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This is not a definitive guide, but does offer an introductory insight 
into some of the varying lifestyles, cultures, customs and religious 
beliefs and backgrounds of some of the communities and people we 
may come in to contact with and or work with.
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1. Introduction /

Novus Property Solutions Ltd. is committed 
to valuing diversity, ensuring equality and 
promoting good relations between people of 
different groups, communities and cultures. We 
are opposed to all types of unfair behaviour 
and we will challenge all forms of unlawful and 
unfair discrimination, prejudice, harassment and 
victimisation across the Company. We will not 
tolerate any form of discrimination, victimisation, 
harassment or intimidation. Further information 
is available in the Company Equality and Diversity 
Policy available from SharePoint, your Regional 
Office and the HR Department. 
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Novus is committed to:

 Providing an environment where employees feel welcome and 
safe at work.

 Ensuring that everyone we interact with whether on the telephone 
or face to face receive the highest level of respect and dignity.

 Ensuring that our employees, sub-contractors and other outside 
agencies we employ communicate appropriately with our Clients 
and or Customers.

 Ensuring that our employees, sub-contractors and other outside 
agencies we employ do not treat our Clients and/or Customers 
less favourably due to their race, age, colour, religious beliefs, sexual 
orientation, gender or disability or any ‘protected characteristic’.

 Ensuring that our employees understand how valuing diversity 
can improve our ability to deliver better service and reduce 
inequality.

 Ensuring our organisation is fully accessible and welcomes and 
respects diversity.

2. Purpose of this guide /
This guide has been written to:

 Provide useful information and guidance to our employees who 
may come into contact with individuals who may be from a 
diverse group, such as religion, disability, race, gender, age etc.

 Raise our employees’ awareness of different diverse groups.

 Provide hints and tips to our employees on how we can improve 
the service to our Clients and or Customers who may be from 
different cultures, racial or religious backgrounds etc.

 Explain the different terms used in the area of Equality  
and Diversity.

 Explain what terms maybe inappropriate in the area of Equality 
and Diversity.
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3. How will this guide  
 assist you? /
This guide will enable employees to respond appropriately and 
support fellow employees in accordance with our Equality and 
Diversity Policy by:

 Outlining how our employees can use positive language and avoid 
potentially offensive terms and phrases.

 Providing advice on good practice so that employees are well 
informed and able to deal with sensitive issues.

 Raising the profile of the organisations’ commitment to Equality 
and Diversity.

 Providing appropriate information to new employees at  
Company Induction.

 Providing information to help ensure our employees actively 
engage and consult with individuals from all diverse groups.

 Raising awareness of religious observance.

 Encouraging our employees to be aware and sensitive to the 
potential needs of diverse groups and to encourage discussion on 
areas that may need improvement or adjustment.

4. Standards of  
 expectation /
The use of discriminatory language and inappropriate behaviour 
around equality and diversity issues can be extremely hurtful and 
upsetting not only to the recipient, but also to those who may 
be aware of such behaviour, it may also be unlawful. This guide 
has been written to raise awareness on the inappropriate use of 
language and behaviour in the workplace and our clients community 
and to offer advice on what would be acceptable behaviour  
and language.
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Employees should not verbally, in writing, electronically or with 
photos, drawings etc. direct bad language or insults towards 
any other employee, Client or Customer based on their sexual 
orientation, race, religion, age, gender ethnicity, disability or any 
‘protected characteristic’ etc.

Racist and sexist ‘humour’

Racist and sexist ‘ jokes’ are offensive to many people and should not 
be used.

Aggressive conduct

Harassment, bullying, intimidating, threatening or abusive behaviour 
towards other employees, Customers or Clients will not be tolerated.

Disrespectful behaviour

Disrespectful behaviour towards an individual because of their 
background, colour, race, sexual orientation, gender, religion, disability 
or any ‘protected characteristics’ etc. will not be tolerated.

Disability and ‘humour’

Discriminatory ‘ jokes’ about people with a disability are offensive to 
many people and should not be used.

Language and terms change so often that it is sometimes difficult to 
know which word to use and in what context. Also, what is offensive 
to one person may not be to another.

The important thing is to try and avoid using terms that are 
obviously not acceptable or offensive and apologise if you 
inadvertently offend someone.
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5. Useful hints and tips /
This list is not meant to stereotype but to provide some useful hints 
and tips when dealing with or interacting with people who may not 
have English as their first language, may be disabled, gay, lesbian or 
from different religions, cultures and or races.

General
 As an employee it is important for you to be aware of issues that 

may cause offence, as this could have an adverse impact on an 
individual’s performance.

 A person’s strength of feeling towards their lifestyle may  
vary considerably.

 Your credibility and respect will be greatly enhanced if you take 
the time to understand some of the customs and common 
courtesies linked to the various diverse groups.

 Be careful not to generalise or stereotype individuals from any 
of the diverse groups, as a result of what you have seen, read or 
experienced in the past.

 The use of inappropriate and/or incorrect terminology may lead 
to assumptions that you do not understand someone’s needs 
and service expectations.

 If you are in doubt, about language or anything else in relation to 
equality and diversity you should check with the individual, this will 
not cause offence, but show that you are handling the situation 
sensitively and have no ‘hang ups’ with the subject matter.

 Do not underestimate the influence of your own upbringing in  
the way that it may affect your perception and behaviour 
towards others.

Accent and language
 Take care and be patient when accent or language  

hinders communication.
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 Be careful when using colloquialisms or terms of endearment 
which may cause offence e.g. ‘my love’ or ‘my dear’.

Age
 It’s true that, as we age, our physiology changes. These changes 

can lead to poor health if not addressed. But old age doesn’t 
have to mean feeling sick and tired.

 Some older workers may be more physically able than their 
younger colleagues.

 Age does not determine ones’ health nor necessarily bring illness 
and disease.

 Older employees also have a wealth of experience and 
knowledge which may be helpful to others, particularly younger 
employees, if appropriately channelled into individual and  
team development.

Culture and Religion
 A person’s commitment to their culture and or religion/belief may 

vary considerably.

 Be aware that it may not be the custom in some instances for  
a man to be in the same room as a woman who is not related  
to him.

 Try to appreciate how cultural differences in body language might 
contribute to misunderstandings and conflict.

 Be aware that it may not be the custom on some instances to 
shake hands, especially with women.

 Be aware that an act of comfort such as putting your arm 
around a customer or colleague or other tactile behaviour may 
cause embarrassment or offence.

 Lack of eye contact during conversation should not be seen as 
disrespect. In some cases the opposite will apply.

 Don’t assume that a raised voice is necessarily a sign of 
aggression or loss of control.
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 Knock before you enter a room – it may be a prayer room where 
important customs should be adhered to.

 All persons from a particular country or origin do not always have 
the same or identical cultural backgrounds or beliefs.

 Terms for religious groups should not be equated to certain 
ethnic groups, for example, not all Muslims are Asian and not all 
Arabs are Muslim.

 Not all Ras Tafari have dreadlocks and not everyone with 
dreadlocks is Ras Tafari.

Disability
 People with a disability are often described/perceived as helpless 

people to be pitied and cared for because people are often 
uncomfortable or embarrassed about disability, this is a myth.

 Not all disabilities are physical or visible when dealing with a 
colleague or customer.

 If a person makes a mistake at work it does not have to be 
because of their disability.

 A wheelchair is like a bicycle or a car, which is a personal assistive 
device, enabling one to get around and should not be seen  
as confining.

 Not all people with a hearing disability are able to lip-read.  
Lip-reading skills vary among people who do use them and may 
not be entirely reliable.

 People with disabilities go to school, get married, work, have 
families, do laundry, grocery shop, laugh, cry, pay taxes, get angry, 
have prejudices, vote, plan and dream like everyone else.

 People with disabilities can have children naturally or  
through adoption.

 Many people with disabilities are independent and capable of 
giving help. If you would like to help someone with a disability,  
ask if he or she needs it before you act.
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Gender
 Using the correct terminology is very important in the use of the 

words transsexual or transvestite (See Section on ‘What does 
this mean’).

 Avoid gender segregation in the workplace by advertising social 
events to the entire organisation. Engage in a variety of events 
that would include various interests.

 Non sexist language is not intended to ‘de-sex’ language, but to 
ensure a balanced and fair representation of men and women 
in language. Non sexist language increases clarity in language 
use by removing ambiguities, and increases accuracy by avoiding 
false assumptions about the nature and roles of women and 
men in society.

 It is important to recognise and avoid language that trivialises or 
denigrates either men or women. Members of both sexes should 
be treated with the same respect, dignity and seriousness.

 Avoid irrelevant references to a person’s physical appearance.  
It should also be noted that references to a woman’s / man’s 
marital or parenting status are generally irrelevant in contexts 
where his/her professional role or capacity are being described.

Race
 A person has the right to define their cultural or racial background 

as they see appropriate.

 Avoid the use of racial and ethnic terms as ‘coloured’,  
‘Afro-Caribbean’, ‘half caste’ as they are likely to cause offence. 
Alternatives may include ‘Black’, ‘African Caribbean’ and ‘dual 
parentage’ respectively.

 Care should be taken not to make assumptions about the cultural 
or racial identity of mixed race people.

 Acknowledge that there is diversity within minority groups. E.g. 
Groups like Chinese, Japanese, Lebanese, Indians and Turks 
should not be grouped under the same label as Asian.
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Sexual Orientation
 A gay man or lesbian woman may not feel comfortable to 

disclose their sexual orientation, which can be the cause of a 
great source of anxiety.

 Be considerate when thinking about extending invitations to 
spouses or significant others to work functions. This may be 
difficult for a lesbian woman or gay man.

 Do not make assumptions about a persons sexual orientation 
based on your interpretation of their clothes, voice, interests etc.

 Transvestism is classed as a fetish and to call a transsexual a 
transvestite can cause offence and vice versa.

Transgender Community
 In this category each individual is unique as their feeling towards 

their gender and levels of commitment will vary greatly.

 The majority of this community do not identify with being gay, 
lesbian or bisexual.

Travelling Communities
 Gypsies and Travellers are ethnic groups that share a common 

lifestyle and culture, which frequently involves travelling. There 
also exists a social group of Travellers (New Travellers) that are 
individuals who choose to take on a nomadic lifestyle.

 Irish Travellers may have settled into housing or attempt to settle on 
official outdoor sites. Others continue to travel mainly in caravans.

 Scottish Travellers consider themselves culturally and socially 
distinctive from other Traveller communities.

 Circus and Fairground community known as ‘show people’ travel 
with their own fairground often remaining sedentary during  
the winter.

 Romany who also refer to themselves as Gypsies and Travellers, 
experience prejudice and social exclusion and can struggle to 
access public services in health and education.
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6. Different Communities  
 in the UK /
6.1 Key information on Black African Communities
There are some important points of contrast between some ethnic 
minority families and white families as well as differences between 
minority groups. This section provides a background on where 
communities originate from, the language they speak, religion(s) they 
follow, diet and any special events.

