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COMPONENTS OF AN LGBTQ-FRIENDLY AGENCY 
 
Organizational policies and culture 
 Solicit top management’s commitment to making your services anti-racist and LGBTQ-friendly for 

clients, employees, and volunteers. 
 Include sexual orientation and gender identity in your agency’s non-discrimination and sexual 

harassment policies. 
 Recognize that a non-discrimination clause is not enough. 
 Establish a zero-tolerance policy toward homophobic and transphobic comments.  Recognize that such 

attitudes in the agency support the use of homophobic and transphobic tactics by abusers/offenders. 
 Create a culture in which staff can safely come out; celebrate them when they do. 
 Celebrate significant events in LGBTQ staff members’ relationships. 
 Develop working relationships with LGBTQ service providers in your area and with organizations 

specifically serving bisexuals and transgender people. 
 
Let Clients know that your agency is committed to working with all LGBTQ people 
 Include LGBTQ perspective related to DV/SA in all agency publications, and make sure all print 

materials for clients explicitly include LGBTQ issues. 
 Use inclusive language in speech and on agency forms.  (Print materials on LGBTQ issues must 

address the entire LGBTQ community, talk about gender identity as well as sexual orientation, and 
address LGBTQ people of color as well as white people.) 

 Develop specific materials for LGBTQ clients. 
 Put up multicultural posters aimed at LGBTQ clients. 
 Develop support groups for LGBTQ victims. 

 
Ensure that staff and volunteers have opportunities to learn about LGBTQ issues, and the attitudes, 
knowledge and abilities to serve LGBTQ clients 
 Provide anti-homophobia/transphobia and heterosexism training for all staff and volunteers. 
 Train all staff and volunteers on LGBTQ DV/SA.  Don’t assume that learning about lesbian DV/SA is 

sufficient. 
 Ensure that LGBTQ programs continue by having various staff involved in them; don’t refer all LGBTQ 

clients to the one known LGBTQ staff person. 
 Provide opportunities for all staff to attend LGBTQ-related conferences. 
 Provide opportunities for LGBTQ staff, especially staff of color to present at conferences and to 

represent the agency publicly. 
 Inform staff of LGBTQ-affirmative resources in your community. 
 Educate staff on issues facing specific groups of LGBTQ people; recognize that one size does not fit 

all. 
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Ensure that staff and volunteers reflect the community the agency serves 
 Recruit LGBTQ staff, but don’t make them totally responsible for LGBTQ programs. 
 Encourage LGBTQ people, especially survivors, to take leadership roles. 
 Develop strategies for preventing LGBTQ abusers/victimizers from gaining admission to shelters. 
 Develop relationships with organizations serving the LGBTQ community. 
 Develop strategies for better serving LGBTQ victims of color. 

 Educate white staff on how racism keeps people of color from seeking services. 
 Involve LGBTQ communities of color in making policy, not just providing services. 
 Provide LGBTQ-affirming interpreters for client who do not speak English. 
 Provide culturally and linguistically sensitive support groups. 
 Do outreach through community organization of African-Americans, Asian-Americans, Native 

Americans, or other ethnic groups in your area, in order to reach LGBTQ people who do not 
identify with or participate in the LGBT community. 

 
Develop appropriate services for LGBTQ people 
 Organize support groups for LGBTQ victims. 
 LGBTQ-affirming shelter. 
 Develop shelter options for male and trans victims. 
 

 
 
 

Many of the above points can be used to evaluate whether an agency 
is likely to be a safe and helpful referral for your LGBTQ clients. 
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CREATING A CULTURALLY COMPETENT AGENCY: WORKSHEET 
 
List two or three strategies for accomplishing each of the following goals in your own agency.  Sample 
strategies are given to get you started. 
 
A. Solicit top management’s commitment to making your services anti-racist and culturally 

competent for clients, employees, and volunteers from diverse backgrounds. 
 Include sexual orientation and gender identity in your agency’s non-discrimination and sexual 

harassment policies. 
 _____________________________________________________________ 

_____________________________________________________________ 
 _____________________________________________________________ 

_____________________________________________________________ 
 _____________________________________________________________ 

_____________________________________________________________ 
 
B. Let Clients know that your agency is committed to working with diverse communities. 

 Include an immigrants’ perspective related to DV/SA in agency publications, and make sure all 
print materials for clients explicitly include issues relevant to survivors who are immigrants. 

