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Conditioning: Why I See The World The Way I Do 
 
How often have you heard, “Well, everybody knows that” 
or, something similar? Those statements of collective 
wisdom are a reflection of the things you learned and 
accepted as normal early in life. The things you heard, saw, 
and experienced during your early years conditioned you to 
view the world in alignment with the norms of your 
specific cultural group.  
 
By examining your own early conditioning messages, you will see how they affect your values, 
norms, preferences, the way you conduct yourself, your expectations, and your behavior, and 
what seems normal to you. It is also the key to your own cultural sensitivities. 
 
Fill in some of your early messages in each category below. 
 
Cultural and Ethnic Messages 
 

 
 
 
 
Religious Messages 
 

 
 
 
 
Generational Messages (what people of a certain age should do/not do) 
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Conditioning: Why I See The World The Way I Do 
 
 
Gender Messages 
 

 
 
 
 
What I Saw/Heard And Experienced Where I Grew Up  
 

 
 
 
 
 
Our Culture’s Hot Button Issues 
 

 
 
 
 
 
 
Reflection 
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Because I learned 

_____________________________________________________,  

_____________________________________________________ 

I now ________________________________________________ 

_______________________________________________________________________________ 

How Conditioning Creates Bias 
 
 
The belief that our way is the single best way to be in the world comes from our early 
conditioning, near-sightedness, and learning about what was  
 

• Acceptable or unacceptable 

• The right way and the wrong way 

• Appropriate or inappropriate 

• Valuable or worthless 

• Desirable and undesirable 

• Preferred or rejected 

 
A bias is simply a preference for one thing over another. 
 
When you are culturally "nearsighted," you only focus on your own culture and have little 
knowledge of or regard for other cultures. As a result of our early conditioning and experiences, 
we all have naturally occurring biases.  
 
 
 
 
 
 

Conditioning
Cultural

Nearsightedness
Bias
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Although we may not be able to see our biases at work in the dealership, other people observing 
us may see them. If your customers come to feel that you are biased against them in any way, 
rapport building will be much tougher, and they will go elsewhere for their vehicles and 
services. 
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What Is Cultural Sensitivity? 
 

Cultural Sensitivity is having an awareness of the different 
needs, values, and expectations of others in order to 
respect, interact with, and serve them effectively.  

 

Demonstrating cultural sensitivity is a form of respecting 
others who may be different from you. Doing so will 
enable you to build greater rapport and more enduring 
relationships with your customers.  
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Culturally Sensitive Nonverbal Communication  
 

 
When your words and your body language don’t match, customers will 
intuitively discount your words and believe your body language. In fact, 
your body language/nonverbal signals make up 65-85% of the meaning in 

your messages to others.  
 
 
 
It’s not what you say; it’s how you say it. 
 
Nonverbal communication is the message you convey without words. Nonverbal 
communication includes everything below and more  
 

• Facial expressions 
• Gestures 
• Posture 
• Tone of voice  

• Speed of speech 
• Appearance/grooming 
• Walk 
• How close you stand to others 

 
The problem is that many cultures have communication norms and expectations that are 
different from yours. They may interpret your nonverbal signals differently than you intended.  
 
Your best bet is to learn about the communication preferences of the diverse people who come 
into your dealership. 
 

DID 
YOU 

KNOW
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 Culturally Sensitive Communication 
 
As you listen and participate in this workshop, use the information to guide you on the do’s and 
don’ts of culturally sensitive communication with your customers entering the dealership. Use 
these notes as a quick reference to help you build rapport and avoid cultural missteps. 

 

Women 
When interacting with women, it pays to ask appropriate questions and make fewer assumptions. 

Above all, treat women with respect and equality.  

 

• When a man and woman enter together, address the woman first.  The man 
won’t care!  The woman will. 

• Use a woman’s name with a courtesy title, unless she invites you to call 

her by something different.  

• Listen. Allow women to tell you what they want and need before you try 

to sell them something.  

• Do not physically crowd her personal space. Maintain a distance of at least two feet. 

• Being seated, face-to-face is best for building rapport and communicating respect. Do not 

stand, hovering over her for any length of time when she is seated.  

Never say or do these things 

• Avoid any words or behaviors that devalue the person.  

• Be professional, respectful, and helpful. 