Africa is a whole continent of 56 countries with a patchwork of 
tribes, languages and local customs. The current UK population of 
Black Africans are largely from Nigeria, Ethiopia, Ghana and Somalia.
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Language: Each of the different African communities has their 
own language (some have more than one). However, English is the 
dominant language used amongst each of these communities. The 
official languages of South Africa are English and Afrikaans. Muslim 
countries, predominantly those in North Africa, speak Arabic.

Religion: The two main religions practised by the African 
communities in the UK are Christianity and Islam. Both have very 
strong links into the communities and are a reflection of the cultural 
traditions that bind the groups together.

Diet: Foods differ among each of the African countries but fruit and 
vegetables are widely used in each of the countries, exotic game and 
fish are also widely used.

Special Events: Many African holidays are linked with Islamic dates 
(see Islam festivals). Others are public holidays associated with 
anniversaries of independence.

 25th May Organisation of African Unity Day.

 Late May Africa Day, commemorates past  
 independence struggles.

 11th September New Year (Kiddus Yohannes) – celebrated in  
 many African countries, mainly Ethiopia.

 16th December Day of Reconciliation in South Africa.

6.2 Key information on Caribbean Communities
The UK’s black community is made up of different communities 
originating from the Caribbean and Africa. These two communities 
are different by character and history. Many second and third 
generation African Caribbean’s categorise themselves as Black 
British, having been born in the UK and some only being connected 
to the Caribbean by decent and many have adopted English/British 
traditions. (Black African Communities in the next section).

Black Caribbean: A large number of people from the Caribbean 
are of Jamaican origin: however, many originate from a number 
of smaller nations including: The Leeward Islands, which are made 
up of the The Virgin Islands, Anguilla, St. Martin, Guadeloupe Saba, 
Saint Eustatius, Antigua, Barbuda, St Kitts, Nevis, Montserrat and 
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Dominica. The Windward Islands are the southern group of the 
Lesser Antilles in the West Indies consisting of Martinique and the 
former British Windward Islands: Dominica, Grenada, St Lucia and St 
Vincent and the Grenadines. Barbados and Trinidad and Tobago are 
in the region but not part of the group.

Language: Language is not an issue as English is the main language 
across the communities; however some people from different 
Caribbean islands speak French patois.

Religion: Christianity is the main religion in this community; however, 
Jehovah’s Witnesses and Rastafarians are other religions that 
attract numbers from these communities.

Diet: Most of the individual islands have their own traditional dish. 
However popular dishes include: root vegetables including sweet 
potatoes, plantain, yam, dashin and cassava. Fish, meat and 
vegetables are popular in the Caribbean diet. Traditional dishes 
include: roti, ackee and salt fish and flying fish.

Special Events: Caribbean Festivals and Caribbean Carnivals  
are an expression of each islands culture and ethnic background. 
Dates of festivals for each island vary. A list may be found on  
www.travel2thecaribbean.com
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6.3 Key information on Asian Communities
Although China is part of Asia, in this context it will be treated as a 
community within itself. Therefore, the ‘Asian’ Category is made up 
of the following communities:

 Bangladeshi.

 Indian.

 Pakistani.

6.3.1 Key information on the  
 Bangladeshi Community
Most Bangladeshi people in Britain come from the rural area 
of Sylhet in North East Bangladesh and have strong links back 
home. They are a very close-knit community with strong internal 
communication networks.

Language: Bangla is the official language of Bangladesh, sometimes 
referred to as Bengali. Bangla’s direct ancestor is a form of Magadhi 
Prakit or Middle Indo-Aryan 
which descended from 
Sanskrit or Old Indo Aryan. 
Bangla evolved mainly from 
Sanskrit. Also Hindi, Urdu, 
Farsi, English – all contributed 
lots of words and terms  
to form this language.  
The Sylhetl community has 
a distinctive dialect, which 
gives them a strong cultural 
identity. Traditionally their 
core values centre on  
the family, community  
and business.

Religion: Bangladesh is 
one of the largest Muslim 
countries in the world. Most 
Bangladeshi’s are Muslim. 
Most Bangladeshi Muslims 
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are Sunnis, but there is a small Shi’a community. Hinduism, Buddhism 
and Christianity constitute to a small percentage of the Bangladeshi 
community.

Diet: A typically Bangali diet is supposed to be fairly healthy 
consisting of all the essentials that nutritionists recommend plenty 
of fish, lots of vegetables and fruits. A staple is rice and dhal.

Special Events: Many of the traditional festivities in Bangladesh 
revolve around the Bangali Year, the most important of them being 
the Bangali New Year or Pawhela Boishakh celebrations. The Bangali 
New Year begins at dawn, and the day is marked with singing, 
processions and fairs. The start date of the Bangali calendar was 
made to coincide with the start date of the Islamic calendar.

6.3.2 Key Information on the Indian Community
People from the Indian subcontinent, including the community of 
East African Asians that migrated from India to Kenya and Uganda 
and subsequently 
to the UK.

Religion: This 
community 
can also be 
identified 
by religion – 
Hindu, Sikh, 
Indian Muslim 
(also Jain, 
Buddhist and 
Christian)

Language: 
Languages 
spoken vary 
widely, but 
can be broken 
down by region 
of origin into 
the following 
main ones:



NOVUS - Embracing Diversity Handbook

 Hindi is the main language of the Indian sub continent and is 
also the language of the film industry (Bollywood). Mainly North 
Indians including Hindu-Punjabis.

 Punjabi stems from the state of Punjab. Spoken predominantly 
by the Punjabi Sikh community. It has a different written script to 
Hindi, but Hindi and Punjabi speakers communicate well with each 
other, as there are many common words and phrases.

 Gujarati stems from the state of Gujarat. Gujaratis are mainly 
Hindu (quite a few Jain) and more traditional and orthodox than 
their Punjabi counterparts. Again, the written script is different 
and there are less verbal bonds between Hindi and Punjabi 
speakers. The majority of East African Asians now in the UK are 
originally from Gujarat and may also speak Swahili.

 There are many other languages spoken in India, including: Tamil, 
Malayalam, Marathi, Multani and Sindhi.

Diet: Indian cuisine is very diverse as a result of its diverse 
population. Indian cuisine has been influenced by environmental, 
social, religious and political factors from within. Most Indian cuisines 
are related by significant usage of spices, and by the use of a large 
variety of vegetables than most other culinary traditions. In addition, 
a balanced Indian diet is considered one of the healthiest in the 
world. North Indian meals typically consist of chapatis or rotis and 
rice as staples, eaten with a wide variety of side dishes like dais, 
curries, yoghurt and chutney. South Indian dishes are mostly rice 
based, sambhar, rasam and curries being important side dishes. 
Coconut is an important ingredient in most South Indian food.

Special Events: Refer to religion section.
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6.3.3 Key Information on the  
 Pakistani Community
Pakistan was originally part of the whole of the Indian subcontinent 
until 1947, when at the end of the British Raj; the country was divided 
into India and Pakistan with separate governments. A key reason for 
the partition was separation by religion.

Language: The UK Pakistani community speak Urdu (including dialect 
called Mirpuri) as well as Punjabi. The state of Punjab was divided 
during the partition, and as a result there are Pakistani Muslims who 
speak Punjabi.

Religion: Most Pakistanis are Muslim and this community is the most 
religious and orthodox of the Islamic communities, following the laws 
of the Koran very strictly (although there are always exceptions to 
the rule).

Diet: Meat is a major part of Pakistani diet, whereas vegetables and 
beans are as important. Wheat is also the main staple of Pakistani 
diet, whereas rice is also popular. The content of spices can range 
from very spicy/hot to mild.

Special Events: Refer to religion section.
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6.4 Key Information on the Chinese Community
The Chinese community do not tend to form close-knit geographic 
communities in the way that some other ethnic minority groups do. 
However, the family is very important in Chinese culture.

Language: Approximately 95 per cent of the Chinese population 
speak Chinese, as opposed to the non-Chinese languages such as 
Tibetan, Mongolian, Lolo, Miao and Tai spoke by minorities.

Religion: Many gods are worshipped in China, especially during 
traditional festivals. Though Chinese have the traditions of 
worshipping many gods and most people usually follow the 
traditions, religions have never been as deeply rooted in China as 
those in many other countries, so different gods are invited for 
different occasions. For example, when they were short of money, 
the god of fortune would be the guest at the table of sacrifice.

Diet: Traditionally, Chinese culinary characteristics are divided by 
region. The northern portion of China has a distinct Mongolian 
influence with more emphasis on noodles, soybeans and breads. 
Cantonese cooking has evolved in the South. Fresh fruit and  
seafood is also used. Rice tends to be included in the diet with  
fresh vegetables.
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Chinese  
New Year Animal Sign

03/02/2011  Rabbit

23/01/2012  Dragon

10/02/2013  Snake

31/01/2014  Horse

19/02/2015  Goat

Chinese  
New Year Animal Sign

08/02/2016  Monkey

28/01/2017  Rooster

16/02/2018  Dog

16/02/2019  Boar

25/01/2020  Rat

6.5 Key Information on the Travelling Community
Travelling people should not be regarded as one single group of 
people. There are several groups of travelling people made up of 
men, women and children who do not live in permanent housing. 
They come from a variety of backgrounds including:

 Traditional Romany and English, Irish, Welsh and Scottish  
Gypsy heritage.

 Fairground and Circus travellers.

 New Travellers.

Romany Gypsies and Irish Travellers are both ethnic minority groups 
and are protected by the Race Relations Act. The term Romany is 
defined as ‘A nomadic habit of life’, whatever their race or origin.

Whilst there are cultural differences, Gypsies and traditional 
Travellers have many shared characteristics, such as a strong family 
unit. Great care is placed on the socialisation of children together 
with care of the elderly and infirm; a sense of pride and resilience; 
entrepreneurial skills and occupational adaptability; and a strict code 
of cleanliness with regard to interior living spaces.

Special Events: Dragons are deeply rooted in Chinese culture and 
Chinese people often consider themselves the descendants of 
the dragon. The Chinese New Year is based on the Chinese Lunar 
calendar and each year represents an animal.
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Religion/Language: There can be key differences amongst religion 
and language, e.g. many Gypsies speak the inherited languages of 
Romany/Romanes and Irish Travellers may speak ‘Cant’  
or ‘Gammon’.

Where do Travellers live?

Movement within the Gypsy and Traveller communities varies and 
depends on seasonal work, trade or family gatherings. Many Irish 
Travellers have settled into housing or attempted to settle on official 
outdoor sites. Others continue to travel, mainly in caravans.

Many Travellers live in tents, vans, caravans, trucks and camper 
vans. They are nomadic, choosing to move from place to place, 
so their homes are often mobile. However, it is important to state 
that not all Travellers do live in mobile homes and have selected for 
whatever reason to live in permanent houses. The travelling aspect 
of traditional communities is just one aspect of their identity.

The circus and fairground community known as ‘show people’ travel 
with their own fairground.

New Travellers

New Travellers (often called ‘New Age’) are a separate and 
distinctive group who should not be confused with Gypsies and 
Traditional Travellers. This is a movement of mainly young people. 
Such groups were first identified in the 1960s and were called 
hippies. The communities have continued on through the 70s, 80s 
90s and into the 2000s. They are often people who choose to leave 
difficult social conditions on either rural and urban areas or they 
maybe people who have lost homes though repossession and also 
the formerly homeless.

