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Introduction

During 2004, the 'Diversity on the Agenda' project has challenged Suffolk's voluntary, public and private sectors to identify which stage of the diversity agenda they are at, identify the areas that need to change and develop an action plan.

The stages that have been identified through research during this project have shown that Suffolk’s organisations are at various stages of understanding diversity and the diversity agenda. 

The case studies published during the research have provided an opportunity for chief executives, trustees, employees and volunteers to learn how others have adapted their services to meet the needs of a changing population. Some of the case studies provided by organisations in Suffolk were invited to take part in the projects conference ‘So, what’s in it for you?’, which included 6 workshop seminars exploring some of the case studies and the chance for delegates to ask questions about the projects and speak with those involved.

The research and steering group for the project has helped to develop a toolkit to encourage more organisations, volunteers, employees, chief executives and trustees to begin to understand the diversity process and the benefits and fun that can be had in celebrating a project’s achievements.

Methodology

This report has gathered views from reports, steering groups, networks and individuals contacted or spoken to during the time span of this project (December 2003 - January 2005).
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The author would also like to thank the Learning and Skills Council and European Social Fund for providing the funding for this project.

Acronyms

Many people use acronyms to shorten the names of networks and organisations to make it quicker to say or to write down. With so many organisation and network acronyms it can be easy to get confused with the true meaning of the words or what they stand for; SAVO, for example, could stand for Suffolk Association of Voluntary Organisations or Southwark Association of Voluntary Organisations. Both have SAVO as an Acronym but one is located in Suffolk and the latter in London and both are voluntary umbrella groups who have links to national networks.

In daily life, we use acronyms without realising it, for example, BBC (British Broadcasting Corporation), ITV (Independent Television), GWR (Great Western Railway). Depending on the context of the conversation, we can usually work out what the acronym is and relate it to the discussion.

To those who are new to the voluntary, private or statutory sector, or where one sector is beginning to work in partnership with another, this becomes a completely new ball game to them. Does the person stop the flow of conversation to ask what the acronym stands for or remain silent and try to find out after the meeting has finished? The impact it can have on a person’s confidence is dependant on the character of the person. Someone who is very confident or knows the people in the group or meeting will stop and ask. 

Someone who may not know other people in the room may not ask because they are afraid of letting people know the lack of knowledge that he/she has. The person may feel that the group could get the impression that he/she is being a nuisance if they keep asking for explanations. The person may become reluctant to attend future meetings because of “information overload” or the reaction they receive from the rest of the group.

Those who have been in the voluntary sector for quite a few years are now beginning to understand how difficult it can be. This is true if the meeting is a national gathering or the person is meeting someone from another area of the country, as there are variations of acronyms between the regions and sectors. This is becoming more apparent as the government involves the voluntary sector in more areas of its work and new networks begin to form.

Acronyms can also create barriers when different sectors work together, for example, private business, statutory and voluntary organisations may have different meanings for acronyms or new acronyms may be mentioned in conversation without the other partners knowing the meaning or the type of organisation it is.

If a person is faced with many acronyms in a short speech, the words and letters can soon become irrelevant. Therefore, the purpose of the speech is lost to those delegates attending and the information will not be passed on to others within that organisation. 

The National Association of Councils for Voluntary Services (NACVS) has produced an acronyms list to help organisations who employ new staff (and existing staff) to understand the most common acronyms and raise awareness of new ones that appear. Several umbrella voluntary organisations have introduced the Acronyms list on their website. The list is not exhaustive but can help new employees and volunteers to gain a head start when attending meetings.

Acknowledging that difference can bring benefits

Although managers who run organisations may be trying to diversify their employees and/or volunteers’ way of thinking, they may not always succeed. Employees and volunteers may not understand, welcome or acknowledge the existence of those from other communities, religions, cultures or who have a different social background to their own.

This could be due to peer pressure from parents, family and friends that has been embedded in their minds and they may have to work out where their loyalties lie. They may have to choose between becoming independent and having their own views, but risk being rejected by family members and friends, or agreeing with their families and friends’ discriminatory views.

Chief executives, chairs and trustees may also not understand how other cultures, religions, communities or those who have a different social background to their own, could help their organisation to improve itself and the services it provides or how there could be anything wrong with the services they currently run. Volunteers and employees of voluntary, community and statutory organisations can become set in their ways and be reluctant to make changes. They may see changes as extra work with little or no support to implement them. 

It can be difficult to identify improvements that could be made to an organisation’s service if an organisation is only using their employees and volunteers who run the services to evaluate it. User groups are a good example of people who understand the needs of the user and can identify additional areas for improvements. Many funders are asking for additional outcomes when funding new or existing projects and this information can help organisations when putting in funding bids to continue the project or service.

