors, are beginning to recognize the importance of
employing people with disabilities, especially in roles such as call center operations or IT support, where accessibility
and accommodations can be made more easily.

Benefits of Workplace Diversity in Zambia’s Service Industry
1. Enhanced Customer Service:

o0 A diverse workforce in Zambia’s service industry enables businesses to better meet the needs of a diverse customer
base. Employees with different cultural backgrounds can provide insights into customer preferences and offer tailored
services, particularly in industries like tourism and retail.

o In hospitality, for example, employees who understand the needs of local and international customers can deliver
personalized and culturally competent services, leading to greater customer satisfaction.

2. Innovation and Problem-Solving:
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o0 A diverse team can contribute to innovative solutions and better decision-making by leveraging different perspectives.
This is crucial in industries like telecommunications, banking, and healthcare, where meeting the diverse needs of
customers requires constant adaptation and creative problem-solving.

0 McKinsey & Company (2024) research suggests that diverse teams tend to outperform homogenous teams in areas like
innovation and decision-making. This finding is relevant in Zambia’s growing service industry, where innovation is
key to staying competitive.

3. Attracting Talent:

o0 Companies that promote diversity and inclusion are seen as more attractive employers, particularly to young
professionals and those from diverse backgrounds. This helps businesses in Zambia's service industry access a wider
talent pool and recruit skilled workers.

o Deloitte (2023) highlights that organizations that foster inclusive work environments often attract top talent, which is
crucial for the service industry in Zambia as competition for skilled labor increases.

4. Economic Growth and Competitiveness:

o A diverse workforce can contribute to a more resilient and competitive service sector. By embracing diversity,
organizations are better equipped to meet the needs of a global market and navigate the challenges posed by
globalization and technological advancement.

0 Nguyen & Wyrick (2023) argue that companies with diverse teams can adapt more quickly to market shifts and
customer demands, a benefit for Zambia's service industry, which is integrating more into the global economy.

Challenges of Workplace Diversity in Zambia’s Service Industry
1. Limited Awareness and Training:

0 While there is growing awareness of the importance of workplace diversity, many organizations in Zambia still lack
formal diversity and inclusion training. This can lead to issues such as unconscious bias in hiring, promotion, and team
dynamics, affecting employee morale and productivity.

0 Shin & Lee (2024) suggest that training programs on diversity, equity, and inclusion are essential to creating a more
inclusive work environment, especially in industries like customer service and hospitality, where interpersonal skills
are critical.

2. Gender Inequality:

o0 Despite progress in gender representation, women in Zambia’s service industry still face barriers to accessing senior
leadership positions. Societal and cultural norms often influence career progression, with women being
underrepresented in managerial roles, especially in male-dominated sectors like construction and engineering.

0 Liu et al. (2023) argue that organizations should provide mentorship and career development opportunities to women
in the service sector to ensure they have equal access to leadership roles.

3. Integration of Persons with Disabilities:

0 While there is legislative support for disability rights in Zambia, workplace integration for people with disabilities
remains limited. Accessibility and support structures in the workplace are often inadequate, making it difficult for
people with disabilities to fully participate in the workforce.

0 World Economic Forum (2024) emphasizes that for true workplace diversity, service organizations must invest in
infrastructure, accessibility, and inclusive policies that support employees with disabilities.

4. Economic and Socio-Cultural Barriers:

0 In Zambia, socioeconomic factors such as access to education and skills development can create disparities in the
workforce. People from disadvantaged socioeconomic backgrounds may find it difficult to access formal education or
skills training, limiting their ability to compete for jobs in the service industry.

o Deloitte (2023) suggests that addressing these barriers through targeted educational programs and social inclusion
initiatives can help increase the diversity and talent pool in Zambia's service sector.

Workplace diversity in Zambia’s service industry has significant potential to drive innovation, improve customer service, and attract
top talent. However, challenges such as gender inequality, limited disability inclusion, and the need for greater awareness of
diversity benefits must be addressed for Zambia to fully realize the potential of a diverse workforce. By investing in inclusive
policies, training programs, and community engagement, service organizations in Zambia can build more equitable and effective
workplaces that contribute to the broader goal of sustainable economic development.
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Globalization has given rise to more interaction than ever before among people from diverse cultures and backgrounds. This has
resulted in organizations no longer restricting their operations or businesses to within their national boundaries, as they are free to
extend beyond their borders. Diversity at workplaces should be embraced by both profit and non-profit organizations, as they both
need to become more creative, innovative and open-minded in order to develop. Different individuals have been exposed to and
experienced different things, and bring diverse knowledge and skills to workplaces. This can help individual organizations succeed
in their quest to produce quality products or provide quality and timely services.

Demographic changes have led to workplace diversity in the following manner:

a) Increases in dual income families have led to increases in the number of women at workplace b) Increases in single mothers have
led to increases in the number of women at workplaces. Technological advancements in organizations, coupled with increased
awareness of globalization have led to organizational restructuring, which has in turn resulted in either downsizing labor or out
sourcing labor internally or externally. This has ultimately resulted in workplace diversity. The desire by respective governments to
enforce equal opportunity legislation has led to considering discrimination at workplaces illegal and to specifying clear roles and
responsibilities for the workforce, which ultimately results in workplace diversity.

This is also noticed in Zambia, as Zambia stands firm to fight for equal opportunities for all when it comes to issues of employment.
The Employment Code Act No. 3 of 2019 of the laws of Zambia puts it clearly that: an employer shall promote equal opportunity in
employment and eliminate discrimination in an undertaking. And also an employer shall not, in any employment policy or practice
discriminate, directly or indirectly, against an employee or a prospective employee;

(a) on grounds of colour, nationality, tribe or place of origin, language, race, social origin, religion, belief, conscience political or
other opinion, sex, gender, pregnancy, marital status, ethnicity, family responsibility, disability, status, health, culture or economic
grounds; and

(b) in respect of recruitment, training, promotion, terms and conditions of employment, termination of employment or other matters
arising out of the employment.

Workplace diversity in the service industry of Zambia has significant potential to drive innovation, improve customer service, and
attract best talent. Though, challenges such as gender inequality, limited disability inclusion, and the need for greater awareness of
diversity benefits must be addressed for Zambia to fully realize the potential of a diverse workforce. By investing in inclusive
policies, training programs, and community engagement, service organizations in Zambia can build more unbiased and effective
workplaces that contribute to the broader goal of sustainable economic development.

In the context of the workplace, valuing diversity entails creating a workplace that respects and includes individual differences,
recognizing the unique contributions that individuals with many types of differences can make, and creating a work environment
that maximizes the potential of all employees. This requires accommodating any individual regardless of age, class, ethnicity,
gender, physical and mental ability, race, sexual orientation, spiritual practice, public status and educational background. But what is
currently available in most hotels organizations especially in Livingstone is that other Managers or business owners prefer working
with males alone and others prefer working with females alone in their hotels. Though this comes along with different reasons and
justifications, they miss a point because of not understanding the topic of diversity and its importance in their businesses.

Quiet okay workplace diversity does not come without challenges as highlighted above, but if it is fully understood and harnessed in
an organization, it will bring more success and positivity to the business. What is needed by managers is the understanding of the
importance of workplace diversity and diversity management process itself.

Managing diversity is an inclusive managerial process where all individuals can work in an environment that facilitates
development, encourages positive work ethic, releases potential, promote organizational citizenship behaviors, encourages
individuals improve organizational efficiency, and effectiveness. In addition, diversity must therefore be seen as an asset and
necessity for achieving vertical and horizontal integration among departments as well as, externally, in adding value for clients and
customers.

It is of paramount importance to also note that social interactions are subject to misinterpretations and categorizations according to
social groupings. As at it said we are symbolic animals who order our experiences by constructing linguistic frameworks that create,
shape and constrain our actions and perceptions. As such, we can explore how people understand the world by deconstructing their
linguistic choices. In this social construction of reality four main actors are worth mentioning. Firstly, there are management
sponsored diversity actors who are employed to manage diversity such as the human resource personnel; secondly, there are trade
union sponsored actors who are responsible for fighting for workers’ rights; thirdly, there are national identity networks responsible
for advocating for local citizens rights and fourthly, there are community networks which are mostly alliances of faith groups,
educational institutions (Healy and Oikelome, 2007).
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Another critical issue to the discourse of managing diversity is Equal Opportunities (EO), Affirmative Action (AA). Most authors
have questioned on where the line should be drawn between EO, AA and managing diversity. Straw (1989) suggests a simple
typology of EO from “equal chance’ through equal access to equal share. This leads us to believe that EO focuses on the removal of
discrimination which is true to a greater extent. On the other hand some authors have also highlighted that the business case for
equal opportunities is often termed *“managing or valuing diversity” but as, with most modern-day management issues, the
underlying principles and interpretation of this concept is subject to mass misinterpretations and analytical criticism.

Affirmative action refers to requirements, often legally mandated, to change organizational demographics and remedy past
situations the approach of “valuing differences” is intended to be ethically and morally driven (Kirby and Harter, 2002). However,
managing diversity is mainly focused on embracing differences and valuing pluralism. As Nel, Werner, Haasbroek, Poisat, Sono,
Schultz (2008) highlighted diversity management is seen by more and more organizations as a means to achieve competitive
advantage and a strategic necessity to survive in a globally diverse environment. As such, it involves an indispensable shift in
attitude and behavior that is beyond the recourse of law. In the simplest terms managing diversity can be perceived as a concept
which indicates “do” and favors the positive, when EO indicates “don’t” and favors the negative.

Timmermans, Ostergaard, & Kristinsson (2011) concluded that ethnicity may be considered as substitute or alternative for cultural
background. The differences in the ethnicity can be brought innovative and creative performance among the members. Pitts (2010)
argued that institutions are becoming more divers on racial viewpoint, therefore logically it is very important to study how various
ethnic groups behave at workplace. Ethnicity is two edge sword having advantages and disadvantages.

