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Inclusion is 
good 
business!
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How to use 
this tool?



• This tool has been divided into sections that can be covered all at 
once or that you can explore one section at a time, depending on 
your needs.

• It is encouraged that you share this information with your team 
and as part of new-hire onboarding practices



Section 1: Building a 
culture of inclusion



As the Multicultural Foodservice and Hospitality Alliance demonstrates, “having the knowledge, skills, and 
abilities necessary to effectively and appropriately engage people from different cultural backgrounds” can 
contribute to improved business results in a number of ways. 

Developing inclusive practices and work environments can lead to: 

• Increased employee engagement 

• Increased innovation and flexibility 

• Attract better quality talent 

• Improved sales and reduced costs at unit level

/

Multicultural Foodservice and Hospitality Alliance, “About MFHA,” http://www.mfha.net/who-we-are/ 
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This guide has been created to assist restaurants across Canada to: 
• 1. Raise the Topline | Serve, Market and Sell to Diverse Guests 
• 2. Improve the Bottom-line | Attract, Engage & Develop Diverse 

Talent 
• 3. Build Brand Value & Community Connections



Companies that have a corporate 
diversity statement reported on 
average restaurant hourly 
[employee] turnover 19% lower 
than those that don’t have such a 
statement

Corporate diversity statement
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*MBE: Minority Business Enterprise 
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• The data also shows similar trends for companies that have a specific 
corporate diversity strategy (17% lower restaurant hourly turnover 
than those who don’t) and those who reported having a designated 
person responsible for leading the diversity efforts (15% lower 
restaurant hourly turnover). 

• There is obviously a direct cost associated with turnover; the latest 
study by People Report showed an average $700 for replacing a single 
hourly employee and about $11,000 for a restaurant manager. 
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• Building and creating a culture of inclusion can begin by applying 
human relation principles. Human relations principles, no matter how 
basic they may appear, help teams recognize the importance of 
respect for each member. The following principles assist in building 
stronger teams and developing productive workforces: 

• Be transparent
• Provide employees with appreciation
• Listen up!
• People are the strongest resource



Section 2: Human Rights In 
The Workplace 
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2. Screening Process
• Reassess your application process
• Acknowledge your biases and commit to removing them
• Seek out potential

1. Advertising
• Review job postings
• Evaluate the listed qualifications
• Utilize diverse venues to advertise your positions



Role Model

Starbucks
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• As a winner of a Best Places to Work 2015 award, Starbucks Canada has demonstrated innovative 
strategies to build an inclusive and diverse workforce. 

• One of these strategies includes a company-wide statement of commitment which clearly outlines why 
and how Starbucks embeds diversity and inclusion into its workplace. The statement also invites all 
qualified persons to submit an application and is easily accessible on Starbucks’ online job portal. 

• Creating a company commitment and ensuring that it is upheld in practice, is one way of encouraging a 
diverse candidate pool and fostering a positive workplace culture, where all employees feel valued. 

• “At Starbucks, we strive to create a culture that values and respects diversity and inclusion. Our goal is 
to build a diverse workforce, increase competencies, shape a culture of inclusion and develop a diverse 
network of suppliers. Our welcoming work environment encourages partners to engage with one 
another and make Starbucks a place they look forward to working each day. Starbucks Corporation is 
an Equal Opportunity employer. All qualified applicants will receive consideration for employment 
without regard to race, national origin, age, sex, religion, disability, sexual orientation, marital status, 
veteran status, gender identity or expression, or any other basis protected by local, state or federal law. 
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3. Interviews

• Standard set of questions
• Provide the interview questions in a written format
• Offer a process for your candidates to request accommodations should they need 

it

4. Onboarding

• Ensure that employees receive their information in both written and verbal form
• Upon completing the hiring process ensure you reflect to assess where further 

changes can be made



Role Model

Cactus Club/The Keg
Please view guide for accommodation statements
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Remove barriers to employment for newcomers and 
immigrants 
Harvard Business Review:

Businesses that intentionally cultivate teams that are diverse in terms of identities 
and experiences are 45% more likely to report a growth in market share over the 
previous year and 70% more likely to report that their business captured a new 
market

There is a direct benefit from the unique and diverse experiences and skill sets 
newcomers and immigrants bring



Did you know?

