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What you will accomplish in this lesson:
Develop strategies for resolving conflict in a diverse, multi-cultural setting 

Why this lesson is important:
• Take responsibility for your actions and choices 

Skills and Knowledge 
Assess how age, race, ethnicity, gender, and other aspects of diversity impact perceptions of self and others. 
 Compare two or more points of view and the reasons behind them 
 Clarify particular points of disagreement and agreement 
 Identify appropriate intervention guidelines 
 Analyze techniques for reducing conflict within a diverse population 



Introduction 
Although acts of bias such as stereotyping, jokes, labeling, and racist comments may seem harmless, they 
form the foundation for feelings of hate that ultimately can lead to prejudice, discrimination, violence, and 
genocide. History provides examples of the ways in which stereotyping, scapegoating, bigotry, anti-
Semitism, dehumanization, and discrimination can escalate to acts of conflict and murder. 
This section explores how acts of bias can lead to conflict, and how confronting bias can help avoid violence. 



Conclusion

The world is made up of many different kinds of people from different cultures, races, ethnic backgrounds, 
creeds, and religions. As the world gets smaller and smaller, the ability to resolve conflict in a multicultural 
society becomes more and more important. The first step to conflict resolution is to understand different 
cultures and backgrounds and to get rid of racial bias and prejudice. From there, conflict resolution can 
happen through several different methods. 
In the following lesson, you will learn about mediation and the skills it takes to mediate a situation 



Lesson Check-up 

1. Explain why diversity matters to every human being. 
2. Choose a conflict management and resolution method and discuss it. Have you ever used this method to 
resolve a conflict? 
3. What is a hate crime? Why do hate crimes occur? 
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What You Will Learn to Do  

Develop strategies for resolving conflict in a diverse, multi-
cultural setting 

Linked Core Abilities  

 Do your share as a good citizen in your school, community, 
country, and the world 

 Treat self and others with respect 

Skills and Knowledge You Will Gain Along the Way  

 Assess how age, race, ethnicity, gender, and other aspects 
of diversity impact perceptions of self and others. 

 Compare two or more points of view and the reasons behind 
them 

 Clarify particular points of disagreement and agreement  

 Identify appropriate intervention guidelines 

 Analyze techniques for reducing conflict within a diverse 
population  

 

Key Words: 

Anti-Semitism 

Bigotry 

Hate-related words 

Prejudice 

Racism 

Scapegoating 

Stereotype 
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Introduction 

Although acts of bias such as stereotyping, jokes, labeling, and racist comments may 
seem harmless, they form the foundation for feelings of hate that ultimately can lead to 
prejudice, discrimination, violence, and genocide. History provides examples of the 
ways in which stereotyping, scapegoating, bigotry, anti-Semitism, dehumanization, 
and discrimination can escalate to acts of 
conflict and murder. This section explores how 
acts of bias can lead to conflict, and how 
confronting bias can help avoid violence. 

Hate-motivated Behavior 

Hate-motivated behavior is an act or attempted 
act intended to cause emotional suffering, 
physical injury, or property damage through 
intimidation, harassment, bigoted slurs or 
epithets, force or threat of force, or vandalism 
motivated in part or in whole by hostility toward 
the victim’s real or perceived ethnicity, national 
origin, immigrant status, religious belief, gender, 
sexual orientation, age, disability, political 
affiliation, or race. Or, simply defined, it is an 
expression of hostility against a person or 
property because of the victim’s race, religion, 
disability, gender, ethnicity or sexual orientation that does not meet the necessary 
elements required to prove a crime. This definition provides a common definition that 
enables schools and law enforcement agencies to develop a reporting system to 
document these behaviors. These acts may not be considered crimes or hate crimes 
but should be reported and considered as serious as a hate crime because they can be 
as emotionally damaging as any hate crime and can have long-lasting effects on 
students and teachers. 

Students must take responsibility for their own behavior and meet the standards of 
conduct established by their schools and society in general. Bullying is perhaps the 
most underrated problem in our schools and can be motivated by prejudice, 
intolerance, or hate. Bullying can include name-calling, teasing, harassment, extortion of 
lunch money, harsh pranks, or jostling in a hallway. Victims often are left with emotional 
scars long after the incident. Reducing hate-motivated behavior requires selfless acts by 
teachers a well as students. 