Erasmus (2007) mentioned that diversity management and workforce diversity is a forced integration that creates conflict and
uncertainty in the workforce as leadership is not skilled in the discipline of diversity management and its principles. As a result,
managers do not know how to effectively practice diversity management, and what factors contribute to effective diversity
management and task that can deal with diversity related issues in the work place.

Even though companies train employees upon hire, conduct ethics test, online training and targeted anti-harassment training,
employees still make decisions to break the rules with their behavior when it comes to diversity (Victoria and Mary, 2010).
According to Pitts, Hicklin, Hawes and Melton (2010), diversifying workers from different education background creates
opportunities for greater innovation and more creative solutions to problems.

Conflict occurs due to difference of perception, ideas, behaviors, interest, attitudes, religious differences, political differences and
unjustified distribution of national resources. Conflict is not always negative. It depends how the conflict is handle. If handled
properly, it can become source of development; otherwise it creates hostilities. So it affects quality, performance and profit of
organization. Conflict is essential for life and dynamic for team performance. When managers ignore the clash between the co-
workers, those clashes will be converted into personal and emotional conflict in the long run and therefore damages the
organizational culture, worker morale and overall reduction of organizational performance.

Some organizations prefer to hire males workers compared with women because they are perceived to have better performance and
ability to manage their jobs. However, providing an equal job opportunity to women is vital to improve performance of employees
in an organization. These societal mandates eliminated formal policies that discriminated against certain classes of workers and
raised the costs to organizations that failed to implement fair employment practices.

Discrimination on hiring workers based on gender has resulted in a firm’s hiring workers who are paid higher wages than alternative
workers, but are no more productive. Moreover, Wentling and Palma Rivas (2000) study states that organization with diverse
workforce will provide superior services because they can understand customers better (Kundu, 2008).

Recent studies and initiatives in Zambia underscore the growing importance of workplace diversity in enhancing organizational
performance and contributing to national development.

Impact on Organizational Performance

A study titled “Managing a Diverse Workforce in Zambian Firms” examined how diversity constructs such as gender, age, and
cultural background influence organizational performance. The research found that leadership and organizational policies
significantly mediate these relationships, suggesting that effective management of diversity can lead to improved performance
outcomes.

Role of Cultural Diversity in National Development

Zambia’s rich cultural diversity is celebrated annually on Unity Day, observed on the first Tuesday of July. This day reinforces the
nation’s commitment to peace, solidarity, and mutual respect among it’s over 70 ethnic groups, each with unique traditions and
customs.
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Promoting Gender Equality and Women’s Empowerment

The Zambia Alliance of Women (ZAW), established in 1978, is a non-governmental organization dedicated to promoting gender
equality, development, and peace. With a membership of 15,000 by 2011, ZAW actively engages in advocating for women’s
participation across various sectors, including traditionally male-dominated fields like mining.

Prominent Organizations Advocating Diversity

The Zambia Alliance of Women (ZAW), established in 1978, actively promotes gender equality and women’s participation in
various sectors, including traditionally male-dominated fields like mining. Their initiatives aim to empower women and enhance
diversity within the workforce.

Corporate Initiatives for Diversity and Inclusion

Companies like Xylem Zambia are committed to fostering a diverse and inclusive workplace. With over 16,000 employees across
150 countries, Xylem emphasizes creating a sense of belonging and respect, driving innovation and competitiveness within their
operations.

Challenges and Strategies for Effective Diversity Management

While workplace diversity brings numerous benefits, challenges such as communication barriers, cultural conflicts, and biases
persist. To address these issues, experts recommend implementing cultural awareness training, developing inclusive policies, and
fostering effective communication to leverage the advantages of a diverse workforce fully.

Zambia is increasingly recognizing the significance of workplace diversity, with studies and initiatives highlighting its potential to
enhance organizational performance and contribute to national development. Ongoing efforts are essential to address existing
challenges and fully harness the benefits of a diverse and inclusive workforce.

K. Research Gap

A research gap means, there are some areas that have significant scope for more research, but they have not been investigated by
other researchers. In other words, no one has picked up or worked on these ideas. A research gap refers to such unexplored or
underexplored areas that have scope for further research.

A number of researches have been done on effects of workforce diversity on employees’ performance in an organization, factors
that affect workforce diversity in an organization, diversity management, workplace diversity and competitive advantage, workplace
diversity and organizations, gender diversity and organization performance, ethnic diversity and organization performance and
effects of workforce diversity on employee performance. Alison M Konrad and Pushkala Prasad talked more about workplace
diversity in their book. Rosemary Hays and Thomas talked about managing diversity and inclusion. Bari A. Williams talked about
diversity in the workplace. From this information it is clearly seen that most of the research work that have been done on workplace
diversity does not stress much on the effects workplace diversity has on organizations, but stress much on the importance. There is
little information gathered on the impact or effect of workplace diversity in organizations. This is the reason why the researcher
decided to study on the effect of workplace diversity on organizational culture in the service industries of Livingstone district in
Zambia.

L. Chapter Summary

This chapter gives an overview of the literature reviewed for this study. It brings out the world view, the regional view and the local
view on the impact of workplace diversity on organizational culture in the service industry. It is clearly seen that with the rise of
globalization there is more interaction than ever before among people from diverse cultures and backgrounds. This has resulted in
most organizations not restricting their operations or businesses to within their national boundaries, as they are free to extend
beyond their borders. But even as much this is true it is clearly seen that some hotels do not know how to properly manage
workplace diversity. The chapter states that diversity is in two dimensions that is inner sphere and outer sphere dimensions. It also
brings out some challenges of workplace diversity as well as the benefits of workplace diversity in organizations. Therefore, to
manage workplace diversity in service organizations to get the full benefits of it, it is crucial to understand the phenomenon of
workplace diversity and its probable impact on organization culture in the service industries. A diversified workplace brings
together talent pool from around the world noted to possess the best skills and competences which the organization leverage for
competitive advantage in the market in order to earn above average returns and profitability (Mazur, 2010; Stoner et al., 2013).
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1. RESEARCH METHODOLOGY
A. Overview
To complete this study research, methodologies were developed to improve the study that enabled the researcher to generate
information needed. It is important to note that having a well-designed research methodology is very vital as the degree of accuracy
and usefulness of a research is directly affected by the methodology.
Research methodology is an important part for research study. Therefore, in this chapter, the researcher discusses how the research
was carried out. It includes the research design, population of the study, sample and sampling procedures/techniques, sample size,
instruments for data collection and ethical considerations, validation and reliability of instruments, data collection procedure, data
analysis as well as a summary for this chapter.

B. Research Design

Research design is a framework of research methods and techniques chosen by a researcher to conduct a study. For this research
study, the researcher used the explanatory design method. This research design combines both the quantitative approach and the
qualitative approach. The overall purpose of this research design is that qualitative data helps explain or build upon initial
quantitative results. The Explanatory Design also known as the Explanatory Sequential Design is a two-phase mixed methods
design. The design starts with the collection and analysis of quantitative data. This first phase is followed by the subsequent
collection and analysis of qualitative data. The second, qualitative phase of the study is designed so that it follows from the results
of the first quantitative phase. Because this design begins quantitatively, investigators typically place greater emphasis on the
quantitative methods than the qualitative methods.

Quantitative approach was used to achieve a “numerical description of trends, attitudes, or opinions” of a large population base.
Quantitative business research is a research that addresses research objectives through empirical assessments. It involves numerical
measurement and analysis approaches (Zikmund, 2010). It generates statistics through the use of large-scale survey research, using
methods such as questionnaires or structured interviews. A qualitative approach was used to untie the meanings and understandings
which participants presented upon their experiences on the topic of the study.

C. Study Site
A study site refers to the specific location or setting where a study is conducted, therefore for this particular research the researcher
selected five hotels in Livingstone District which are centrally located in town as the study sites for this study.

D. Target Population of the Study

Population of the study is the entire group that the researcher wants to focus on in a particular research topic. The target population
for this study is one hundred (100) respondents from the five selected hotels in Livingstone district which are centrally located in
town.

E. Sample and Sample size

The sample is a subset of the population that is selected to participate in a study. The sample size (n) is the number of individuals or
units included in the sample. The sample for this study is fifty (50) hotel workers who will be the respondents for this study. And the
sample size (n) for this study is fifty (50) the respondents included in the sample which will be from the five selected hotels,
meaning 10 from each hotel. The 10 consisted of at least 3 respondents from the top level management positions, 3 from the lower
level management workers and 4 from other workers including general workers.

F.  Sampling Procedure

Sampling procedure refer to the method used to reduce the number of population to a minimal sample. The researcher combined
both probability and non-probability sampling methods in this research study.

When selecting the five (5) Hotels to be considered for the study, the researcher used non probability sampling method called
Convenience Sampling. A convenience sample simply includes the individuals who happen to be most accessible to the researcher.
This is an easy and inexpensive way to gather initial data for the researcher. The researcher simply selected the first five hotels that
quickly granted acceptance or permission on the researcher’s request to carry out a research.

When selecting the ten (10) respondents from each selected Hotel, the researcher used probability sampling method called Stratified
Random Sampling.
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Stratified Sampling involves dividing the population into subpopulations that may differ in important ways. It allows you draw more
precise conclusions by ensuring that every subgroup is properly represented in the sample. For this research, the researcher divided
the population into subgroups (called strata) based on the relevant characteristics that is top level management, lower level
management and other workers including general workers. Based on the overall proportions of the population, the researcher used
random sampling to select three (3) respondents from the top level management, three (3) respondents from the lower level
management and four (4) from the other workers including the general workers. This assisted the researcher to have a representation
from all the subgroups.

