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Aims and objectives of the session 

Aim 

‘To help CCG volunteers  promote the voice of our diverse 

communities and seldom heard groups’ 
 

Objectives 

• To outline the moral, legal and business case for equality and 

diversity 

• To describe the key equality legislation 

• To explain how we are held to account 

• To explore the communities that make up Leeds 

• To introduce methods to engage with diverse communities 

• To explore what questions CCG Volunteers can ask to ensure that 

commissioners have considered the needs of our local communities 

• Explore effective engagement with the public  
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Outcomes 

By the end of the session participants will: 
 Explain why equality and diversity is important 

 Outline the key legislation with regards equality and diversity 

 Explain how NHS organisations are held to account 

 Outline which communities which make up our city 

 Give examples of how we engage with diverse communities 

 Ask questions in steering groups which support commissioners 

to develop services which meet the needs of diverse groups 

 Feel confident engaging with the public  
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 An introduction to equality and diversity 
What does equality and diversity mean to you? 
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An introduction to equality and diversity 
What is equality? 

Equality is not about equal treatment 

 
“ To treat me equally you sometimes  

have to treat me differently” 
 

 

People are individuals and have individual needs for a variety of 

reasons. 

 

This means that often we have to do things slightly different or 

provide additional support, for example, to ensure everyone has fair 

access to treatment and the same opportunity to improved health 

outcomes. 
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An introduction to equality and diversity 
What is diversity? 

Diversity is not a street 
dance group 
 
Diversity is about 
recognising that everyone is 
different in a variety of 
visible and non-visible 
ways. 
 
Diversity is about creating a 
culture that recognises, 
respects and values 
everyone’s differences. 
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An introduction to equality and diversity 
Some other useful terms 

term definition 

Prejudice 
is prejudgment, or forming an opinion before becoming 

aware of the relevant facts of a case. 

Discrimination is prejudices put into action (direct & indirect) 

Disadvantaged 
Not being able to do what everyone else can do 

because of a personal characteristic 

Harassment 

Unwanted behaviour that has the purpose or effect of 

violating a person’s dignity or creates a degrading, 

humiliating, hostile, intimidating or offensive 

environment 

Physical barrier 
A physical feature that puts people who are disabled 

at a disadvantage when accessing services etc 

Reasonable Not unreasonable, practical and possible 

Victimisation 
Subjecting a person to a detriment because they have 

brought proceeding under the Equality Act 
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 An introduction to equality and diversity 
The NHS, equality and diversity 

People vs illnesses, diseases and conditions 
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Things not say to blind and deaf people 
 
https://www.youtube.com/watch?v=ykW4tYb
Rgo8&t=4s 
 
https://www.youtube.com/watch?v=MMfzJ8Gi
984 
 
 
 
 

https://www.youtube.com/watch?v=ykW4tYbRgo8&t=4s
https://www.youtube.com/watch?v=ykW4tYbRgo8&t=4s
https://www.youtube.com/watch?v=ykW4tYbRgo8&t=4s
https://www.youtube.com/watch?v=ykW4tYbRgo8&t=4s
https://www.youtube.com/watch?v=ykW4tYbRgo8&t=4s
https://www.youtube.com/watch?v=MMfzJ8Gi984
https://www.youtube.com/watch?v=MMfzJ8Gi984
https://www.youtube.com/watch?v=MMfzJ8Gi984
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An introduction to equality and diversity 
The moral, business and legal case for equality 

The moral case 
Any organisation that commissions or provides services to people should pro-
actively ensure that no one using their services is treated unfairly, whilst recognising 
that excellence in diversity helps develop greater social cohesion, tolerance, stability 
and prosperity in the wider society.  
 
The business case 
An organisation that is explicit in its commitment to equality and diversity and is 
demonstrating this through how it operates is more likely to attract people from a 
wider pool of talent, retain staff  and keep staff and volunteers motivated and 
committed. In addition if we consider the needs of and listen to our diverse 
communities when designing and commissioning healthcare this should help 
contribute to improved health outcomes, patient access and experience. 
 