Diet: Many Gypsy and Traveller communities have particular cultural 
views on what to eat, which involve strict hygiene rules.

Bereavement: Burial is preferable to cremation. The funeral and 
procession is seen as a celebration of the deceased’s life. It is not 
uncommon for a site to be vacated after a death.

Special Events: Family events, such as birth, marriages and deaths 
are very important, as they are to every family.

Horse fairs, showground fairs and other cultural events are 
important gatherings for Gypsy and Traveller communities.
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Hints and Tips: There are many myths and stereotypes concerning 
Travellers which may have been promoted by ignorance and 
prejudice, so it is wise to base your knowledge not on myth but 
rather from getting to know people yourself.

 Please use a capital G or T when referring to Gypsies or 
Travellers, this denotes racial status. It can cause offence if you 
appear to deny the rights of racial status.

 High moral standards and care of children, particularly the 
younger ones, are seen as being important.

 Travellers can have what you might term old fashioned values 
and you may find women on site during the day with men out 
working, and reluctance to talk to you without men there.

 Cleanliness is important to Travellers in terms of personal hygiene 
and within their home.

 Every member of the family has a clearly defined role and great 
importance is placed on the care of their children. Children are 
encouraged to be independent and male children might be a 
spokesperson for the family when not all the family are present.

 Some Travellers use both their parents’ surnames depending on 
whose family they are with at the time.

 Illiteracy may be an issue with those at adult age, be careful 
about causing offence. It is important to ascertain if they can 
understand the document or script. If in doubt, offer to read it  
to them.
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7. Asylum Seekers  
 and Refugees /
A refugee is someone who has applied for asylum and has by law 
been granted refugee status. ‘Illegal refugees’ do not exist; neither 
do ‘illegal asylum seekers’, another variation of this commonly-used 
mistake. This means that by law anyone has the right to apply for 
asylum in the UK and remain until a final decision on their application 
has been made.

The term refugee is used to include people at all stages of the 
asylum process.

Asylum seekers and refugees have been the subject of much 
media and political attention over recent years, but they are 
often misrepresented. People go into exile and find themselves as 
refugees in the United Kingdom and other countries for a number of 
reasons including displacement from their homes after war, natural 
disaster and/or human rights abuse and the repression of  
ethnic minorities.

Asylum seekers have been fleeing countries in conflict such as 
Afghanistan, Iraq and Somalia over the last few years.

The immigration, Asylum and Nationality Act became law on 30th 
March 2006 allowing the Government to implement new immigration 
and asylum measures. Provisions in the act will:

 Restrict appeals for those refused entry to the UK to work  
or study.

 Tackle illegal working through a new civil penalties scheme  
for employers.

 Allow data sharing between the Immigration Service, Police 
and customs and introduce the use of biometric data and 
fingerprinting on travel documents.

 Deny asylum to terrorists, strip citizenship from and deport those 
who pose a serious risk to the UK’s interests and speed up the 
appeals process in national security deportation cases.
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Remember...

 The belief that most asylum seekers come to Britain for welfare 
benefits is at odds with the fact that many are highly skilled and 
previously enjoyed a high standard of living.

 Refugees bring with them a wealth of skills and experience.

 Asylum seekers are too often presented as criminals, whereas in 
reality they are more likely to be victims of crime.

8. Cultural /
Eastern Europe

 The OK sign, of forming the thumb and forefinger into a circle is 
considered rude in many Eastern European countries.

 Whistling indoors in Russia including during applause is associated 
with financial loss.

 In some Eastern European countries, such as Latvia, it is bad luck 
to present even numbered bunches of flowers.

 In previously closed Communist society’s there may still be a 
surprising lack of familiarity with the jargon and culture of  
the West.

Western Europe
 A handshake is used to greet and bid farewell. Tight but not 

forceful handshakes are attributed to a confident person.

 It is polite, but not compulsory to shake the hand of a woman 
before a man.

 In a group do not cross the handshake of other people.

 The OK sign, of forming the thumb and forefinger into a circle is 
considered rude in Denmark.
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 In certain areas, such as Belgium, it is polite to wait until there is a 
space in the conversation to speak, in other areas, such as Italy, 
interruptions are common.

 Paid holiday on the continent is much more than we are used to 
in the UK, for example, the French have five weeks of paid holiday 
per year and the German have 6.

Middle East
 Dress is modest although younger individuals and those from 

major urban areas may be more westernised in their approach 
to dress.

 There can be difficulty in transliterating names owing to the 
differences between Arabic and Latin alphabets.

 Hands are shaken and in very familiar settings men will kiss on 
alternate cheeks or alternate sides of the neck.

 Whilst not offensive, the use of ‘Mr’ should be avoided because it 
sounds ignorant.

 It is impolite to enquire after female acquaintances with which 
one is not familiar.

 Food and hospitality are an important aspect of Middle  
Eastern life.

 Eating with ones fingers is common. Food may be passed to 
another person with fingers and it would be an insult to reject 
such an offer. Offering food is a sign that the (personal but not 
necessarily business) relationship is trusted.

 Soles of the feet should not point in any one person’s direction. 
Remove shoes if entering a carpeted room.

 The left hand is considered unclean, and it is rude to pass 
anything with it.

 The ‘thumbs up’ sign is considered offensive in some of the 
Arabic world.
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East Asia
 In Japan, the number four is considered an unlucky number, as 

are sets of four: the word four is pronounced in the same way as 
the word death in Japanese.

 Communication is non-confrontational and polite. E.g. ‘no’ is 
considered harsh.

 Very personal questions may be asked to gain an understanding 
of you and the way in which to address you.

 Hand movements and facial expressions are not used extensively, 
so the spoken word needs to be relied on.

 Where possible, it would be wise to approach the male head of the 
family rather than young or female members of the family direct.

 When addressing a Chinese person it is respectful to address 
them by their title e.g. Mr Lee.

 The order of names is opposite to that of Western names, for 
example Chen Teng (Chen being the family name). The order 
may be changed to suit western norms; however, this should 
be checked.

9. Race /
Introduction
Race is a powerful social ideal that gives people different access to 
opportunities and resources. In order to create equality we should 
not pretend that race does not exist. Novus want to be positive and 
challenge negative issues about race and to be able to build 
an effective workforce and make our services accessible to  
all communities.

Not one characteristic, trait or gene distinguishes all members of 
one so-called race from members of another so-called race.  
Most traits are inherited independently of one another. The genes 
for skin colour have nothing to do with genes for hair texture, eye 
shape, blood type, musical talent or athletic ability.



NOVUS - Embracing Diversity Handbook

People of mixed race
The term mixed race or multi-racial could be described as labels. 
However, in this context it is describing people whose ancestors 
are not of a single race, e.g. an Asian Father and Caucasian Mother. 
People who are of mixed race encompass numerous backgrounds 
and are not a homogenous group in themselves.

Some individuals take on the appearance of one or more of the 
racial groups, while others retain the characteristics of all groups.  
For example, a person who is half Caucasian and half Asian may 
have facial features and skin colour of a Caucasian person rather 
than an Asian person, or vice versa.

People of mixed parentage have largely been under represented; 
however the most recent census included this group as a  
separate category.

Diet: Requirements may depend on religious and/or cultural backgrounds.

Remember...

 People of mixed races don’t automatically feel caught between 
two stools but that they are resting in the best of both worlds 
(2 different cultures).

 Mixed race people who have black and white parents tend to be 
considered as black (based on the colour of their skin, rather than 
their race).

 Most mixed race people do not want to be considered as  
mono-racial (belonging to one race) but want to be identified  
as mixed race.

 Avoid race segregation in the workplace by advertising social 
events to the entire team/department/organisation.
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10. Religion /
There are many religions and faith groups in this country; however 
this section mainly focuses on the most popular religions in the 
UK, highlighting information on festival dates, language, traditional 
dress, bereavement and types of food. The religions outlined are 
Buddhism, Christianity, Hinduism, Islam, Judaism, Sikhism  
and Rastafarianism.

In consulting the information provided in this guide it cannot be 
stressed too highly that as members of faith communities and as 
individuals, we vary widely in our religious orthodoxy and with regard 
to customs associated with our beliefs. Sometimes customs are 
more a matter of cultural tradition than of religious observance and 
because of this presenting information of this sort is a challenging 
area and open to a large degree of interpretation. Nevertheless 
some kind of practical guidelines are undoubtedly useful and 
information is presented for this purpose to those of us who need 
basic information.

10.1 Buddhism
There are 3 main Buddhist festivals celebrated by  
western Buddhists

Key Festivals

 Wesak May/June

 Dhammachakra July

 Sangha November

Faith/Religion/Place of Worship: The belief of a Buddhist revolves 
around the life and teachings of Buddha, Siddhartha Guatama. 
Buddha is not worshipped, but he is a guide who composed the 
‘wheel of teaching’ of Dharma. Buddhists can worship either at home 
or at a temple. Buddhists will often set aside a room or part of a 
room as a shrine. The shrine will consist of a statue of The Buddha, 
candles and an incense burner. Similarly, Buddhist temples contain 
an image or statue of The Buddha.



NOVUS - Embracing Diversity Handbook

Language: The main language of Buddhists is the spoken language 
of their country of residence but teachings are written in either Pali 
or Sanskrit, depending on the particular school of Buddhism.

Traditional Dress: No specific rules exist for ordinary Buddhists 
about what they should wear, but most will conform to the local 
traditions and customs. Those who have entered the path to 
becoming a spiritual leader, a teacher or a monk/nun may be stricter 
in their dress and only wear simple cotton clothing. Buddhists who 
have taken vows and become a monk/nun may shave their heads 
and will often wear orange robes.

Diet: Many but not all Buddhists believe eating flesh will stimulate 
passions and so follow a vegetarian diet. Alcohol and drugs are 
abstained from or are taken in moderation.

Bereavement: There are no special requirements beyond 
compassionate leave.

Remember...

 There are no stipulated times of meditation. Breaks for 
meditation may be fitted in around lunch time so as not to 
interrupt the working day.

 A great deal of importance is based on body language: the quiet 
and calm control of speech and personal space is respected.

 It is inappropriate to touch a figure of The Buddha, unless  
invited to.

10.2 Christianity
Key Festivals

 Christmas Eve 24th December

 Christmas Day 25th December

 Ash Wednesday February/March

 Easter Sunday March/April

 Good Friday March/April

 All Saints Day 1st November
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Faith: Christians believe that Jesus Christ is the son of God and 
follow his teachings.

Religion: Christians believe in justification by faith that through their 
belief in Jesus as the Son of God, and his resurrection from the 
dead, that they have a relationship with God and receive forgiveness 
for their sins (disobedience to God), through the death of  
Jesus Christ.

Place of Worship: Christians tend to worship in a Church on a 
Sunday, however many practicing Christians may wish to attend a 
church service at the start or beginning of the day.

There are many denominations within Christianity (Please see 
additional information).

