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“INCLUSION STARTS WITH  
HELLO AND A SMILE –  
A UNIVERSAL WELCOME”
JANE GIBBON 
JUST EAT

From recruitment to reverse mentoring, Diversity & Inclusion (D&I) is now a big 
part of many companies’ everyday. It’s a fascinating area, so we were excited  
to attend this year’s Diversity & Inclusion Conference held in London. As usual,  
we brought back all the best case studies and top tips for you…enjoy! 



REMOVING  
BARRIERS – 
ENABLING INCLUSIVE 
RECRUITMENT
BECKY COLEMAN
SENIOR HR BUSINESS PARTNER
FERRERO



REMOVING BARRIERS – ENABLING INCLUSIVE RECRUITMENT
BECKY COLEMAN

In her role at Ferrero, Becky’s had 
lots of experience in recruiting 
students with disabilities. She 
knows that the journey to inclusive 
recruitment involves different nuts 
and bolts every step of the way, from 
onboarding to L&D.

Did you know that 7.6million people 
of working age have disabilities, yet 
only 3.9million are in employment? 
This year, 77,795 students with 
at least one type of disability are 
studying for a degree, but the 
number of people going on to have 
careers is much lower. So how 
can businesses do more to recruit 
people with disabilities?

BACKGROUND CHALLENGE



APPROACH
Brand awareness is good place to start when promoting your business as an inclusive employer.  
This could include:

  Advertising roles at career fairs/on social  
media/online 

  Posting job ads on uni careers sites and job boards

  Making job ads as accessible as possible (a few 
years ago none of the Times Top 100 employers 
had a fully accessible website)

  Thinking about how accessible your application 
processes are, and making sure you’ve included 
the contact details of who to talk to if somebody 
needs extra time

  Be flexible with your interview process: Use Skype 
etc for people who can’t get to your office easily

  Use alternative entry programmes: 
apprenticeships, training etc

  During onboarding, think about accessibility 
(equipment, use of digital, flexible working)

  Be open to conversations around what  
people will need

  For career options, give people the same 
opportunities and options as their peers.  
Don’t limit them to what you think they can do

  Audit your process to think through how  
to make things easier for diverse groups

REMOVING BARRIERS – ENABLING INCLUSIVE RECRUITMENT
BECKY COLEMAN



EMBEDDING 
INCLUSIVE 
CULTURES
BUTCH FAZAL
INTERNATIONAL HEAD OF CUSTOMER CHANGE & CULTURE 
THE FOOTBALL ASSOCIATION



Butch’s real name is Abdul, but he changed it to 
get his foot in the door as a football coach. He says 
“Progress looks like when I can put Abdul Fazal 
on a CV and get the same response.” Now, Butch 
is an Inclusion & Diversity Manager. He manages 
a number of positive interventions to address the 
under-representation of BAME and female coaches 
in professional football.

BACKGROUND

EMBEDDING INCLUSIVE CULTURES
BUTCH FAZAL



APPROACH
ENSURING EMPLOYEES FEEL THAT THEY BELONG
Culture is how we do things. You need to have a robust plan  
for how to approach D&I, and it should be based on values.  
You need to make time to connect and understand people’s 
backgrounds including:

  Where they came from

  Their vision

  What motivates them.

PRE-EMPTING EMPLOYEES’ NEEDS
Think about how well you know your staff – because it’s about 
people, not policies.

VISIBLE ROLE MODELS
Only 4% of coaches in the FA are BAME. Now, the FA is trying to develop 
inclusive opportunities for coaches from all backgrounds. That means 
plotting the journey for the coach: identify, qualify, develop, employ.  
But they also want to retain and promote these coaches by creating  
an environment where people feel like they belong. 

IT’S NOT ONLY ME
Everybody needs to take responsibility to turn principles into actions.  
It’s about challenging unconscious bias, being transparent and taking  
a top-down approach.

“STRATEGY IS SIGNIFICANT,  
BUT CULTURE IS CRITICAL”
BUTCH FAZAL, FA

EMBEDDING INCLUSIVE CULTURES
BUTCH FAZAL



PANEL DISCUSSION HIGHLIGHTS

LEADERSHIP 
BUY-IN
CANDICE CROSS 
DIRECTOR GLOBAL  
LEADERSHIP
IHG

CLAIRE PARKER 
SENIOR DIVERSITY  
& INCLUSION MANAGER
BRITVIC

JANE AYADURAY 
UK HEAD OF DIVERSITY  
AND INCLUSION
BNP PARIBAS

MITRA JAMES 
GROUP HEAD  
OF D&I
RSA



CANDICE SAYS...

LEADERSHIP BUY-IN
PANEL DISCUSSION

If stats and business cases solved issues, there wouldn’t 
be a climate crisis and nobody would smoke. We need 
to get better at telling stories and engaging the human 
aspect of change. We need collective buy-in.