 _____________________________________________________________ 
_____________________________________________________________ 

 _____________________________________________________________ 
_____________________________________________________________ 

 _____________________________________________________________ 
_____________________________________________________________ 
 

C. Ensure that staff and volunteers have opportunities to learn about cultural issues, and the 
attitudes, knowledge and abilities to serve culturally diverse clients. 
 Provide ongoing cultural competency training for all staff and volunteers. 
 _____________________________________________________________ 

_____________________________________________________________ 
 _____________________________________________________________ 

_____________________________________________________________ 
 _____________________________________________________________ 

_____________________________________________________________ 
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D. Ensure that staff and volunteers reflect the community the agency serves. 

 Recruit LGBTQ staff and volunteers, including LGBTQ people of color. 
 _____________________________________________________________ 

_____________________________________________________________ 
 _____________________________________________________________ 

_____________________________________________________________ 
 
 _____________________________________________________________ 

_____________________________________________________________ 
 
E. Provide appropriate services to culturally diverse people. 

 Make sure that food available to clients reflects a variety of tastes or that they have the opportunity 
to choose foods prevalent in their cultural experience.. 

 _____________________________________________________________ 
_____________________________________________________________ 

 _____________________________________________________________ 
_____________________________________________________________ 

 _____________________________________________________________ 
_____________________________________________________________ 
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National Center for Cultural Competence 
    Georgetown University Center for Child and Human Development  

        3307 M Street N.W., Suite 401 
    Washington, DC 20007-3935 

Phone:  (202) 687-5387 or (800) 788-2066 
TTY: (202) 687-5503  Fax:  (202) 687-8899 

E-mail:  cultural@georgetown.edu 
URL:  http://gucchd.georgetown.edu/nccc                              

 
 

CULTURAL COMPETENCE CONTINUUM 
 
The National Center for Cultural Competence (NCCC) embraces a conceptual framework 
and model for achieving cultural competence based on the seminal work of Cross et al. 
espoused in a monograph entitled Toward A Culturally Competent System of Care, 
Volume 1, originally published in 1989.  The NCCC modified the Cross definition as 
follows.  Cultural competence requires that organizations: 
 Have a defined set of values and principles, and demonstrate behaviors, attitudes, 

policies, and structures that enable them to work effective cross-culturally.  
 Have the capacity to (1) value diversity, (2) conduct self-assessment, (3) manage 

the dynamics of difference, (4) acquire and institutionalize cultural knowledge, and 
(5) adapt to diversity and the cultural contexts of communities they serve. 

 Incorporate the above in all aspects of policy-making, administration, practice and 
service delivery, systematically involve consumers, families and communities.  

Cultural competence is a developmental process that evolves over an extended period.  
Both individuals and organizations are at various levels of awareness, knowledge and 
skills along the cultural competence continuum.  
 
Cross et al. state that cultural competence is a complex framework, and that there is a 
tendency for systems and organizations to want a textbook solution, a quick fix, a 
recipe, or a “how to”, step-by-step approach. The complexity of achieving cultural 
competence does not allow for such an easy solution.  The Cross framework 
emphasizes that the process of achieving cultural competency occurs along a continuum 
and sets forth six stages including: 1) cultural destructiveness, 2) cultural incapacity, 3) 
cultural blindness, 4) cultural pre-competence, 5) cultural competency and 6) cultural 
proficiency.  It is helpful for systems and organizations to conduct self-assessment and 
use the results to set goals and plan for meaningful growth.  The NCCC developed the 
following system or organizational characteristics that may be exhibited at various 
stages along the cultural competence continuum. 
 
The characteristics delineated in this continuum are not meant to define a 
system or organization.  Rather, they allow systems and organizations to 
broadly gauge where they are, and to plan for positive movement and 
growth to achieve cultural competence and proficiency. The continuum is 
dynamic and not intended to be viewed in a linear manner.  Systems and 
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organizations may be at different stages at different times with different 
populations and cultural groups.  Finally, system and organizational capacity 
is not limited to arrival at cultural competence and proficiency as there is 
always room for continued growth.   

 
 Cultural destructiveness is characterized by attitudes, policies, 

structures, and practices within a system or organization that are 
destructive to a cultural group.   

 
 Cultural incapacity is the lack of capacity of systems and organizations to respond 

effectively to the needs, interests and preferences of culturally and linguistically 
diverse groups. Characteristic include but are not limited to: institutional or systemic 
bias; practices that may result in discrimination in hiring and promotion; 
disproportionate allocation of resources that may benefit one cultural group over 
another; subtle messages that some cultural groups are neither valued nor 
welcomed; and lower expectations for some cultural, ethnic, or racial groups. 