Language: There are over 1 billion Christians all over the world,  
so there is no defined language.

Traditional Dress: There is no traditional dress associated with 
Christianity, but female members are required to dress modestly. 
Some Christian churches forbid the use of women wearing trousers 
and make up.

Diet: There are no special dietary considerations. However, strict 
Christians voluntarily refrain from drinking alcohol and smoking. 
During Lent, the 40 days of preparation for Easter, many  
Christians choose to observe some kind of fasting. Most Christians  
avoid alcohol.

Bereavement: There are no special requirements beyond 
compassionate leave.

Remember...

 When entering a Christian place of worship, respect should  
be shown.

 It may be appropriate to describe the follower of Christianity by 
not referring to their denomination.

 Some denominations observe the Sabbath which is described 
in the Old Testament of the Bible and have Friday evening and 
Saturday as their day of rest.
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Additional Information:

There are a range of Denominations within Christianity (listed below)

 African-instituted – originate from Africa (some influence from 
African culture).

 Anglican – Self governing and part of world wide Anglican 
Communion.

 Baptist – Baptise adult believers.

 Congregational – infant baptism is practised.

 Lutheran – roots in 16th Century reformation led by Martin Luther.

 Methodist – roots in 18th Century evangelical revival led by John 
and Charles Wesley.

 Orthodox – roots in the Eastern part of the old Roman Empire.

 Oriental Orthodox – found mainly in the Middle East, Africa  
and India.

 Pentecostal – roots in the 20th Century Pentecostal revival. 
Mainly black-majority churches.

 Reformed – with roots in 13th Century Reformation.

 Roman Catholic – in communion with the Pope in Rome. Special 
devotion to the Virgin Mary as the mother of Jesus.

 Other traditions include: Moravian church and the Salvation Army 
and Society of Friends (Quakers) who have a strong focus on the 
environment and community.
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10.3 Hinduism
Key Festivals

Hinduism is a diverse religion and not all Hindus will celebrate the 
same festivals. Hindus also fast at different times of the year.

 Maker Sankrant 14th January

 Mahashivratri February

 Holi March

 Rama Navami March/April

 Hanuman Jayanti April

 Raksha Bandhan August

 Janmashtami August

 Ganesh Chaurthi September/October

 Dushera  
(aka Vijayagashmi) September/October

 Karava Chauth October

 Diwali Late October/Early November

 New Year Late October/Early November

Religion: Like Islam, Hinduism is more than just a religion; it also 
describes a way of life and set of beliefs. The Hindu caste system, 
which was originally based upon occupation, is a fundamental 
aspect of Hinduism and is practised by most Hindus throughout  
the world.

Hinduism doesn’t have a personal god at its heart (although 
individual Hindus may). They worship only the Supreme Spirit; 
however, they do this through many different Gods, all stemming 
from one Supreme Spirit. These deities are in many cases vastly 
different e.g. animals or armed humans. Shiva, Parvati, Vishnu and 
Brahma are some of the Hindu deities.

Hindu worship, or puja, involves images (murtis), prayers (mantras) 
and diagrams of the universe (yantras). Central to Hindu worship is 
the image, or icon which can be worshipped either at home or in the 
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temple. Hindu is primarily an individual act rather than a communal 
one, as it involved making personal offerings to the deity.

Language: Some Hindus speak Hindi but others speak Gujarati  
or Punjabi.

Traditional Dress: Traditional Hindus wear Asian dress i.e. salwar 
kameez and some Hindu women also wear Saris.

Diet: Hindus are not allowed to eat beef and some Hindus  
are vegetarian.

Bereavement: Hindus are cremated. Normally the first 12-13 
days are classed as the traditional mourning period. Close family 
members would normally require time off. The funeral normally 
takes place within this period.

Other: Physical contact between the sexes is discouraged and some 
Hindus may politely refuse to shake hands with the opposite sex. 
This should not be viewed negatively.

Remember...

 When entering a Hindu home it is best not to shake hands 
unless a handshake is offered. Hindus normally greet each other 
formally with a bow of respect with the palms of the hands 
touching (like offering prayers) or informally with a hug.

 If offered refreshments it is polite to accept.

 On occasions cross gender communication can cause difficulties 
or offence.

 Shoes must be removed when entering a home or temple.

 When planning a meeting you may want to consider how you 
might meet their religious requirements and dietary needs 
wherever possible. This may vary considerably and the best 
advice is to ask.

 If possible, try to ensure that your visit does not conflict with a 
special or significant day in the Hindu calendar.
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10.4 Islam
Key Festivals

The dates of festivals are reliant on a sighting of the new moon and 
will therefore vary from year to year. Approximate dates maybe 
be known, but it is not always possible to give a definitive date until 
nearer the time.

 Ramadan takes place in the 9th month of the Muslim  
 calendar. This is a significant time for Muslims.

 Eid Al-Fitr 3 days to mark the end of Ramadan.

 Eid Al-Adha takes place 2 months and 10 days after Eid Al-Fitr  
 and is a 4 day festival. Most Muslims will usually  
 seek leave for the 1st 4 days.

Religion: Islam is more than a religion it incorporates a way of life 
and set of beliefs. Muslims abide by the articles of faith, rituals of 
worship and code of conduct and the tenets of Islam. All Muslims 
are required to make a pilgrimage to Mecca once in their lifetime. 
Muslims may therefore seek one extended period. They are also 
required to Pronounce the ‘declaration of faith’ (Allah is the only 
God, and Mohammed is his messenger), pray 5 times each day  
and fast each day during the month Ramadan.

Place of Worship: It is an obligatory aspect of the faith that Muslims 
perform 5 prayers (salah) a day. Daily prayer must be conducted at 
dawn, noon, mid afternoon, just after sunset and at night. As prayer 
times are determined by the movement of sun, prayer times are 
not at the same times each day and vary throughout the year. It is 
preferable, but not compulsory for men to perform their prayers in 
a mosque. However, the Friday noon prayer must be performed in 
a mosque. Females can pray at home, a mosque or elsewhere. Men 
and women do not pray together. Muslims always face Makkah in 
Saudi Arabia (South East from Britain) when they pray.

Language: There are a few different languages spoken by Muslims, 
examples include Urdu, Arabic and Sylheti.

Traditional Dress: Traditional Muslims wear Asian wear i.e. salwar 
kameez (this can be worn by both men and women). Muslim women 
may wish to cover their whole body except their face, hands and feet 
and wear a ‘hajab’.
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Diet: Muslims are forbidden to eat any food which is derived from 
the pig; this includes lard, which may be found in bread or ice cream. 
Islam also forbids the consumption of alcohol, including if it is in 
risotto or fruit salad.

Bereavement: Muslims are always buried. Burial is preferable within 
24 hours of death.

Other: Any form of gambling is forbidden under Islam. Observant 
Muslims are required to wash following the use of the toilet and 
will therefore appreciate access to water in the toilet cubicle; often 
Muslims will often carry a small container of water into the cubicle 
for this purpose. By agreement with other staff and cleaners, these 
containers could be kept in the cubicle. Physical contact between 
sexes is discouraged and some Muslims may politely refuse to shake 
hands with the opposite sex. This should not be viewed negatively.

Remember...

 Consider the needs of staff/customers who need to pray 5 times 
a day. This may involve the provision of prayer time and a room.

 If you arrive unannounced at a family home, you may interrupt 
prayers. If possible, wait a short period to enable prayers to finish 
without interruption.

 When planning a meeting you may want to consider how you 
might meet their religious requirements and dietary needs 
wherever possible. Any food provided should be Halal.

 It would be preferable to avoid shaking hands with Muslim 
women, rather than risk causing offence.

 Some men, especially when they are about to go to prayers, may 
also wish to avoid shaking hands.

 Many Muslim women may not be comfortable in mixed company 
and will tend to avoid being in a room if men are present.  
On occasions cross-gender communication can cause difficulties 
or offence.

 Many women, if alone may not open the door fully or even ask for 
a female officer to visit.
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 A woman may ask a visitor to come back another day because 
they are not in a position to make any decisions or because the 
head of the household may not be available.

 Being asked to wait in another room whilst someone attends to 
your request is normal. Such behaviour shows respect, but can 
be misinterpreted as showing disrespect.

 If you are offered refreshments it is polite to accept and try a 
small amount of food.

 During visits it may be helpful to involve an elder, other member 
of the family or the Imaam (spiritual leader) of the local mosque 
where the customer worships.

 It is advisable not to visit the Mosque during prayer times.

 You will be expected to remove your shoes before entering a 
mosque or home.

 If possible, avoid visits during significant or special days in the 
Muslim calendar.

 Muslims represent a significant market for affordable home 
ownership schemes provided the appropriate financial products 
are available. Lenders have recognised the large potential market 
for Sharia compliant financial products; those which do not 
involve any type of interest, (paying or receiving).

 Avoid holding an event at a church hall or a mosque. Using a 
church may be deemed as indirectly deterring participation 
from Muslims. With the mosque being regarded as a male only 
place, using a mosque maybe deemed as indirectly deterring 
participation from women.

Ramadan

Please note that these are very general guidelines. Muslims differ 
from generation to generation, culture to culture, some are more 
devout than others and interpretations and practices of the faith 
are numerous. It may also be the case that the individual is Muslim 
by name only and chooses not to practice their religion.

What is Ramadan?

The word Ramadan simply refers to the name of a month, the 
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ninth month of the Islamic calendar. The month is considered to be 
the holiest of the 12 and it is in this month that believers are asked 
to fast and perform additional acts of worship. Christians may be 
familiar with the concepts of fasting during lent. To fast in the month 
of Ramadan is a pillar of Islam meaning it is incumbent on all Muslims 
to perform it.

What do Muslims do in Ramadan?

The basic requirement is for all Muslims to fast from sunrise to 
sunset. Fasting means that no food, water, smoke, gum or anything 
else can go past the lips. As well as physical things that can break 
ones fast there are actions that are considered impermissible whilst 
fasting including telling a lie, slander, denouncing someone behind 
their back, a false oath or greed. The fast is broken at sunset. Most 
Muslims will do so with water and dates which is tradition. After 
sunset they are able to drink and eat without limitation. In addition 
to fasting, Muslims will also spend most of their evenings in a special 
prayer called Taraweeh which is often performed in congregation at 
a mosque.

Eid ul Fitr

The end of Ramadan is celebrated with the Eid ul Fitr – Festival of 
the fast breaking. On the first day Muslims go to the mosque for 
prayer. This is followed by a three day holiday in which families and 
friends visit each other, exchange gifts and socialise.

Ramadan in the Workplace

It is best to not make assumptions and managers are advised 
to have a discussion with Muslim employees about their religious 
practice during Ramadan. Other staff may not know about 
Ramadan so it’s good to have a discussion about what fasting 
entails and how it may affect different individuals. You could try and 
avoid working lunches and team meals out to be sensitive to Muslim 
colleagues, again it is best to have a conversation about this.

As far as possible try and allow Muslim employees to take ten 
minute breaks at sunset to break their fast and pray. Usual 
timekeeping arrangements can apply here with the needs of the 
business in mind.

