
1 theberylinstitute.org

The Treatment Impact: 
Cultural Inclusivity in a 
Modern World
October 26, 2023



2 theberylinstitute.org

Housekeeping
• All participants are muted.

• Audio Settings: ability to select your speakers and adjust your volume.

• Chat: for sharing of ideas, interacting with speakers and attendees; not for 
promoting services and products. Make sure you choose ‘Everyone’ in the 
dropdown in the chat box.

• Q&A: for submitting questions to review at the end of the webinar

• Captions: Click the caption icon to turn captions on/off

• Receive follow up email tomorrow with webinar slides, recording and link to 
survey.
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PX Continuing Education Credits

• This webinar is approved for 1 PXE.

• To obtain patient experience continuing education credit, participants must attend the 
webinar in its entirety and complete the webinar survey within 30 days.

• The speakers do not have a relevant financial, professional, or personal relationship 
with a commercial interest producing health care goods/services related to this 
educational activity.

• No off-label use of products will be addressed during this educational activity. 

• No products are available during this educational activity, which would indicate 
endorsement.

This webinar is eligible for 1 patient experience continuing education (PXE) credit. Participants interested in receiving PXEs must complete the 
program survey within 30 days of attending the webinar. Participants can claim PXEs and print out PXE certificates through Patient 
Experience Institute. As recorded webinar, it offers PXE for two (2) years from the live broadcast date.
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Headliner Webinar Series Sponsored by:

For more information, visit:
pcare.com
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Our Speaker

Dr. Theresa Horne, CPTM, SHRM-SCP 

Chief Diversity and Equal Opportunity Officer
Defense Counterintelligence and Security Agency



The Treatment  Impact :  
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Dr. Theresa Horne, CPTM, SHRM-SCP

Chief Diversity and Equal Opportunity Officer

In partnership with The Beryl Institute



TODAY'S  D ISCUSS ION
TO P I C S  TO  

COV E R

• Examine bias and empathy

• Thought pa tte rns a nd beha viors

• Identify microa ggressions

• Discuss cultura l a wa reness

• Explore  the  intent vs impa ct of bia s



THE CHALLENGE
Unconscious  Bias :

Accidental, unintended, subtle and 

completely unconscious choices, made 

by everyone, all the time.





Barriers to healthcare can include 

inaccessible facilities, lack of language 

or cultural understanding, and 

discrimination based on race, gender, or 

sexuality. These exclusions can lead to 

poor health outcomes and disparities in 

care.

Exclus ion in 
healthcare



Human beings process 

information via two routes: 

Conscious :

explicit, controlled process. 

Unconscious :

implicit, automatic, largely 

driven by emotional factors, 

and can activate well-

established stereotypes.



80-90%
OF OUR MINDS WORK UNCONSCIOUSLY



If yo u  h a ve  a  b r a in ...

You have bias.



My b ia s is unconscious, so  it's oka y?
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LOSS OF CARE

Pa tients who encounter bia s ha ve  nega tive  fee lings 

like  hopelessness or distrust. This ca n ca use  undue  

stress a nd could result in lea ving the ir ca re  provider.

IMPAC T TO  BUS INES S

When pa tients a re  unha ppy, they find other 

orga niza tions with simila r va lue  systems. Also, 

medica l professiona ls will ta ke  the ir ta lents 

e lsewhere  in a  poor work culture .

NEG ATIVE PUBLIC ITY

Pa tients will sha re  the ir story on socia l media , with 

friends a nd collea gues.



Ensuring everyone receives the same 

approach (equa l). Elimina ting barrie rs  for an 

individua l upon reques t (accommodation) is  

good and important. Be tte r is  crea ting an 

inclus ive  environment for a ll (access ibility).

Equality < Accommodation < Access



Typ es of 
Cog nitive  Bia s
JUST TO NAME A FEW...

• We are drawn to details that confirm our existing beliefs

• We notice flaws in others more easily than we notice in ourselves

• We tend to find stories and patterns even when looking at sparse data

• We fill in characteristics from stereotypes, generalities, and prior history

• We imagine things and people we’re familiar with or fond of as better

• We project our current mindset and assumptions onto the past and future

• We think we know what other people are thinking



EXPRESSED 

DIREC TLY

“These  people  never ta ke  the  time  

to lea rn English in America , then 

wa nt our he lp."

AWARE O F BIAS

"I don’t ha ve  time to use  the  

a pp. Give  her to someone  

e lse  tha t ca n understa nd her."