 
 Cultural blindness is an expressed philosophy of viewing and treating 

all people as the same.  Characteristics of such systems and organizations 
may include: policies that and personnel who encourage assimilation; 
approaches in the delivery of services and supports that ignore cultural 
strengths; institutional attitudes that blame consumers - individuals or 
families - for their circumstances; little value placed on training and 
resource development that facilitate cultural and linguistic competence; 
workforce and contract personnel that lack diversity (race, ethnicity. 
language, gender, age  etc.); and few structures and resources dedicated 
to acquiring cultural knowledge.  

 
 Cultural pre-competence is a level of awareness within systems or organizations 

of their strengths and areas for growth to respond effectively to culturally and 
linguistically diverse populations. Characteristics include but are not limited to: the 
system or organization expressly values the delivery of high quality services and 
supports to culturally and linguistically diverse populations; commitment to human 
and civil rights; hiring practices that support a diverse workforce; the capacity to 
conduct asset and needs assessments within diverse communities; concerted efforts 
to improve service delivery usually for a specific racial, ethnic or cultural group; 
tendency for token representation on governing boards; and no clear plan for 
achieving organizational cultural competence. 
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Cultural Competence  
 
Systems and organizations that exemplify cultural competence demonstrate an 
acceptance and respect for cultural differences and they: 
   
 Create a mission statement for your organization that articulates principles, 

rationale, and values for cultural and linguistic competence in all aspects of the 
organization. 

 
 Implement specific policies and procedures that integrate cultural and linguistic 

competence into each core function of the organization.  
 
 Identify, use, and/or adapt evidence-based and promising practices that are 

culturally and linguistically competent. 
 
 Develop structures and strategies to ensure consumer and community 

participation in the planning, delivery, and evaluation of the organization’s core 
function. 

 
 Implement policies and procedures to recruit, hire, and maintain a diverse and 

culturally and linguistically competent workforce. 
 

 Provide fiscal support, professional development, and incentives for the 
improvement of cultural and linguistic competence at the board, program, and 
faculty and/or staff levels. 

 
 Dedicate resources for both individual and organizational self-assessment of 

cultural and linguistic competence. 
 
 Develop the capacity to collect and analyze data using variables that have 

meaningful impact on culturally and linguistically diverse groups.   
 
 Practice principles of community engagement that result in the reciprocal 

transfer of knowledge and skills between all collaborators, partners, and key 
stakeholders. 
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Cultural Proficiency 

 
Systems and organizations hold culture in high esteem, use this a foundation to guide 
all of their endeavors, and they: 
 
 Continue to add to the knowledge base within the field of cultural and linguistic 

competence by conducting research and developing new treatments, 
interventions, and approaches for health and mental care in policy, education, 
and the delivery of care. 

 
 Develop organizational philosophy and practices that integrate health and mental 

health care.   
 
 Employ faculty and/or staff, consultants, and consumers with expertise in 

cultural and linguistic competence in health and mental health care practice, 
education, and research.  

 
 Publish and disseminate promising and evidence-based health and mental health 

care practices, interventions, training, and education models. 
 
 Support and mentor other organizations as they progress along the cultural 

competence continuum.  
 
 Develop and disseminate health and mental health promotion materials that are 

adapted to the cultural and linguistic contexts of populations served. 
 
 Actively pursue resource development to continually enhance and expand the 

organization’s capacities in cultural and linguistic competence.  
 
 Advocate with, and on behalf of, populations who are traditionally unserved and 

underserved. 
 
 Establish and maintain partnerships with diverse constituency groups, which 

span the boundaries of the traditional health and mental health care arenas, to 
eliminate racial and ethnic disparities in health and mental health 

 
 
Adapted from: 
Cross, T., Bazron, B., Dennis, K., & Isaacs, M.  (1989).  Towards a Culturally Competent System of Care, Volume 1.  
Washington, DC: CASSP Technical Assistance Center, Center for Child Health and Mental Health Policy, 
Georgetown University Child Development Center 
 



 
Culture is 

“the total way of life held in 
common by a group of people, 
including technology, traditions, 
language, and social roles. It is 
learned and handed‐down from 
one generation to the next by 

non biological means. It includes 
the patterns of human behavior 

(i.e. ideas, beliefs, values, 
artifacts, and ways of making a 

living) which any society 
transmits to succeeding 
generations to meet its 

fundamental needs.” – New York 
State Education Dept.
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1CULTURE HANDBOOK

T his handbook is designed to be used by advocates and 
professionals who work with those who are victims of 
domestic and sexual violence. It provides some basic in-

formation on how to understand culture and begin the process of 
challenging oneself to become more aware of the ways in which 
culture impacts our work and the lives of those who are victims. 