Try to allocate a private quiet area or room for prayer during breaks, 
these breaks usually take just a few minutes.
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Remember...

It may be difficult for people to commit to evening functions. 
Try and use Ramadan as a platform for greater cross cultural 
communication, for example, team meals organised at the end of 
breaking the fast.

How Ramadan impacts on our customers

We need to make sure that we consider how we deliver services to 
all of our Customers and include thinking around people’s difference. 
This includes faith and belief, gender, disability, sexuality, ethnicity, 
age and issues around supporting community cohesion. If we are 
aware that our customers are Muslim it is good practice to think 
about the practical impact that this may have during Ramadan 
and take steps to work around this. For example, ability to attend 
evening meetings and appointments for repairs and other visits. 
Celebrations after Eid may also be an ideal opportunity to bring 
communities together to share food and generate understanding.

10.5 Judaism, (Jewish Law)
Key Festivals

Observant Jews are required to refrain from work on the Sabbath 
and Festivals, except where life is at a risk. This includes travelling 
(except on foot), writing, carrying, switching on and off electricity, 
using a telephone and transactions of a commercial nature (that 
is buying and selling). The Sabbath and all other festivals begin one 
hour before dusk and so practising Jews need to be home by then. 
Sabbath begins one hour before dusk on a Friday.

 Passover March/April 2 sets of 2 days

 Pentecost (Shavouth)  May/June 2 days

 New Year Sept/Oct 2 days

 Day of Atonement Sept/Oct 1 day fasting

 Tabernacles (Sukkot) Sept/Oct 2 sets of 2 days

Traditional Dress: Orthodox Jewish men keep their head covered at 
all times by wearing a Kippah (skull cap). Orthodox Jewish women 
tend to dress modestly and may not want to wear trousers, short 
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skirts or short sleeves; some may wish to keep their heads covered 
by a scarf or beret.

Religion/Place of Worship: The Jewish place of worship is called a 
Synagogue. The Synagogue is also used for prayer, study and as a 
community centre. The main Jewish holy book is called the Torah 
(Also known as the book of Moses).

Language: In Britain most Jews speak English, many are able to 
speak Hebrew, which is the main language used in worship, and the 
Jewish scriptures are written in Hebrew. Jewish languages such  
as Yiddish and Ladino are conversationally spoken in some  
Jewish households.

Diet: Jews uphold the ‘Kashruf’, a series of special dietary laws which 
refer to the provision of ‘Kosher’ food (food which is prepared in a 
specially prescribed way). Kosher food means permitted. Jews do 
not eat pork in any form and many do not eat meat and milk at the 
same time. This is known as Treif (forbidden). Many have separate 
kitchens and fridges for the preparation of food.

Bereavement: Funerals must take place as soon as possible 
following the death, the same day where possible and therefore 
takes place at short notice, usually within 2 days of death. Following 
a death the immediate family must stay at home and mourn for 
seven days (Shiva). Following the death of a Father or Mother, an 
observant Jewish man will be required to go to a Synagogue to 
pray morning, afternoon and evening for 11 months of the Jewish 
calendar. The majority of Jews are buried although a few may opt 
for cremation.

Remember...

 If you visit a Synagogue it is best to make an appointment. Some 
Synagogues will not admit visitors whom they are not expecting.

 Historically Jews have been persecuted for thousands of years. 
Due to this catalogue of persecution, they tend to form very close 
knit communities.
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10.6 Sikhism
Key Festivals

 Birthday of Guru Gobind Singh 5th January

 Vaisakhi (birth of Sikhism) 14th April

 Martyrdom of Guru Arjan Dev 16th June

 Sri Guru Granth Sahib Day 1st September

 Divali (Diwali) The Festival of Light Date set by lunar Calendar

 Birthday of Guru Nanak November

Religion: Sikhism is not based on rigid rules or laws but on the 
teachings of the 10 Guru Granth Sahib. It is a way of devotion and a 
pattern of life.

Place of Worship: Sikhs follow Sikhism and pray in a Gurdwara (Sikh 
Temple), their Holy Book is called the Guru Granth Sahib.

Language: The main language is Punjabi – this comes from the 
Punjab district of India, which is where the Sikh religion originated.

Traditional Dress: Traditional Sikhs are not allowed to cut their hair 
so men tend to wear turbans (long piece of cloth wrapped around 
their head) and women tend to wear traditional Asian dress called 
the ‘salwar Kameez’.

Practicing Sikhs observe the 5 K’s of the faith. These are:

1. Kesh: Uncut Hair. Observant Sikhs do not remove or cut any hair 
from their body. Sikh men and some women will wear a turban.

2.  Kangha: Wooden comb usually worn in the hair.

3.  Kara: Metal bracelet worn on the wrist.

4.  Kachhahera: Knee length underpants.

5.  Kirpan: Short sword worn under the clothing so that it is  
not visible.

Diet: Restrictions are a matter of conscience and religious belief for 
each individual Sikh. However, Sikh’s are not permitted to eat meat 
killed in a ritualistic way (such as Halal meat, which is slaughtered in 
accordance with Islamic slaughtering tradition), or beef.
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Most practising Sikhs are vegetarian and abstain from alcohol, 
smoking and other intoxicants.

Bereavement: Sikhs are cremated and have a preference for this to 
take place as soon after the death as possible. There is no specified 
mourning period and normal compassionate leave arrangements 
will suffice.

Remember...

 If you visit a Gurdwara (Sikh Temple) you will be expected to keep 
your head covered. You will also be asked to remove your shoes if 
you enter the place or worship.

 If you need to make contact with anyone at the Gurdwara then it 
is advisable to do this through the president.

 Sikhs will often have a special place of worship in their home 
and will need to pray at set times during the day. It is impolite to 
interrupt these prayers, unless unavoidable. It would be more 
prudent to call back at a later time.

 There may be a room set aside for prayer. Before entering you 
should remove your shoes and have your head covered as a sign 
of respect.

 If possible, try to ensure that visits do not conflict with a special or 
significant day on the Sikh calendar.

 A Sikh woman may feel more comfortable if she is spoken to in 
the presence of a member of her family.

 If you are offered any food or drink at a Sikh home or in a 
Gurdwara it could cause offence if you refuse to accept without 
good cause. Try to accept a little so as not to offend.

 If you are asked to sit down in the Gurdwara it is extremely bad 
manners to put your feet out in front of you, in the direction of 
the Holy Book. Try to sit on your legs, point them in a different 
direction or cross them.
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10.7 Rastafarianism
Key Festivals

 Christmas Day 7th January

 Anniversary of Haile Selassie’s  
visit to Jamaica 21st April

 Birthday of Haile Selassie 23rd July

 Birthday of Marcus Garvey 17th August

 Ethiopian New Year September

 Anniversary of the Crowning  
of Haile Selassie November

Religion: Rastafarianism is a religious movement that accepts Haile 
Selassie (former Emperor of Ethiopia) as Jah the Rastsfarian name 
for God incarnate. Some Rastafarians consider some aspects of the 
Bible have been changed and reject it, and in replacement use  
a Holy Pilby.

Place of Worship: Worship is played out by ‘reasonings’ and 
Nyabinghr Reasonings = informal small gatherings of Ras Tafari in 
which there is avid discussion. Nyabinghi = drumming and chanting 
which may last over several days.

Philosophy: Rastafarianism is a way of life. The ethos of the 
philosophy is the repatriation of all those taken in slavery.

Bereavement: There are no special requirements beyond 
compassionate leave.

Remember...

 Not all Ras Tafari have dreadlocks and not everyone who has 
dreadlocks is Ras Tafari.

 Ras Tafari do not tend to like dreadlocks being touched.

 Ras Tafari people have a strong affiliation with Africa.

 Ras Tafari tend to refer to each other as ‘bredrere’ – male 
‘sistren’ – female.
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11. Age /
Under The Equality Act 2010 it is illegal to discriminate against an 
individual because of their age.

We believe that age diversity in the workforce will bring different 
qualities and life experiences into any job and will encourage 
employees and managers to be positive about age to enable us  
to build an effective workforce of different ages.

Remember...

 Many people view the elderly as slow, unable to think for 
themselves and constantly forgetting the most mundane things. 
In reality, senility is not so common. Some age related declines in 
mental functioning can be prevented or even reversed.

 Its true that as we age, our physiology changes. These changes 
can lead to poor health if not addressed. But old age doesn’t 
have to mean feeling sick and tired.

 Do not assume that an older person will not be interested in 
career progression, training or personal development.

 Be flexible with job sharing schemes, part time hours and  
career breaks.

 Avoid ageist segregation in the workplace by advertising social 
events to the entire team, department and/or organisation –  
as appropriate.

 A persons capabilities may gradually decline at any age. 
Temporary or permanent adaptations should be made to enable 
that person to continue to work efficiently.

 There are misguided attitudes that people are ‘past it’ after 50 
or incapable of doing a responsible job when they are young.
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12. Disability /
Novus would like to create a safe and comfortable environment 
for all employees, including those who may have some type of 
disability. We recognise that there are different types of disability 
and would like to make reference to practical steps on how we can 
make information and services more accessible to our employees, 
customers and clients who may have a disability.

A disability is not always obvious and many people who have a 
disability may not be identified as such. Also note that individuals 
may not feel comfortable to disclose their disability as they may feel 
that it may affect their employee/employer relationship.

There are many different definitions of a disability and much of 
society’s view around disability is tarnished with historical perception 
and stereotype.

There is debate within disabled peoples’ organisations around 
definitions and language.

Definition
Many disabled people focus on the social model of disability which 
makes a distinction between disability and impairment.

Impairment relates to the condition someone has and is about their 
limitations or different functioning etc.

Disability is about the experience this gives them and the impact of 
this impairment is determined by the structures and organisations in 
which we live.

For example if someone was deaf, the impairment relates to their 
lack of hearing.

However, the disability relates to lack of appropriate technology to 
support them to hear i.e. induction loops, personal communicators, 
mini-coms, text phones etc.

The nature of the disability can be greatly reduced by positive 
attitude and approaches by other people to start to address and 
remove some of the created barriers.
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The approach Novus are taking to customer care is about a sensitive 
and appropriate service to individuals within an environment of 
competent delivery in a ‘can do’ culture.

Disabled Person (Independent Living) Bill 2006.

Independent Living is having the opportunity to enjoy family life and 
participate in all the everyday activities which non-disabled people 
take for granted.

The Disabled Persons (Independent Living) Bill 2006 includes 
measures to ensure that disabled people have the same freedom 
to choose as every other citizen and that they are supported in that 
choice, in order that they may lead the lives that they choose to lead.

The Bill will also establish the principle that, in exercising their duties 
under the Bill, the responsible bodies – local authorities, health 
services and their partners – should ensure that the independent 
living support is delivered in such a way that no disabled person has 
to rely on care or support provided by a child or young person, such 
as may impair the child or young person’s educational opportunities, 
health or well being.

Hearing Impairment
Under the Equality Act 2010, it is against the law to discriminate 
against people with a disability such as hearing loss. It should be 
noted that the use of the term ‘Disability’ in this section may be 
considered as controversial, as many people in the deaf community, 
more than any of the other groups of individuals commonly labelled 
as ‘disabled’, are less inclined to think of their condition as a disability.

