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When Actions Match Words 
How Diversifying the Workforce Opened New Roads to Growth at Openreach 

An In Practice™ Series by Helen Kelly 

 

Article Three 
Employees Facilitators  

Improving Return on Investment in Diversity Training      

120 people at Openreach are Diversity 

Ambassadors. They facilitate Diversity 

Training sessions on average one day a 

month, attend meetings regularly, and 

undertake extensive ongoing training. This 

Diversity work is unpaid, and there is no 

time off at the regular job.  

What’s the reward?  

“For me," Don Bailey says, “it’s the change 

we start. Everyone who participates in a 

Diversity session changes in some way. 

Maybe it’s awareness, outlook, how they 

see others, or how they behave, but there’s 

always a seed planted that over time, 

grows."  

Don Bailey, External Wideband Manager Central Midlands 

helped design Openreach’s Diversity Training                       

“That's right, said David Tedds, (L) and Ryan Rochester (R),  

who are Openreach engineering controllers in the Central Midlands, Diversity 

Ambassadors and newly-qualified Diversity Facilitators.  

We know it because we aren’t outside 

consultants. We’re field engineers and 

engineering managers for Openreach, so 

we’re training our own people. We see them 

every day and they see us. We see when 

people who once had extreme views soften, 

and get to know people they didn’t get to 

know before. People speak up when they 

see someone act on a stereotype. They 

aren’t afraid to say, “Hold on; you can’t say 

that,” where before the training maybe they 

wouldn’t have noticed and if they had, 

maybe they’d never have said a word.”  
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Frank conversations 

 

 

a frame from one of the Openreach Diversity Awareness videos 

The training uses frank video-based conversations to illustrate ignorance, 

unconscious stereotyping, intolerance, assumptions, and insensitivity, along with 

unprofessional and unsupportive language and behaviour. Scripts reflect events 

actually reported to Human Resources, and everyone knows that.  

Drawing almost entirely from within the company to present reality and examine it 

with colleagues and managers – and seeing these conversations together - leaves 

“no place to hide,” one participant told me.  

 

 

a frame from one of the Openreach Diversity Awareness videos 

“You get used to saying things out loud that you might have heard at an off-site 

training session but kept to yourself. Here, where you work with people who 

manage you and your colleagues, everyone has had the same experience. When 

something happens, you all see it because we’ve all had the training, and no one 

can duck. No strangers; just us.”  

  

The facilitators are decidedly low profile, 

allowing the impact of insensitivity and even 

unkindness played out in the video script to 

take hold.  

After each video, trainers point to words on 

the screen and prompt trainees to tie video-

based events with the words.  

  

The words make people uncomfortable, and also aware. The words repeat over and 

over in similar groupings on each slide.  
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“We use words repeatedly because it’s uncomfortable,” Don Bailey told me. 

“We want people to face how things are in the real world; our real world and 

face to face with people they’ll see every day. It’s the first time these people 

will have seen such provocative talk.  

“The great thing is, most people don’t withdraw from the discomfort. They 

want to find a way to be more comfortable.  

“And it brings out all manner of issues that aren’t directly related to diversity 

but are related to how they interact at work.”  

The training also benefits from mnemonics – useful in an industry where acronyms 

are a way of life.  

 

            D    Diversity 

           I     Individual 

          V    Values 

          E    Equality 

          R    Respect 

          S    Society 

           I     Inclusion 

          T    Teamwork 

          Y    You 

What participants had to say  

The engineering controller participants in the training session I joined were 

attentive and receptive, speaking frankly about the diversity issues they face. 

 

 

 

 

 

 

 

 

 

 

Left to right: Andy Hughes, Ryan Rochester, Tony Apsley, David Griffiths,  

Don Bailey, David Tedds, Ronnie Williams, Steve Smith and Nog Wilde. 
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“It’s chilling that the role plays are based on real conversations.”  

“I used to think jokes about ethnic groups were, well, funny. Now I see they 

can keep hate going.”  

 “At home protect my wife and daughters. At work I’m expected to think 

nothing of a woman going up ladders and probing for live wires. How do I 

reconcile that?” 

“People don’t often go outside their own boxes. This training is giving people 

the chance to see outside their boxes.”  

“I like this training. You have to do something about prejudice, not just talk 

about it; just like you can’t moan about the government if you don’t vote.”  

“This reminds me of just how bigoted we all can be, however unintentionally.”  

One participant intuitively uses established best practice  

Tony Apsley explained a practice he’s developed for folding people into his team 

that eases away issues of diversity. As each person joins, he partners the person 

with someone who’s been there a while. Inevitably, there are diverse duos but 

Tony has a system for dissolving prejudice.  

“Even if someone joins with a strong stereotype and negative feelings, I tell 

them to leave it at the door when they come to work.  

“And after a while, maybe a week or so, those negative feelings seem to go 

away.”  

Tony has intuitively followed best practice, confirming research which shows that 

working directly with someone for about a week effectively eliminates the self-

other dichotomy.  

DESC 

The last section addresses how a victim of stereotyping, prejudice, bullying or 

harassment might most effectively challenge inappropriate behaviour. The 

objective is for individuals to address the problem without modelling or mimicking 

the abusive events. Once again, trainers introduce a word-based mnemonic …  

DESC is an acronym.  

 D    Describe the situation objectively. 

 E    Express your feelings about the situation.   

 S    Specify actions you would like others to take.   

 C    Consider the consequences if others do not act   

        as you request, and the benefits if they do.  
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They show a video illustrating DESC best practice. Don Bailey believes that for 

many people, training is key.  

“The aim of our programme is creating a level playing field of awareness – a 

baseline experience the company can count on.”  

It would seem they’ve more than reached that goal.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The online Diversity Awareness Programme used by the Diversity Ambassadors in 

training employees at Openreach was created by Brightwave, the workplace 

communication, learning and performance specialist. For more information visit 

their website www.brightwave.co.uk.    
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