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Background
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This research aims to 

find out why .

Why have we done this 

research?

Social care surveys 

consistently find lower 

levels of satisfaction 

amongst black and minority 

ethnic (BME) groups.
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Key research questions

Are survey questions 

understood consistently by 

different ethnic groups?

What are the practical 

implications of our findings?

What are the causes of 

lower satisfaction among 

black and minority ethnic 

(BME) groups?
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Method

Research 

60+ depth interviews with service 

users and relatives 

Interviews/focus groups with staff 

organising /providing social care 

30+ cognitive interviews

Workshops

Involving Stakeholders 

Sharing findings 

Discussing implications

Formulating recommendations
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Designing

Workshops
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Formulating 

Recommendations



Accessing Care

Receiving Care

Gathering Satisfaction 

Data 

Service User Group



14

Building Rapport
Interpersonal skills of care workers were as important as practical 

skills and knowing how to do the job. Having a positive attitude could 

bridge language barriers.

ñThey [white British care workers] are jolly. They also call me mum.ò 
(Relative, Bangladeshi origin)

What can care workers do to overcome cultural 

differences between themselves and service users? 

Care Worker Training 

Apart from generic equality and diversity training, no provider 

organisations offered training on culturally-sensitive care.

ñ[You could] train staff to understand some bits of the language.ò     (Day centre 

manager)

How can care workers be supported in working with 

Bangladeshi and Pakistani service users?

Communication between LAs and 

Providers   
On referring someone to a provider organisation, local authorities 

gave limited or insufficient information about the person. For example, 

information on ethnicity and language needs were not always 
provided.

ñThere's never anything on the paper that says this is a BME group or this 

person canôt speak English. That would be very useful to us.ò(Home care 

manger)

How can local authorities and provider organisations 

communicate in ways that benefit service users?

Ethnic Matching 
Provider staff believed that the best way to meet the needs of service 

users from different ethnic groups was to match care workers to 

service users on ethnicity, gender and, if possible, language. 

ñThe only solution is if carers are from the same background when possible, 

especially with the older generation, as the cared for.ò (Careworker)

What  can local authorities and provider organiations do to 

make ethnic matching possible?

RECEIVING CARE
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ó
Social workers need 

training on how to use 

language interpreters

Service users should have 

a ñ10 things you need to 

know about meò file - to be 

shared with social workers 

and care workers
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Lasting Impact

Å Delegates taking note of published report

Å Sustainable and practical recommendations 

Å Motivating delegates to implement recommendations

Å Links with organisations such as SCIE and RIPFA  

Å Publications in relevant practitioner journals
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