There are several degrees of hearing loss from mild (inability to 
hear below 30 decibels) to profound (absence of hearing below 95 
decibels). Many deaf people or those with hearing impairment do 
not wear or would not benefit from wearing a hearing aid. Some 
individuals with profound hearing loss communicate principally 
through sign language; others may rely on lip reading techniques.
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Remember...

 If you see someone with a hearing aid, do not assume that they 
can hear you. Some profoundly deaf people wear a hearing aid 
to assist in monitoring their own voice.

 Not all people who are deaf or those with a hearing impairment 
use sign language and not all deaf people or those with a hearing 
impairment are expert lip readers.

 Make sure you attract attention by first obtaining eye contact; 
this may be done by waving or gently tapping a persons arm  
or shoulder.

 Speak clearly – do not shout, it is uncomfortable for a person 
with a hearing aid and can look aggressive, try cutting down on 
background noise wherever possible.

 Remember not to cover your mouth or walk away whilst 
still speaking.

 Note that a good distance for lip reading is 2 metres.

 Ask the person, what is their preferred means of communication 
– be patient and take time to communicate.

 It is not offensive to ask the person to repeat themselves.

 Consider allowing employees time off to attend training for sign 
language or lip reading.

 Provide written confirmation of any meetings or presentations.

 If booking a language and interpreting service, provide the 
specialist with a copy of any written materials in advance.

 Not everyone who needs to wear a hearing aid wears one, as 
it means admitting that one has a hearing problem, which can 
be hard to do especially as there can be a stigma attached to 
hearing loss.

 People who are deaf value their language and community.

 British Sign Language (BSL) has its own grammar and enables 
rich, expressive communication.

 People who are deaf read from facial expressions, gestures and 
body language.
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Someone who cannot hear the phone ring may benefit from having:

 A telephone with a different ringing tone – possibly lower. Many 
people lose their hearing at the higher frequencies first, so may 
still be able to hear lower sounds.

 A telephone with a light that flashes or vibrates when it rings 
might be useful.

Special Events:

 Early October Sign language Awareness Week

 Early May Deaf Awareness Week

 Late June/Early July Deaf/Blind Awareness Week

Visual Impairment/Sight Problems
Experience of sight problems will depend on whether a person was 
born with sight or whether they have developed impairment. 36% 
of blind people and 75% of partially sighted people are able to read 
clear, large print comfortably.

Communication

Novus managers and staff are encouraged to consider provision for 
our visually impaired employees, Customers and Clients who may find 
accessing printed information difficult or impossible. Communication 
will depend on the individual and their general situation.

Remember...

 Do not rely on body language or facial expressions to  
convey information.

 Ask each individual what format they would prefer to receive 
literature in, this may include larger print, spoken word on audio, 
Braille, saved electronic documents or over the internet.

 If necessary ask if a description of the local environment, such as 
the layout of a room, would be helpful.

 When welcoming an individual into an unfamiliar room, give a brief 
description of the layout in relation to their position and point out 
any potential hazards, such as steps.
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 Never pat, stroke or attempt to feed a guide dog when it is 
wearing a harness.

 When meeting remember to introduce yourself and anyone else 
in the room so that the individual may become familiar with  
the voices.

 Advise the individual if you intend to move away, avoiding the 
embarrassment of the individual talking to an empty space.

Mobility Difficulties
Reduced mobility or even more severe disability can affect us all as 
we get older but sometimes may develop at quite an early age too.

Remember...

 When speaking to a person in a wheelchair, get down to the same 
level to avoid the person getting a stiff neck.

 Do not lean on a person’s wheelchair.

 It may be helpful to come around to the side of the reception 
desk of the counter is high.

 If the individual is required to write, then offer them a clipboard or 
other firm surface to press on.

 Offer help to open any doors or with carrying bags or belongings.

 For pre-arranged visits to the office you may have an opportunity 
to find out options for entering the building beforehand.

 Only ask questions to employees about their disability if it  
is relevant.

 Don’t make assumptions about what people with disabilities can 
or cannot do.

 Speak directly to the individual, not through a third party, even 
when using an interpreter to sign.

 Avoid behaviour that may be considered as patronising e.g. 
moving someone’s walking stick without asking.
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People with Speech Difficulties
Speech difficulties can be caused by the muscles controlling  
speech or by the brain processing information. Some speech 
difficulties include:

 Stammering/stuttering.

 Hearing Loss.

 Verbal dyspraxia.

 Articulation difficulties.

 Aphasia (difficulty understanding speech as well as speaking).

The support of colleagues and managers contribute to a person’s 
ability to manage their speech difficulties successfully and take on 
new challenges.

Remember...

 Discuss privately how the individual feels about speaking in group 
discussions and answering the telephone.

 It may be uncomfortable to watch a person struggle to 
pronounce words, focus on what the person is saying, maintaining 
eye contact.

 Allow time, do not hurry the conversation.

 Be flexible if the individual has a problem with certain words in 
presentations or scripts.

 Allow more time in situations such as interviews or  
oral assessments.

 Reduce background noise when communicating, for instance 
reposition meetings to quieter areas and lower ring tones  
on telephones.

 A speech impediment may not be easy to identify during a short 
meeting. The impression can be one of an uncertain person, who 
speaks slowly and overuses joining phrases such as ‘you know’. 
These could be techniques used to cope with the impediment 
and so not reflect the person’s general character.
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 Men are more likely than women to experience speech difficulty 
and many adults find speech difficulty causes little hindrance to 
their work.

Glossary
 Induction Loop – Magnetic loop that transmits sounds within its 

scope to hearing aid or listening device.

 Mobile Texting – From mobile phone.

 Minicom – Brand name of text phone.

 Textphone – Equipment that enables people who are deaf to 
type conversations down a telephone line.

 Post-lingual deafness – When someone has lost their hearing 
after learning speech.

 Pre-lingual deafness – When someone is born deaf or became 
deaf before learning to talk.

 Typetalk – Telephone relay service linking textphone users with 
people using ordinary voice phones.
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Physical and Mental Well-being
This section outlines the symptoms of some common illnesses and 
highlights how managers can assist in making the work environment 
more conducive for individuals who may be or have been affected in 
any of these areas.

Area Description and/or 
Symptoms

Adapting to the Work 
Environment

Arthritis There are 200 different 
forms of arthritis, each 
involving damage to  
the joints.
The main types are:

  Osteoarthritis.
  Rheumatoid arthritis.

Arthritis affects people of 
all ages.

Flexibility to start work later or 
leave earlier may occasionally 
be appreciated as mornings and 
periods of rest induce most pain.
Allow regular breaks.
Workplace to be kept warm, with 
air conditioning low.
Avoid workstations near a 
draught and if necessary a 
mobile heater could be provided.
A comfortable chair is 
imperative.

Alzheimer’s 
Disease

The most common form 
of dementia. This is a 
progressive disease 
causing deterioration of 
brain function.
This disease can affect 
anyone, although age is a 
major risk factor, many of 
those affected are 
over 65.
Symptoms include:

  Memory loss.
  Confusion.
  Behavioural changes.
  Difficulty with language.

Be patient and helpful in 
answering questions that may 
seem repetitive.
Do not flippantly ask ‘don’t you 
remember?’ as it is likely that 
the person does not.
Ensure eye contact is made and 
draw the person’s attention by 
gently touching and calling the 
persons name.
Minimise any background noise.
Write all the information down 
for reference.
More time to complete 
tasks may be required as 
communication skills may  
be affected.
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Area Description and/or 
Symptoms

Adapting to the Work 
Environment

Asthma Where the airways 
become irritated and 
inflamed so that the 
flow of air to the lungs is 
restricted.
Symptoms include:

  Memory Loss.
  Confusion.
  Behavioural changes.
  Difficulty with language.

Ensure work area is well 
ventilated – opening a window 
will allow outside allergens  
such as traffic fumes to  
collect indoors.
Dust can generate substantial 
levels of airborne pollutants  
and it is best to use a wet  
cloth for cleaning.
During an attack – the 
individuals must sit down, and 
may need assistance with the 
use of an inhaler.

Back Pain Back pain commonly 
originates from a spasm 
in the muscles of the 
spine.
The lowest point of the 
back (lumbar region) is 
most vulnerable to injury.

Promote awareness of the  
need for good posture in  
the workplace.
Stop any particular activity that 
causes pain.
Arrange items that are in regular 
use so that they are within  
easy reach.
Manual handling training is 
compulsory and beneficial for  
all employees.

Colour 
Blind

Unable to distinguish 
between certain types of 
colours or shades  
of colour.

Sensitivity and care to be 
taken in website design, visual 
presentations and colour  
coded information.
Black text on a white background 
is clear.
Avoid areas where there is a 
glare from the sun, which make 
colours more difficult to read.
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Area Description and/or 
Symptoms

Adapting to the Work 
Environment

Depression Depression is a word used 
to describe a variety of 
states of consciousness 
and habitual ways of 
thinking, feeling and 
behaving in the world.
Depression ranges from 
mild to severe, symptoms 
include:

  Socially withdrawn.
  Tearful.
  Anxiety.
  Poor concentration.
  Unsettled sleep  

    (tiredness).

Minimise stress by providing 
adequate notice of deadlines 
and appointments.
Pace work reasonably
Speak to individuals regarding 
how they would like their hours 
to be handled.
Keep lines of communication 
open because depression will 
inevitably limit confidence to 
communicate ones needs.

Diabetes When there is too much 
glucose (sugar) in the 
blood because the body 
cannot use it properly.
Type 1 – treated with 
insulin.
Type 2 – treated with a 
healthy diet and physical 
activity. Tablets and insulin 
maybe taken.
Gestational diabetes 
– may develop during 
pregnancy and 
disappears once the bay 
is born.

Diabetes does not generally 
affect a persons working life.
Pace work as stress can affect 
blood glucose levels.
Breaks may be required for 
medication to be taken.
Provide private space and time 
to perform self monitoring  
and injections.
Fixed working hours including 
fixed lunch hours, make 
managing the timing and dosage 
of insulin injections easier.
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Area Description and/or 
Symptoms

Adapting to the Work 
Environment

Dyslexia Difficulty in processing 
information, especially 
written language using 
letters, numbers  
and symbols.
Not all people affected 
require additional 
support.
People with dyslexia often 
have a more creative 
approach rather than 
problem solving.

There may be difficulty with 
organisational skills, short term 
memory and problems with 
concentrating for long periods 
of time.
Face to face contact is 
encouraged, backed up with 
written confirmation.
Writing in capitals can appear 
as single letters and clear font is 
better than italics.
Extra time may be required for 
planning, reading, writing and 
proof reading work.

Epilepsy This is a neurological 
condition caused by a 
disturbance in electrical 
activity in the brain, 
resulting in recurrent 
seizures.
There are around 40 
different types of seizures 
from the whole brain 
being affected to part of 
the brain being affected.