TOP TIPS 
Help leaders make D&I personal by identifying their own 
biases and challenging them. Ask, ‘What are you going to 
do to make a change?’

Language is important. We need to focus on the ‘why’ to 
explain the importance of D&I to leaders and employees. 
Telling stories from various lenses can help people 
understand the why of things.

TOP TIPS 
It’s about helping people to have real conversations 
about D&I: telling their stories and enabling them to bring 
themselves to work.

CLAIRE SAYS...



JANE SAYS...

LEADERSHIP BUY-IN
PANEL DISCUSSION

D&I shouldn’t be about being passionate; it should be the 
norm and part of your everyday. ‘What specifically can 
I do?’ can become a barrier, so people need some help. 
At BNP Paribas, they produced action plans help leaders 
implement programmes.

TOP TIPS 
Build D&I into your processes. Make it clear that these 
values are important to the organisation and it’s in 
people’s own interests to get involved.

Success comes from finding something that resonates 
and thinking about people as individuals. Mitra found 
that gathering quotes from around the organisation 
and playing these back to the leadership team worked 
better than stats and data. Also, when you’re talking 
about D&I, don’t forget the ‘inclusion’ part. It’s important 
that people feel valued, heard and included. If you focus 
on inclusion, diversity will follow.

TOP TIPS 
Don’t underestimate the power of the converted cynic. 
Creating safe spaces, where people don’t feel ashamed 
or belittled and feel free to speak frankly, can have a 
huge impact. 

MITRA SAYS...



INTERSECTIONALITY
PAMELA BROWN
HEAD OF D&I
WEST MIDLANDS AMBULANCE SERVICE



INTERSECTIONALITY
PAMELA BROWN

When it comes to D&I, the challenge 
for organisations is to unkink the 
hosepipe. Sometimes there are big 
kinks, sometimes there are small 
ones – and often the smaller ones 
can be harder to get rid of.  
For example:

BIG KINKS:
Rent-a-minority: A spoof website called ‘Rent-a-minority’ 
was actually contacted by several companies wanting to 
rent a minority individual!

SMALLER KINKS:
Questions like: ‘Where are you really from?’

 These acts have a cumulative effect on lots of people. 
The repetition of these smaller acts can make it difficult 
for people to get ahead.

CHALLENGE



1IF BME PEOPLE 
APPLIED, OF COURSE 
WE’D RECRUIT THEM. 2WHAT ARE YOU 

TALKING ABOUT? 
HAVE YOU SEEN OUR 
BME NUMBERS?

3
5

WE JUST WANT  
THE BEST PERSON  
FOR THE JOB.

I KNOW IT’S NOT 
HAPPENING FAST ENOUGH, 
BUT WE ARE TRYING.

4I HAVE NEVER HAD 
THIS CONVERSATION. 
IT MAKES ME VERY 
UNCOMFORTABLE.

BACKGROUNDTHE FIVE 
PLAYING 
CARDS THAT 
COMPANIES 
HIDE BEHIND:

INTERSECTIONALITY
PAMELA BROWN



CO-MENTORING

Co-mentees choose who they want in the organisation,  
helping leaders to understand the experience of the individuals.

UNDERSTANDING PRIVILEGE

We all need to understand where we’re carrying privilege.  
If we don’t use our privilege to support our fellow human  
beings, people won’t feel like they belong.

APPROACH

INTERSECTIONALITY
PAMELA BROWN



PANEL DISCUSSION HIGHLIGHTS

REVERSE 
MENTORING
MARK LOMAS 
HEAD OF EQUALITY,  
DIVERSITY & INCLUSION 
HS2

RUBI SARANGA 
COMMERCIAL OPERATIONS 
PROJECT MANAGER
HS2

KAREN HUGHES 
GLOBAL ORGANISATIONAL 
EFFECTIVENESS MANAGER
NATIONAL GRID

MOHAMMED FAROOQ 
STAKEHOLDER  
MANAGER
NATIONAL GRID



MARK &  
RUBI SAY...

REVERSE MENTORING
PANEL DISCUSSION

At HS2 they do reverse mentoring. This keeps 
leaders honest, exposes them to a diverse 
range of talent and helps give them different 
perspectives. HS2 is learning from previous 
mistakes and implementing things from the 
staff surveys – reverse mentoring is a big 
part of that.

TOP TIPS 
Make change happen. You need to build 
networks and support groups – you can’t wait 
for it to happen.

At National Grid they focus less on big D&I 
programmes, and more on everyday activities.  
This includes employee listening mechanisms 
and fair workforce representation at a Board level. 
Reverse mentoring also happens, albeit in a fairly 
informal way, which has felt like a big shift in power. 
They run regular ‘breakfast with’ sessions, an open 
forum where people can be themselves with leaders.  
They’ve also introduced #ThisIsMe which involves 
employees sharing videos of themselves and the 
challenges they face.