The legal case 
It is unlawful for organisations to discriminate on the grounds of gender, gender 
identity, race, religion or belief, sexual orientation, pregnancy and maternity, 
disability and marriage and civil partnership in employment and training and in the 
provision of goods, facilities and services. 
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 An introduction to equality and diversity 
The legal case: The Equality Act 

 

 
 

The Equality Act came into force on Oct 2010.  It brings together 

over 116 separate pieces of legislation into one single Act.  

 

The act outlines a public sector equality duty which means we 

have a duty to take into account the need to: 

• eliminate discrimination, harassment and victimisation 

• advance equality of opportunity 

• foster good relations between different parts of the community 

 

This covers people with the nine protected characteristics 
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 An introduction to equality and diversity 
The legal case: The Equality Act 

 

Who in the room has a  

protected characteristic? 
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 An introduction to equality and diversity 
The legal case: Protected characteristics 

Age A person belonging to a particular age (e.g. 32 year olds) or range of ages (e.g. 18 - 30 year olds). 

Disability 
A person has a disability if s/he has a physical or mental impairment which has a substantial and long-term 
adverse effect on that person's ability to carry out normal day-to-day activities. 

Gender 
reassignment 

The process of transitioning from one gender to another. 

Marriage and 
civil partnership 

In England and Wales marriage is no longer restricted to a union between a man and a woman but now includes 
a marriage between a same-sex couple.  Same-sex couples can also have their relationships legally recognised as 
'civil partnerships'. Civil partners must not be treated less favourably than married couples. 

Pregnancy and 
maternity 

Pregnancy is the condition of being pregnant or expecting a baby. Maternity refers to the period after the birth, 
and is linked to maternity leave in the employment context. In the non-work context, protection against 
maternity discrimination is for 26 weeks after giving birth (includes treating a woman unfavourably when 
breastfeeding) 

Race 
Refers to the protected characteristic of Race. It refers to a group of people defined by their race, colour, and 
nationality (including citizenship) ethnic or national origins. 

Religion and 
belief 

Religion has the meaning usually given to it but belief includes religious and philosophical beliefs including lack 
of belief (e.g. Atheism). Generally, a belief should affect your life choices or the way you live for it to be included 
in the definition. 

Sex A man or a woman. 

Sexual 
orientation 

Whether a person's sexual attraction is towards their own sex, the opposite sex or to both sexes. 
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 An introduction to equality and diversity 
The legal case: Other important documents 

Health and Social Care Act 2012 
places a duty on us to reduce health inequalities. 
 
NHS Constitution: 
“The NHS provides a comprehensive service, available to all 
irrespective of gender, race, disability, age, sexual 
orientation, religion, belief, gender reassignment, pregnancy 
and maternity or marital or civil partnership status.  
 
At the same time, it has a wider social duty to promote 
equality through the services it provides and to pay particular 
attention to groups or sections of society where 
improvements in health and life expectancy are not keeping 
pace with the rest of the population.” 
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 An introduction to equality and diversity 
The legal case: How are we held to account? 

Equality delivery system 
Introduced to help NHS organisations embed equality and diversity 

and evidence compliance with the Equality Act 2010. 

 

Equality analysis and impact assessment 
• A tool used by NHS to make sure that policies/procedures do 

not discriminate 

• It involves assessing the effects of policies on people in respect 

of their characteristics 

• Make changes to promote equality and remove any 

negative/adverse impacts that amount to unlawful discrimination 

• The tool has been added to the engagement plan to help ensure 

it is considered during engagements 
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An introduction to equality and diversity 
The legal case: The Accessible Information Standard 

The Standard says organisations 

must:  

• Identify  

• Record  

• ‘flag’   

• share   

• meet   

 

people’s information and 

communication needs.  
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 An introduction to equality and diversity 
The legal case: The Accessible Information Standard 

The Equality Act 2010 says that all service providers must 

make “reasonable adjustments” to support disabled people – 

including providing information in “an accessible format” and 

communicating in a way they understand. 

 

BUT we know that people with communication needs often 

get information that they cannot read or understand and do 

not get the communication support they need.  