The “Hate Comes Home” program is a virtual-experience interactive CD-ROM that 
allows students to become the lead character in a plot immersed in everyday 
occurrences of bias and hate-motivated behavior. It includes a discussion of the 
distinction between hate crimes and hate bias incidents as well as a Culture Tree 
graphic exercise. By participating in the Culture Tree exercise, students will spend time 
identifying how one’s own personal behavior reinforces or combats prejudice. Students 
will also discuss the many roles that people can find themselves faced with when a bias 

Note:  
To learn more about 
scapegoating and anti-
Semitism, check out the 
Anti-Defamation 

League’s Web site at 
www.adl.org. The  
ADL monitors hate  
groups around the  
world and is a good 
resource for  
Holocaust  
information. 

 



    189 

act occurs, for example, sometimes they perpetuate prejudice, sometimes they observe 
others acting in a prejudiced manner, and sometimes they are the victims of prejudice. 
Only then can students begin to develop skills to confront prejudice and discrimination 
in their schools and communities. 

Hate Crimes Statistics 

Hate crimes are crimes committed against 
individuals or groups or property based on the 
real or perceived characteristics of the victims. 
These crimes have been plaguing our country for 
centuries, tearing at the very foundation of our 
country and destroying our neighborhoods and 
communities. Hate crime statutes vary from state 
to state and may cover bias-motivated crimes 
based on religion, gender, sexual orientation, 
ability, national origin, or ethnicity of the victims. According to a 2007 Bureau of Justice 
Statistics Special Report the following occurred: 

In 2006, law enforcement agencies voluntarily reported 7,720 single-bias hate crime 
incidences which involved 9,076 offenses, 9,642 victims, and 7,324 known offenders. 
This was reported to the FBI. Of these, almost 52 percent were racially motivated and 
19 percent were motivated by religious bias. Bias against sexual orientation and 
ethnicity or national origin accounted for another 16 and 13 percent, respectively.  

 

 

 

 

Hate behavior generates humiliation, shock, outrage, fear, and anxiety in the victim and 
in the victim’s community. When such an incident occurs at school, the entire school 
community experiences a loss of safety. Feelings of vulnerability, insecurity, and 
alienation become common. Ultimately, these feelings produce a negative school 
climate where not only is school safety questioned, but also learning is disrupted and 
instruction is preoccupied with classroom management.  

According to the National Center for Education Statistics, in 2007,  

 Ten percent of students ages 12–18 reported that someone at school had used 
hate-related words against them 

 Thirty-five percent had seen hate-related graffiti at school 

 

 Thirty-three percent of all known hate crime offenders were under 18; another 29 
percent of all hate crime offenders were 18 to 24 

 Thirty percent of all victims of bias-motivated aggravated assaults and 34 percent of 
the victims of simple assault were under 18. 
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Why Diversity Matters 

Diversity matters to every living human being. When a group or segment of the 
population is excluded or oppressed, everyone is denied. For communities to not only 
survive, but also to thrive, each person needs to be aware and sensitive to all the 
members of the community. When all segments of a community are respected and 
utilized, it benefits everyone involved.  

America is the most diverse nation in the world. Our ethnicity, religion and life 
experiences make each of us unique. It is beneficial to everyone to learn to accept what 
is different and respect it. 

Hate, Stereotypes and Racism 

You might have seen the bumper sticker, “Hate Isn’t a Family Value.” No one is born 
with hatred or prejudice toward another person; hate, stereotypes, and racism are 
learned behaviors and feelings. Sometimes human beings have negative feelings 
toward another simply because they are different. Sometimes cultural dress, actions, 
and attitudes are misunderstood and misinterpreted. Other times, a news story about a 
single individual might sway your opinion about an entire group of people.  

Examine the Pyramid of Hate below and notice how what may seem to be small bias or 
stereotype has the potential to build into something violent and criminal in behavior.  

 

Courtesy of Army JROTC 
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Knowledge and information are the most powerful tools you have at your disposal to 
combat hate, stereotypes, and racism. How can you learn about other cultures and 
combat racism and stereotyping? 

 Know your roots and share your pride in your heritage with others. 

 Celebrate holidays with extended family and friends. Use such opportunities to 
encourage storytelling and share personal experiences across generations. 

 Invite friends from backgrounds different from your own to experience the joy of 
your traditions and customs. 

 Be mindful of your language; avoid stereotypical remarks and challenge those 
made by others. 

 Speak out against jokes and slurs that target people or groups. Silence sends a 
message that you are in agreement. It is not enough to refuse to laugh. 

 Be knowledgeable; provide as much accurate information as possible to reject 
harmful myths and stereotypes. Discuss the impact of prejudicial attitudes and 
behavior. 

 Read books that promote understanding of different cultures as well as those that 
are written by authors of diverse backgrounds. 