Case Study

The National Council for Voluntary Organisations (NCVO) has produced a training exercise entitled The Martian and The Tree Lover. The stories involve two characters who are volunteering for an organisation and the barriers they could face because of their background, disabilities or actions.  

The tree lover has a love of trees and wishes to have a lifelong relationship with a soul mate tree lover. The tree lover meets up with other tree lovers and they all go into the woods together and socialise. When they find trees they are drawn to, they take off all their clothes and sit in the tree branches. The tree lover has never told anyone about this lifestyle for fear of being laughed at. 

The Earth born Martian was very useful to the nuclear power industry because the Martians are not affected by radiation and could decommission old power stations. The Martian has no qualifications or culture to fit in with human society and the humans have been calling for them to go back to Mars. Martians are 10 feet tall, very thin, have green skins and speak only limited English. They believe in twin gods who brought the universe into being and practice their beliefs by singing constantly in harmony. Martians worship these gods by sitting on their hands every two hours and singing. 

Each character’s story comes with a set of questions for people to answer to test their own perceptions of diversity, how service users could improve an organisation’s services and to see if they can link it with real situations or their own experience of exclusion or actions that they may have taken. 

The Suffolk Drug Action Team have used the exercise with service providers during their diversity training and adapted the story by saying that the Martian and the Tree Lover wished to access their drug or alcohol service. They asked questions related to what the characters and staff would experience and how changing the strategies might make their services more inclusive. Within the sessions held, many of the drug and alcohol services staff related to the way that the characters could be excluded from services and how their own organisations, agencies, or themselves would need to adapt to meet other people’s needs.

Suffolk Association of Voluntary Organisations ran the exercise during one of their team meeting sessions. The exercise encouraged the staff to speak about issues relating to the voluntary sector and the problems that might be encountered. The issues raised during the session included how the organisation could adapt their training courses and one to one sessions and how a policy might discriminate or exclude a particular person.

The exercise was run twice as seminars during the ‘So, What’s in it for me?’ Diversity on the Agenda conference. The delegates during these sessions related the stories to their own organisations and experience. One group, who were given the tree lover scenario, concluded that the tree lover may not talk about his/her love of trees and therefore the organisation would not know. The challenge set to the group was what would happen when the tree lover’s activities came out in to the open. Would the person be supported and would it be accepted by other members of the voluntary group? The group then looked at how they would support the person and prevent discrimination from taking place.

Access to voluntary groups 

Information on different voluntary and community groups in Suffolk is not always easy to access by either the public, or other community or voluntary groups. There is at present no countywide directory, which lists all the groups 

either in booklet form or on the internet. There are also only a few areas in the county that have a contact directory available in the local library. This makes finding and contacting organisations difficult, as volunteer centres in the county only open at various times and days of the week.

An example of best practice is from Croydon Voluntary Action who have produced a directory of community organisations on their website in PDF format or by using their database page and accessing from an A-Z index            (http://www.cvalive.org.uk/). 

The public can find out about volunteering opportunities through Timebank or Do It, who then put the person in touch with their local volunteer centre by letter. It is not known how many people contact their local volunteer centre either through the Timebank or Do it or know that volunteer centres offer a service to find out about volunteering opportunities.

Voluntary groups will need to find other ways of promoting their volunteering opportunities to the public. Producing a website has been a way forward for some groups, but this has a cost implication for smaller groups who may not have a person with website designer skills and may have to rely on paying a company to design and host the site. In some areas a fun day has been held to raise awareness of voluntary groups in the area or by having a page on a local website.

Some groups say that the hardest group to reach and engage is the 18-35 year olds. Many people volunteer for an organisation through gaining support from an organisation in a time of crisis, comfort or support, for example, a relative becoming ill. Others may talk to the organisation at a funday or event such as a county or town show. New ventures for organisations may be gained through advertising for new volunteers in staff magazines of local businesses.

During 2004, Volunteering England launched their report ‘Volunteering for all?’ In this report’s findings, fewer than half of the organisations surveyed said they had enough volunteers. Sixty two per cent of organisations surveyed said that members of Black and Minority Ethnic groups were under represented among their volunteers, fifty-two per cent said that disabled people were under represented, and fifty-seven per cent said that ex-offenders were not well represented among their volunteers.

The organisations, volunteers and non-volunteers interviewed identified a range of psychological and practical barriers to volunteering. While the voluntary organisations focused more on the practical barriers, the individuals felt the psychological barriers were more damaging. 