 

The Accessible Information Standard is now a legal 

requirement covered by the Health and Social Care Act 2012 

section 250 
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 An introduction to equality and diversity 
The true or false game 

Are these statement 

true or false? 
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 An introduction to equality and diversity 
The true or false game 

People over the age of 85 

are more likely to report a 

particularly poor 

experience as hospital 

inpatients. 
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 An introduction to equality and diversity 
The true or false game 

Lesbian and gay young 

people in England are 

twice as likely to smoke 

and drink alcohol as 

young heterosexual 

people 
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 An introduction to equality and diversity 
The true or false game 

Approximately a quarter 

of Deaf or hearing 

impaired people miss 

health appointments and 

19% miss more than 5 due 

to poor communications 
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 An introduction to equality and diversity 
The true or false game 

In the UK men of Black 
African and Black 

Caribbean decent are 
three times more likely to 
develop prostate cancer 

than white men of the 
same age 
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 An introduction to equality and diversity 
The true or false game 

The average life 

expectancy of a 

Gypsy/Traveller man is  

55 
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 Who lives in Leeds 
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 Who lives in Leeds 
Groupwork 

As a group,  

match the statistics 
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 Who lives in Leeds 
Groupwork 
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 Who lives in Leeds 
Areas of deprivation 
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 Who lives in Leeds 
Faith and ethnicity 

Christianity Chinese 
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 Who lives in Leeds 
Smoking prevalence 
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 Who lives in Leeds 
Life expectancy 
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 How do we engage with diverse communities? 
What is community engagement? 

 

‘Community engagement works best 

where it is an ongoing cumulative process 

enabling relationships and trust to build 

and strengthen over time’ 
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 How do we engage with diverse communities? 
Making a plan 

a) Allocate enough time 
b) Be clear what you want 

• Outline the scope and purpose 

c) Identify your stakeholders 
• Who will the change affect most? 
• Who can help you engage (VCFS)? 

d) Use appropriate methods 
• Go to them 
• Use interpreters 
• Consider language and easy read 
• Consider physical access needs 
• Consider the time and venue 

e) Feedback the results and actions 
• Complete the cycle 
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 How do we engage with diverse communities? 
Working with our partners 
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 The role of the CCG volunteer 
Ensuring we commission services for everyone 

The role of the CCG Volunteer is to: 

 

Ensure that the CCG is engaging with the right people, 

at the right time and in the right ways 

 

To act as a critical friend to GP practices and ensure 

that the practice engages with patients when it makes 

changes and demonstrates how feedback had 

influenced the change 



Leeds Engagement Hub: working together to strengthen citizen voice  

 The role of the CCG volunteer 
What assumptions can we make? 

What we know about equality for people using primary medical 
services, in relation to: 
 
Age 
• Older people are more likely to use primary care services 
• Accessing primary care can be especially hard for older people given reduced 

access to transport and mobility, sensory or cognitive impairment 
 
Disability 
• Disabled people are more likely to use primary care services 
• 9.5 million people in the UK have a limiting long term illness 
• 12% of patients in England with a long-standing health condition feel they do not 

have enough support from local services to help manage their health 
• People with a learning disability have poorer health than the general population, 

yet are less likely to access healthcare 
• In addition, blind and partially sighted people may face access difficulties or 

receive sub-optimal healthcare because staff are unaware of how to meet their 
needs 

Gender 
• In the UK, Over 66,000 women and girls living in the UK have experienced 

female genital mutilation 
 https://www.cqc.org.uk/sites/default/files/20140409_eia_pmc_provider_handbook_-_final_0.pdf 



Leeds Engagement Hub: working together to strengthen citizen voice  

The role of the CCG volunteer 
What assumptions can we make? 

Race 
• People for whom English is not the first language not attending, because they could not read the 

appointment card/reminder. 
• Particular conditions affect different ethnic groups. 
• Some groups who experience discrimination and disadvantage are not using NHS GP services 

as much as expected for the size of their population, eg gypsies and travellers.  
 