Why Conflict Occurs 

Conflict can arise for the smallest and most insignificant of reasons. One person makes 
an off-handed racial slur or a disparaging comment about someone’s cultural 
background. Heated words are exchanged, tempers flare, conflicts escalate, and, all too 
often, violence results. And when conflict arises, many teens feel they have no choice 
but to fight. Although conflicts and disagreements are an inevitable part of life, they do 
not have to lead to violence. 

When you try to resolve conflicts and disagreements, you find that conflicts don’t have 
to be avoided, nor do they necessarily lead to violence. Conflict can actually be a 
positive force in your life; it can provide you with an opportunity to take a close look at 
yourself, your attitudes, and your beliefs. If resolved positively, conflicts can actually 
help strengthen relationships and build greater understanding of yourself and those 
around you. 

Conflict Management and Resolution 

Conflicts can be managed and resolved through several different options. Sometimes 
it’s best to combine methods to get the problem solved and avoid the conflict from 
escalating to a violent end. The following sections discuss some conflict management 
and resolution solutions available to you. 
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Win-Win Approach 

The win-win approach is about changing the conflict from 
adversarial attack and defense, to cooperation. It is a 
powerful shift of attitude that alters the whole course of 
communication.  

While people battle over opposing solutions (such as “Do it 
my way!” “No, that’s no good! Do it my way!”), the conflict is 
a power struggle. What you need to do is change the 
agenda in the conversation. The win-win approach says “I 
want to win and I want you to win, too.” A win-win approach 
rests on the following strategies:  

 Going back to underlying needs:  Why did the conflict start and what will the 
outcome resolve? 

 Recognition of individual differences 

 Openness to adapting one’s position in the light of shared information and 
attitudes 

 Attacking the problem, not the people 

Compromise is usually the key to the win-win approach. Even if the conflicting parties 
simply agree to disagree, everyone wins. 

Creative Response Approach 

The creative response to conflict is about turning problems into possibilities. It is about 
consciously choosing to see what can be done rather than staying with a bad situation. 
It is affirming that you will choose to extract the best from the situation. You can take a 
conflict and turn it into an opportunity for discussion and healthy debate. 

Appropriate Assertiveness Approach 

The essence of appropriate assertiveness is being able to state your case without 
arousing the defenses of the other person. The secret of success lies in saying how it is 
for you rather than what the other person should or shouldn’t do. Attaching the 
statement, “The way I see it …” can help tremendously. A skilled “I” statement goes 
even further. When you want to state your point of view helpfully, the “I” statement 
formula can be useful. An “I” statement says how it is on my side, how I see it. 

Use an “I” statement when you need to let the other person know you are feeling 
strongly about an issue. Others often underestimate how hurt, angry, or put out you are, 
so it’s useful to say exactly what’s going on for you. What you can realistically expect is 
that an appropriate “I” statement made with good intent is:  
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 Highly unlikely to do any harm 

 A step in the right direction 

 Sure to change the current situation in some way 

 Very likely to open up possibilities you may not yet see 

Empathy 

Empathy is about rapport and openness between people. When it is absent, people are 
less likely to consider your needs and feelings. The best way to build empathy is to help 
the other person feel that they are understood. That means being an active listener. 

There are specific listening activities relevant to different situations: information, 
affirmation, or inflammation. Use active listening when offering advice won’t help. 

To use active listening: 

 Don’t ignore or deny the other party’s feelings. 

 Read the nonverbal as well as the verbal communication to assess feelings. 

 Check back with the other party about their feelings as well as the content even 
though they may only be telling you about the content. If you’re not sure how they 
feel, ask them “How do you feel about that?” or “How did that affect you?” 

 Reflect back what you hear them saying so they can hear it themselves. 

 Reflect back to them what you hear them saying so they know you understand. 

 If you get it wrong, ask an open question and try again, such as, “How do you 
see the situation?” 

When you empathize, you let the other person know that you’re trying to relate and 
understand how they feel and what brought them to the point of conflict. 

Manage Emotions 

People’s behavior occurs for a purpose. 
They might be looking for ways to 
belong, feel significant, or self-protect. 
When people perceive a threat to their 
self-esteem, a downward spiral can 
begin. People can be led into obstructive 
behaviors in the faulty belief that this will 
gain them a place of belonging and 
significance. How you respond to their 
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difficult behaviors can determine how entrenched these become. 

The secret is to break out of the spiral by supporting their real needs without supporting 
their destructive faulty beliefs and alienating patterns of reaction. Convince them that 
you respect their needs. Build trusting relationships and support their need for justice 
and fairness. 