G. Research Instruments for Data Collection

For this study, the research instrument that were used were; interview guides and self-administered questionnaires which had a
Likert scale to measure the respondents’ attitudes. Self-administered questionnaire requires respondent to takes the responsibility to
read and answer the questions. The questionnaires were distributed directly to the employees and it took around 15-20 minutes for a
respondent to complete it. A clear and comprehensible questionnaire enables respondents to provide accurate information for the
research. A self-administered questionnaire was created in order to collect information about how workplace diversity affects
organization culture. The questionnaire was separated into four (4) sections namely Section A, B, C and D. Section A helped to
collect the respondents’ demographic data which consists of elements such as gender, age, ethnicity, education level, position in an
organization and working experience. Section B consisted of six dependent variables which are affected by workplace diversity in
an organization. Section C consisted of the organization’s approach to workplace diversity and finally Section D consisted of
recommendations and general concerns by respondents. Likert scale is used to measure of attitude and is designed to allow
respondents to indicate whether strongly they agree or disagree with carefully constructed statements that range from very positive
to negative toward an attitudinal object. All questions in Section B, C and D of the questionnaire used Likert scale to allow
respondents to indicate to what extent they agree or disagree with the particular statement (i.e. the question). For each of the
questions which use Likert scale, there are five responses that may be checked and numerical score was assigned to each of the
questions as follow:

1 = Strongly Disagree

2 = Disagree
3 = Neutral
4 = Agree

5 = Strongly Agree

H. Validation and Reliability of Instruments

Validity of the information gathered can be measured by comparing and testing the gathered information. Therefore, in order to
ensure validity and reliability of the research instruments used for this study, the researcher asked other colleagues who have done
research before to analyze the instruments and give necessary advice. A pilot test was also done to check its reliability in bringing
back tangible useful information free from error.

I.  Data Collection Procedure/Techniques

Data collection procedure is a set of steps to be followed when collection data for a research. After the pilot test is done and data
collection process was set, the researcher first got an introductory letter from the school and then went to seek permission from the
study sites. A time table was followed in collecting data. First month week one the researcher did a pilot test, analysis of the results
from the pilot test, printing and photocopying of questionnaires. Week two was for distribution of questionnaires to the respondents
in selected hotels. Week three was for follow ups with the selected hotels and week four was for collecting answered questionnaires.
Second month week one and two was for typing of gathered information from the questionnaires. Third and fourth week was for
data analysis and interpretation in relation the literature available, validation of results and finally research findings, conclusions,
recommendations and presentation.

J.  Data Analysis

Data analysis is defined as a process of cleaning, transforming, and modeling data to discover useful information for business
decision-making. Data analysis summarizes collected data. It involves the interpretation of data gathered through the use of
analytical and logical reasoning to determine patterns, relationships or trends. Data analysis is an application of reasoning to
understand, clear and interpret the data or information that have been collected through the questionnaires.
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For the purpose of analyzing data for this research, the researcher used Spreadsheet applications and the SPSS application. Excel:
the world’s best-known spreadsheet software. A wide range of functionalities accompany Excel, from arranging to manipulating,
calculating and evaluating quantitative data to building complex equations and using pivot tables, conditional formatting, adding
multiple rows and creating charts and graphs - Excel has definitely earned its place in traditional data management. The tool offers a
visual interface for predictive analytics that can be easily used by average business users with no previous coding knowledge, while
still providing analysts and data scientists with more advanced capabilities. Like this, users can take advantage of predictions to
inform important decisions in real time with a high level of certainty.

The responses from the questionnaires were put in tables, charts and graphs to clearly illustrate data and descriptive statistics was
also used which included the use of frequency, percentage, mode and mean. Therefore, data collected through the questionnaire was
analyzed in relation to the research questions and the literature available. This helped the researcher to give clear results and
research findings, conclusions, and helpful recommendations.

K. Ethical Considerations

Ethical considerations in research are a set of principles that guide your research designs and practices. Scientists and researchers
must always adhere to a certain code of conduct when collecting data from people. In the process of this study research, the
researcher promised and assured voluntary participation, informed consent, anonymity, confidentiality, and high professionalism.
Permission was sort in advance from the study sites telling them about the whole process and what is required from them as
respondents in the research. The respondents were kindly asked if they could spare not more that 10 to 20 minutes of their time just
to assist in responding to the questionnaires. During the course of collecting information the respondents will not be subjected to
unnecessary harassment, anxiety, or putting them through experiments including hazards, discomfort, demeaning or dehumanizing
procedures etc.

L. Chapter Summary

Chapter three presents the methodology used in this study. It brings out the fact that this study used both the quantitative and
qualitative research approach and the study site was five selected hotels. The target population is also given as 100 respondents from
the 5 selected hotels in Livingstone district with a sample size of 50 respondents. The chapter also makes it clear that the instrument
used for this study were the interview guides and the self-administered questionnaires while upholding research ethics. The chapter
also mentions that the instruments were analyzed and a pilot test was conducted for validation and reliability of instruments used.
The data collection procedure is also given on how data was analyzed, interpreted and finally presented. The data analysis tools used
to analyze the collected data is Spreadsheets and SPSS packages. The chapter ends by giving some ethical considerations the
researcher worked with throughout the research process.

V. PRESENTATION OF DATA AND RESEARCH FINDINGS
A. Overview
This chapter presents the key findings from the research conducted on the effects of workplace diversity on organizational culture in
the service industry, specifically focusing on five selected hotels in the Livingstone District of Southern Province. The findings are
derived from both qualitative and quantitative data gathered through surveys, interviews, and observations.
The purpose of this chapter is to provide a detailed analysis of how workplace diversity influences various aspects of organizational
culture within the hospitality sector. Key themes such as organization practices, organization vision, organization values, and
organization employees’ motivation are discussed, highlighting both positive and negative impacts identified through the research.
The findings are presented in alignment with the research questions and objectives outlined in the earlier chapters, offering insights
into the broader implications of diversity in shaping organizational culture in the hotel industry.

B. Demographic information of participants for this study
4.1.1 Gender
27 Males and 23 Females
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Figure 4.1.1: Gender of Participants

Gender of Participants

—

= Male = Females

4.1.2. Age
20 = 20-29 years old, 14 = 30-39 years old, 10 = 40-49 years old and 6 = 50 years old and above
Figure 4.1.2: Age of Participants

Age of Participants

m 20-29 yearsold = 30-39 years old = 40-49 years old 50 years old and above

4.1.3. Ethnicity
42 Zambian and 8 Non Zambian
Figure 4.1.3: Ethnicity of Participants
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Ethinicty of Participants

= Zambian = Non Zambian

4.1.4. Educational Level

6 with Grade 12 Certificate, 10 with College Certificate, 21 with Diplomas, 8 with 1% Degrees, 4 with Master degrees and 1 with
PhD

Figure 4.1.4: Educational Level of Participants

Educational Level of Participants

4,8% 1,2%

m G 12 Certificate = College Certificate = Diploma
1st Degree = Masters degree = PHD

4.1.5. Work Experience
18 for 0-2 years, 11 for 2-5 years, 13 for 6-10 years, 6 for 10-15 years and 2 for more than 15 years
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Figure 4.1.5: Work Experience of Participants

Work Experience of Participants

2,4%

m(0-2Years m2-5Years =6-10 Years 11-15 Years = More than 15 Years

4.1.6. Position in the organization
3 from Top management, 11 from Senior staff, 20 from junior staff and 16 from General workers
Figure 4.1.6: Position of Participants in the Organization

Position of Participants

16, 32%

= Top Management = Senior Staff = Junior Staff General Workers

C. Findings as brought out in the study

The findings of this study are given below to indicate the impact of workplace diversity on Organizational culture especially in the
service industry:

1) Organization performances/practices

From the study findings using the questionnaire responding to the statement: Workplace diversity does affect organization
performance/practices from all the fifty (50) sample size only one (1) respondent indicated Strongly Disagree (SD), three (3)
respondents indicated Disagree (D) and three (3) respondents indicated Neutral (N), nine (9) respondents indicated Agree (A) while
thirty-four (34) respondents indicated Strongly Agree (SA). This finding shows that 2% of the respondents Strongly Disagree (SD),
6% of the respondents Disagree (D) and another 6% of the respondents are Neutral (N), 18% of the respondents Agree (A) while
68% of the respondents Strongly Agree (SA) that indeed Workplace diversity does affect organization performance/practices. This
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representation clearly indicates that workplace diversity really plays an important role when it comes to improving organization
performance/practices. The representation of findings are shown in the following charts to visually support the findings.

Figure 4.2.1: (a) Pie Chart: Workplace diversity & Organizational Practices

Workplace Diversity & Organizational Practices
SD (Strongly Disagree) D (Disagree)
2% 6%

N (Neutral)
6%

A (Agree)
18%

SA (Strongly Agree)
68%

= SD (Strongly Disagree) = D (Disagree) = N (Neutral) A (Agree) = SA(Strongly Agree)

Figure 4.2.1: (b) Bar Chart: Workplace Diversity & Organizational Practices

Workplace Diversity & Organizational Practices

w SA (Strongly Agree

L1l ( gly Agree)

) A (Agree)

= N (Neutral) —

o _

o D (Disagree) s

ﬂ SD (Strongly Disagree) mm

o
0 2 4 6 8 10 12 14 16 18 20 22 24 26 28 30 32 34 36
SD (Strongly . SA (Strongly
Disagree) D (Disagree) N (Neutral) A (Agree) Agree)

m Workplace DIVEI’SItY & Organizational 1 3 3 9 34

Practices

2) Organization Vision/values

From the study findings using the questionnaire responding to the statement: Organization vision/values can be affected by
workplace diversity from all the fifty (50) sample size zero (0) respondent indicated Strongly Disagree (SD), two (2) respondents
indicated Disagree (D) and one (1) respondents indicated Neutral (N), seven (7) respondents indicated Agree (A) while forty (40)
respondents indicated Strongly Agree (SA).
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This finding shows that 0% of the respondents Strongly Disagree (SD), 4% of the respondents Disagree (D) and another 2% of the
respondents are Neutral (N), 14% of the respondents Agree (A) while 80% of the respondents Strongly Agree (SA) that indeed
Workplace diversity does affect organizational vision/values. This shows that 94% of respondents agreed or strongly agreed that
workplace diversity can influence the organizational vision and values, highlighting the significance of diversity in shaping a
company’s long-term direction and ethical foundations. The representation of findings are shown in the following pie chart to
visually support the findings.