Religion and belief 
• Dietary requirements. This includes whether certain medicines are suitable 
• Orthodox Jews observance of the Sabbath may make it more difficult for them to attend GP 

appointments on some days. 
 
Sexual orientation 
• Less likely to have smear tests and tests for Sexually Transmitted Infections. 
• More likely to smoke, drink, feel suicidal and self-harm 
 
Gender identity 
• Existing evidence suggests that transgender people are affected by transphobia 
 
Carers 
• Young carers are 1.5 times more likely than their peers to be from Black, Asian or minority 

ethnic communities, and are twice as likely to not speak English as their first language.  
• Carers can experience stress, not have time to eat properly, need respite breaks, and can 

become ill themselves 
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 The role of the CCG volunteer 
Ensuring we commission services for everyone 

What should inform our questioning? 
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 The role of the CCG volunteer 
Ensuring we commission services for everyone 

What should inform our questioning? 
• Is there a clear engagement plan in place? 

• Does the plan include an equality analysis and impact 

assessment?  

• What is a ‘reasonable adjustment’ in this case? 

• Is the commissioner/provider making reasonable adjustments? 

• Can we see how the commissioner/provider is understanding the 

needs of the ‘easily ignored?’ 

• Is it clear that we are engaging with the right people, in the right 

ways? 

• Have we engaged early enough in the process? 

• Can we see how patients will be involved throughout the process? 

• How are they involving the VCF sector? 

• What resources are available to do this work? 
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Session review 

• CCG volunteers are objective and champion the views of the wider 

community (using feedback from engagements and patient experience)  

• People are individuals and have individual needs 

• Diversity is about creating a culture that recognises, respects and values 

everyone’s differences 

• There is a moral, legal and business case for equality and diversity 

• The Equality Act 2010 outlines a public sector equality duty which means we 

have a duty to promote equality and diversity 

• The Act covers people with the nine protected characteristics (all of us!) 

• The Accessible Information Standard says organisations must; identify, 

record, ‘flag’, share and meet people’s information and communication needs. 

• Leeds is a very diverse city and need to make extra effort to engage with 

people from different communities. We need to work with our partners to do 

this 

• CCG volunteers have an important role in ensuring that the voice of diverse 

communities is heard when we commission services 
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Questions 
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Effective engagement 

Aim: 

Increase the confidence of volunteers when speaking to 

the public about service change. 

Objectives: 

• Outline the health and safety requirements when 

engaging with the public 

• Explore the challenges of engaging with the public 

• Develop approaches to support conversations 
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Effective engagement 

Outcome: 

• Know how to prepare for an engagement activity 

• Be able to predict the challenges and risks of talking to 

the public 

• Have strategies to manage your conversations with the 

public 

• Feel more confident asking and answering difficult 

conversations 
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Are they trying to 
scam me? 

Who is this person? 

Are they going to 
ask me to sign 
something that  I 
don’t agree with? 

Are they going to 
ask me for money? 

Am I going to have 
to figure out how to 
get rid of them? 

How long is this 
going to take? I just don’t have 

time for this  
 

 I’m afraid I’ll be bothering people  
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Effective engagement 

 

 

 

• What would have made you feel at ease? 

• How would you like to be approached? 
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Reading body language 

 

 

 

 

 

Member of the public Your own 

Do they seem tense? 
 
Are they frowning at their 
phone? 
 
Are they walking briskly? 
 
Not making/avoiding eye 
contact 
 
Pay attention to their facial 
expressions 
 

Approach within clear view 
from the side 
Angle body slightly away from 
the person 
 
Give the individual space 
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Find the right time 

Approach people who appear to be one or more of the 

following: 

 

• Between tasks 

 

• Bored 

 

• Procrastinating  
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Approach 

 

 

• Mention early that you are conducting research 

• Make it clear quickly that their time is voluntary 

• Idea of how long the survey will take 

• Introduce the survey, fostering their interest 
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When someone says “no” 

• They aren’t rejecting you, but rejecting your request 

• It’s not personal 

• Maybe they’re in the middle of something or maybe 

they’re just not in the mood to talk 

 