The time a volunteer has to give has an impact on both the voluntary organisation and the individual. This can create a barrier to involvement, as can the time it takes to complete all the paperwork. 

During 2002, Suffolk Association of Voluntary Organisations carried out a member’s survey on volunteering trends in Suffolk. The survey revealed that a decrease in volunteering numbers was identified as a major concern amongst Suffolk voluntary groups.

During 2004, some of Suffolk’s voluntary organisations were regularly appealing for new volunteers to come forward, to prevent the service provided from being axed due to a lack of volunteers. While many voluntary organisations have a high turnover of volunteers who move on to gain a full or part time job, some organisations do not promote volunteering as a route to employment and would rather try to recruit people who are interested in giving up free time to help their local community.

The biggest barrier for volunteer groups is ensuring there are volunteers for a wide range of jobs that the organisation has. The public perception of volunteering and of a voluntary organisation depends on the way the group promotes volunteering. The public’s knowledge of what skills a volunteer should have depends on the group’s aims. For example, a wildlife conservation group might not inspire an accountant or a person with secretarial skills to volunteer as they may see the volunteering experience as being only outdoors and not recognise that voluntary groups need skills in other areas, as these are not advertised.

Promoting the different volunteering roles to the public, as well as the organisation’s aims, may be a way of attracting the public’s interest, while encouraging them to volunteer with taster sessions may dispel the myths they might have about volunteering.

Computers and accessing information

Not all voluntary groups in Suffolk have access to the internet or a computer. Smaller voluntary groups are more likely not to have an internet connection and website than the countywide groups. Many smaller voluntary groups who do have an e-mail system find themselves overwhelmed with e-mails and often do not look in their inbox for several weeks. This may be because the person who knows how the e-mail system works is away or snowed under with other areas of work.

Posted mail is still used as a way of getting valuable information to organisations. This does have its drawbacks if only one copy of a newsletter or magazine is sent to an organisation, as it may take a long time to circulate. This can disadvantage volunteers and employees when finding out about training courses and conferences as the event or course may have already happened and may not run for another six months or more.

The level of computer literacy and confidence with using computers differs in organisations. Those organisations who take on volunteers or employees, who are not computer literate or confident when using computers need to allow extra time for staff training and encouragement to overcome the fear of making mistakes. IT competent staff and volunteers also need to be aware of these barriers otherwise they may become frustrated and impatient with those who find IT difficult. This may further exclude those who need to build up their confidence and discourage them from social activities with their colleagues.

Training for volunteers or staff on computers and programmes used within an organisation usually comes ‘in house’ for smaller groups. These can be adequate when training volunteers on a database, but could leave other computerised jobs to the more experienced people with computers. When it comes to preparing accounts or gaining enough experience to return to work, this style of training may not be adequate to support this person, and they may feel out of their depth.

Partnerships

Partnerships with other organisations (voluntary, statutory, etc) can bring all types of barriers to inclusion with the services they provide. Service providers are not always keen to sign up to a diversity policy or statement, if they feel they cannot offer a service. This may be due to limited funding or the service may not have been fully developed to be offered to all communities. 

Partnerships can also hinder the development of a service if a member of the group pushes the agenda of their organisation forward because he/she feels that it is being neglected or pushed off the agenda. This slows down the process and the meeting could become very heated while the members of the group voice their opinions and try to reach an agreement.

Communications between different organisations can also create conflicts in partnership working. When Immigration and the National Asylum Support Service (NASS) were putting out information on whether asylum seekers could or could not volunteer, the two organisations put out different statements, one stated asylum seekers could volunteer, while the other stated they could not. This not only confused the asylum seekers, but also the Refugee Council and the volunteer centres who were working together to give asylum seekers the positive experience of volunteering.

Partnership working can also bring many benefits. Agencies and organisations can find a common agenda on their action plan and work together to put on an informal event. This is of benefit to individuals in these communities who might not otherwise have accessed relevant information in a language that they would understand.

Case Study

The 'Let's talk - Your rights' event was set up to find a way to encourage refugees and asylum seekers to talk about their rights and other areas that are important to them, in an environment that is comfortable to them.

The local Crime and Disorder Partnership and Racial Harassment Forum (RHF) action plans both identified the need for a communication event to be arranged. 

A consultation meeting was held with Suffolk County Council (SCC), Crown Prosecution Services (CPS), Suffolk Criminal Justice Board (SCJB), Community Service Volunteers Media (CSV Media), Suffolk Constabulary and refugee / asylum seeker clients to seek ideas and views on the best way to plan and present the event.

The following objectives for the event were drawn up:

· To provide an informal communication event for refugees, asylum seekers and representatives of the Racial Harassment Forum and Criminal Justice Board.