Figure 4.2.2: Pie Chart: Workplace diversity & Organizational Vision/Values

Workplace Diversity & Organizational Vision/Values
D (Disagree)
SD (Strongly Disagree) 4% N (Neutral)
0% 2%

A (Agree)
14%

SA (Strongly Agree)
80%

= SD (Strongly Disagree) = D (Disagree) = N (Neutral) A (Agree) = SA (Strongly Agree)

3) Organization Employees’ Motivation

From the study findings using the questionnaire responding to the statement: Workplace diversity does affect employees’ motivation
in a way from all the fifty (50) sample size only (1) respondent indicated Strongly Disagree (SD), two (2) respondents indicated
Disagree (D) and one (1) respondent indicated Neutral (N), four (4) respondents indicated Agree (A) while forty (42) respondents
indicated Strongly Agree (SA). This finding shows that 2% of the respondents Strongly Disagree (SD), 4% of the respondents
Disagree (D) and another 2% of the respondents are Neutral (N), 8% of the respondents Agree (A) while 84% of the respondents
Strongly Agree (SA) that indeed Workplace diversity does affect organization employee’ motivation. This indicates that 92% of the
respondents agree that workplace diversity positively affects employee motivation, suggesting that diverse environments contribute
to higher employee engagement and satisfaction. The representation of findings are shown in the following pie chart to visually
support the findings.
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Figure 4.2.3: Pie Chart: Workplace Diversity & Organization Employee’ Motivation

Workplace Diversity & Organization Employees' Motivation

- D (Disagree)
SD (Strongly Disagree) 4%

2%

N (Neutral)
2%

A (Agree)
8%

SA (Strongly Agree)
84%

= SD (Strongly Disagree) = D (Disagree) = N (Neutral) A (Agree) = SA (Strongly Agree)

4) Improved Company Culture

From the study findings using the questionnaire responding to the statement: Workplace diversity leads to improved company
culture from all the fifty (50) sample size only (1) respondent indicated Strongly Disagree (SD), two (2) respondents indicated
Disagree (D) and one (1) respondent indicated Neutral (N), four (4) respondents indicated Agree (A) while forty-two (42)
respondents indicated Strongly Agree (SA). This finding shows that 2% of the respondents Strongly Disagree (SD), 4% of the
respondents Disagree (D) and another 2% of the respondents are Neutral (N), 8% of the respondents Agree (A) while 84% of the
respondents Strongly Agree (SA) that indeed well managed workplace diversity does lead to improved company culture. This
reveals that 92% of respondents believe that workplace diversity enhances company culture, which is essential for creating a
positive, inclusive, and collaborative work environment. The representation of findings are shown in the following pie chart to
visually support the findings.
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Figure 4.2.4: Pie Chart: Workplace Diversity & Improved Company Culture

Workplace Diversity & Improved Company Culture

D (Disagree)
SD (Strongly Disagree) 4%
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= SD (Strongly Disagree) = D (Disagree) = N (Neutral) A (Agree) = SA (Strongly Agree)

5) Improved Decision Making

From the study findings using the questionnaire responding to the statement: Workplace diversity does foster improved decision
making from all the fifty (50) sample size only (1) respondent indicated Strongly Disagree (SD), another one (1) respondent
indicated Disagree (D) and zero (0) respondent indicated Neutral (N), two (2) respondents indicated Agree (A) while fort-six (46)
respondents indicated Strongly Agree (SA). This finding shows that 2% of the respondents Strongly Disagree (SD), 2% of the
respondents Disagree (D) and 0% of the respondents are Neutral (N), 4% of the respondents Agree (A) while 92% of the
respondents Strongly Agree (SA) that indeed Workplace diversity does affect decision making. This suggests that 96% of
respondents agree that a diverse workforce improves decision-making, emphasizing the value of having different perspectives in the
decision-making process. The representation of findings are shown in the following pie chart to visually support the findings.
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Figure 4.2.5: Pie Chart: Workplace Diversity & Improved Decision Making

Workplace Diversity & Improved Decision making

D (Disagree) N (Neutral)
2% 0%
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= SD (Strongly Disagree) = D (Disagree) = N (Neutral) = A (Agree) = SA (Strongly Agree)

6) Increased Productivity

From the study findings using the questionnaire responding to the statement: Workplace diversity leads to increased productivity
from all the fifty (50) sample size only (1) respondent indicated Strongly Disagree (SD), another one (1) respondent indicated
Disagree (D) and one (1) respondent indicated Neutral (N), two (2) respondents indicated Agree (A) while fort-five (45) respondents
indicated Strongly Agree (SA). This finding shows that 2% of the respondents Strongly Disagree (SD), 2% of the respondents
Disagree (D) and 2% of the respondents are Neutral (N), 4% of the respondents Agree (A) while 90% of the respondents Strongly
Agree (SA) that indeed Workplace diversity does affect organization’s productivity. This result shows that 94% of the respondents
believe workplace diversity contributes to higher productivity, indicating that diverse teams are more efficient and effective in their
work.The representation of findings are shown in the following pie chart to visually support the findings.
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Figure 4.2.6: Pie Chart: Workplace Diversity & Increased productivity

Workplace Diversity & Increased Productivity
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7) If not managed properly WD can promote potential conflict

From the study findings using the questionnaire responding to the statement: If not managed properly workplace diversity can
promote potential conflict from all the fifty (50) sample size only two (2) respondents indicated Strongly Disagree (SD), another one
(2) respondent indicated Disagree (D) and two (2) respondents indicated Neutral (N), one (1) respondent indicated Agree (A) while
fort-four (44) respondents indicated Strongly Agree (SA). This finding shows that 4% of the respondents Strongly Disagree (SD),
2% of the respondents Disagree (D) and 4% of the respondents are Neutral (N), 2% of the respondents Agree (A) while 88% of the
respondents Strongly Agree (SA) that indeed if not managed properly workplace diversity can promote potential conflict. This
indicates that 90% of respondents agreed that poor management of diversity could lead to conflicts, emphasizing the importance of
effective diversity management. The representation of findings are shown in the following pie chart to visually support the findings.
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Figure 4.2.7: Pie Chart: Workplace Diversity & Potential Conflict

Workplace Diversity & Potential Conflict
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8) If not managed properly WD can promote resistance to change

From the study findings using the questionnaire responding to the statement: If not managed properly workplace diversity can
promote resistance to change from all the fifty (50) sample size only one (1) respondent indicated Strongly Disagree (SD), another
one (1) respondent indicated Disagree (D) and one (1) respondent indicated Neutral (N), two (2) respondent indicated Agree (A)
while fort-five (45) respondents indicated Strongly Agree (SA). This finding shows that 2% of the respondents Strongly Disagree
(SD), 2% of the respondents Disagree (D) and 2% of the respondents are Neutral (N), 4% of the respondents Agree (A) while 90%
of the respondents Strongly Agree (SA) that indeed if not managed properly workplace diversity can promote resistance to change.
This result shows that 94% of respondents agreed that poorly managed workplace diversity can lead to resistance to change,
highlighting the challenges in managing a diverse workforce during organizational transformations. The representation of findings
are shown in the following pie chart to visually support the findings.
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Figure 4.2.8: Pie Chart: Workplace Diversity & resistance to Change

Workplace Diversity & Resistance to change
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D. Chapter Summary

This chapter presented the key findings from the research conducted on the effects of workplace diversity on organizational culture
in the hospitality industry, specifically focusing on five selected hotels in the Livingstone District of Southern Province. The
findings were derived from a combination of qualitative and quantitative data collected through surveys, interviews, and
observations.

The study revealed that workplace diversity positively impacts various aspects of organizational culture. Key areas influenced by
diversity include organizational performance and practices, the organization’s vision and values, employees’ motivation, company
culture, decision-making, and productivity. The overwhelming majority of respondents (over 80%) agreed that workplace diversity
plays a significant role in improving these areas, with a high percentage strongly agreeing that diversity enhances performance,
motivates employees, and leads to better decision-making and increased productivity.

Additionally, the study highlighted potential challenges associated with workplace diversity, particularly if it is not managed
properly. A notable number of respondents agreed that poor management of diversity can lead to conflicts and resistance to change
within the organization. However, despite these challenges, the overall findings emphasize the importance of effectively managing
diversity to unlock its benefits and improve organizational culture.

V. DISCUSSION, CONCLUSION AND RECOMMENDATIONS

A. Overview

This chapter provides a comprehensive discussion of the research findings presented in the previous chapter. The discussion begins
with analysing the demographic influence on perceptions of Diversity and Organizational Culture. Next it interprets the results in
the context of the study’s research questions and objectives, drawing connections between the data and the broader implications of
workplace diversity on organizational culture within the service industry, specifically in the selected hotels of Livingstone District.
The discussion section critically analyses the key findings, explore their significance, and compare them with existing literature on
the topic.
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Furthermore, this chapter presents the conclusions drawn from the research, summarize the contributions made to the understanding
of how workplace diversity impacts organizational culture, and highlight practical implications for hotel managers and
policymakers. Finally, recommendations for future research and potential strategies for management of diversity to improve
organizational culture in the hospitality sector are offered.

B. Discussion of Findings

1) Demographic Influence on Perceptions of Diversity and Organizational Culture

The demographic composition of the participants provides critical insights into how diversity is perceived and how it shapes the
organizational culture within the selected hotels of Livingstone District.

1. Age Diversity and Cultural Perception

The study revealed that the workforce is predominantly young, with 68% of participants under the age of 40. This youthful
demographic often brings openness to new ideas, multicultural interaction, and flexibility in adapting to diversity initiatives.
However, generational differences between younger staff and older employees (especially those aged 50 and above) can lead to
varying expectations around work ethics, communication styles, and hierarchy. Younger staff may be more accepting of egalitarian
leadership and inclusive decision-making, whereas older staff may adhere to more traditional, hierarchical workplace norms.