Advocates and professionals are well aware of some of the 
struggles one can encounter when working with victims who 
appear different. The handbook gives some guidance on how 
to understand the complex ways in which people respond to 
intimate violence. In simple terms, the handbook outlines some 
basic ways in which to begin the process of becoming aware on 
both an individual and institutional basis. Neither of these by 
themselves can lead to empowerment of survivors. Therefore, the 
handbook stresses the importance of reaching out to and working 
collaboratively with diverse communities so that the issues of 
domestic and sexual violence can be owned by one and all. 

ABOUT THIS HANDBOOK
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Over the last few decades, it is believed that the United 
States has experienced large scale immigration into the 
country. While that is true to some extent, the country 

has always been diverse and home to many different groups of 
people with differing ideas about domestic violence and sexual 
assault. As we come across diverse opinions, it becomes impor-
tant for us to understand how and in what ways culture shapes 
individuals, families and communities and how they in turn 
shape culture. 

Therefore, if our goal is to ensure that victims are able to make 
the best decisions for the best outcomes in their attempts to live 
violence free lives it is important to understand how culture 
shapes:

• an individual’s experience of violence

• whether perpetrators accept responsibility

• whether services are equally accessible to all

• our own responses within the culture of the systems and 
organizations in which we work

WHY CONSIDER CULTURE? 
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T he idea of culture is a few centuries old. Many theories 
have been generated to explain the notion of culture and 
what it entails. Theories have associated culture with 

norms, values and traditions that are passed from generation to 
generation. Over the years, culture has come to be associated 
with ethnicity and race in order to explain differences between 
groups of people. This has led to the development of lists con-
taining characteristics of groups of people. Such an understand-
ing of culture provides many comforts for advocates and profes-
sionals working in domestic violence. It helps make immediate 
sense of behaviors that are different. 

While such a formulation was useful at a particular time in his-
tory and served many purposes including the colonization of 
large parts of the world, the relevance of such understanding 
in the context of complicated global economies is problematic. 
Thinking of culture as fixed leads us to make generalizations 
based only upon ethnic or racial identification. Such thinking 
conveniently overlooks the intersection of other categories such 
as class, sexual orientation, disability, immigration status etc. 
Further, none of these categories are fixed in time or one-dimen-
sional. All these categories intersect in individuals and groups 
differently and change over time as the social and political land-
scape changes. 

THE IDEA OF CULTURE

– HOW WE 
HAVE THOUGHT ABOUT IT 
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Given today’s political economy and the continuously 
changing social contexts, it is important that we revisit 
old notions of culture as static and embrace the idea 

that culture is fluid. Culture is not just about norms and values 
about particular racial or ethnic groups. It is about how the 
norms and values of a particular group are expressed or thought 
about in different ways depending upon the socio-economic 
position, their immigration status or sexual orientation or any 
number of other axes. Norms and values may also differ for indi-
viduals within the same group. 

A broad and more critical definition of culture refers to shared 
experiences that develop and evolve according to changing so-
cial and political landscapes. It includes race, ethnicity, gender, 
sexual orientation, class, immigration, location, time and other 
axes of identification understood within the historical context 
of oppression. These categories of attempting to catalog differ-
ences have developed and evolved into systems that are oppres-
sive. Additionally they are not isolated from each other—they 
stand alone, interact and are interdependent as well as mutually 
reinforcing. Although both groups and individuals within the 
groups may share commonalties in their experiences of oppres-
sion (s), there are also differences in these experiences. 

It is precisely because of these reasons that we want to think of 
subgroups and individuals within the groups as complicated, 
multi-faceted, and contradictory. Using the most visible mark-
ers of identification—race and gender—to come to conclusions 
based on cultural misinformation (generalized information and 
stereotypes) is not only misleading but ultimately dangerous and 
oppressive when working with victims of domestic and sexual 
violence. 

THE IDEA OF CULTURE
– HOW WE MAY

 WANT TO THINK ABOUT IT 
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Given the critical understanding of culture, the question 
arises: What do we do when confronted with “cultural” 
difference? Over the years, many terms have been used 

to categorize diverse people—multicultural, diversity, cultural 
awareness, cultural sensitivity, cultural competence and so on. 
Each of these terms suggests different things to different advo-
cates and professionals or they sometimes mean the same thing. 
As we grapple with the challenges of understanding difference 
and power in cultures, each of the terms should be seen as serv-
ing various functions at different times in history, as well as be-
ing part of a long continuum of developing a critical awareness 
of difference that does not overlook the interplay of power in all 
situations. 