The next person might be perfectly happy to partipate 
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General Data Protection Regulation 
(GDPR) 

Things to think about to ensure we are meeting the GDPR 
regulations: For example a PPG member is carrying out a 
survey at their GP Practice  
• GP Practice to warn patients using posters, website etc 

that people will be carrying out surveys on a specific 
date (fair processing) 

• PPG member signs a confidentiality agreement/contract 
• GP practice should have a privy notice on show 
• PPG members to undertake specific training (this 

course) 
• PPG member to given a script to minimise the risk of 

delving into personal or medical conversation with a 
patient 
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General Data Protection Regulation 
(GDPR) 

• If the patient wants to give their personal details, PPG 

member to direct the patient to the receptionist to 

capture this  

• Once information has been collected, add on to a 

spreadsheet (protected file) asap and destroy paper 

copy 

• Remember, you should only be capturing identifiable 

data if needed  
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Health and Safety 

What do we need to put in place to create an environment 

that is safe and empowering? 

• Understand the engagement 

• Understand your own views and potential conflicts 

• Put yourself in their position 

• Predict the response 

• Know your venue and community 

• Consider staffing support – who will be with you? 

• Have a plan for conversations that you feel 

uncomfortable with 

• Know your signposting options 
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Challenges with engaging with the public 

Group work – case study 

You have been asked to carry out a survey in a local 

community centre on changes to mental health services in 

Leeds. 

• What do you need to know before you carry out the 

event? 

• What issues do you think might come up? 

• What difficult questions might you be asked? 
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People offloading personal experiences 

• Asking about experiences of healthcare can be emotive 

(consider bereavement, childbirth, waiting times, test 

results, pain….) 

• People sometimes have a need to tell their story, to be 

heard and understood 

• This may result in sharing detailed stories of their 

experiences 

• How do you record this? 

• How do you respond? 
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People offloading personal experiences 

• People could be upset if you don’t listen to them 

• Active listening skills 

• Appropriate eye contact and body language 

• “that sounds like a difficult experience” 

• “it sounds like you’ve had a rough few months” 
•Gently and tentatively bring back to the survey “is it ok if I 
ask you the next question?” 
•Don’t record person identifiable information 
•Safeguarding 
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Managing expectations and concerns 

People may: 
• Expect services to change instantly 
• Expect services to change based on their personal 

needs/experiences 
• Worry that sharing a negative experience may lead to 

worse treatment 
• Want to know what will happen next 
• Think that sharing their opinion is pointless – it won’t be 

listened to 
• Be concerned about personal data 
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Managing expectations and concerns 

• Get clear information at your briefing  
• Reassure 

• Comments are anonymised 
• Care will not be affected 
• Personal data is processed and stored 

appropriately 
 

•Explain 
• All the results will be collated and 

recommendations will be made based on these 
• This will be written up into a report 
• Recommendations from the report are used to 

inform decision making 
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Managing expectations and concerns 

• Report can be sent to them if requested 
• Report and “you said we did” will be on the NHS Leeds 

CCG website 
• Continuous cycle of planning, designing, procuring and 

evaluating services – no quick fixes 
• signpost 
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Equality monitoring questions 

So why do we ask these questions? 

• To ensure we’re hearing from a range of 

people and understanding the experiences 

and needs of different communities in 

Leeds  
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Equality monitoring questions 

How to ask these questions well 

• Explain why it’s important 

• Ask permission to ask these questions 

• Accept no for an answer 

• Listen to the answers without reacting or 

judging 

• Always give the option to not answer each 

question 

• Be confident and clear 
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Equality monitoring questions 

Facilitator role play – how do you think this 

would feel? 

• Intrusive? 

• Rude? 

• Surprised? 

• Defensive? 

• Judged? 

• Confused? 

• What relevance is this? 
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Session review - feedback 

One thing you’ll take away from the session 

 

Make a pledge 
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Evaluation and close 

Please take five minutes to fill in our online evaluation of 

the session. You can find the survey here: 

 

 

 

Please be honest so that we can improve the session. 

 

 