2. Gender Distribution

With a fairly balanced gender distribution (27 males and 23 females), perceptions of inclusivity and equality are likely to be more
balanced. However, understated gender-based roles or biases-particularly in management versus general worker roles-may still
shape organizational dynamics. The gender balance also opens the door for discussions on gender equality in leadership
opportunities and policy development.

3. Ethnic and National Diversity

The workforce is predominantly Zambian (84%), with a minority of 8 participants from other nationalities. While the presence of
non-Zambians contributes to cultural richness and diverse perspectives, their small number might result in feelings of
marginalization or isolation if inclusivity measures are not actively pursued. Zambian staff, while forming the majority, may
unconsciously default to a dominant cultural lens, which could unintentionally affect how other cultural values are recognized or
accommodated in the workplace.

4. Educational Background

The participants’ diverse educational qualifications-ranging from secondary school certificates to PhDs-suggest a wide range of
worldviews, communication styles, and expectations from the organization. Those with higher education may be more aware of
global diversity and inclusion standards, and may thus have different expectations from organizational culture than those with lower
academic exposure.

5. Work Experience and Organizational Perception

Participants with 0-5 years of experience (58%) may be more adaptable and open to diversity training and inclusive practices. On
the other hand, those with longer tenure may have more fixed perceptions, shaped by past organizational cultures, and may require
more intentional change management efforts to align with evolving diversity goals.

6. Organizational Role and Perspective

Those in top management and senior staff roles may have a broader organizational perspective and strategic understanding of
diversity’s role, while junior staff and general workers are more likely to assess diversity in terms of day-to-day interpersonal
experiences. This dynamic can create a gap in how diversity initiatives are communicated versus how they are experienced on the
ground.

C. Impact of workplace diversity on organizational culture in the service industry

The findings of this study reveal that workplace diversity has a significant and positive impact on organizational culture in the
hospitality industry, particularly within the selected hotels in the Livingstone District of Southern Province. As revealed in the data,
workplace diversity influences various aspects of organizational culture, including organizational practices, vision/values, employee
motivation, company culture, decision-making, and productivity.

The overwhelming agreement among respondents that diversity enhances these factors underscores its value in improving overall
organizational performance.

©IJRASET: All Rights are Reserved | SJ Impact Factor 7.538 | ISRA Journal Impact Factor 7.894 | 5378



International Journal for Research in Applied Science & Engineering Technology (IJRASET)
ISSN: 2321-9653; IC Value: 45.98; SJ Impact Factor: 7.538
Volume 13 Issue V May 2025- Available at www.ijraset.com

1) Organizational Performance and Practices

A majority of respondents (68% strongly agreed) indicated that workplace diversity positively affects organizational performance
and practices. Diverse teams bring varied perspectives, skills, and experiences, which can drive innovation and foster improved
problem-solving. This aligns with previous research indicating that diverse teams tend to perform better by contributing to a broader
range of ideas and solutions.

Workplace diversity has a significant impact on the way organizational practices are structured and implemented. Diverse teams can
play a pivotal role in improving communication, innovation, and decision-making processes within the hotel industry, and the
following are some of the ways:

e Improved Communication

In the hotel industry, teams frequently interact with visitors from all over the world. Diverse teams bring numerous cultural
perspectives, aiding better understanding and communication with visitors from different backgrounds. This leads to more
personalized and effective customer service. Team members may speak different languages or understand numerous cultural norms,
which can help bridge communication gaps both internally and externally, enhancing overall visitor experience and reducing
misunderstandings.

«  Better Decision-Making

In decision-making, a diverse team can highlight different needs and concerns that might not be directly obvious in a homogenous
group. For example, understanding cultural sensitivities, preferences, and different customer needs can result in more seasoned
decisions that improve both employee and visitor satisfaction. A combination of perspectives can help prevent “groupthink,” where
every person in a team tends to conform to a single perspective. With a more diverse team, decisions are more likely to be critically
evaluated and thoroughly discussed, leading to higher-quality conclusions.

Enhanced Innovation

A team with individuals from numerous backgrounds, ethnicities, and experiences can bring fresh and exceptional perspectives to
problem-solving and thinking. This diversity of thought leads to creative solutions, from new service offerings to unique ways of
addressing operational challenges. With team members from different regions or cultures, hotels are more likely to stay ahead of
worldwide trends and cater for a broader range of preferences, helping them innovate faster and maintain a competitive edge.

Above all, the combination of diverse cultural backgrounds, perspectives, and skill sets in diverse teams directly contributes to
improved communication, innovation, and decision-making within the hotel industry, making it better prepared to meet the dynamic
needs of worldwide business.

Incorporating diversity into day-to-day practices like recruitment, training, and team dynamics can bring both challenges and
significant benefits.

1) Challenges of Incorporating Diversity

Recruitment Challenges:

Regardless of efforts to promote diversity, unconscious partialities may still affect employing decisions, leading to
underrepresentation of certain groups. Overcoming these partialities requires careful, proactive approaches. Depending on the
location and specific industry needs, finding a sufficiently diverse pool of candidates might be more challenging, especially in
regions with less ethnic or cultural diversity.

Team Dynamics Challenges:

A more diverse team can bring different communication styles, which might lead to misunderstandings or conflict if not managed
well. Team members from different cultural backgrounds may have different approaches to work, leadership, and conflict
resolution, which can initially create friction. Even if a team is diverse, it’s important that all members feel included, not just
present. Making sure that everyone’s voice is heard and valued can be an ongoing challenge.

Training Challenges:

Making sure that diversity training is effective requires addressing deep-seated stereotypes and partialities, which can be a complex
and challenging topic to traverse. Traditional training methods and materials might not always be inclusive or culturally sensitive,
requiring adaptation to be applicable to a diverse workforce. It is a challenge to consistently implement diversity and inclusion
training across all levels of an organization, especially if there is pushback or lack of buy-in from certain departments or leadership.
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2) Benefits of Incorporating Diversity

Recruitment Benefits:

Prioritizing diversity in recruitment, organizations can tap into a larger and more diverse talent pool, attracting individuals with a
wider range of skills, experiences, and perspectives. Companies known for their commitment to diversity often have a stronger
reputation, attracting top talent and improving their employer brand. This is especially appealing to younger generations who value
inclusive work environments. Workers who feel that the organization promotes diversity and inclusion are often more likely to stay
longer, reducing turnover and supplementary costs.

Team Dynamics Benefits:

Diverse teams often develop stronger collaboration skills, as they must learn to work through differences and leverage each
member’s unique strengths and perspectives. Diverse teams tend to make more informed and well-rounded decisions, considering a
wider range of perspectives, which leads to better outcomes and reduced risks. Teams with diverse members are better at handling
problems from multiple angles, leading to more innovative solutions and creative thinking. And a diverse team is more likely to
understand the diverse needs of a diverse customer base, improving service delivery and visitor experiences. This is particularly
valuable in industries like hospitality, where personalization and cultural sensitivity are key.

Training Benefits:

Training programs that integrate diverse perspectives can help employees develop more well-rounded skills, such as cross-cultural
communication and conflict resolution, which are highly valuable in today’s globalized workplace. Employees trained to work in
diverse settings are more flexible and able to succeed in dynamic and ever-changing environments, a key benefit in industries like
hospitality. Diversity training also can help employees recognize their own partialities, fostering a more empathetic and
understanding work environment, which enhances teamwork and collaboration.

2) Organizational Vision and Values

With 80% of respondents strongly agreeing that workplace diversity affects the organizational vision and values, it becomes clear
that diversity contributes to a more inclusive, ethical, and forward-thinking organizational culture. A diverse workforce can
challenge the status quo, fostering an environment where different ideas are respected and integrated into the company’s core values
and long-term strategy.

a) Influence of Diversity on Organizational Vision

Diversity aligns with the organizational vision, making companies more flexible and progressive. Integrating diverse perspectives
into an organization’s strategic goals can have a profound and positive impact on its long-term success. Below are some of the ways
that diversity helps shape and enhance an organization’s strategic vision:

Enhanced Customer Relationships and Loyalty

Diversity within an organization allows for better representation of the larger society in its interactions with customers, leading to
stronger, more empathetic relationships. Customers are more likely to connect with an organization that reflects their values and
experiences, which can contribute to increased customer loyalty and brand promotion, vital elements for long-term success.

Broader Market Understanding

A diverse organization is more likely to comprehend and cater for the needs of a wider range of customers. Diverse cultural,
geographic, and demographic insights can help the organization perfect its products, services, and messaging to appeal to diverse
consumer bases. This understanding can influence market expansion strategies, customer subdivision, and personalization of
offerings, which are key drivers for long-term growth.

Improved Problem-Solving and Innovation

When people with diverse perspectives come together, they bring unique ways of approaching challenges. Diverse teams are more
likely to consider a wider range of solutions, identify possible risks that may not have been obvious, and innovate in ways that a
homogenous group might not.

Enhanced Decision-Making

Diverse teams typically make more balanced and thoughtful decisions. When individuals with different perspectives challenge each
other’s assumptions and viewpoints, they reduce the risk of groupthink. This results in more robust and thoughtful decision-making,
ensuring that strategic decisions are made with a comprehensive understanding of potential outcomes.
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Talent Attraction and Retention

Organizations that prioritize diversity and inclusion are more attractive to top talent, particularly as younger generations place a
premium on working in environments that are open, inclusive, and representative. The long-term strategic advantage here is the
ability to tap into a wider talent pool, which helps ensure that the business can innovate, adapt, and stay competitive over time.

Long-Term Cultural Competence

Organizations that promote diversity can also cultivate a culture of continuous learning and cultural competence. Over time, this
becomes deep-rooted in the company’s DNA, promoting an environment where workers feel appreciated and heard, which drives
greater collaboration and productivity. A healthy, inclusive culture also supports the organization’s ability to align its strategies with
broader social trends, positioning it as a responsible and forward-thinking leader.

