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1.1  Introduction: 

In July 2022, the East of England Ambulance Service (referred to hereafter as either EEAST or The ‘Trust’) 
commissioned McKenzie LLP – a specialist Equality, Diversity and Inclusion consultancy to undertake an external 
research and consultation project with all Black and Minority Ethic Staff employed within the Trust. 

During August – October 2022 all Black and Minority Ethnic staff in the Trust were invited to:

1: Complete an anonymous online / digital survey comprising 17 questions exploring a number of areas including 
perceptions and experiences of Discrimination, Harassment, Inclusion and Equality of Opportunity in the Trust.   

2: Join a confidential focus / discussion group to share relevant experiences and perceptions in this area. All  
discussion groups were facilitated by external Equality, Diversity and Inclusion specialists from McKenzie LLP. 

3: Have a confidential one to one telephone interview with a McKenzie consultant – again with the aim of sharing 
perceptions and experiences in this area. 

1.2  Participation:  

Participation in all of the above three activities was both voluntary and confidential. Staff were therefore free to take 
part in all, some, or no activities at all. 

In total, 58 out of the 120 selected employees answered the survey (a 48% response rate) via one or more of the 
consultation options shown above. (From experience, an average response/participation rate in an exercise of this nature is 50%).  
26 employees also took part in a one to one confidential telephone interview. 
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As of September 2022, 120 EEAST employees declared themselves as either Black or Minority Ethnic. 
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1.3  Online Survey Content / Other Qualitative Feedback:  

The first section of the online survey contained a series of 15 different statements. Participants were asked to rate 
their own perceptions and experiences against each statement by giving one of five possible responses;

1: Agree Strongly,  2: Agree,  3: Neither Agree or Disagree,  4: Disagree, or  5: Disagree Strongly.

The final section contained gave participants the option to add free flow comments via three questions / statements:  

Question 16 asked: EEAST teams are not always representative of the actual communities we serve. 
What do you think we could do to attract a more diverse and representative workforce ? 

Statement 17:  Please add any further comments you may in relation to your other answers to this survey. 

Statement 18: What is your Age, Sex, Disability status etc. (Reported in the appendices of this document.) 

1.4 Methodology:    

Employee responses were collected on line using Survey Monkey (a web based surveying company). All other 
qualitative feedback obtained from telephone interviews was compiled, summarised and reported by key ‘themes’ 
(also reported in this document) by McKenzie LLP. 

1.5  About McKenzie LLP:   

Formed in 1996, McKenzie specialise exclusively in the areas of Equality, Diversity, Inclusion and Dignity at Work. 

They have considerable healthcare experience  - previously working with the Care Quality Commission, The General 
Medical Council, The Department of Health and a number of NHS Primary Care Trusts and Clinical Commissioning 
Groups. (www.diversitymckenzie.co.uk)
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Telephone Interview Comments: 



5.0  Telephone Interview Comments:  

Page 46

5.1  Perceptions of Racism: 

“I find that it is a generational problem, the older members of staff, those in their 50’s and 60’s are the problem. They 
are stuck in their ways and have lived in times where it was acceptable to behave and say things that aren’t acceptable 
now. I hear comments like  It’s black history month, I don’t see us getting us a white history month.”

“I feel like differences aren’t valued. It seems that white British members of staff feel comfortable making racist jokes, 
they then pass it off as harmless banter to excuse themselves. I don’t really know how to deal with it. I don’t want to be 
seen as whinging but I’m a  and I don’t like it happening so how a  would feel worries 
me.”

“I can see for myself, that other BME staff are treated less favourably so I try to encourage and support other BME staff 
to hold their own and be the best they can so that they can also feel valued.”

“Assumptions are made based on the colour of your skin, I was asked to translate for someone speaking Arabic, the 
reason given for the request was that ‘I look like one of them’. I don’t even speak Asian - never mind Arabic.”

“A colleague of mine who is of colour,  -  
. Instead of supporting her, the manager made her life even more difficult by changing shift patterns making 

childcare almost impossible. It was well known that that particular manager was a racist.”
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5.1  Perceptions of Racism: 

“I was called ‘ by a team leader,  thought it was light hearted but I definitely didn’t.” 