It may be possible to return 
to work immediately after a 
seizure, while occasionally time 
to recover may be required.
Breaks may be needed to 
take medication and for the 
opportunity to relax, reducing 
the risk of a seizure. Some 
people have seizures triggered 
by flashing lights, but with some 
adjustment most people will be 
able to use a computer.
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Area Description and/or 
Symptoms

Adapting to the Work 
Environment

Hay fever A temporary adverse 
reaction to pollen and 
fungal spores maybe 
through the air or by 
direct contact with  
the skin.
Main symptoms:

  Frequent sneezing.
  Sore throat.
  Watery itchy eyes.
  Blocked nose.
  Earache.
  Poor concentration.
  Disturbed sleep.

Weather forecasts will give 
the pollen forecast providing 
categories of risk.
Be aware what medication 
is being taken. Antihistamine 
medication is common – but 
may cause drowsiness.
Windows may need to be 
kept shut, especially near cut 
grass. May need to rely on air 
conditioning.
Ask when symptoms are worse 
as a person may be allergic  
to just one particular type  
of pollen.

HIV and 
Aids

The human 
immunodeficiency virus 
(HIV) attacks the immune 
system until it cannot 
function effectively. The 
body becomes vulnerable 
to other infections and 
cancers. At this point 
HIV infection is often 
referred to as acquired 
immunodeficiency 
Syndrome (AIDS).

Providing support and 
understanding can be the 
greatest help to a person 
adapting to living with HIV  
and Aids.
A person’s moods may vary  
as they come to terms with  
the illness.
Ensure confidentiality of any 
person’s medical information.
Extra time off may be needed 
while the person finds a 
treatment that suits them.
Stress should be avoided and  
a quiet, discreet place for one  
to take medication should  
be provided.
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Area Description and/or 
Symptoms

Adapting to the Work 
Environment

Migraine A Severe headache 
affecting the senses, 
most notably sight.
Main symptoms:

  Nausea.
  Vomiting.
  Muscle weakness.
  Visual disturbance.

A migraine can last from 
3 hours to 3 days, though 
a persons overall health 
may be affected for a 
couple of days after.
On average a person 
may have between 13 
to 15 attacks per year, 
but some will have 
considerably fewer.

Enable the individual to have 
breaks away from their desk. 
Walking and stretching helps to 
avoid stiffness and refreshes 
the body.
With medication some people 
may be able to work through  
an attack.
In severe cases the person will 
need to lie down in a quiet, dark 
room, or may need to put a cloth 
over their eyes.
The individual should not travel 
home alone – either a colleague 
or family member should 
accompany them or a taxi 
should be provided.
Environmental factors such as 
poor lighting, temperature and 
noise are common triggers that 
can be easily adjusted.

Multiple 
Sclerosis

Multiple Sclerosis (MS) is 
a neurological condition 
in which the protective 
sheaths around the nerve 
fibres of the central 
nervous system are 
damaged,
MS is unpredictable. 
Symptoms range and  
are variable:

  Bladder problems.
  Dizziness.
  Fatigue.
  Loss of muscle 

    strength.
  Impaired mobility.

It is important to be flexible and 
talk to the individual about their 
needs as symptoms can be 
progressive or involve periods of 
complete remission.
Pace work and arrange how 
necessary leave will be taken.
Regular breaks to flex and 
stretch may be helpful in 
counteracting stiffness.
A work area in close proximity to 
the toilet may be helpful.
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Area Description and/or 
Symptoms

Adapting to the Work 
Environment

Repetitive 
Strain Injury

Repetitive Strain Injury 
(RSI) is a soft tissue injury 
in which muscles, nerves, 
or tendons become 
irritated or inflamed.  
RSI is caused by repetitive 
motions.
Excessive force and 
extremes of motion. Over 
time these motions can 
strain the soft tissues, 
reducing circulation. In 
extreme cases it can 
cause permanent tissue 
damage and disability.
Main symptoms:

  Sharp pain.
  Dull ache.
  Weakness.
  Loss of grip.
  Restricted movements.

RSI symptoms often limit or even 
exclude writing, using a keyboard 
and mouse, telephone dialling 
and holding telephone handsets 
or even driving.
The use of voice recorders, voice 
recognition software, specially 
designed keyboards or graphical 
input devices can be useful in 
written communication.
If possible facilitate job rotation 
so that any one person is not 
continually carrying out the 
same movement.
Encourage employees to  
change their daily routines  
and alternate tasks.
Employees may need time to 
warm up before any activity to 
encourage flexibility of the joints.
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13. Gender /
It is unlawful to treat men, women and transgender people 
differently at work on the basis of their gender. It is also unlawful 
to discriminate or treat unfairly on the basis of a person’s marital 
status being either:

 Divorced.

 Single.

 Separated.

 Married.

 Widowed.

 In a heterosexual relationship.

 Civil partnerships.

Gender dysphoria comes about when one’s gender identity in the 
brain develops in the opposite way of the body on the outside 
develops. Individuals with gender dysporia may choose to undergo 
gender reassignment in order to live full time in the gender role that 
is consistent with their core identity.

From the year 2005, transsexual people were able to obtain a birth 
certificate and to marry according to their correct gender identity.

Individuals undergoing gender reassignment will cross dress as 
part of the reassignment process. This occurs before hormonal 
treatment and any surgery. Sometimes such individuals are referred 
to as Transgenderists.

Remember...

 Overcome stereotypes of which jobs are traditionally suited to 
men and women.

 Referring to gender reassignment as a sex change is offensive.

 Transition involves the adoption of a new gender presentation 
and role which usually involves surgery.

 Always discuss with individuals concerned as to how they wish to 
be addressed: Mr, Mrs, Miss or Ms.



NOVUS - Embracing Diversity Handbook

 Recognise that women and increasingly men may have gaps 
in their work history. Skills used to raise children and the 
responsibilities of running a house should be acknowledged.

 Employees have a duty to maintain confidentiality in the case 
where personal records need to be changed (e.g. name change)

 Be consistent when dealing with personnel issues, such as pay 
and holiday.

 Transsexuals and Transvestites in most cases do not identify as 
being lesbian or gay.

 Transgender individuals are entitled to start using toilets 
appropriate to their new gender status immediately. Sensitive 
discussion with the individual concerned and work colleagues 
should take place to agree this to be managed.

 A person who believes that they were born in the wrong gender 
body and who is taking steps to change this situation, would not 
take kindly to being referred to as a transvestite.

 Each person is unique as their feelings towards their gender and 
their levels of commitment may vary greatly.

14. Sexual Orientation /
Points to consider when dealing with people that may be gay, lesbian 
or bisexual.

Novus would like to create a safe environment for all our employees 
including those who may be gay, lesbian or bisexual. People from these 
groups may face challenges that their heterosexual counterparts do not.

People who may belong to this group often experience isolation and fear 
of rejection if their sexual orientation and or gender is revealed. There is 
also a further fear of threat of harassment, bullying and or discrimination.

Disclosing sexual orientation to employers is not a legal part of 
employment. It is therefore not uncommon that the issue of whether 
or not to disclose their sexual orientation, and how to do it, is often a 
source of great anxiety.
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Remember...

Lesbian and Gay Community

 Most people from this community would say that they do not 
have a choice to be gay, but were born this way.

 Do not think it is acceptable to ask about the intimate details of a 
persons private life who is gay, lesbian or heterosexual.

 Many lesbians and gay men are not open about their sexuality, 
because they may not have fully come to terms with their 
sexuality themselves.

 Non-gay employees who bring their spouses and or significant 
others to functions don’t think twice about how others might 
react, or if they could lose their jobs because of their choice of 
a partner.

 Lesbians may be more at risk from violence than other women 
because of prejudice about their lifestyle, particularly if they have 
to travel alone.

 Some women may want to identify themselves as gay rather 
than lesbian, the use of both words ensure that both men and 
women are included.
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15. Language /
Communication
Effective communication to our Customers and Staff is paramount 
and we understand that not everyone has the same ability to 
understand or use speech and language to relate to others in 
society. Novus would like to remove language and communication 
barriers to enable easy interaction with our Clients/Customers.  
This covers different language needs, communicating with people 
who are deaf, use of inappropriate/ appropriate language.

Different Language Needs
Novus may provide services to a number of Clients/Customers 
who are non English speaking through Language Line which is the 
translation and interpreting service used by the Company to ensure 
that we are able to meet verbal and written communication needs 
of our non English speaking customers. This service is to ensure that 
we are able to communicate with all ethnic groups that we may  
deal with. Language Line is able to provide these services on over 
100 languages.

British Sign Language (BSL)
British Sign Language (BSL) is the official language of the British 
Deaf Community. This language is like other languages where they 
evolve and change. BSL is understood throughout England, Wales, 
Scotland and Northern Ireland. Sign languages are used all over the 
world wherever groups of people, who are deaf come together, and 
although the language may be different they share visual/spatial 
grammars to obtain a common ground of understanding.

BSL is able to bring people who are deaf/hard of hearing together 
with hearing people on an equal basis to successful benefit to both.

The older that we become the more likely it is that we may be 
affected with hearing loss, which is the main cause, but not the  
only cause.
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Sign Supported English (SSE)
Some people use a mixture of speech and signing which is known as 
Sign Supported English (SSE), which is often used by people who  
lost their hearing after they learned to speak, but are part of the  
Deaf community.

Finger spelling is often used by people who lip read to understand 
difficult or unfamiliar words. It is also used by people who use sign 
language for names where there is no specific sign. It is not the 
same as sign language, but with finger spelling every letter is shown, 
making it rather slow.

Remember...

 We communicate at every moment – you cannot  
not communicate.

 Be aware of the way you communicate with others.

 People who are not able to speak can be wonderful 
communicators.

 The loss of one or two senses may impair communication but it 
does not have to stop communication.

 Where language is an issue, it may be useful to use a family 
member or friend. An independent interpreter e.g. Language Line 
should be used wherever possible.

 Don’t assume that just because someone responds to a question 
in English that they fully understand.

 Language can be powerful in fuelling racial, ethnic, sexual conflict.
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16. Carers /
Carers are usually family members who provide support to children 
or adults who may have a mental illness, chronic condition or who 
are frail with age.

Carers can be parents, partners, brothers, sisters, friends or 
children. Some carers are eligible for Government benefits, while 
others are employed or have a private income.

Novus recognise that at some time in a person’s life they may 
be called upon to look after or care for someone. We would like 
to create a comfortable environment that is conducive for any 
employee who may provide care in this way. (See the Novus 
Property Solutions Ltd Time off for Dependants Policy).

Each care situation in unique. Some carers need to assist with tasks 
of daily living and spend their time days feeding, bathing, dressing, 
toileting, transferring, or administering medications. Others care for 
people who are fairly independent but need supervision or help with 
their finances and transport.

Carers also provide emotional support on a day to day basis for 
some of the most vulnerable, isolated members of our community.

The Carers (Recognition and Services) Act 1995 came into force on 
1st April 1996. This Act provides:

 Carers who are providing ‘regular and substantial care’ are 
entitled to request an assessment of their ability to care  
(a carers assessment).

 Local authorities must take the carers ability to care into account 
when looking at what support to provide the person in need  
of care.