The term most used today is cultural competence. Although prob-
lematic in many ways, the term is beneficial as it suggests that 
there is a set of knowledge, skills and attitudes that can be devel-
oped over time in order to work with those who appear and may 
be different from us. Knowledge can be obtained in many differ-
ent ways, such as gathering cultural information from websites 
and informants from diverse communities and interacting with 
diverse people. Skills can also be developed with practice. There 
continues to be a wealth of information, strategies and skills that 
are available to all. 

As we have become more aware and critical in our thinking, 
it is clear that there are many problems with the term cultural 
competency, especially in the area of domestic and sexual vio-
lence. The term suggests that at a fixed point in time we can all 
become competent by the development of certain skills which 
can be attained by attending a certain number of trainings or by 

CULTURAL COMPETENCE
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being exposed to certain groups and individuals over time. The 
basic notion that developing “competence” is a lifelong process 
and is about continuous self-assessments and critical thinking 
is missing from this term. Also missing is an understanding 
of how power shapes difference, our knowledge of difference, 
intersectionality, the ways in which information is gathered, 
presented and processed and the ways in which we use the skills 
we develop. 

So, we need to remember that cultural competence is a very com-
plex process. It is developed over time by engaging in a variety of 
activities and sources of information. We should always take into 
account the long history of oppression and people’s experiences 
of it in their lives. Finally, we should also be aware of and under-
stand our own biased cultural lens. 

DEVELOPING 
CULTURAL COMPETENCY
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T he following are some principles and assumptions that 
we should always keep in mind as we develop cultural 
competency in the area of domestic and sexual violence:

• All cultures contain a spectrum of contradictions: on 
one end of the spectrum, there may be a perceived 
widespread acceptance of domestic and sexual vio-
lence, while on the other end, there are long standing 
traditions of resistance to violence against women and 
children.

• Survivors come from different communities and possess 
different values and norms. Thus, survivors are unique 
individuals—their responses to violence and interven-
tion are shaped by a host of factors.

• Competency has to be developed at both the individual 
and the institutional level—in an effort to balance stan-
dardization with flexibility. Institutions have to develop 
policies and protocols that clearly show the need for 
building competency at all levels. 

DEVELOPING 
CULTURAL COMPETENCY
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GUIDING PRINCIPALS OF 

• It is essential that education and training be provided 
to all advocates and professionals in all fields. Train-
ing cannot, and should not be, a one time occurrence. 
Rather, each segment must build on one another with 
each level adding complexity. 

• Domestic violence and sexual violence occur in every 

community and group. Therefore it is critical to rec-
ognize and work against institutional disparities that 
adversely affect underserved communities, especially 
those disparities that may prohibit equal access to a 
range of services such as emergency shelter, police pro-
tection, etc.

• Competency is a complex process that includes the 
development of self-awareness of the various filters that 
influence one’s own decisions, his or her cultural biases, 
and world view. Furthermore, competency requires a 
willingness to adapt and change these attitudes and 
biases based upon new information.

• Information on particular cultures provided by infor-
mants or obtained from other sources should always be 
understood critically.

• It is essential to reach out to, work with, and collabo-
rate with different communities and encourage contra-
dictory and diverse perspectives from a variety of people 
and resources. One voice should not have to represent 
any particular group of people. 

• Culture cannot and should not be used as an excuse for 
domestic and sexual violence. 
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GUIDING PRINCIPALS OF 

A t the individual level, cultural competency in the area 
of domestic and sexual violence has to begin with the 
process of:

• Recognizing and being aware of one’s biases and 
prejudices. We all make assumptions and in this area of 
work, assumptions can be lifesaving. However, assump-
tions that are unexamined and unchallenged can lead 
to misinterpretation of facts or acting with arrogance 
thereby creating further distance between the survivor 
and the advocate or professional.

• Listening to and building on the strengths of the sur-
vivor no matter where they are from.

• Recognizing the power advocates and professionals 
have over the lives of survivors and avoiding the impo-
sition of the values of the system or the intervenor. 

• Gathering information on the survivor’s interpreta-
tion of her culture helps paint a more complete pic-
ture of her context: it helps one understand the power 
structure of the community she has connections to as 
well as the level of support that she has within it. 

• Negotiating the acceptance of a different set of values, 
without imposing our own. The long and continued 
history of oppression makes it imperative that we not 
impose our own values on others who do not share those 
values. However, there is also recognition that domes-
tic and sexual violence is a worldwide phenomenon. 
How does one navigate between these two seemingly 
contradictory ends? We cannot accept that just because 

INDIVIDUALLY, YOU CAN…
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certain behaviors are someone else’s practice, we have no 
right to challenge those practices. Upholding the value 
that domestic and sexual violence is unacceptable is not 
about negotiation. Rather, the negotiation lies in how 

we challenge these practices, which makes the differ-
ence in when and how someone accepts a new value. 