“A call handler in my team is a racist. Every time  has a call from someone whose first language isn’t English  mutes 
that call and says loudly  Some of the other call handlers 
who are BME feel very uncomfortable about this but don’t raise it as are scared of any repercussions   I raised it to my 
Line Manager who emailed me back asking what I thought should be done, I suggested some awareness training, but 
nothing was ever done.”

“I hear the difference in conversation when people call in. If it’s a BME person, the handler often speaks differently, they 
are very clipped and give short answers, when a white member of the team answers then there is a lot more 
conversation.”

“A member of the ambulance crew is very racist  treats patients completely different according to their skin colour. An 
example of this is when dealing with a  lady who couldn’t speak English. just opened her blouse and 
didn’t speak to her via the interpreter and just carried on in a very harsh manner and bundled her into the back of the 
ambulance. The next patient we went to see was a white gentleman who  treated with respect and talked to him and 
explained everything to him.” 
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5.1  Perceptions of Racism: 

“When a colleague saw a photo of me wearing my traditional dress said’  
my team leader did report it to my manager but nothing was done.”

“When my team were ordering a takeaway they didn’t order me one as they told me that they were ordering a curry and 
I was probably sick of them as I must eat them all the time.”

“I went to a meeting where I was the project manager and my administrator, who attended with me to take notes, was 
white. When we arrived at the meeting, people started introducing themselves to her and asking her questions -
assuming she was the manager because she was white.”

“A question I was asked at interview was ‘How long I was going to be in the country for ?  I was actually born here.”

“When I first started my job I was very nervous to be working in a station as the only black person. It turns out I was right
to feel worried as the other team members would say things like ‘I’ve just been to the corner shop and Mr Singh was 
there, do you know him’ /.  They thought it was funny but I found it rude and disrespectful. I don’t go round saying ‘Do 
you know Mr Smith ?’ to them. Why is acceptable for them to behave in this way ?”
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5.1  Perceptions of Racism: 

“I have twelve years experience within another Ambulance Service and I never once felt different, it was only when I 
moved to EEAST that it was pointed out to me. I have never previously felt the need to join a BME network, not until I 
worked here that is.  Now I have joined the network as I feel that I need the support from them. I am always asked to 
pronounce names that are foreign, its assumed that because of the colour of my skin, that I will be able to speak loads 
of different languages.”

“I was at a gathering with the staff from my station, they were talking about a doctor who was Asian and were 
mimicked a monkey sound when they were talking about him. It was highlighted (to the rest of the team) that I was 
stood there. Nobody apologised they just carried on talking as if it were perfectly acceptable.”

“The Trust are not up to date with certain cultures or backgrounds. I am always being asked by white managers to speak 
to people who are in their team as I will understand their position better. I don’t see that as respecting individual 
difference. Why don’t managers ask questions and learn about their own staff ?”

“I was asked ‘Can you speak to them as they speak ‘gobildy gook’’ the person that the manager was referring to spoke 
Punjabi - not a language I actually speak. It is just assumed that if you are ‘of colour’, you all come from the same place 
and speak the same language.”
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5.1  Perceptions of Racism: 

“When arriving at a patient’s house, someone was stood outside waiting for us. My colleague saw them and sighed 
 There is complete disrespect of BME staff and patients.”

“Patients definitely see my colour first and not that I’m a paramedic, I am constantly being told I should be a basketball 
player or I look like , I’m tall but so is my colleague and he never gets the same sort of treatment. Its more 
from the older generation and their old fashion views.”

“On my first day with EEAST a comment was made “ You don’t look like I thought you would with your name” It made me 
feel very unwelcome.”

“My colleague gets continual verbal abuse about her accent. She is Indian and does have a strong accent. When she is on 
the phone with patients they are extremely rude to her about and I know this upsets her greatly.  She wont do anything 
about it herself, so I raised a complaint with our manager and as far as I know nothing has been done about it.”

“When I was a paramedic I was told on several occasions that the patient didn’t wanted to be treated by the likes of me.”
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5.2  Perceptions of Inequality of Opportunity: 

“The current , who is a white female, recruited people to various posts without advertising or 
consultation. The people she recruited were the ones who were her friends. She made it obvious that you had to be in her 
‘clique’ to get anywhere with her. No one dares to say anything.”