TOP TIPS 
When people have an emotional connection,  
change becomes more sustainable and easier. 

KAREN &  
MOHAMMED SAY...



1DON’T ‘PRIDEWASH’ YOUR 
ORGANISATION WITH NO 
ACTION BEHIND IT. 2

3
5

4

BACKGROUNDFIVE TOP  
TIPS FOR 
CREATING 
ALLIES

BREAKOUT SESSION

ALLIES NEED TO BE INVITED 
INTO THE SPACE BY MEMBERS 
OF DIVERSE COMMUNITIES,  
NOT MUSCLE THEIR WAY IN.

YOU CAN’T SELF-SELECT 
ALLIES. INSTEAD, OPEN THE 
DOOR AND INVITE EVERYBODY.

BE OPEN TO LEARNING  
AND WILLING TO EDUCATE.

TURN INFORMAL ALLIES TO FORMAL ONES. AT THE BANK OF AMERICA, 
THEY HAVE AN ONLINE ALLY PORTAL WHERE PEOPLE CAN BECOME 
DIFFERENT KINDS OF ALLY WITH DIFFERENT ROLES INCLUDING 
HELPING PEOPLE UNDERSTAND LGBTQ+ TERMINOLOGY, TELLING 
STORIES, SETTING EXAMPLES ETC.



TRANSPARENT 
PAY REPORTING
FRANCINE HUDSON
HEAD OF EVIDENCE DEVELOPMENT  
AND FAMILY FRIENDLY POLICIES
GOVERNMENT EQUALITIES OFFICE

JAN GALE
HEAD OF D&I
L&Q



TRANSPARENT PAY REPORTING
FRANCINE HUDSON & JAN GALE

The publication of the Gender Pay Gap 
report prompted organisations to look 
at what they were doing to improve pay 
and progression.

CHALLENGE



APPROACH
At the Government Equalities Office, they’ve found that 
the amount of time women and men spend in the office 
is a big driver of disparity. They are now focusing on:

 Flexible working

  Enhancing parental leave

  Supporting people on their return to the workplace

  Promotion and retention: is their bias?

 Policy review

L&Q Housing Association has adopted a whole 
suite of mechanisms to improve pay parity for 
women, provide more support for mothers, and 
create development opportunities to help people 
access their full potential. They’ve also focused on 
helping men and demonstrating that they expect 
men to take a full and active role as a caring parent. 
They’ve done this by doubling their paternity leave 
and having important conversations about the 
pressures men are under.

TRANSPARENT PAY REPORTING
FRANCINE HUDSON & JAN GALE



COMPLEXITIES 
AROUND TRANS 
ISSUES
JAMES HAQ-MYLES
GLOBAL HEAD OF DIVERSITY, INCLUSION AND WELLBEING
TRAVELEX



COMPLEXITIES AROUND TRANS ISSUES
JAMES HAQ-MYLES

  One in eight trans people have 
been attacked by a colleague or 
customer in the past year.

   Half of trans people have 
hidden their identity at work  
for fear of discrimination.

  25% of trans people have 
experienced homelessness.

In a global business, it can be hard to 
know how to support trans people, 
particularly when being LGBT is a 
fireable offence in certain countries 
(Japan) or illegal in others (Middle East).

BACKGROUND CHALLENGE



APPROACH TOP TIP:
THINKING ABOUT EVERYBODY
It’s important to think about everybody in your organisation and 
ensure you have the full spectrum of the LGBTQIA+ community 
involved in your programme. At Travelex, they send round a  
quarterly survey about trans issues and gender identity.

GETTING GUIDANCE
Make sure you know the right terminology. Working with NGOs can 
be helpful for tips and insight, but you can also interview people who 
have transitioned and create role models/profiles. Share these where  
possible – it encourages people to know that you are supportive of 
what they’ve been through.

POLICIES AND SUPPORT
Make sure you have a transitioning policy in place that’s supported  
by a work plan and proper procedures. Speak directly to the 
colleague, but also empower the line manager to ask the right 
questions, giving the colleague the support they need.

Start conversations off well and 
the rest will follow. Language 
etiquette can be useful, but it’s 
also ok to get things wrong if 
your intentions are good and 
you’re willing to learn. 

COMPLEXITIES AROUND TRANS ISSUES
JAMES HAQ-MYLES



OVER TO YOU
Whether you need a big campaign or you’re thinking about  
how to weave more diversity & inclusion into your everyday,  
get in touch for some creative thinking.



THANK
YOU

hello@synergycreative.co.uk

+44 (0)117 962 1534
www.synergycreative.co.uk