• Recognizing our own history and the interdependence 
and independence of people, lives, histories and con-
texts is essential to shaping the work to end domestic 
and sexual violence. Instead of looking at ourselves and 
each individual as existing in a vacuum, it is necessary 
to place each person within their own specific social, 
cultural, and historical context and how those contexts 
interact and have influenced our own. These relation-
ships and inter-relationships have shaped and continue 
to shape the culture of violence that currently exists. 
Understanding them is critical to ending violence 
against women.

• Building cooperation and collaboration and reaching 
out diverse communities both individually and pro-
grammatically is essential. Community ownership of 
the issue is essential to promoting safety, accountability 
and building zero tolerance for sexual and domestic vio-
lence. 
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While developing individual competency is impor-
tant to serving all survivors, it cannot be sustained 
for long if there is no organizational support and 

active engagement with the issue. All organizations have to:

• Critically examine their policies and protocols to check 
whether they are culturally appropriate and competent 
so that staff can truly be effective with the survivors and 
meet their needs.

• Training all staff is essential—staff time and support 
for such activities is a must. Additionally, organizations 
should collaborate with diverse agencies and communi-
ties to guarantee that the trainings offered are properly 
developed and respectful to the diverse cultures and 
backgrounds of the clients served.

• Develop the skills of all staff and not just staff assigned 
to work with particular populations. 

• Ensure that the staff of the program represents the 
population served.

• Hire, train and ensure that there is space for staff 
growth and development. 

• Provide an atmosphere within the organization that 
allows staff members to share their thoughts and ques-
tions regarding how to best serve diverse populations. 

• Critically examine the culture of the organization, 
the values, the principles and discourses that sustain 
and organize the work in the agency. (The culture of 
an organization involves several factors. Some of these 

ORGANIZATIONALLY, YOU CAN…
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may include but are not limited to the formal structure 
of the organization, organizational mission, funding 
sources, and clientele.)

• Develop strategies to understand, analyze and negotiate 
around challenging issues and practices.

• Create space for critical thinking around norms, values 
and practices.

• Develop outreach strategies to communities that are 
underserved through a planned and thoughtful process.

• Outreach is not the end goal but working close with 
underserved communities and collaborating through 
shared power is the best response and essential to cre-
ating a healthy environment for survivors within the 
communities. 

INCREASING ACCESSIBILITY 
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T here is recognition and acknowledgment of the long his-
tory of oppression, and the resulting serious institutional 
disparities with regard to access and treatment of survi-

vors from underserved and marginalized communities. Therefore, 
it is a moral imperative that all organizations and agencies begin 
the process of reaching out and collaborating with underserved 
communities by:

• Examining which communities are in their jurisdiction, 
their history of service use, current and changing demo-
graphics—such as occupational, racial/ethnic groups, 
age distribution etc. 

• Laying out a yearlong plan for reaching out to those 
communities that are unaware of the existence of 
providers—all staff have to be actively engaged in the 
process1. 

• Understanding the history that guides a particular com-
munity’s perception of services (e.g. domestic violence 
shelters, police, children’s services) and then creating a 
plan that will meet the needs of individuals from that 
community.

1 The National Resource Center on Domestic Violence has a curriculum that helps programs develop 
an outreach plan. 

FOR ALL UNDERSERVED
COMMUNITIES:

INCREASING ACCESSIBILITY 
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• Critically assessing how the culture of the agency or or-
ganization hampers equal access because of policies and 
practices that set up an adversarial relationship. Enlist 
help if needed to aid the process. 

• Remembering the difference between cooperation, coor-
dination and collaboration:

ß Cooperation refers only to working together

ß Coordination accounts for power differentials

ß Collaboration refers to power sharing 

True collaboration requires patience, commitment and 
a plan for sustainability. This involves all parties, espe-
cially underserved communities.

• Planning for and addressing internal conflicts deemed 
inevitable.

• Enjoying the rewards:

ß Earn the trust of marginalized and underserved 
communities.

ß Build collaborative relationships with communities 
to increase funding sources.

ß Provide services to a wider range of people that are 
affected by domestic and sexual violence.

ß Work towards a broader and more sustainable vi-
sion for ending domestic and sexual violence.

INCREASING ACCESSIBILITY 
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Language and access to appropriate interpretation has to 
be addressed when attempting to increase accessibility to 
services and systems in immigrant communities. There is 

a difference between translation and interpretation although the 
two are often used interchangeably, they are not the same. Trans-
lation refers to written materials that are translated from one 
language to another; interpretation refers to oral rendition from 
one language to another where the interpreter goes back and 
forth between one or more individuals. Both require adequate 
knowledge of the languages being used as well as the contexts in 
which they are being used. 