· For those attending to increase their understanding of issues which are of particular importance to refugees and asylum seekers around the individual's right and access to services.

 It was decided to hold the event during Refugee Week (14th - 20th June 2004) and approval was sought from the Refugee Week Steering Group. The CSV Media Clubhouse in Ipswich was chosen as the preferred venue, because of its location close to the town centre and one that is regularly attended by refugee and asylum seekers for training, music and access to internet services. Informal dress was suggested, as uniforms may make people feel uncomfortable and not encourage them to speak out about issues affecting them. The event was held on Tuesday 15th June and scheduled to run from 4 until 6.30pm.

The programme included:

· Introductions and overview of the day

· Icebreaker exercise ' Do you feel able to report a crime?', 'Do you know how to report a crime?'

· Issues important to those attending, exercise

· Discussion, regarding issues important to those attending

· Rights information

· Summary

· Validation questions (as per Icebreaker)

The Icebreaker Exercise invited those attending to indicate their response to the questions by placing face stickers on posters containing the questions, to indicate how confident they felt. Smiling face = very confident, Straight face= indifferent, sad face = not very confident. It was then explained that these and other issues would be discussed during the event. The participants were invited to talk among themselves about the issues they would like to discuss further and write them on to post-it notes and place them on the white board. During the break, the topic areas were then translated prior to the breakout sessions.

The issues were split between two discussion groups, group 1 concentrated on people's rights, housing and the police. Group 2 concentrated on the use of sign language and treating people differently. Following the discussion, the areas raised and information provided by the facilitators were summarised and shared. The participants were invited to repeat the Icebreaker Exercise and everyone indicated that they knew how to and now felt able to report a crime. 

Resources at the event included displays for the SCJB and the RHF with information on third party reporting for Hate Crime. Pens with the Racist Incident Helpline phone number on them were given out, along with versions of the RHF information leaflet in English, Kurdish and Farsi. Participants were informed that the Racial Incident Helpline could be used in the language of their choice to report incidents.

The event met all the objectives set out, and although the event was due to finish at 6.30, at least half of those who attended remained for a further half an hour discussing specific issues. Several people asked for a further event to discuss education, housing and asylum issues in more detail.

 A subsequent event would also provide a more reliable assessment, indicating whether the refugees and asylum seekers had been able to apply the information that they had been given.

Training

There is little information on how community and voluntary groups access training information. Many larger organisations receive mailings and e-mails from other organisations via newsletters and their staff regularly take part in training programmes, but smaller organisations with staff that volunteer outside office working hours have difficulty in arranging for their staff to access basic training from health and safety to manual handling.

Some organisations are linked to a larger group inside the building in which their voluntary work is carried out. Training in health and safety, manual handling is an essential part of their staff’s contract but the training is provided during office hours, when most of the volunteers are working in their day jobs. As yet, training outside office hours is still an issue for these groups and those who are putting on training for these volunteers. Funding limits the possibility of programming the training session outside office hours, 

because of the costs involved and the difficulties in finding trainers who are willing to work evening or weekend shifts.

In Suffolk, some of the methods of training used by voluntary groups include induction, on the job training, buddying and external provision of training. In 2004, Consultation with the Volunteer Bureaux in Suffolk showed that limited training support was offered and that this was spread inequitably over the county. A number of bureaux specifically responded that no training was offered to volunteers because they already had the skills or did not want any training. (Report of research into the provision of training - Suffolk Volunteering Federation and Suffolk Association of Voluntary Organisations. July 2004).

Members of the steering group for this diversity project asked if there was going to be any diversity training and that there needed to be a link with the CD-ROM toolkit, where they could take things further. It is not in the scope of this current project to do diversity training but it could be developed in the next stage of the project. Although the Refugee Council and Suffolk Inter-Faith Resource and Rethink Disability provided diversity training, it is concentrated on particular aspects of diversity and there needs to be an understanding of the meaning of diversity in a wider sense, that is accessible for all voluntary groups’ volunteers and staff.

Inductions

Many voluntary organisations with volunteers and paid staff have an induction process, which involves both written and oral information. For some smaller voluntary groups where resources and time are limited, the training is often verbally communicated and often done on the job. Sometimes there is no record of training given to staff. The level at which inductions are carried out can vary and an induction where no real thought has been given to the volunteers’ needs or guidance of who to ask, can lead to volunteers suddenly leaving because they feel left out in the cold or lost in their new environment. 

Inductions, which are done verbally, provide no consistency between each volunteer or employee. Some people may be taught about areas of work or training on a piece of equipment that may have been left off another person’s induction process. 