• If she asks you a question, give her the answer–not the runaround or your best guesstimate.  

• If you don’t know the answer, let her know you’ll find out for her. Do it and then tell the 

truth. 

• Never ask, “When are you due?” 

• Unless she specifically says she is expecting a baby, do not mention it. 

• Complimenting her appearance in the midst of a business interaction could be offensive to 

her.  

• If you wouldn’t say, “Jethro, you have beautiful hair,” you probably shouldn’t make a 

comment like that to a woman customer either 
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LatinX/Hispanic Americans 
 

The all-inclusive term for people of Hispanic and Latino descent is LatinX (la-teen-ex). 

However, most would not be offended by being referenced as Hispanic or Latino. 

Organizations use them interchangeably. There is a great deal of diversity 

within the LatinX population. The races of LatinX people include white, 

Hispanic, Asian, and Black. Therefore, it is inaccurate to refer to Latino 

people as “brown.” Latino people have a range of complexions, eye colors, 

and physical features.  
 

• The U.S. defines Latinos as: people whose origins can be traced to Mexico, Puerto Rico, 
Cuba, Central and South America and other Spanish speaking cultures, including Spain.    

• Hispanic people prefer to be referenced by their specific cultural identity. Example: 

Mexican American, Cuban American, or Dominican American. 

• In general, you will find them to be warm, friendly, hard-working, and family-oriented. 

Never say or do these things 

• “How long have you been here”? or “What part of Mexico are you from”? 

• “You all mostly eat beans and rice, right”? 

• “You don’t look Hispanic.”  

• “You look more White than Hispanic.” or “You look more Black than Hispanic.” 

Hispanics are the most racially diverse people in the world. 

• “You don’t act Hispanic.”  

This statement implies that you have a stereotypical image of 

Hispanic American behavior. 

• “Do you speak Spanish?” 

Many second and third generation Hispanic Americans do not speak Spanish.  

• “Your English is excellent.” or “You don’t have an accent at all.” 

Most Hispanic Americans speak English. As of 2012, 82% of Hispanic adults spoke English.  

• “You’re Puerto Rican, right?” or “You’re Mexican, right?”  

• “I know a lot of Spanish people.” or “I love Spanish people.” 

Spanish is a language, not a group of people  
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African Americans 
Either Black or African-American is acceptable to most African Americans. If you’re unsure, ask 

what the person prefers. The population of multi-racial Black Americans 

doubled between 2000 and 2010. You will not always be able to determine 

who is African American by looking at their physical features. There is a 

good deal of multicultural diversity within the African-American 

demographic.  

• Respect is the highest compliment and strongest preference.  

• Respect and straightforwardness are preferred in African-American interactions. 

• They tend to be direct and make eye contact when speaking.  

• They pay attention to what you are communicating nonverbally through your gestures, 

facial expressions, tone, vocal speed, proximity, setting, etc. These serve as gauges for 

assessing your level of honesty and sincerity. 

• A traditional handshake, firm but not gripping or pain inducing is acceptable to both men 

and women. 

• Respect extends to the handling of names.  Refrain from using implied nicknames like 

addressing Robert Miller as Bob Miller, unless you are invited to do so.  

 

Never say or do these things  

• “You don’t look African-American/Black.”  

African- Americans have a broad range of skin tones, hair textures, eye colors, and 

physical features.  

• “You don’t act/talk like most Black people I see on TV.”  

• Never touch an African-American woman’s hair.  

Asking, “Can I touch your hair?” may also be offensive and out of 

context in any business relationship.  

• Do not use the N-word. Never. Period. 

There is no business or professional context where the N- word is acceptable.  
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Asian Americans 
Asians in America may be the most diverse and most misunderstood ethnic group because of the 

number of cultures and ethnic heritages that it contains. Before forming stereotypes about Asian 

Americans, consider the following facts. 
 

• Asians in America are a very diverse group with ethnic cultures 

from India, China, Vietnam, Cambodia, Korea, The Philippines, 

Japan, Taiwan, Laos, Bangladesh, Pakistan, and other smaller 

groups. 

• The largest Asian ethnic groups in America are (in order) Chinese, Filipinos, Asian 

Indians, Vietnamese, Korean, and Japanese. 

• Asian Indians are the fastest growing ethnic group in America. 