It is absolutely essential to have an interpreter when 

• The client asks for one.

• If there is any doubt about your effectiveness in com-
municating.

• If you think it is better for the process if there is an in-
terpreter since the client is better able to communicate 
in their language.

INCREASING ACCESSIBILITY 

FOR IMMIGRANT
COMMUNITIES:
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• If you feel that there are problems in being understood 
or understanding what the client is saying.

There are essentially three different types of interpreting:

• Simultaneous verbatim interpreting where the message 
is conveyed from the speaker to the listener as soon as 
the interpreter is able to make the transformation from 
the source language to the target. Tone, style and choice 
of words of the speaker has to be preserved.

• Consecutive verbatim interpreting is where the 
thoughts are relayed in sequential manner after the 
speaker finishes a particular thought sequence. Accurate 
rendering is a must since approximations, running nar-
rations and summaries are not alright. In this method, 
there is a loss of spontaneity. 

• Summary interpreting where the interpreter provides 
a summary of what is being said. The interpreter can 
paraphrase and condense what is being said. The inter-
preter can listen and then provided a much-condensed 
version. This method is dangerous since the interpreter 
can choose to omit what they do not want to share. 

It is important to interview the prospective interpreter in order 
to assess their views and biases on a variety of topics. In the con-
text of domestic violence, this is essential because of the possibil-
ity of collusion with the perpetrator. There are many websites 
that offer guidance on the kinds of questions that can enable us 
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to assess the potential biases that may interfere with an accurate 
rendition of the events. However, it is important not to expect 
or place the interpreter in the role of cultural advisor, informant, 
assistant, broker or confidant. It is not appropriate to ask their 
opinion on the matter being discussed. An interpreter should be 
trained on domestic and sexual violence and there should be clear 
protocols and policies on accountability if there is any evidence 
of collusion. 

When working with an interpreter, it is essential that you re-
member:

• The communication is between you and the client.

• You should not be aware that the interpreter is even 
present, so arrange the seating in a way that allows you 
to talk to the client.

• Use simple, clear language with short sentences.

• Allow for pauses, which will enable the interpreter to 
interpret.

• Always speak to the client.

• Be patient.

• Do not use relatives or children to interpret.

While interpreters have clear responsibilities, it is yours to assess, 
review, implement and provide training on domestic and sexual 
violence so that there is equal access to services. Establishing 
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clear standards and guidelines can positively guide the interpre-
tation process. However, there may be times when the circum-
stances do not allow you to find or have an interpreter. In these 
cases, the following can be helpful:

• Be polite.

• Pay attention.

• Avoid speaking loudly and using slang language.

• Be careful when pantomiming as certain actions, espe-
cially around physical violence, can trigger reactions. 

• Use simple language.

• Give instructions in the sequence you want them to 
follow, e.g. look at the form, answer the questions, then 
take the form and so on.

• Avoid using negatives—“He has been stalking you, 
hasn’t he?” Replace with “Has John been stalking you?”

• Avoid asking leading questions; ask them to use their 
own words.

• Record things as they are said. 

• Be patient. 

MODEL PROGRAMS
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1) MLAM (Multi Lingual Access Model): The Asian Women’s 
Shelter program in San Francisco’s innovative program recruits 
and trains bi-lingual and bi-cultural volunteers from almost 
thirty different Asian communities. These trained interpreter 
advocates provide culturally appropriate advocacy and peer sup-
port to women in their own languages. The huge success of the 
program has led to its duplication in five other agencies in the 
San Francisco community. For further information, please call 
(415)-751-7110.

2) Natural Helpers: The Asian Pacific Islander (API) Safety 
Center in Seattle uses a similar model where members from the 
various API communities to provides interpretation and cultural 
brokering for victims of domestic and sexual violence. The mem-
bers are trained on the issues before they provide peer advocacy 
and support. For more information, call (206) 467-9976.

3) Interpreter Collaborative: The Columbus Coalition Against 
Family Violence’s flagship program recruits and trains volunteers 
from the various immigrant communities (Somali, Central and 

MODEL PROGRAMS

THAT WORK WELL
ON INTERPRETER ISSUES:
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South American countries, East European and Asian) in their 
catchment area. The trained interpreters provide services as re-
quested. They do not provide cultural brokering. The Collabora-
tive has a system of checks and balances as well as accountability 
procedures when interpreters do not provide adequate services. 
For more information, call (614)-722-5985.