Those who have been employed in the sector or have come from another sector can also find the jargon hard to understand. Acronyms can mean different things in different contexts too. Staff are expected to learn the jargon very quickly. Currently many organisations do not include a jargon or acronym directory within their induction manual, if indeed they receive an induction manual at all.

Some organisations’ inductions can be quite thorough, covering all polices and including a checklist, which is used, by the line manager and new employee or volunteer.

Monitoring

Monitoring is used in various models in voluntary and statutory groups. Many organisations may feel it is only compulsory if they are funded for their projects and the funders ask them to do so. The understanding of how helpful monitoring can be is not fully used to an organisation’s benefit. Without monitoring, the services cannot be developed to reflect the needs of the community they serve and the migrating population of the county.

Monitoring forms can exclude members of the communities, as the 2001 census has shown. Organisations who are trying to establish where the Traveller and Gypsy Communities are in the county would not be able to use the 2001 census as a benchmark to establish the growth of the population. The census did not request this information to be given and therefore the only information available is from the caravan counts collected twice a year in each county. This only monitors those families on the move and not those who have moved into houses. 

Individuals who start a training programme may not feel confident about giving their age or date of birth. This may be because they do not remember or the person may not be able to write and has never written their date of birth down on any paperwork. They may also not wish to give away their age or understand why funders wish to know.

Many individuals may not know what box to tick regarding their ethnicity, religion or may not mark any box at all. These individuals whose parents come from two different countries or have different religious beliefs may not feel that they fit into any of the categories shown or indeed know what to put down in the ‘other’ box. Other people may simply decide that at the present time their ethnicity or religion is a private matter and do not understand how organisations can improve their services by knowing this information.

The public may not understand that the Race Relations Act requires an organisation to monitor the take up of its service, for example, on subjects like ethnicity and religion. Without explaining to the person why this question is being asked, they may refuse to comply.

Promotion and the Media

It can be difficult to celebrate the achievements and benefits of a cultural group if the national organisation’s theme for their awareness-raising week is not positive. It also makes it difficult to change the public perception on cultural groups like Refugees and Asylum seekers, when the county group is trying to dispel the myths and explain the difficulties faced by Refugees and Asylum seekers and the benefits and skills they can bring.

Publicising a project within the county and within different sectors is very difficult. The ‘So, What's in it for me?’ conference run as part of the Diversity on the Agenda project highlighted the need for greater awareness of projects which exist to provide a service to the communities and to draw best practice from and look at what does and does not work. Many of the delegates who attended the event were surprised at what initiatives were happening in Suffolk.

The trust between the media and voluntary and community groups can vary. Many ethnic minority community groups are wary of using or being interviewed by local radio. If the reason for the interview is to promote a positive project, the tables could be turned depending on events in the news, even when the interviewee has requested prior to the interview taking place that the topic is not up for discussion. This breaks the trust between the organisation, the community and the media and when an event happens in the community that the media wish to cover, the media may experience difficulty in finding people willing to speak to them. 

Some members of small community and voluntary groups feel the media need to be controlled, otherwise the story may become distorted or the main points missed out. Larger groups feel more confident with the media as many may have a media correspondent, publicity officer, press officer or have received training in this area.

Perception of a situation and stereotyping

If a marked police car is parked in front of a mosque with CCTV, how does that affect the way people perceive the situation? Could it be perceived as a crime being recorded? A community visit?  An arrest?  Or even surveillance? The perception that people have through looking at the evidence in front of them can have an effect on all the different communities in that area. It would not matter if the camera was switched on or off, an impression is created the minute eye contact is made by the person passing by.

What effect could this have on the community inside and outside the mosque? Could they be branded as troublemakers?  Or could it cause unease within the communities?

How a service provider responds to an incident can also have an impact on how a community react to the situation. A police response to a report of a fire, may be regarded as disproportionate by some communities if they can not understand the reasons for it.  If the response has included, for example, a marked police van, a flyover by a police helicopter and visits to the site by the inspector and accompanying officers, then a community may feel that there has been an over reaction to the situation. This can also cause friction with the different communities in the area and with the service providers and discourage community cohesion.

An explanation given by the police force may be incomplete; it may not, for example, explain why a police van was used. There may be a perfectly innocent reason such as transporting a number of police officers to a particular location rather than for public disorder purposes. This would highlight the need to look at the best way to respond to these situations by engaging with the communities and the service providers.

Steering groups can sometimes struggle to get all the members to turn up to a meeting. Some members of the groups have a county or regional remit, which means they are more likely to be stereotyped by other members of the group because they do not turn up to meetings on a regular basis and may be dropped off the mailing list for minutes.