Incorporating diverse perspectives into an organization’s strategy is not just a good thing but it is a crucial component for long-term
success. The diverse ideas, experiences, and insights that individuals from different backgrounds bring help organizations remain
innovative, adaptable, and responsive to a global marketplace. These qualities not only position the organization for sustainable
growth, but also strengthen its ability to lead and develop in an ever-changing world.

b) Role of Diversity in Shaping Organizational Values

Workplace diversity influences core organizational values like inclusivity, respect, and collaboration. Diverse teams often promote a
culture of respect, equality, and shared responsibility by bringing together individuals from a range of backgrounds, experiences,
and perspectives. This mix helps foster a deeper understanding of others and encourages more open communication, collaboration,
and innovation. Below is how these aspects play out:

Encouraging Respect:

Diversity exposes team members to a variety of viewpoints, allowing them to better understand experiences and challenges that may
differ from their own. This helps individuals develop empathy, increasing respect for one another’s contributions. A diverse team
often becomes more mindful of how language and actions can impact others, leading to an environment where people are cautious
not to inadvertently disrespect colleagues. Teams are more attuned to ensuring fairness and respect in their communication and
actions

Innovation and Growth:

The diversity of thought in a team can lead to innovative solutions that may not arise in more homogenous groups. Each team
member brings a unique approach or perspective, pushing the team to think outside the box and handle problems in innovative
ways. Diverse teams often promote a growth mindset, where learning from each other’s differences becomes a central focus. This
encourages individuals to embrace new ideas and continuously develop their skills, contributing to the team’s overall progress and
SUCCESS.

Promoting Equality:

Diversity encourages individuals to challenge their own assumptions and biases, actively working toward a more equitable team
dynamic. In diverse teams, there’s a greater emphasis on ensuring that everyone has a seat at the table. By making space for
different voices, the team ensures that all perspectives are considered and valued equally. This can lead to better decision-making, as
no one feels excluded or marginalized.

Fostering Shared Responsibility:

When diverse individuals work together, they may be more likely to help one another, drawing from their diverse backgrounds and
expertise. Shared responsibility helps create a culture where individuals support each other’s growth and success, leading to higher
team morale. Diverse teams actually promotes an environment where respect, equality, and shared responsibility are not just ideals,
but active, physical principles that drive the team’s culture. The benefits go beyond just social harmony-they lead to a more self-
motivated, resilient, and effective team.

Aligning diversity with organizational values helps create a more organized and supportive work environment by integrating
inclusivity into the company’s central mission, which in turn influences employee engagement and customer satisfaction. When an
organization prioritizes diversity as part of its values, it sets the platform for a workplace that is not only fair and respectful but also
more self-motivated and adaptable. This alignment benefits both employees and customers in the following ways:
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Stronger Employee Engagement:

Employees who see their organization committed to diversity are more likely to feel aligned with its mission and purpose. This
alignment boosts morale and job satisfaction, as individuals tend to be more engaged in their work when they feel their values match
those of the organization they work for. When diversity is a central value, employees from all backgrounds are more likely to feel
like they truly belong, as opposed to feeling disregarded. This sense of belonging drives higher levels of engagement, as employees
are more motivated to contribute when they feel seen and included.

A Cohesive and Supportive Work Environment:

When an organization integrates diversity into its values, it creates a shared understanding that inclusivity, respect, and equality are
fundamental to how everyone works together. This shared purpose fosters a sense of belonging among employees, making them feel
like their unique identities and perspectives are appreciated and valued.

Enhanced Customer Satisfaction:

A workforce that reflects the diversity of its customer base is better equipped to understand and meet the needs of a wide range of
customers. When an organization aligns diversity with its values, it can create products, services, and customer experiences that
resonate more deeply with different audiences, improving customer satisfaction and loyalty.

Employees who feel valued and supported in a diverse workplace are more likely to be motivated, engaged, and equipped to deliver
high-quality service to customers. Their broader perspectives enable them to interact with customers more empathetically,
recognizing individual needs and responding with personalized solutions.

A diverse team brings varied experiences, which sparks creative thinking and problem-solving. This leads to innovative products,
services, or solutions that can address a wider variety of customer preferences and needs. As organizations align diversity with their
values, they position themselves to be more adaptive and responsive to changing customer expectations, which boosts customer
satisfaction.

Long-Term Organizational Success:

Companies that prioritize diversity often build stronger reputations for being inclusive and socially responsible. This not only boosts
employee self-esteem but can also attract customers who align with those values. A reputation for valuing diversity can be a
powerful differentiator in competitive markets.

All in all, aligning diversity with organizational values creates a work environment where employees feel engaged, supported, and
valued, which leads to higher productivity and satisfaction. For customers, it results in more thoughtful and responsive service,
greater empathy, and innovation that meets diverse needs. This alignment ultimately fosters a more cohesive workplace culture,
improves employee retention, enhances customer loyalty, and drives long-term success for the organization.

3) Employee Motivation

Workplace diversity was also found to have a positive influence on employee motivation, with 84% of respondents strongly
agreeing that it boosts motivation. A diverse workplace creates an environment of respect and acceptance, motivating employees to
perform better and contribute to the organization’s success. This highlights the importance of fostering inclusivity to improve job
satisfaction and employee engagement.

When diversity is embraced and employees feel included, motivation tends to increase as indicated below:

Inclusive Culture: When employees see their company prioritizing diversity, they are more likely to feel comfortable and valued,
which directly impacts their motivation.

Diverse Teams Encourage Collaboration: In a diverse workplace, employees from various backgrounds can motivate each other to
share ideas and collaborate, enhancing team morale and motivation.

Sense of Belonging: A workplace that embraces diversity makes all employees feel they belong, which boosts engagement and
motivation.

The combination of employee motivation and workplace diversity creates a strong foundation for a productive, innovative, and
positive work environment. By focusing on motivating employees and fostering a diverse, inclusive workplace, organizations can
drive better performance and achieve sustainable growth.
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4) Company Culture

The study revealed that 84% of respondents believe workplace diversity improves company culture. A diverse workforce brings a
wide range of cultural backgrounds, perspectives, and experiences, enriching the workplace environment. A positive company
culture encourages teamwork, collaboration, and mutual respect, which are essential for achieving organizational goals.

A positive and inclusive company culture can foster diversity, while a diverse workplace can enrich the company culture, creating a
cycle of improvement and growth. Let's break down each concept and explore their relationship. The relationship between company
culture and workplace diversity is a dynamic one. An inclusive company culture can foster greater diversity, and a diverse
workforce can, in turn, enhance and evolve the culture.

1. Diversity Strengthens Company Culture

When a company embraces diversity, it creates a culture that is more inclusive, innovative, and adaptable as shown below:
Innovation and Creativity: A diverse workforce brings varied perspectives, which can lead to more innovative problem-solving and
creative solutions. Employees from different backgrounds bring different approaches to challenges, enriching the organization's
decision-making process.

Better Decision-Making: Diverse teams are more likely to consider a broader range of factors when making decisions, which can
result in better outcomes. This makes the company culture one that values diverse perspectives.

Improved Adaptability: A company that thrives on diversity is often more adaptable and open to change, which strengthens its
culture by making it more dynamic and flexible.

2. Company Culture Shapes Diversity Initiatives

On the flip side, a strong, inclusive company culture encourages workplace diversity by actively promoting policies and behaviours
that support it as indicated below:

Inclusive Leadership: Leaders who demonstrate inclusive behaviour and promote diversity through their actions help set the tone for
the entire organization. They communicate the value of diversity, which permeates the organization’s culture.

Equal Opportunities: A company culture that values fairness and equal opportunities ensures that everyone, regardless of their
background, has access to growth and advancement.

Supportive Environment: When an organization has a culture that encourages respect and belonging, it creates a safe environment
for individuals from diverse backgrounds to thrive.

A company culture that embraces diversity is not only beneficial for employees but also for the organization as a whole. It promotes
innovation, enhances employee engagement, and creates a more collaborative and respectful environment. Building a diverse and
inclusive culture requires intentional efforts, including leadership commitment, training, and continuous evaluation of company
practices. When both diversity and culture are aligned, companies can unlock their full potential and thrive in today’s globalized and
interconnected world.

5) Improved Decision-Making and Productivity

The findings also suggest that workplace diversity fosters better decision-making (92% strongly agreed) and increased productivity
(90% strongly agreed). A diverse team brings different viewpoints, enhancing decision-making processes by offering alternative
solutions and ideas. This diversity of thought can lead to more comprehensive and well-rounded decisions, ultimately improving the
organization’s performance and productivity.

A diverse workforce brings varied perspectives, experiences, and skills to the table, leading to more effective decision-making
processes and greater overall productivity.

Workplace diversity significantly enhances both decision-making and productivity. By bringing together people with different
perspectives, experiences, and problem-solving approaches, diverse teams can make more informed, creative, and well-rounded
decisions. This, in turn, leads to increased innovation, better risk management, and stronger market adaptability. Additionally, a
diverse workforce can drive higher employee engagement, collaboration, and retention, all of which contribute to enhanced
productivity.

Embracing workplace diversity is not just the right thing to do-it's also a smart business strategy that can lead to long-term success.
By fostering an environment where diverse voices are valued and included, organizations can unlock their full potential and thrive
in an increasingly competitive and globalized market.
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6) Potential Negative Impacts of Poor Diversity Management

Despite the numerous positive impacts of diversity, the study also found that if not properly managed, workplace diversity can lead
to potential conflicts (88% strongly agreed) and resistance to change (90% strongly agreed). These challenges highlight the need for
effective management practices that promote inclusivity while addressing potential tensions that may arise from differences in
cultural backgrounds, beliefs, and working styles.

5.2.6. A. Potential Conflict in a Diverse Workplace

Diversity brings together individuals from different cultural, ethnic, and professional backgrounds, and these differences can
sometimes lead to misunderstandings or conflicts. However, if managed correctly, these conflicts can be opportunities for growth
and improvement. Here are some potential sources of conflict in a diverse workplace:

1. Communication Barriers

Different Communication Styles: People from different cultural backgrounds may have different ways of expressing themselves,
which can lead to misinterpretations. For example, some cultures value direct communication, while others may emphasize indirect
communication. These differences can cause friction if team members misinterpret each other’s intentions.