O PERATES  

C O NS C IO US LY

Disrega rds pa tient a nd ma kes 

her wa it much longer tha n 

other pa tients tha t spea k 

English.

EXPRES S ED 

INDIREC TLY

“She  doesn’t know any 

English? Wow."

UNAWARE OF 

BIAS

Tries to get another person to 

take the patient that is of 

same nationality because 

“she’d be more comfortable”.

OPERATES SUB -

CONSCIOUSLY

Attempts to use app but does 

not listen critically to the 

needs of the patient.

C O N S C I O U S

U N C O N S C I O U S



In ten t vs Im p a ct

HOW YOU MEAN TO 

BE SEEN O R HEARD

HO W O THERS 

EXPERIENC E YO UR 

AC TIO NS O R WO RDS



Words to Live By

10

"Every act ion we take impacts  
the  lives  of others  around us . 
The ques t ion is :  
Are  you aware  of your impact?"

Arthur Carmazzi



ste reo typ es & 
m icroa g g ressions



Ste re otyp e s  a re :

• An overgenera lized be lie f 

a bout a  pa rticula r ca tegory of 

people

• A sta nda rdized menta l 

picture  tha t is he ld in common 

by members of a  group a nd 

tha t represents a n 

oversimplified opinion, 

pre judiced a ttitude .
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What is  a microaggress ion?

Microaggressions are defined as the everyday, 

subtle, intentional (and often times unintentional) 

interactions or behaviors that communicate bias 

toward any marginalized groups.

The difference between microaggressions and 

overt discrimination (or macroaggressions), is 

that people who commit microaggressions might 

not even be aware of them.

“Micro" in microaggression doesn't mean tha t these acts can't have big, life-changing impacts.



His hair (dreadlocks) is not professional, 

should he be the one to meet the clients?I'm OCD about my work.

If we invite her to lunch, she'll need 

special seating (for her wheelchair). 

Can't we just make it quick?

I don't see color. I see humans.
What race (or ethnicity) are you?

You're so pretty! I bet you'll go far here.



You're black, what do you think about...Yeah, I know I should call him "Janice" 

but he was born James. 

Will your husband be okay if you take 

the job at the new location?

No offense but...
I have a gut instinct about him.

She's so mild-mannered, do you think 

she'd be able to lead that team?



CULTURAL 
INTELLIGENCE
What Guides  Us

Self-Awareness

Emotional Intelligence

Transparency

Education & Inclusion



Access ibility Tips

Ensure websites are Section 508 

compliant.

Ensure  facilities  have  no a rchitectura l 

barrie rs  (heavy doors , fas t clos ing 

e leva tors , ramps , and even supply a  dog 

bowl or trea ts  for se rvice  animals )

Bra ille  documents  or reader apps ; apps  for 

fore ign language  ass is tance ; s ign language  

tra ining



Cultural Tips

Use apps to assist with language barriers 

(ASL, fore ign language , e tc.)

Don’t assume or s te reotype  cultura l 

diffe rences . See  through the ir cultura l lens , 

not yours .

Show empathy and pa tience . If you make  a  

mis take , speak to the  impact.

Be  who you need.



Thank you!
Feel free to ask questions!



6 theberylinstitute.org

Questions?

Please submit your questions using the Q&A icon
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PX Continuing Education Credits

• This webinar is approved for one (1) PXE credit through Patient 
Experience Institute.

• To obtain PXE credit, participants must attend the webinar in its entirety 
and complete the webinar survey within 30 days.

• After completing the webinar survey, you will be redirected to the 
Patient Experience Institute’s PXE Portal to claim the credit.

• As recorded webinar, PXE credit is available for two (2) years from the 
live broadcast date.
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Upcoming Events & Programs
WEBINARS

November 2 | Caring for the Workforce: Five Strategic Areas to Address Well-Being in Healthcare

November 7 | Unexpected Healers

November 14 | Aligning Volunteer Programs with the Changing Landscape of Healthcare

November 28 | Complimentary - Learning Programs to Support Your Organization’s Experience Strategy

November 30 | Headliner (Complimentary) - Amplifying the Voices of Those with Lived Experience: The Key 

to Transforming Healthcare

CONNECTION CALLS/PX CHATS

November 6 | Patient Advocacy Community Connection Call – Rounding

November 15 | Lost Belongings Workgroup

November 17 | PX Chat: Structuring Your PX Efforts

PROGRAMS

November 2-16 | CAVS Exam Preparation Course

Access our vast library 
of on demand patient 
experience webinars.

Webinars are included in membership 
with the Institute. 
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Thank You
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