Putting diversity on the Agenda

Getting started on the diversity trail is not always easy. Putting diversity on your organisation’s agenda at meetings is one thing but some organisations may only be putting diversity on an agenda so they can ‘tick a box’ and demonstrate a token commitment without a proper discussion of the issue.

The chances are that it could end up being an agenda item with little or no response, so that it marks a tick box but yet no issues, actions or outcomes result. You could also find that the only contributions being made are from the person responsible for the diversity agenda and not the other members of the meeting.

The biggest barrier to getting diversity off the ground is staff attitudes. If the working environment is not right and the trust between the members of staff is not there, it may be difficult to encourage all staff members to participate in an open debate, or put forward an idea if they feel that they may not be given the chance. If the member of staff has had a previous experience of not having their ideas valued it may leaving them feeling de-motivated.

The diversity officer should not end up with all the diversity issues being pushed in their direction for the officer alone to deal with, but instead should be invited to be involved in the process. Diversity should be everyone’s responsibility. The diversity officer/champion needs the support from all the staff, including Chief Executives and Trustees. Without this, the officer/champion may travel a lonely road.

Project achievements and diversity should be celebrated as it raises awareness of the work going on within the communities and how communities and agencies can work together. Some individuals can see celebrating diversity and the achievements made as an excuse to celebrate a project which may have ended with no continuation or additional on going work. This may be due to the project coming to its natural end and other organisations or individuals identifying other work that needs to continue and the partners that need to be involved.

Diversity issues can affect whom an organisation may work with. For example, some faith and religious groups may not work with an organisation that is funded by the lottery as some of the groups may not agree with gambling and see it as a sin. 

Not all delegates can find the time to attend seminars on diversity. Short stand alone seminars do not seem to work as well as all day events. The attendance levels at short seminars are low as delegates have to warrant spending time away from the office and what they will gain from attending. Only one of the seminars during this project ran with more than five delegates when it was run as a stand alone seminar, compared to running the seminars as part of a conference where the attendance was much higher. Time and travel are factors in this as are other events that could be running on the same day. Line managers may also not see the benefit of attending a short seminar and would rather the member of staff stayed on site.

Case Study

During 2002/3 Wise Owls Employment Agency Ltd, ran a series of seminars to small businesses/organisations on the potential benefits of Diversity to their businesses.

The aim of the seminars was to highlight some of the benefits of employing a diverse workforce and adopting more flexible working patterns in London, which has the largest population of minority groups in the UK.

Even though the seminars generated a lot of interest and a large number of delegates pre- booked, actually getting people to turn up on the day was extremely difficult.

However, for those that did take the trouble to turn up, the presentations were well received. Attendees were asked to complete a simple “feedback form”. This was not a compulsory requirement, however it was explained that it was required as proof to their funders of what benefits they had received from the events. Over 200 forms were completed and handed in, with a promise from 50% of the rest that their completed forms would be posted to them. However, some attendees managed to slip out without completing a form.

During the seminars, Wise Owls noticed that voluntary organisations were particularly interesting to observe, as they are now required to operate very much like a private business. The general feedback from these organisations was that, by the nature of their operations, they already recognise the benefits of diversity but need more practical help and advice on the day to day operational management of diversity within their own organisations.

Transport

In rural areas, access to regular public transport can be a prime contribution to social exclusion. In Suffolk, many villages may only have one regular bus service a week to serve the community on the traditional market day (for example, Rendham). Therefore, people who cannot drive for legal, health and other reasons are prevented from accessing jobs, training, higher education and social activities.

Case Study

Kickstart Norfolk began when studies at the time showed that hard to fill vacancies could be filled if people had better access to public transport in rural areas of Norfolk. Many unemployed people also identified the lack of transport as a major barrier to gaining employment in these areas. The project was started up by a basic skills teacher in 1996 in response to these findings and the main aims were identified as:

· enabling unemployed people to gain access to training and employment opportunities through the loan of a moped;

· building the confidence and capacity of beneficiaries by making them more independent and providing them with compulsory basic training;

· to enable participants to access social and leisure activities during the loan of the moped.

A management committee was formed to develop the project and funding was obtained from the Norfolk Rural Community Council. Fakenham, a market town in North West Norfolk was chosen as a pilot area for a three year project with volunteers running the scheme. Mopeds were chosen as it offered a simple and flexible mode of transport, which could be run at a relatively low cost to both the beneficiary and the operator. The mopeds gave the user the freedom of being able to attend training and job interviews without the need for arranging transport at a specific time, therefore reducing the costs and manpower of running the pilot. Four mopeds were purchased for the pilot scheme.