Conclusion  

The world is made up of many different kinds of people from different cultures, races, 
ethnic backgrounds, creeds, and religions. As the world gets smaller and smaller, the 
ability to resolve conflict in a multicultural society becomes more and more important. 
The first step to conflict resolution is to understand different cultures and backgrounds 
and to get rid of racial bias and prejudice. From there, conflict resolution can happen 
through several different methods. 

In the following lesson, you will learn about mediation and the skills it takes to mediate a 
situation. 

 

Lesson Check-up 

1. Explain why diversity matters to every human being. 

2. Choose a conflict management and resolution 
method and discuss it.  Have you ever used this 
method to resolve a conflict? 

3. What is a hate crime? Why do hate crimes occur? 

 

 

 



Chapter 7: Managing Conflict             Lesson 2: Conflict Resolution and Diversity [Hate Comes Home] 

Unit 3: Foundations for Success 

 
Exercise 1:  Conflict Scenario 

 
Directions:  Read these scenarios and discuss the conflict and bias in them. 

 
Scenario 1 
 
Two eighteen year old Latino American men walk into a convenience store. The owner and his wife of 
Asian decent follow the young men as they walked through the store. The owner and his wife kept a close 
eye on the two young men to ensure they didn’t steal any merchandise. When the men finished selecting 
their items, they walked to the checkout counter and paid in cash for their items. 
 
 
 
 
Scenario 2 
 
Two middle-age, well-dressed, Caucasian men walk into a convenience store. The owner and his wife 
greet the men. As they walk through the store the owner and his wife continue with their daily duties. The 
men leave the store after browsing the aisle. The owners smile as they leave. After the men leave, the 
owner and his wife realize the men stole 12 boxes of cigarettes, 20 cans of tobacco, and 6 boxes of 
cigars. 
 



Chapter 7: Managing Conflict                                                             Lesson 2: Conflict Resolution and Diversity [Hate Comes Home]  

Unit 3: Foundations for Success 

 
Exercise 2:  Confronting Bias 

 
Directions: Read this scenario and discuss the conflict and bias in it.  

 
Scenario  
 
A heavy-set, Caucasian woman walks into a Rodeo Drive department store. The sales people just ignore 
her as if she wasn’t there. After 5 to 10 minutes, the woman asks the sales clerk if she can try on a dress. 
The sales clerk replies “You are too large; you’ll never fit in that dress.” Just moments earlier, a slim, 
Caucasian woman walked into the department store. The sales associates greeted her immediately upon 
entering and asked if she could help her find anything. “Not at this time,” she replied. The slim woman 
tried on the same dress, and the sales clerk told her that she looked great. 
 



   
  Unit 3: Foundations for Success 

Conflict Resolution and Diversity [Hate Comes Home®] [U3C7L2] 
Performance Assessment Task 

1 

Performance Assessment Task 
  Unit 3: Foundations for Success 

Conflict Resolution and Diversity [Hate Comes Home®] 
[U3C7L2] 

 
 

This performance assessment task gives you an opportunity to document your achievement of the 
lesson’s competency: 
 
Develop strategies for resolving conflict in a diverse, multi-cultural setting 
 

   Directions 
 
For this performance assessment task you will apply conflict resolution techniques to a conflict in your life. 
For this assessment you will: 

1. Think about a real or hypothetical situation where you witness someone expressing a biased point of 
view toward a group of people. 

2. Brainstorm a list of strategies that you might use to confront bias based on what you have learned in 
this learning plan. Select one or two that might be most effective in the situation that you identified.  

3. Write a short summary about how you might apply one or more of strategies to confront bias in the 
situation you have identified. 

4. Use the attached scoring guide criteria for what you need to do to complete this task. 

5. Submit your completed performance assessment task and scoring guide to your instructor for 
evaluation and a grade. 

RECOMMENDATION:   It is recommended that you add this performance assessment task to your 
Cadet Portfolio.  

 



   
  Unit 3: Foundations for Success 

Conflict Resolution and Diversity [Hate Comes Home®] [U3C7L2] 
Performance Assessment Task 
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Conflict Resolution and Diversity [Hate Comes Home®] 
Performance Assessment Task Scoring Guide  
 

 
Criteria Ratings 
1. You describe a situation where someone is expressing a biased point of view 

toward another group of people 
met       not met 

2. You summarize why the biased comments are inaccurate met       not met 

3. You describe how you will respond to the person to confront bias met       not met 

4. You describe the specific strategies that you will use to confront bias met       not met 

5. You describe how these strategies might help to confront bias and diffuse the 
situation 

met       not met 

 
Comments: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Name:______________________________________ Date:___________ 
 
Evaluator’s Signature:__________________________ Date:___________ 