“Interview panels in EEAST are made up of white people and I know that myself and other BME colleagues worry that 
they wont get a fair interview. This impacts on their subsequent performance at interview.”

“In the nine years I’ve worked here I don’t think any black African or Caribbean people have applied for jobs here and yet 
Peterborough is very mixed race city.”

“There is definitely discrimination when it comes to promotion within the Trust. Firstly, there are not a lot of senior BME 
staff here that I’m aware of. BME members of staff are being consistently overlooked for appointments. We had several 
vacancies within our teams which they applied for and were denied while other less experienced staff were appointed.”

“Certain employees are groomed for training or secondment positions. They are the people whose ‘face fits’ or who are 
friends with certain people - i.e. their managers. I know of several white members of staff who have been  

. BME people just don’t get that chance.”
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5.2  Perceptions of Inequality of Opportunity: 

“I know of two people, both are black, that have been overlooked for promotion. Although extremely well qualified, they 
didn’t get the job and they said that it was because they weren’t part of ‘the clique’ or their ‘face didn’t fit’. It seems to 
be that white is more important than black in EEAST.

“I am aware that people are treated differently at job interviews by certain people. There have been reports that if you 
are white and being interviewed, then there is a rapport built up by talking to the candidate before starting the actual 
interview. If you are BME, the panel just start with the questioning.” 

“I would not even bother to attempt to go for promotion as if I did it would be seen as a box ticking exercise. Anyway, no 
one would respect me. I know of just one BME station manager in EEAST and there are hundreds of station managers.” 

“There is a lot of nepotism going on within the Trust. When secondment and development opportunities come up, the 
manager usually has someone in mind and just goes through the motions of the interview process.”

“I’m a band 6 and you’d be hard pushed to find any ethnic minority staff in positions above that grade in EEAST.”
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5.2  Perceptions of Inequality of Opportunity: 

“There aren’t any BAME managers in the Trust as far as I know and definitely none on the board of directors. In fact the 
WRES report that comes out annually was very poor it said we have the lowest diverse management in the country.”

“The ratio of BME staff in EEAST compared to the local community is dreadful. There is no recruitment drive to 
encourage BME candidates.”

”EEAST managers are picked from the existing pool of employees  - so if there aren’t many BME employees in th efirst
place, then we aren’t going to have any BME managers.” 
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5.3  Raising issues in EEAST:  

“My colleague , complained to H.R. She raised concerns to them that she thought her 
treatment was because of her colour. She never got a response from HR.  She also voiced her concerns to her team who 
dismissed them telling her it was ‘All in her head’. She was extremely upset that her concerns were not being taken 
seriously.” 

“It depends where you work in the Trust. If you work with the , then I think you are taken more 
seriously. Other departments are managed better than mine and people are treated better and looked after. I think a lot 
depends on the individual EEAST manager.” 

“Historically, a lot of complaints were not dealt with. Theses are legacy cases because concerns were raised but never 
looked into or resolved. Its a different situation now. We have a new director of HR who is proactive and deals with 
things. Increased accessibility and visibility has thankfully been created.” 

“We now deal with issues. We give people time to sort it out. If not, we then get involved.”

”If you raise anything formally then everyone knows about it. There is no discretion in this organisation. I remember a 
woman who raised a complaint and everyone was told about it. .  
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5.3  Raising issues in EEAST:  

“Complaints and issues are dismissed in the sense that the Trust minimises and locks things away.  
 

“In the 10 years I’ve worked here, nothing has changed. There are the same problems, they way BME staff are treated. 
Nothing has evolved. We talk about cultural changes but that’s what it is, talk, talk, talk, …”

“There is absolutely no support for me as a  as all the head honchos are white.”

“Managers often don’t know how to manage. They have been promoted from job such as paramedics and gone into 
management without knowing how to manage. That is one of the reasons the reporting system fails.”

“I know that complaints are being dismissed and that the person who has been accused always has their defence 
supported by their manager. Often the complaint is disbelieved and staff are discouraged from making complaints by 
their managers. Managers do trivialise and brush them under the carpet and you can see that Black / Minority staff feel 
that they have been treated unfairly.”
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5.4  Use of Workplace ‘Banter’:   

“Banter and name calling is much more prevalent in the front-line roles in EEAST. I’m not aware of it happening in our 
department as its deemed as unacceptable behaviour and managed correctly.  I think it is almost ‘expected’ on the front 
line.”