The criteria for the users was then agreed. To be able to take part in the scheme, applicants must be unemployed, of working age and seeking employment or training. They must live in a rural area and have no access to private transport and little or no access to public transport. They must also have a provisional licence and be eligible for insurance cover.

Once accepted, riders are given compulsory basic training on the mopeds. On successful completion of this training they are given a 50cc moped (complete with full insurance and tax) and issued with a safety helmet, bike cover and security lock. 

The mopeds are loaned to the riders for a three month period and a contribution is made per week to the scheme. The maximum hire period is one year, but if the beneficiary becomes employed on a full time basis this is then reduced to six months.

The pilot was promoted through the local Jobcentres and the Careers Service.

The pilot encouraged 22 people to regain their confidence, become more socially and economically active in their communities and be able to access training and jobs.

The scheme particularly benefited young people who were looking for training or their first full time job, who without this initiative might not have been able to get such opportunities under normal circumstances.

Travel options to events and training days

Many organisations hold regular events or open days to the public, but as yet many do not list the public transport options that are available. Some organisations who do produce leaflets that contain public transport information may only put information on to the flyer or leaflet, which directs them to the nearest main town. This then leaves the public reaching the main town and not knowing how to reach the event.

Organisations who organise training events need to include public transport information in their information pack and on the training leaflets to encourage those organisations who may have volunteers who might not be able to drive to attend these sessions to improve their skills. Some of the training venues used in Suffolk have little or no public transport access to them and would make it difficult for those volunteers who live in surrounding villages to attend.

The barriers that can arise with a publicity statement and service providers.

Service providers should be aiming to include everyone in their community and the services that they provide should embrace and reflect the interest of the community and should not prevent the community from accessing a service.

Encouraging service providers to sign up to a diversity publicity statement and publish the statement in their leaflets and literature can prove difficult, if service providers do not feel confident that they can offer a full service to these communities.
Case study

One Suffolk based BME steering group was having a debate on the publicity statement that they wanted service providers to use in their information leaflets. The aim of the statement was to encourage services users from a Black and Minority Ethnic background to access their services and build confidence with these communities that the services offered would be adapted for their needs. 

The wording “ is a culturally competent service which embraces and reflects the interests of Black and Ethnic Minority communities” was causing the steering group debate as some members felt that some services would not be in a position to use it at this stage. Some members suggested that the “is” could be changed to “working towards” or “aspires to be” but this was felt that this would not encourage the BME communities to access the service as they might feel the service offered was not to the same standard as offered to other members of the community.

Other members of the group felt that some services had a long way to go before they could agree to include the statement in their literature. It was suggested that service level agreements should be looked into to ensure that diversity was covered. It was pointed out to the group that under Section 20 of the 1976 Race Relations Act, it was illegal to provide an inferior quality of care to members of minority groups. A providers’ failure to provide an interpreter could be construed as unlawful. The group decided to adopt the publicity statement in its current form and challenge those providers who did not feel confident with the statement.

Languages and services

Using a family member or a colleague as an informal interpreter may lead to a service provider struggling through an assessment, resulting in an inaccurate or unreliable translation. Service providers who have used family members as interpreters have found that depending on the relationship to the individual, it could lead to biased opinions or distortion in the interpreting. Family members could have their own ideas and solutions about a service and may give those views rather than the views of the client. Confidentiality could be an issue, as clients may want to share personal information they do not wish the rest of the family to know.

In Suffolk, some providers have found it virtually impossible to counsel clients or participate in group activities via the use of interpreters and some have found it can be very distracting to use a third person over the phone (Access to services evaluation- Diversity Project Suffolk Drug Action Team).

There is currently no regular access to language line from voluntary groups and the members of staff that have been offered training and have attended the courses still do not feel confident about using the services. This could be due to lack of practice or confidence when using these services. Voluntary groups may also find the costs of providing these services high and need to include these costs when applying to funders to expand projects to include communities where English is not their first language.

Many organisations, when developing their services, think about the first stage of support that a client may need to access their services. For example, providing a leaflet in several different languages or in an audio format. Some organisations may not think about the support the client may need once they receive this leaflet. 

The client may call the advertised number and find that the language used is not one that they will understand. The client will then either hang up and not receive the information they require or if in the position do so, ask a friend or relative to ring on their behalf. 

Many managers and organisations may not think about what support needs to be in place once the client wishes to contact their services and may find that they are discriminating against these individuals.