Tourism HR Canada projects a 41% 
growth in labour demand within the 
tourism sector by 2035, with the food 
and beverage industry potentially seeing 
over 100,000 jobs go unfilled. 
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Best practices when hiring:
• Review your job application; Remove areas that require a candidate to disclose the country in which 

they obtained their experience. 

• In your application and interview process do not refer to protected grounds, such as race, nationality 
and place of origin. 

• Develop competency-based measures that can assess and showcase an individual’s skills or abilities, 
rather than focusing on where experience was acquired. Skills can be verified through various means, 
including obtaining references, job-related testing, behavioural interview questions and scenario 
and/or role-play tasks. 

• Recognize the value of on-the-job training in supporting a potential employee in developing skills 
specific to succeeding in your business. 
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Employees with Disabilities:

• Ensuring accessible workplaces and fair hiring practices for employees with disabilities is not only the 
law but it makes good business sense. 

• Example: Mark Wafer, owner of multiple Tim Hortons franchises notes “ Workers with disabilities are 
more productive, work more safely, stay longer, require less supervision, are more innovative and 
have less absenteeism. 

• With 15% of the Canadian population identifying as having a disability creating more workplaces for 
employees with disabilities will also help ensure greater accessibility for customers and guests with 
disabilities. 



A disability may be:

• an impairment, an activity limitation or a participation restriction
• visible or invisible
• permanent or temporary 
• chronic or episodic (occurs in episodes)
• present from birth, caused by an accident, or developed over time 
• physical, cognitive, related to learning, mental health
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Racial and Cultural Diversity In the Workplace 
• Ensuring employment practices that are inclusive is integral to a successful business in a country that is as diverse as 

Canada.

• Watch out for persistent biases, whether conscious or not, they result in barriers to equal inclusion

• Examples of discrimination based on race, culture, or ethnicity are:

• biased policies and practices that impact certain groups more than others; 
• harmful comments or harassment; 
• the creation of a poisoned work environment through jokes, negative attitudes, inappropriate décor and/or stereotypical 
representations of particular cultures (i.e. costumes, uniforms, names of dishes); 
• physical violence; 
• biased hiring practices; 
• lack of opportunities for advancement; 
• over-representation of particular races/ethnicities in certain roles (i.e. front of house vs. back of house) 



Consider the following to create an inclusive, positive, welcoming work environment and avoid 
infringement of employees’ human rights:

• Harassment-humiliation, offensive jokes, racial slurs, unwanted physical contact

• Dress code- How hair is worn, type of shoes, sleeves of shirts and skirts

• Hiring-Diversity being present at multiple levels is important. All races, ethnicities, and cultures should 
feel that there are opportunities for advancement

• Toxic work environment- Where employees are exposed to negative or stereotypical attitudes. These 
behaviours often make employees feel inferior 

• Microaggressions- Brief daily verbal and behavioural comments. “Where are you from” or “You speak 
so well” implying they are not expected to speak English as a first language
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Best Practices
Actively recruit and hire a racially and ethnically diverse staff at all levels of the business. 
Also, consider writing an equal-opportunity policy for hiring and promoting staff. See examples in the Role Models sidebar. 

Actively recruit culturally and ethnically diverse executives and managers. 

Talk to the racialized people on your staff and ask them what barriers or attitudes they face at work.

Examine the working environment and look out for negative portrayals, exclusion, or stereotypes. 
Look around at the working environment. Are any groups represented in a stereotypical way? Is there diversity in the people 
portrayed? 

Form a permanent task force or committee dedicated to forming and monitoring a plan for promoting inclusion and 
fighting racism in your workplace. 