 A Carers Act pack is available from Carers National Association.

The 2001 census shows that of the 5.2 million people providing 
informal care in England and Wales, just over 1 million provide 
over 50 hours of care per week. This is a large number of people 
providing significant levels of care, enabling people to live longer in 
the community, which is what most people want.
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Where to go for Information and Advice

Help Needed Where to go

Information about your 
relatives illness or disability.

There may be voluntary groups and charities 
that are able to give advice and information. 
(see contact list at the end of this document).

Information about welfare 
benefits.

Your local Citizens Advice Bureau or local 
Social Security Office.

Advice and information 
about adapting your 
relatives home.

Occupational Therapist in the Social Services 
Dept, or Local Authority (Renovation Grants) 
section.

 Carers have a legal entitlement to unpaid leave for emergencies 
with dependants. Arrange how emergency leave will be taken and 
be clear what constitutes an emergency.

 Keep carers informed of meetings or news they may have missed 
so as not to isolate them.

 It may be important for carers to have access to a telephone, 
ideally somewhere where conversations may be held  
in confidence.

 Try to be flexible to provide responsive support for carers, in this 
way the caring situation may be more easily maintained. Also 
consider the distance that the carer may need to travel.

 It is important to talk through the needs and requirement of  
the individual.

 Promote an understanding of sensitivity from work colleagues 
who may be concerned at the carers odd hours of work and 
regular breaks.

 Some carers may appreciate the opportunity to work part time, 
job share or occasionally work from home. Some carers may be 
interested in a career break.

 Carers don’t always have a choice, for many there is no choice 
about meeting the responsibility to care for a relative.
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 Caring for someone can be both physically tiring and emotionally 
stressful and there may be nights where the carer is kept awake 
– care and support is required.

 Keep the channels of communication open so any needs or 
changes in circumstances are brought to your attention.

17. Flexible Working /
 will give consideration to all requests for flexible working as part of 
our approach to promoting diversity. The Company will provide a fair 
and effective method of dealing with employee’s requests to work 
an alternative working pattern, therefore improving their ability to 
balance home and work responsibilities.

The employee is required to prepare a carefully thought out 
application three months in advance of when they would like the 
desired working pattern to take effect and the company then follows 
a set procedure to help ensure a request is considered seriously, 
which seeks to facilitate discussion and enables both parties to gain 
a clear understanding of each others thinking. An application can 
only be made in order to help the employee to care for a child or 
dependant relative and this may cover a range of circumstances. 
For example, it may enable the employee to spend more time with 
their children or help with dropping their child off at school.

Carers are employees who care for their spouse or partner or 
someone who is a near relative of the employee, or someone who 
lives at the same address as the employee. Near relatives can 
include in-laws, uncles and aunts and step relatives.

Requests for flexible working can be made by employees with 6 
months service and must be made and dealt with according to a set 
format. A request can only be denied on certain specific business 
related grounds. Flexible working can include decreased hours, 
different hours or a different pattern of working.
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The Buddhist Society
58 Ecclestone Square,   
London SW1V 1PH
www.thebuddahistsociety.org

MOSAIC
Black & Mixed Parentage   
Family Group, Community Base, 
Queens Road, Brighton BN1 3XG
Tel: 01273 234017 
www.mosaicequalities.org.uk

People in Harmony
49 Ledgers Road,   
Slough SL1 2RQ
Tel: 01753 552559 
www.pih.org.uk

All About Sikhs
Email: 
webmaster@allaboutsikhs.com 
www.allaboutSikhs.com

Re Jesus
Email: lifeline@premier.org.uk
www.rejesus.co.uk

Advisory Council for the Education 
of Romany and Other Travellers
Moot House, The Stow,   
Harlow CM20 3AG
www.acert.org.uk

The Central Gurdwara
(Khalsa Jatha)
62 Queensdale Road,   
London W11 4SG
Tel: 0207 603 2789 
www.centralgurdwara.org.uk

Equal Opportunities Commission
UK Address:   
Arndale House, Arndale Centre  
Manchester M4 3EQ
Tel: 0845 6015901 – 0161 8381733 
www.eoc.org.uk
Scotland Address:   
St Stephen’s House,  
279 Bath Street,   
Glasgow G2 4JL
Tel: 0845 6015901
Fax: 0141 2485834 
www.equalityhumanrights.com

Earth Culture Roots
www.earthcultureroots.com
Email: ihinihi@aol.com

Marcus Garvey Library
27 Old Street, London WC1N 3XX

The Gender Trust
PO Box 3192   
Brighton BN1 3WR
www.gendertrust.org.uk

The Africa Centre
38 King Street, Covent Garden, 
London WC2E 8JT
Tel: 0207 836 1973 
www.africacentre.org.uk

Confederation of Indian 
Organisations UK
5 Westminster Bridge Road,  
London SE1 7XW
Tel: 0207 620 4025 www.cio.org.uk

18. Useful Contacts /



NOVUS - Embracing Diversity Handbook

Coalition on Sexual Orientation
2-6 Union Street, Belfast,  
Northern Ireland BT1 2JF
Tel: 07788570007
Email: admin@coso.org.uk 
www.coso.org.uk

Stonewall
46 Grosvenor Gardens,   
London SW1W 0EB
Tel: 0207 889 9444
Email: info@stonewall.org.uk 
www.stonewall.org.uk

British Association for Central and 
Eastern Europe
10 Westminster Palace Garden, 
Artillery Row, London SW1P 1RL
Tel: 0207 976 0766 

Refugee Council
240-250 Ferndale Road,   
London SW9 8BB
Tel: 0207 346 6700 
www.refugeecouncil.org.uk

Royal National Institute for  
Deaf People
19-23 Featherstone Street,  
London EC1Y 8SL
Tel: 0207 296 8000
Textphone: 0207 293 8001 
www.actiononhearingloss.org.uk

Hearing Aid Council
Witan Court,    
305 Upper Fourth Street,  
Central Milton Keynes MK9 1EH
Tel: 0908 235 700
http://www.hearingdirect.com/

Action for Blind People
14-16 Verney Road,   
London SE16 3DZ
Tel: 0207 7635480/ 08009164666
Fax: 0207 7635 4900
Email:
info@actionforblindpeople.org.uk
www.afbp.org

Disability Rights Commission
FREEPOST MID02164  
Stratford upon Avon CV37 9BR
Tel: 08457 622 633
Fax: 08457 778 878
Textphone: 08457 622644 
www.drc-gb.org

Lipservice
Milton House, Stratfield Saye, 
Reading RG7 2BT
(Information and videos about 
communication and lipreading)

Carers National Association 
North of England
St James House, Pendleton Way, 
Salford, Manchester M6 5FW
Tel: 0161 737 5667 

Carers UK
20 Great Dover Street,   
London SE1 4LX
Tel: 020 7490 8818
Carers Advice Line: 0808 808 7777 
www.careersuk.org

Samaritans
Tel: 08457 909090 – 
or see your local directory 
www.samaritans.org.uk
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Crossroads – Caring for Carers
10 Regent Place, Rugby,  
Warwickshire CV21 2PN
Tel: 01788 573653 
www.crossroads.org.uk

Alzheimer’s Scotland –   
Action on Dementia
22 Drumsheugh Gardens,  
Edinburgh EN3 7RN
Helpline: 0808 808 3000 
www.alzscot.org

Alzheimer’s Society
10 Greencoat Place,   
London SW1P 1PH
Tel: 0207 306 0606 
www.alzheimer’s.org.uk

Action on Elder Abuse
Astral House, 1268 London Road, 
London SW16 4ER
Helpline: 0808 808 8141 
www.elderabuse.org.uk

Age Positive
Department for Work and Pensions 
RoomW8d, Moorfoot, 
Sheffield S1 4PQ
www.agepositive.gov.uk

Employers Forum on Age
3rd Floor, Downstream Building,  
1 London Bridge,    
London DE1 9BG
Tel: 0845 456 2495 
www.efa.org.uk

Age Concern
Astral House, 1268 London Road, 
London SW16 4ER
Tel: 0208 465 7200
Scotland:     
113 Rose Street, Edinburgh EH2 3DT
Tel: 0131 220 3345 
www.ageconcern.org.uk

Continence Foundation
307 Hatton Square,   
16 Baldwin Gardens,   
London EC1N 7RJ
Tel: 0207 404 6875
Helpline: 0845 345 0165 
www.continence-foundation.org.uk

Arthritis Care
18 Stephenson Way,   
London NW1 2HD
Tel: 0207 380 6500
Helpline: 0845 600 6868 
www.arthritiscare.org.uk

Repetitive Strain Injury 
Association do Keytools Ltd
PO Box 700  
Southampton SO17 1LQ
Tel: 01238 058 4314 
www.rsi.org.uk

Asthma UK Advice Line
Providence House, Providence Place, 
London N1 0NT
Advice Line: 08457 010203 
www.asthma.org.uk

Asthma UK Scotland
21 North Charlotte Street,  
Edinburgh EH2 4HR
Tel: 0131 226 2544
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BackCare
16 Elmtree Road, Teddington, 
Middlesex TW11 8ST
Tel: 0208 977 5475
Helpline: 0870 950 0275 
www.backcare.org.uk

Alcohol Concern
Waterbridge House,32-36  
Loman Street, London SE1 0EE
Tel: 0207 928 7377 
www.alcoholconcern.org.uk

MIND
15-19 Broadway, London E15 4BQ
Tel: 0208 519 2122
Helpline: 0845 766 0163 
www.mind.org.uk

Depression Alliance
35 Westminster Bridge Road, 
London SE17 7JB
Tel: 08451232320 
www.depressionalliance.org.uk

The Migraine Trust
2nd Floor, 55-56 Russell Square, 
London WC1B 4HP
Tel: 0207 436 1336 
www.migrainetrust.org

Epilepsy Action
New Anstey House, Gate Way  
Drive, Yeadon, Leeds LS19 7XY
Tel: 0113 210 7700 
www.epilepsy.org.uk

Allergy UK
3 White Oak Square, London  
Road, Swanley, Kent BR8 7AG
Tel: 01332 619898 
www.allergyuk.org

British Dyslexia Association
98 London Road,   
Reading RG1 5AU
Tel: 0118 966 2677 
www.bdadyslexia.org.uk

Terence Higgins Trust
52 – 54 Grays Inn Road,   
London WC1X 8JU
Tel: 0207 831 0330 
www.tht.org.uk

Cleft Lip and Palate Association
1st Floor, Green Man Tower,  
332 Goswell Road, London EC1V 7LQ
Tel: 0207 833 4883 
www.clapa.com

The British Stammering Association
15 Old Ford Road, London E2 9PJ
Tel: 0208 983 1003 
www.stammering.org

Diabetes UK
10 Parkway, London NW1 7AA 
Tel: 0207 424 1000
www.diabetes.org.uk

Insulin Dependent Diabetes Trust
PO Box 294,   
Northampton NN1 4XS
Tel: 01604 622837 
www.iddt.org

Multiple Sclerosis Society
MS National Centre,  
372 Edgware Road,   
London NW2 6ND
www.mssociety.org.uk
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