Diversity and legislation

During the research for this project 3 acts of law came in to effect, the Disability Discrimination Act, Part Three, access to goods and services (October 2004), the Employment Equality (Religion and Belief) Regulations (2003) and the Employment Equality (Sexual Orientation) Regulations (2003). The laws applied in the UK were put in place to prevent discrimination and to help encourage inclusion.

How managers and organisations interpreted these laws, depended on the way the information was received. The Disability Discrimination Act had the largest and most noticeable awareness raising campaign compared to the Religion and Belief and Sexual Orientation Regulations.

Yet, despite the extensive publicity and information campaign, the Disability Discrimination Act has had a negative impact on some organisations whose services are based in Grade II listed buildings. Not all organisations and managers understood that services could be made equally accessible to all, by making reasonable adjustments to the way they provided their services.

Some people, for example, misinterpreted the law believing that all areas of a building had to be accessible to wheelchair users. This raised concerns that some organisations would have to withdraw certain services because of the high costs of making all areas of a building accessible by, for example, installing a lift in the premises.

Moving the services to an accessible area, such as, a ground floor room or offering an alternative venue, would help to solve these issues. Training and advice in this area would help managers and organisations to identify new ways of providing their services and increase the awareness of thinking outside the box. 

The understanding, of which law should come first, also needs to be clarified to managers, organisations and individuals. This issue was raised when the Employment Equality (Religion and Belief) Regulations (2003) came in to effect. Managers were not sure if the health and safety laws over ruled the religion and belief regulations and were worried that they may fall foul of the new law. 

Carrying out a risk assessment on the jobs that the individual would be carrying out would highlight any health and safety issues that may arise. These health and safety issues need to be raised with the individual concerned and explained clearly, to ensure that the individual understands that this is a reasonable request.

Conclusions

Suffolk’s voluntary organisations are at different stages of the diversity agenda. While some organisations are adapting their services, learning and sharing best practice, others are only just starting their journey.

Smaller organisations whose resources and time are limited have yet to embrace diversity on the scale that larger organisations have. This has an impact on the ability to access training and attend seminars that would be of benefit to them.

Larger organisations who have an urban, regional or national base are rolling out training programmes or training days for management, who are in turn expected to train staff on a broad subject in team time or in 1-2-1’s with their staff. Most are overwhelmed by the information they gain and do not feel confident training staff for fear of getting it wrong or being unable to answer their questions due to lack of knowledge.

There is a fear of being open and sharing bad experiences, which might result in damage to the reputation of an organisation, rather than sharing the experience and producing good practice.

Sharing in depth knowledge of how a project has worked is not always forthcoming. Some organisations fear competition from others and with funding pots becoming smaller, organisations are less likely to reveal the step by step methods used; for example, how contacts were made, barriers broken down and resources used.

In rural areas, transport coupled with low income is still the biggest barrier to seclusion. This has an impact not only on further education but on volunteering as well, as the variety of skills that people can learn decreases and the need for training increases.

Language barriers are still being experienced in services. Front of house staff need to ask clients for their requirements, rather than making assumptions and monitor the language requirements needed and this will give service providers a better idea of their users’ needs. Service providers also need to provide training on how to use interpretation services and ensure that staff are confident in using them.

This project has highlighted the need for the following: -

· Diversity training for Voluntary organisations’ front of house staff and volunteers

· A training workshop on induction aimed at organisations who are self funded

· A co-ordinated sharing of training days and events that can be accessed through websites, newsletters and e-mail

· An acronym list that is accessed via newsletters and websites that is updated every six months

· A directory of volunteering organisations and community groups in Suffolk

· A regular all day event to celebrate and share project good practice

· Training on which employment laws override which regulations

· Training on how to use translation services

Resources

Diversity Project -Access to services Evaluation-Deborah Carr-Suffolk Drug Action Team- June 2004

Report of research into the provision of training, accredited and non-accredited, available locally and nationally to voluntary and community sector organisations and to the volunteers who contribute to the work of these organisations - Suffolk Volunteering Federation and Suffolk Association of Voluntary Organisations - July 2004

Making diversity happen – Colin Hann-NCVO-ISBN 07199 1631 3 – Nov 2003

Managing diversity in the work place – Veronica Mole and Jenny Harrow – ISBN 0719916119 – Jan 2003

Making Equality Simple- Anne Hayfield, Mohammed Abdul Aziz – NCVO – 2005

Volunteering for all? – Institute for Volunteering Research – Justin Davis Smith, Angela Ellis, Steven Howlett, Jan O’Brien – 2004

Development through diversity – bassac – 020 7735 1075

Final report on promoting diversity seminars – 24 December 2003 Wise Owls Employment Agency Ltd.
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