Implement anti-racism training for all staff and integrate this as part of the on-boarding process. 
In training staff to examine and challenge their own biases, not only will employees benefit, but customers will benefit as 
well, improving customer service and business overall. 



• Role Models:

Old Spaghetti Factory 
We are an Equal Opportunity Employer. It is our policy to abide by all Federal, Provincial and 
local laws concerning Discrimination in employment. 
No question in this application is intended to elicit information in violation of any such law nor 
will any information obtained in response to any question be used in violation of any such law. 
More info: 
http://www.oldspaghettifactory.ca/media/Employment%20Application%202008.pdf 

McDonald’s Restaurants of Canada We have always been committed to doing the right thing 
for our employees. Our values and behaviours are the foundation for the relationships we 
foster with our employees. We continue to believe in and reaffirm our long-standing policy of 
providing fair and equal opportunities for all employees and prospective employees. 
More info: http://www.mcdonalds.ca/ca/en/careers/rest_opp/people.html 



Gender Diversity in the Workplace 

• Everyone has the right to work with dignity and we all benefit in an environment of respect and 
inclusion. 

• Individuals who identify as transgender or gender non-binary disproportionally experience 
harassment, discrimination and violence because of their gender identity and gender 
expression, which may differ from their birth-assigned sex. 

• Both national and provincial human rights codes protect the rights of transgender people.
• Employment
• Receiving goods and services
• Membership in professional services 

• It is illegal to discriminate against someone in employment based on their gender identity 
or gender expression. 
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Best Practices
• Don’t make assumptions about the gender identity of others. Anticipate gender diversity and avoid the use of gendered 

language where possible. 

• Transitioning in the workplace can be a difficult experience. The Supporting an Employee in Transition resource provides 
helpful tools and tips to foster a safe and inclusive environment. 

• Employers have access to confidential employee information. Never reveal this information without a person’s permission. 
Remember there is no legal requirement for someone to reveal their trans identity. 

• Respect the use of a transgender person’s chosen name and chosen pronouns. This respect extends to treating someone as 
the gender they identify as, including the use of washrooms or changing rooms. Where possible, permit the employee to 
use their chosen name at work, even if this is not their legal name. Find out from the employee what name they would like 
reflected on pay cheques and written correspondence to their mailing address. Some people may be out as trans at work, 
but not at home. 

• Ensure an environment free of transphobic remarks or harassment. If you see it or hear it, stop it. 
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Rewards of inclusion facts by the numbers
As a result of experiencing a negative workplace environment, amongst team members that identified as 
LGBTQ

• 30% reported feeling unhappy or depressed at work
• 30% felt distracted at work 
• 27% avoided certain people at work 
• 22% searched for a different job 
• 15% stayed home from work 

Recognizing the importance of staff inclusion, 

82% of Fortune 500 companies have gender identity protections enumerated in their non-discrimination 
policies 
50% of Fortune 500 companies offer trans-inclusive health care coverage 
Nearly 400 Fortune-ranked major businesses have adopted gender transition guidelines for employees and 
their teams to establish best practices in transgender inclusion. 
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Faith in the workplace
• Employers are required by law to provide religious accommodation in the workplace

• You want your employees to feel comfortable in their work environment, especially in restaurants where 
their work hours are long

• What is undue hardship and why it is so hard to prove

• Employees should never be penalized for a request for religious accommodation

Best Practices
• Develop an accommodation policy
• Ensure an inclusive dress code that can be adaptive (e.g. length of sleeve, headwear )
• Scheduling Strategy
• Diverse dietary needs when preparing staff meal or staff parties around the holidays need to be considered
• Ensure employees on your team are aware of discriminatory jokes and comments are not tolerated



•SECTION 3: Workplace Health and 
Safety 



Did you know?

More than 500, 000 Canadians 
miss work any given week due 
to mental illness. 