“There is no such thing as loyalty or privacy in EEASt teams. I told a colleague in confidence that I had  
, for my own reasons, I didn’t want to be seen as a  the next 

day I came into work and everyone was asking me about it. My manager did nothing.”

“I’ve been called cause I do my job well and am very thorough. Also I was called , because I’m always on time 
for my shift. I didn’t do anything about it as thought I would be seen as weak.  The person who called me the names has 
now left so it doesn’t matter anymore.”

“There is a lot of banter and name calling but I can’t make a judgement if its bad or not. Some of the staff have been 
here for years so know each other really well and there are quite a few members of staff who are family so I don’t know if 
it affects them or not.”
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5.4  Use of Workplace ‘Banter’:   

“I think that it is more of a problem with the front line staff,  I don’t have any specific examples I’m just aware that it goes
on.”

“Banter and nicknames do happen but I think it is more between people who have known each other for a long time, but 
some people are offended listening to it.”

“My name is constantly being shortened or I am called by my surname. I have said that I don’t like either, but it 
continues.  Managers think they can behave how they want to. They seem to think that they have the power to do what 
they want.”

“Banter is a real problem. We need to have a zero tolerance on banter and name calling. A lot of times, people just say 
they were joking and use this to hide their prejudices.” 

“We have banter in the station all the time It is not offensive, its light hearted. I’ve never seen anyone ridiculed or picked 
on. If I did see this, I’d say something.”
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5.5  Perceptions of Bullying and Harassment:    

“I am the only BME person in the whole of my large team. There was another colleague who was BME but she was micro 
managed out of the team. There were changes made in the team and it was obvious that the manager singled her out. 
She was left out and alienated from the rest of the team.” 

“When I was going through a time of stress following a , my manager asked me to go to Occupational Health for 
help.  told my whole team about it behind my back - no more to be said.”

“I was bullied by a fellow crew member, was very clever in that  behaved well in front of other team members, who 
all thought  was great.   was condescending and patronising to me, made me feel insecure.   came from a 

 and I put  behaviour down to this. I also blamed myself. I accepted it for a long time but then 
found myself not wanting to come to work.  It wasn’t until a colleague of mine highlighted to me that they thought I was 
being bullied by this  that I discussed it with my manager. I asked my manager to move me to a different station, I 
did not want to make a official complaint as I didn’t want to be seen to be playing the ‘black card’ or be seen to be a 
trouble maker.” 

I know bullying goes on, but I turn a blind eye and avoid situations.
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5.5  Perceptions of Bullying and Harassment:    

“Other BME staff have confided in me that they feel disrespected. An example of this is in a meeting  they 
consistently called two BME people by the wrong names. Once you can explain but many times is unacceptable.  
Although they shared the same ethnicity they do not look alike. It was embarrassing and the two people involved felt 
disrespected and undermined.”

“I have been on the end of harassment from the general public. I was told by a member of the public while dealing with a 
patient, that I was probably part of the grooming gangs when I was in uniform. Another time, an elderly patient who I 
was attending to, asked me how I got the job in the first place. She never asked my white colleague the same thing.”  

“When I joined EEAST there was one particular who was training me and  constantly made jokes about my name. 
It was becoming the norm with  so I asked  to stop and  response was that it was only a joke and continued to 
do it.  Two other people that were being trained by commented to me that  treated me differently to the others, 

 ask me if I understood what said and never asked the others”

Consultation Exercise with Black and Minority Ethic Employees – November 2022



5.0  Telephone Interview Comments:  

Page 61

5.6  What Needs to Change ?     

“The rules we have are very rigid and there is no flexibility to accommodate differing needs. H.R. need to look at the 
policies we have and adapt them to incorporate the differences we have in our workforce be it BME, women, disability 
etc. It doesn’t really matter what the difference is you can just ‘tar’ everyone with the same brush.”

“There is no visible career progression for BME staff. That needs to change.”

“A diversity recruitment drive, employee more BME staff, there is a huge mix of cultures in  
 so why aren’t we employing them ?”