Language Differences: Employees who speak different native languages may encounter language barriers, even if they are proficient
in the company’s primary language. Miscommunication or misunderstandings may arise from vocabulary, accents, or
colloquialisms, leading to frustration.

2. Stereotyping and Bias

Unconscious Bias: Individuals may bring their own unconscious biases into the workplace, which can affect their interactions with
colleagues. For example, they may make assumptions about someone's abilities or behavior based on their race, gender, or
background.

Stereotyping: Stereotyping can lead to negative judgments or expectations based on someone's identity (e.g., assuming certain
behaviors or skills based on gender, age, or ethnicity). This can harm collaboration and productivity, as employees may feel
pigeonholed or undervalued.

3. Conflicting Values and Norms

Cultural Differences in Values: Different cultural backgrounds often come with distinct values, priorities, and ways of thinking. For
example, in some cultures, teamwork and collectivism are highly valued, while in others, individual achievement and independence
are emphasized. These differences in values can lead to disagreements about how to approach work and collaboration.

Workplace Etiquette: Expectations about professional behavior may differ across cultures. For example, attitudes toward hierarchy,
punctuality, or the approach to conflict resolution may vary, leading to potential tensions if not managed properly.

4. Resistance to Diverse Perspectives

Groupthink: In homogeneous teams, members may be more likely to conform to a single viewpoint, but in diverse teams, this might
be challenged by varying opinions. While this diversity of thought is valuable, it can also cause conflict when team members resist
or dismiss ideas that challenge their own perspectives.

Perceived Unequal Treatment: Some employees might feel that certain groups (e.g., women, minorities, or people with disabilities)
are given preferential treatment, especially in organizations focused on diversity and inclusion initiatives. This perception can lead
to resentment and conflict, especially if employees feel that their own contributions are undervalued.

5.2.6. B. Resistance to Change in Embracing Diversity

Resistance to change is common when organizations attempt to implement diversity initiatives. Employees, especially those who are
used to a certain way of working, may find it difficult to adapt to a more inclusive culture. Here are some reasons why resistance to
change occurs:

1. Fear of the Unknown

Comfort with the Status Quo: Employees who are accustomed to a homogeneous workforce may feel uncomfortable or threatened
by diversity, especially if they perceive it as disrupting established norms and practices. The unfamiliarity with diverse work styles,
backgrounds, or perspectives can lead to anxiety or resistance.

Concerns about Job Security: Employees may fear that diversity initiatives will lead to favouritism or unfair treatment in hiring,
promotions, or job assignments. This concern can fuel resistance to changes that involve shifting the makeup of the workforce.
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2. Unconscious Bias and Prejudices

Implicit Bias: Even individuals who believe in equality and fairness may still harbour unconscious biases based on race, gender, or
other factors. These biases can affect their willingness to embrace diversity initiatives, as they may not recognize the value of
diversity or may unconsciously resist it.

Cultural Inertia: Employees may resist diversity efforts because they are accustomed to a certain set of social norms or practices in
the workplace. This resistance can be especially strong if employees perceive that the organizational culture is changing in ways that
challenge their personal beliefs or experiences.

3. Lack of Understanding or Education

Limited Exposure to Diversity: Employees who have limited exposure to different cultures, perspectives, or backgrounds may resist
diversity initiatives simply because they do not understand their importance. This lack of awareness can lead to misconceptions
about diversity and inclusion efforts, fuelling resistance.

Inadequate Training: If employees are not properly trained on the benefits of diversity or the expectations for behaviour in an
inclusive workplace, they may resist the changes. Proper education and communication are essential to overcoming resistance.

4. Perceived Threat to Power Dynamics

Threat to Existing Power Structures: In organizations where there is a clear dominance of one group (e.g., a predominantly male or
majority racial group), diversity initiatives may be perceived as a threat to the established power dynamics. Employees in positions
of privilege may resist diversity efforts because they fear losing their influence or status within the organization.

Fear of Losing Control: Leaders or managers who are used to having a homogeneous group may feel that the introduction of
diversity will disrupt the way things are done and reduce their ability to control the team. They may resist change to maintain the
status quo and the perceived comfort of having a more uniform group.

c) Strategies to Address Conflict and Resistance to Diversity

While potential conflicts and resistance to diversity can present challenges, they can be managed effectively with the right
strategies. Here are some steps organizations can take to address these issues:

1. Promote Open Communication

Encourage Dialogue: Foster an environment where employees feel safe to express their concerns, ideas, and experiences related to
diversity. Open communication helps reduce misunderstandings and allows for the resolution of conflicts before they escalate.
Active Listening: Encourage employees to listen to each other’s perspectives with empathy and respect. By understanding each
other’s backgrounds and viewpoints, employees can build stronger relationships and reduce conflict.

2. Provide Diversity Training and Education

Training Programs: Offer regular training on unconscious bias, cultural competency, and the benefits of diversity. This helps
employees recognize and address their biases, improves communication, and ensures that everyone understands the importance of
diversity and inclusion in the workplace.

Ongoing Education: Diversity training shouldn’t be a one-time event. Continuous learning opportunities help employees stay
informed about diversity issues and keep them engaged in creating a more inclusive workplace.

3. Foster an Inclusive Culture

Inclusive Leadership: Leaders should model inclusive behaviour and set the tone for the rest of the organization. They should
actively promote diversity, demonstrate respect for all employees, and hold themselves and others accountable for maintaining an
inclusive environment.

Celebrate Diversity: Recognize and celebrate different cultures, holidays, and achievements to promote understanding and
appreciation of diverse perspectives. This helps create an environment where diversity is valued.

4. Address Resistance with Empathy and Support

Understand Concerns: When employees resist diversity efforts, take the time to understand their concerns. Engage in conversations
that allow them to voice their fears or misconceptions, and provide clear explanations of how diversity benefits everyone in the
organization.
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Highlight Success Stories: Share success stories of how diversity has positively impacted the organization. Demonstrating the
tangible benefits of diversity can help reduce resistance and show how it contributes to the organization’s success.

5. Encourage Team Building and Collaboration

Diverse Teams: Promote the formation of diverse teams that collaborate on projects. Working together in a diverse group allows
employees to experience the value of diversity first-hand and build stronger relationships.

Conflict Resolution Skills: Train employees in conflict resolution techniques, so they can navigate disagreements and
misunderstandings in a healthy and productive way. This will help prevent small conflicts from escalating into larger issues.

While workplace diversity can lead to potential conflict and resistance to change, it also offers tremendous opportunities for growth,
innovation, and productivity. By proactively addressing potential sources of conflict and managing resistance with empathy,
education, and open communication, organizations can create a more inclusive and harmonious work environment. Embracing
diversity not only improves decision-making and collaboration but also enriches the organizational culture, ultimately driving
success for both the employees and the company as a whole.

VI. CONCLUSION
This study confirms that workplace diversity has a significant and complex impact on organizational culture in the hospitality sector.
The study supports the growing body of evidence suggesting that workplace diversity is an essential component of a healthy
organizational culture, especially in the competitive hospitality industry. The findings show that, when properly managed, diversity
can lead to improved organizational performance, stronger company culture, enhanced employee motivation, better decision-
making, and increased productivity. Moreover, the study found that diversity has a profound effect on aligning the organization’s
vision and values with broader societal trends, helping organizations stay relevant and forward-thinking in an increasingly
globalized world. However, the study also identifies the potential challenges of managing diversity, particularly in terms of conflict
and resistance to change.
The results underscore the importance of actively managing diversity to ensure that it leads to positive organizational outcomes. By
promoting inclusive practices and addressing potential issues early on, organizations can harness the benefits of a diverse workforce
while minimizing the risks associated with poor diversity management.
The study supports the growing body of evidence suggesting that workplace diversity is an essential component of a healthy
organizational culture, especially in the competitive hospitality industry. Organizations that embrace diversity and create an
inclusive environment are better positioned to thrive in an increasingly globalized and dynamic marketplace.
Finally, this research confirms that fostering workplace diversity is not just a moral or ethical obligation, but a strategic advantage
that can significantly enhance organizational performance. To harness its full potential, it is important for organizations, particularly
in the hospitality sector, to vigorously promote inclusivity, invest in diversity training, and promote an environment where diverse
perspectives are embraced and celebrated.

VII. RECOMMENDATIONS
Based on the findings of this study, it is clear that workplace diversity has a significant impact on organizational performances and
practices, vision, values, and employee motivation, company culture and decision-making. To fully use the benefits of workplace
diversity to maximum advantage and address the potential negative impacts of poor diversity management identified, the following
recommendations are proposed for hotels in the Livingstone District and similar organizations in the service industry:

A. Promote Inclusive Leadership and Training

Organizations should provide training programs that focus on diversity and inclusion to ensure that all employees understand the
importance of diversity in the workplace. Leaders should be equipped with the necessary skills to manage diverse teams effectively
and foster a culture of inclusivity.

Hotels should implement comprehensive diversity and inclusion training programs for all employees, especially leaders and
managers. These programs should focus on cultural sensitivity, effective communication across diverse teams, and conflict
resolution strategies. By enhancing awareness and understanding of diversity, organizations can ensure a more harmonious and
productive work environment, which supports the organization’s values and vision.
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B. Develop Diversity Management Strategies

Hotels should implement diversity management strategies that promote respect for differences and address potential issues such as
conflict and resistance to change. These strategies should include clear policies, procedures, and support systems that encourage
open communication and conflict resolution.

C. Foster an Inclusive Work Environment

Organizations should create an environment where all employees feel valued and respected, regardless of their background. This can
be achieved through team-building activities, mentorship programs, and regular feedback mechanisms to ensure that diverse voices
are heard and integrated into decision-making processes.