• Note: Filipinos are technically Asians because of The Philippines’ geographic  location. 

But, due to the influence of Spanish colonialism, they share last names, religion, and 

language with the LatinX culture. 
 

American Citizenship 

• 26% of all Asian Americans are native born.  
• 73% of Japanese Americans are native born, including 68% of adults. 

• 52% of all foreign-born Asians in America are naturalized citizens, which includes 

• 75% of Vietnamese  

• 68% of Filipinos (2013) 

• 60% of Chinese  

• 60% of Koreans 

• 50% of Asian Indians  

• 30% of Japanese 

Never say or do these things 

• “Your English is very good.” This implies that you may have assumed that 

communication would be difficult. 
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• “You’re probably better at math than I am.” Although Asian Americans are typically 

more educated than other Americans, they may resent you pigeon-holing them into this 

stereotype. 

• Where are you/your people from? This signifies that you view him or her as an outsider 

to American norms. 

• “I’m not good with faces. You all look alike to me.” Work on your memory to connect 

names with the faces of people with whom you want to do business. 

• “You don’t act like most Asians.” Again, this implies that you have lumped the diverse 

Asian American cultures into one stereotypical set of behaviors. 

• Do not assume that a casual relationship has developed after one business encounter. 

Relationships develop from repeated encounters that center on respect, politeness, and 

mutual understanding. 

• “Do you know of a good nail shop”?   

• Do not offer a handshake to an Asian American woman unless she extends her hand first. 

 

Indigenous People 
 

It is important to understand that being “Native” means 

different things to every person. To some it means 

being American Indian. Native American. Indigenous. 

Alaskan Native. First Nations. Some people exclusively use their tribe’s 

name. Understand that there are over 550 tribal affiliations in the US. They are 

extremely diverse and have different languages and cultural customs. This is why it is important 

to do your research. Here’s a map where you can enter in your city in the US or Canada and it 

will tell you, along with links so you can learn more about the Nations or tribes whose land you 

are on: (URL: https://native-land.ca/) 

You can also text your zip code or your city and state (separated by a comma) to (907) 312-5085 

and you will receive an automated response with the names of the Native lands that correspond 

to that area. 

Never say or do these things 
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• Never refer to meetings as 'powwows.' 

Powwows are enormous celebrations that require months of planning. They are a way to 

celebrate Native heritage, art, and community. Instead say: "Let's set up a meeting" or 

"Let's brainstorm." 

• It's never OK to call something your 'spirit animal,' regardless of what that online quiz 

told you. Whether or not a tribe follows the "spirit animal" ideal, animals play a huge part 

in Native culture. 

• Stop referring to people as 'chief.' Calling a Native "chief" is offensive. It's a nickname 

that reduces them solely to their race. 

• Do not call someone 'Indian.' They are Native American, Indigenous, or First Nations. 

• Racial slurs are racist, no matter how antiquated they may be. "Redskin" and "Injun" are 

never OK words to say. 

• Don't call Natives, or anything they do, 'savage.' 

• Stop saying you are part Native. With the recent surge of 23andMe-esque DNA tests, 

people have been doing this way more often. “Pretendians” fail to recognize the fact that 

Native tribes reject DNA evidence as a means of proving Native status. 

• Indigenous culture is not a costume – don’t dress up as a Native American for any event.  

• “No way?! You’re Native? I would have NEVER guessed.” Or “You don’t even look 

Native” 

• “It’s really sad what’s happened to your people. People are all like…  
Indigenous people don’t need your “help.” What they do need is for you to educate 

yourself, understand, and to check other people’s stereotypes and prejudice when they 

pop up. 

 

 LGBTQ+ People 

People often use LGBTQ+ to mean all the communities included in the “LGBTTTQQIAA”: 

Lesbian 
Gay 
Bisexual 
Transgender 
Transsexual 
2/Two-Spirit 

+ Pansexual + Agender 
+ Gender Queer + 
Bigender + 
Gender Variant + 
Pangender 
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Queer 
Questioning 
Intersex 
Asexual 
Ally 

 

LGBTQ+ is the more commonly used term in the community. You may also hear the terms 
“Queer Community” or “Rainbow Community” used to describe LGBTQ+ people. This initialism 
and the various terms are always evolving, the most important thing is to be respectful and use 
the terms that people prefer.  