“More staff engagement in and out of work, staff culture nights, culture education days.”

“Apprenticeship schemes to be introduced to encourage BME recuits of all abilities.”

“Educate new / existing members of staff on Equality and Diversity so that everyone has the same understanding. If we 
did this then no one can turn round and say they weren’t aware.  Currently on induction, you have to self train using 
PowerPoint slides which is boring and not at all engaging.”
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5.6  What Needs to Change ?     

“We have Culture Ambassadors who are really useful, but we don’t have enough. The reason for this is that to be one, we 
have to go on courses and learn in our own time and at our own expense.  It puts people off from doing the role. There 
needs to be some incentive.” 

“There is a deep engrained culture of white importance in EEAST. To my knowledge there are no BME people in the 
leadership roles. It is very difficult to change that white culture.”

“We need to wait until the older generation have left the organisation as they are the main problem. A lot of the 
problems we currently have will disappear with them. The younger members of staff have a much better attitude 
towards difference.”

“Ensure frequent and high quality Equality and Diversity training is delivered. That way, all staff can be held 
accountable.”

“The personnel at director level have greatly improved since we’ve had a new CEO.”
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5.6  What Needs to Change ?     

“Older members of staff need to ‘unlearn’ old fashioned and out of date behaviours and also learn that there will be 
consequences if they are used.”

“We have five staff networks in the trust - BME being one of them., I know when some new starters were being trained 
they were shown on PowerPoint slide of them which was moved on very quickly and they were told they ‘wouldn’t need 
them’. The networks are there to help and support people so it might be a good idea to explain them properly to new 
starters by a member of the respective networks.”

“The first thing to do is to acknowledge that there is a problem. If our exec team acknowledge this, then we are half way 
to solving our problems in this area. If the exec team ‘buy in’ and speak to the middle managers (which is mainly where 
the problem lies) we might start making some head way.”

“Team leaders and local managers don’t challenge behaviour so it then becomes accepted behaviour. People need to be 
made accountable for their behaviour.”

“A recruitment drive for BME staff and more BME managers.”
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5.6  What Needs to Change ?     

“The current mind set of the Trust is that it’s the responsibility of the Cultural Director and the Equality Team to ensure 
that Equality is promoted but it should be the responsibility of everyone.  Everyone needs to understand what the culture 
of the organisation should be and Equality should be a golden thread weaved through the organisation.”

“EDI is on another agenda for the senior leaders. They need to walk the talk and be accountable but I don’t think they 
know or understand what they need.”

“Start celebrating different cultural events - Chinese new year, Diwali etc. In my old station in London, we had a cultural 
advocate who would organise different events, they didn’t have to be huge, but it got people together and talking about 
their own cultures - it allowed conversation to happen.”
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5.0  Report Conclusions:

Our professional experience indicates that there are generally eight key reasons why employees 
report bullying, harassment or discrimination. These are:
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Appendix B: Definitions of Inclusion, Discrimination, Harassment 
and Bullying: 

B1 Harassment - The Legal Definition: (Source ACAS www.acas.org.uk)

Harassment occurs where behaviour, language or actions - whether intended or not, create an intimidating, hostile, 
degrading, humiliating or offensive environment for a person. 

B2 Bullying – A Definition: (Source ACAS www.acas.org.uk)

Although there is no legal definition of bullying, it can be described as unwanted behaviour, from a person or a group, 
that is either:

• Offensive, intimidating, malicious or insulting.

• An abuse or misuse of power that undermines, humiliates, or causes   
physical or emotional harm to someone.

The bullying might also be :

• A regular pattern of behaviour or a one-off incident.

• Happen face-to-face, on social media, in emails or telephone calls.

• Occur at work or in other work-related situations and may not always be obvious to, or noticed by, others.

• Happen from a colleague towards another colleague, from a manager to a staff member or a staff member to a 
manager. (The latter can be called 'upward bullying'.)
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Appendix B: Definitions of Inclusion, Discrimination, Harassment and 
Bullying: 

2.6  Definition of Inclusion: (Source Miller and Katz 2003) 

Inclusion is defined as: Having a sense of belonging, feeling respected, valued for who you are and experiencing a level 
of supportive energy and commitment from others so that you can do your best.
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