Addressing culture is critical to furthering the work on 
domestic and sexual violence. It is challenging work and 
there are no simple answers. 

All of us own culture as much as culture owns us – we 
can change things (history has many examples) and it is 
our responsibility to do so. 
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From the Northwest Network of Bisexual, Trans, Lesbian, and Gay Survivors of Abuse 

Action Alliance Cultural Competency BAT Curriculum Handout, January 2012 
 

Iceberg Conception of the Nature of Culture Worksheet 

There are many different communities that we are part of. For the purposes of this 
worksheet, we are going to focus on one: cultural identity. This exercise is only to get you 
started. If this is helpful, you could continue to cover as many submerged cultural norms 
that interest you, or you could do this same exercise looking at other communities you are 
part of.  

1. Where were you raised? 

 

2. What is your cultural identity group (ex: family, heritage, or nationality)? 

 

 

3. What positive characteristics exemplify your cultural identity group? 

 

 

4. What stereotypes do others have of your group? 

 

 

5. Have those stereotypes impacted your life experience? How? 

 

 

6. How has your cultural identity group shaped your conceptions of beauty? 

 

 



 
From the Northwest Network of Bisexual, Trans, Lesbian, and Gay Survivors of Abuse 

Action Alliance Cultural Competency BAT Curriculum Handout, January 2012 
 

7. How did your cultural identity group deal with time? 

 

 

8. How has your cultural identity group shaped your conception of cleanliness? 

 

 

9. Who had the authority in your family? How does this impact how you see authority? 

 

 

10. How did you get respect in your family? How was respect measured? How does this 
impact your perceptions regarding respect in the workplace? With friends? 

 

 

11. What messages did you receive about your gender identity? Your gender expression? 
How do those messages impact your internal messages today? 

 

 

12. How did your cultural identity group deal with violence? Consider sexual violence? How 
about domestic violence or intimate partner violence? How does this impact how you work 
with survivors today? 



 

The Iceberg Conception of the Nature of Culture 

Primarily in Awareness 

Primarily out of Awareness 

Just as nine-tenths of an iceberg is out of sight (below the waterline), so is nine-tenths of culture out of 
conscious awareness. This out-of-awareness part of culture has been termed “deep culture.” 
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The Iceberg Conception of the Nature of Culture 

Primarily in Awareness 

Primarily out of Awareness 

Just as nine-tenths of an iceberg is out of sight (below the waterline), so is nine-tenths of culture out of 
conscious awareness. This out-of-awareness part of culture has been termed “deep culture.” 

    fine arts literature
 dress   music  food 
games   dance  language 

notions of modesty conceptions of beauty 
     ideals governing child-raising rules of descent 
cosmology     relationship to animals definition of sin 

approaches to problem-solving  notions of leadership conception of justice 
 incentives to work  eye behavior theory of disease      ordering of time 
preferences for competition or cooperation  patterns of handling emotion 
 notions of adolescence     definitions of insanity  nature of friendships 
social interaction rate conversational patterns in various social contexts 
 roles in relation to status by age, sex, class, occupation, kinship, and so forth 
facial expressions….. and much, much more! 
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Action Alliance Cultural Competency BAT – February 2012 

Stages of Cultural Competency 
 

Cultural Destructiveness: 
attitudes and actions which purposefully deny, outlaw, or destroy another cultural group 
(using one’s power to eliminate the culture of another) 
 

Cultural Incapacity: 
attitudes and actions which support messages that other cultural groups are neither correct, 
valued, or welcomed 
(believing in the superiority of one’s own culture and behaving in ways that disempower another’s 
culture) 

 
Cultural Blindness: 

attitudes and actions that suggest what works with one cultural group should work with other 
cultural groups because all cultures are the same 
(acting as if cultural differences do not matter or as if there are not differences among/between 
cultures) 
 

Cultural Pre-Competence: 
attitudes and actions that accept the difference in cultures but that demonstrate an unwillingness to 
adapt behavior and attitudes accordingly 
(recognizing the limitations of one’s skills or an organization's practices when interacting with other 
cultural groups) 
 

Cultural Competence: 
attitudes and actions that view culture as a resource because differences are seen as positive 
(interacting with others using the five essential elements of cultural proficiency as the standard for 
behavior and practice) 
 

Advanced Cultural Competence: 
attitudes and actions that allow people to hold cultural differences and diversity in the highest 
esteem, to shift between cultural worldviews and references, and to integrate aspects of other 
cultures into their own cultural identity 
(esteem culture; knowing how to learn about organizational culture; interacting effectively in a 
variety of cultural groups) 
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