(Source: http://letstalk.bell.ca/en/our-initiatives/pillars/workplace-health/.) 
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Mental Illness
• Mental illness cost the Canadian economy at least $50 Billon per year
• Mental illness along with drug and alcohol, dependencies are listed as a disability within human rights legislation 

Looking for resources? Here are a few places to start: 

• The Canadian Centre for Occupational Health and Safety offers podcasts, e-learning, webinars and more: 
https://www.ccohs.ca/topics/wellness/mentalhealth/#ctgt_wb-auto-8 

• Bell Let’s Talk program offers workplace toolkits to get the conversation started: http://letstalk.bell.ca/en/toolkit/ 

• Canadian Mental Health Association offers in-depth training, practical resources and support to help you address 
Best Mental Health practices in the workforce: http://www.cmha.ca/mental-health/the-workforce-mental-health-
collaborative/#.V7Nh1fkrKUk 



35

Violence and Harassment (including sexual 
harassment)
• The restaurant industry is one full of energy, passion for food, wine and life
• It is the employers responsibility to set clear expectations on behaviour
• Must respond to incidents that you both see and that are reported to you
• Recommended that a zero tolerance policy be adopted 

Bruce McAdams, Assistant Professor at the University of Guelph’s School of Hospitality and Tourism Management, and a 
former Vice President of Operations at Oliver & Bonacini, recommends: “Have a written code of conduct for the work 
environment stating that the work environment is harassment-free. All [employees] should sign a copy to agree to terms 
upon hiring.” He also recommends hosting formal orientations with new staff members and emphasizing the importance 
of a safe space. “Do not make this the last thing you speak about — it’s important so speak about it and treat it as a 
priority.” McAdams also urges managers to “Deal with issues including jokes, innuendo and jock talk as soon as they 
occur.” 
http://www.foodserviceandhospitality.com/how-is-the-restaurant-industry-dealing-with-sexual-harassment-in-the-kitchen/ 



•SECTION 4: Employment Standards
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Dress Codes
• It is acceptable to set a dress code for your restaurant if it is aligned with the Human rights code for 

the province you are operating in
• Example: A dress code that states, no hats or facial hair may conflict with your employees’ right 

to practices their religion

• Human rights codes differ from province to province. (The guide provides the links for you)

• It is recommended to avoid setting a dress code that could infringe on the following examples:
• employees sex
• race
• gender identify 
• Or Disability or religion 
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Dress Code Best Practices
• Consider durability and light fabrics. Uniforms can be expensive, you do not want your team members 

to have to constantly have to purchase new uniforms

• Ensure the dress codes permits religious accommodations (eg head scarves)

• Think like an employee, what do they need, e.g. aprons with a pocket, server shirt with a breast 
pocket, double lined pant pockets for added durability 

• Get the employees involved in the process. This will create positive buy in

• Put you dress code in writing and ensure it is posted and in the employee manual



•Tipping
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Tipping and Taxes 
• Tipping in restaurants and beverage establishments has been around for hundreds of years

• It is a popular reason why people work in the restaurant industry

• It is very important in Canada to understand your individual provinces legislation on tipping. ( we have provided further 
information in the referenced guide

Controlled Tips vs. Direct Tips
Controlled:

• If the employer is able to control how the tip will be paid 
• Eg. When a service charge is added to the bill or when tip sharing occurs

• Direct Tips:
• Eg. Credit Card or Debit tips 
• The employer has no control in the amount of gratuity a employee receives
It is recommended that you take as much of a hands off approach with tipping as possible
• Pooling of tips and equal sharing among FOH and BOH is on the rise. 
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Sick Leave or Parental leave
Your employees may request a leave of absence or time away from work for 
multiple personal reasons. It is important to know your provinces legislation 
when it comes to leave of absence. Some examples are:

• Maternity
• Parental
• Compassionate Care
• Bereavement
• Illness/Sick Leave

It is always recommended to be compassionate and understanding during these 
times. 
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Thank You