To enhance employee motivation, organizations should foster an environment where diversity is seen as a source of strength.
Encouraging collaboration among diverse teams can increase creativity and innovation. Furthermore, recognizing and rewarding the
contributions of employees from diverse backgrounds can boost morale and motivate staff. Mentorship programs and leadership
opportunities for underrepresented groups can also help increase employee engagement and career development.

D. Monitor and Evaluate Diversity Initiatives

To ensure that diversity initiatives are having the desired impact, organizations should regularly evaluate their diversity programs.
Feedback from employees should be collected to assess the effectiveness of diversity initiatives and make adjustments where
necessary.

It is important for hotels to continuously monitor and assess the effectiveness of their diversity initiatives. Regular surveys, focus
groups, or feedback mechanisms should be established to measure employee satisfaction and identify any emerging challenges
related to diversity. Based on this data, organizations can adjust their strategies to ensure that diversity initiatives remain important
and impactful.

E. Encourage Diversity in Decision-Making

Companies should ensure that diverse perspectives are represented in decision-making processes, as diverse teams tend to make
better and more informed decisions. This can be achieved by involving employees from various cultural backgrounds, gender, and
professional experiences in key decisions and strategic planning.

F. Celebrate and Acknowledge Diversity

Regularly celebrate diversity through events, campaigns, or initiatives that highlight different cultures, holidays, and traditions
within the workforce. Host multicultural events or “diversity days’” where employees share their cultural backgrounds, food, and
traditions with their colleagues. This helps employees feel valued and appreciated for their unique contributions. Celebrating
diversity fosters a sense of belonging and helps employees feel proud of their identity, which in turn boosts morale and engagement.

G. Integrate Diversity into Organizational Practices and Policies

To fully benefit from diversity, it should be embedded into the core organizational practices and policies. Hotels should create and
enforce policies that promote equal opportunities, non-discrimination, and respect for cultural differences. Incorporating diversity
into recruitment, promotion, and retention strategies can help to attract and retain a diverse talent pool, which in turn strengthens the
organization’s practices and overall performance.

H. Address Potential Conflicts Proactively

Given the possibility of conflict arising from workplace diversity, organizations should establish conflict management frameworks
that help resolve differences in a constructive manner. Training employees and managers to handle cultural misunderstandings and
diverse perspectives will help mitigate tensions and maintain a harmonious work environment.

I.  Enhance Communication and Collaboration

Effective communication is key to managing diversity in the workplace. Encouraging open dialogue among employees from
different backgrounds will help build understanding, reduce misunderstandings, and foster collaboration across diverse teams.

By adopting these recommendations, hotels and other service-oriented organizations can leverage the full potential of workplace
diversity, leading to improved organizational outcomes and a more inclusive, productive work environment.
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The researcher also recommends that future research could further explore the long-term impacts of diversity on employee retention
and organizational performance in Zambia’s hospitality industry.
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APPENDICES

This research is expected to be conducted in a period of three months in total and these two months will be divided in weeks. The
table below shows a breakdown of the week’s activities.

First Month Days
Monday
Tuesday
Week one Wednesday
Thursday
Friday
Monday
Tuesday
Week two Wednesday
Thursday
Friday
Monday
Tuesday
Week three Wednesday
Thursday
Friday
Monday
Tuesday
Week Four Wednesday
Thursday
Friday
Second Month Days
Monday
Tuesday
Week one Wednesday
Thursday
Monday
Tuesday
Week two Wednesday
Thursday
Monday
Tuesday
Week three Wednesday
Thursday
Monday
Tuesday
Week Four Wednesday
Thursday

Activity

Getting ready to begin the research study/seeking permissions
Gathering resources, instruments and materials to be used

Printing and photocopying of questionnaires

Pilot Test

Review and analysis of results of the Pilot test and any adjustments

Visiting and distributing questionnaires to the five selected hotels

Making some follow ups over the distributed questionnaires & interview guides

Collecting answered questionnaires from the visited hotels

Activity

Typing of gathered information from the questionnaires

Typing of gathered information from the questionnaires

Reviewing more literature on the topic

Data analysis and interpretation in relation the literature available
Validation of results

Research Findings, conclusions, and recommendation presentation
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2) Budget for the Study
The budget for all the expenses estimated to be incurred in this research undertaking was as given in the table below:

S/N TYPE OF EXPENDITURE ESTIMATED COSTS
K, AMOUNT
1 |Transport/Lodging 3200
2 Food 1300
3 |Airtime/Internet 1500
4 Printing & Photocopying 3000
5 |Proposal Presentation 2500
6 Research Defence Presentation 2500
7 [Miscellaneous Expenses 1500
8 Total Expenses 15500

3) Instruments
INTERVIEW GUIDE
The Effects Of Workplace Diversity On Organizational Culture
Demographic information
Gender
Age
Ethnicity
Education level & work experience
Position in the organization
. Workplace diversity and organizational culture
Examples that can lead to proper management of workplace diversity.
How do you define workplace diversity?
What is organizational culture?
What are some of the effects of workplace diversity on organization performance?
Workplace diversity and organization vision
What is the vision for your organization?
Has the vision for your organization changed in the recent past?
What could have led to the change of your organization vision?
Does workplace diversity influence your organization vision in any way?
Workplace diversity does affect organization values
What are some of the values for the organization?
Any effect workplace diversity has on organization values
What could have led to change of some organization values in the recent past?
Workplace diversity does affect employees’ motivation in a way
What is employee motivation?
Give some of the ways your organization uses motivates its employees
How does workplace diversity affect employees’ motivation?

O TP VO T L OO RPZ00ZDPO TR
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QUESTIONNAIRE
Dear respondents,
I am a final year student from Rockview University currently pursuing Master of Business Administration degree. As part of my
coursework for the Research Project, | am required to conduct a research survey. The title of my research project is “The Impact of
Workplace Diversity on Organizational Culture in the Service Industry”.
I would be grateful if you could spend a few minutes of your time to complete the questionnaire. 1 assure that all information
collected is strictly for academic purposes and will be kept confidential. Thank you for your kind assistance.

Section A: Demographic Information
Please specify your answer by marking an (X) on the relevant answers provided. The following questions will be used only in
determining my sample demographics.
1. Gender

[ 1 Male

[ ] Female

2. Age

[ 120-29 years old

[ 130-39 years old

[ 140-49 years old

[ 150 years old and above

3. Ethnicity

[ 1 Zambian

[ 1 Non Zambian

4. Educational Level

[ ] Grade 12 Certificate or [ ] College Certificate
[ ] Diploma

[ 1 Degree

[ ] Master

[1PhD

5. Work Experience

[ 10-2 years

[12-5 years

[ 16-10 years

[111-15 years

[ ] more than 15 years

6. Position in the organization

[ 1 Top management

[ ] Senior staff

[ 1 Junior staff

[ 1 General worker

Section B Workplace Diversity And Organizational Culture

The questions below ask about your self-perceived views about whether workplace diversity affects the organizational culture.
Based on your experiences and understanding, please indicate the most appropriate opinion/response with the scale below by
marking an (X) on your appropriate response.

(1) Strongly Disagree (SD)

(2) Disagree (D)

(3) Neutral (N)

(4) Agree (A)

(5) Strongly Agree (SA)
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The Impact of Workplace Diversity

Workplace diversity does affect organization performance/practices
Organization vision/values can be affected by workplace diversity
Workplace diversity does affect employees’ motivation in a way
Workplace diversity leads to improved company culture
Workplace diversity does foster improved decision making
Workplace diversity leads to increased productivity

If not managed properly WD can promote potential conflict

If not managed properly WD can promote resistance to change

el e
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Section C: Organization’s Approach To Diversity

(gender, ethnicity, age and education background)

The questions below ask about your organization’s approach to diversity. Based on your experiences and understanding, please
indicate the most appropriate opinion/response with the scale below by marking an (X) on your appropriate response.

(1) Strongly Disagree (SD)
(2) Disagree (D)

(3) Neutral (N)

(4) Agree (A)

(5) Strongly Agree (SA)

SO D N A SA

1. I am positive about gender diversity in this workplace 1 2 3 4 5
2. Opportunities for growth and advancement exist for women in our organization 1 2 3 4 5
3. Fair treatment is given to all employees, whether they are male or female. 1 2 3 4 5
4. | am positive about age diversity in this workplace 1 2 3 4 5
5. Women are involved in the organization’s decision making as much as men. 1 2 3 4 5
6. The organization gives equal treatment when it comes to the diversity of education 1 2 3 4 5
background

7. Good employee performance is important for the future growth of my organization 1 2 3 4 5
8. Because of workplace diversity am given the chance to try my own method of 1 2 3 4 5
doing the job 1 2 3 4 5
9. Workplace diversity brings people of different skills and abilities together 1 2 3 4 5
10. I co-operate well with my colleagues of different background 1 2 3 4 5

11. 1 am committed to the mission and direction of my organization

Section D: Recommendations And General Concerns By Respondents
Based on your experiences and understanding, please indicate the most appropriate opinion/response with the scale below by
marking an (X) on your appropriate response.
(1) Strongly Disagree (SD)
(2) Disagree (D)
(3) Neutral (N)
(4) Agree (A)
(5) Strongly Agree (SA)
SOD D N A SA
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1. Members with different education levels should be included in problem solvingand 1 2 3 4 5
decision making

2. A career development that includes women should be encouraged within 1 2 3 4 5
organizations

3. Fair treatment must be given to all employees, whether they are male or female 1 2 3 4 5
4. Opportunities for growth and advancement exist for minorities in our organization

5. Different languages that are used to communicate do not create problem among 1 2 3 4 5
employees

6. The recruitment plan of the organization must be based on the education 1 2 3 4 5
background of the employees 1 2 3 4 5
7. The difference in education background does not encourage conflict 1 2 3 4 5
8. Women must be involved in the organization’s decision making as much as men 1 2 3 4 5
9. Organizations must be concerned about the employee’s customs, cultures, and

values 1 2 3 4 5
10. Organizations must provide employees with equal opportunities for training and

career development. 1 2 3 4 5
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