Never say or do these things 

• “It’s just a phase you’re going through.” 

The accusation that it is just a phase can be hurtful. 

• Have you ever dated/had sex with the opposite gender? Then how do you know you 

don’t like it?” 

Let people speak for themselves instead of assuming that they don’t know what they 

want or who they are. 

• "You just don't strike me as gay." 

Sexuality is something no one should have to convince you of. 

• Don't try to relate to LGBTQ+ individuals by bringing up that one queer celebrity you 

know. 

Yes, your coworker has probably heard of Ellen. No, they do not want to talk about her 

every time you run into each other in the restroom. 

• Never say to a bisexual person, "But you're really just gay" or "You’re really just straight, 

right?" 

This kind of statement is rooted in biphobia and queerphobia and implies that you don't 

believe their sexuality exists. 

• Don't 'misgender' your coworkers by referring to them with the wrong pronouns. 

• Never ask an invasive question like "So who's the man in your relationship?" 

• Don't refer to a person’s partner or spouse as their "friend." 

This can be both invalidating and offensive to LGBTQ people because it assumes 

heterosexuality as the standard state of being. This is can be harmful because it can 

alienate LGBTQ people and frame them as "other." 



 

 14 

 Managing Unconscious Bias: Resources 
  

• It's inappropriate to tell anyone "I would have never known you 

were transgender." 

• Asking "Have you had the surgery yet?" or other invasive questions 

about their body isn't just rude — it's likely sexual harassment. 
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Navigating Cultural Sensitivities. Each dealership targets a geographic area that may be 
comprised of people from many different cultures. What you learn about them will enable you 
to develop your own premium customer experience plan for each cultural group. 
 

28 Strategies For Building Stronger  
Multicultural Relationships 
 

Review these strategies and use as many as you would like in your Planning Platinum Customer 

Experiences action-planning activity. 
 

1. Acknowledge and accommodate all who enter. 

2. Treat them like guests in your home. 

3. Treat everyone as though they are valued. 

4. Get to know your customers as individuals and help them get to know you. 

5. If you’re not sure about a customer’s cultural norms, take your cues from the 

customer. Let your customer lead.  

6. Be sensitive to others’ feelings regarding their culture. 

7. See the world through your customer’s eyes.  Everything is important. 

8. Cultivate a mindset of genuine acceptance of their culture and lifestyle. 

Agreement is not required; live and let live. 

9. Keep your word. Do what you say you are going to do. 

10. Use both verbal and nonverbal communication. 

11. Show interest in learning about other cultures. 

12. Show respect for customer’s cultures, languages, and traditions. 

13. Replace assumptions with actual facts. Avoid falling back on tired stereotypes.  

14. Don’t allow cultural differences to become the basis for critical judgments. 

Become more self-aware.
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28 Strategies For Building Stronger Multicultural Relationships 
 

15. Monitor your biases. Use Harvard’s free and quick Implicit  Bias Tests 

[https://bit.ly/1m808ph ] to identify your unconscious biases. (We all have 

biases)  

16. Avoid using your group as the gold standard for all other groups. 

17. Don’t use code words. 

18. Reach out in the customer’s native language, if appropriate. 

19. Observe and understand body language. 

20. Listen for customer’s goals.  Verify what you think you heard. 

21. Cultivate patience.  

22. Demonstrate genuine respect by listening attentively. 

23. Do not make snap judgments about people who are different from you. 

24. Learn how to pronounce names correctly. 

25. Show genuine appreciation 

26. Speak clearly. 

27. Avoid asking rapid-fire questions. 

 
Additional ideas 
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Creating Platinum Experiences for Diverse Customers  
 
This workshop provided a lot of information about bias and preferences of the diverse customers 

you are likely to serve. Everything that you have learned about each culture can be useful for 

developing your specific plan to deliver a platinum experience to your diverse customers. 

 
  
 

 
 

 

 

 

 
 
INSTRUCTIONS 

1. Review your notes and reflect on what you have learned today about creating a platinum 

experience for your customers.  

2. Review the 28 Strategies For Building Stronger Cultural Relationships 

3. Outline your plans for delivering Platinum Customer Experiences. 

 

 

 

“People may forget what you 

said, but they will never forget 

how you made them feel.” 

—Maya Angelou 

Ø 

Ø 


