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Equality Impact Assessment & Action Plan for services

Definition 

Equality issues are central to the way we carry out our duties and provide our services. Our Equality Policy commits us to The Equality Standard for Local Government. The Equality Standard provides a framework for delivering equality in employment and service delivery. The ultimate responsibility for the Equality Policy rests with YHN’s Board. Our Chief Executive is responsible for ensuring that our policy is put into practice on a day to day basis. 

One of the key components of The Equality Standard for Local Government is the Equality Impact Assessment. The impact assessment gives us a baseline assessment of services & how well they serve different groups of the population. It questions whether our services have discriminatory outcomes or fail to meet the needs or requirements of our customers on the grounds of race, gender, disability, age, sexual orientation, religion / belief or other disadvantage.
Our approach 

In 2007 all impact assessments on services are being reviewed by service managers & representatives of frontline staff, supported by a central resource. 

All YHN services must complete an Equalities impact assessment form. Completed assessments will be approved by Management Team.
Assessments contribute to:

· YHN’s continuous improvement of services to all residents

· Our work towards The Equalities Standard for Local Government

· Our compliance with all aspects of equalities legislation

· Our inspection results
The next phase of assessing services will be consultation with local people. Their feedback will help us better understand the impact of our services for different groups. We can then set objectives that will lead to improvements in equalities in our services.
Equality Impact Assessment Form
This form consists of five sections. The sections are: -

1. Responsibility and ownership

2. Aims of the service
3. Service data audit

4. Data from the Audit Commission & other services

5. Identification of the main issues relating to each specific group for your service area

 Each section is accompanied by guidance notes to help you complete the assessment. 

Section 1 Responsibility and ownership

	1.1 Service area



	Concierge


	1.2 Director of Service 



	Director of tenancy services



	1.3 Others involved in the assessment



	Concierge Service Manager, Shift Supervisor, E&D Officer x2


	1.4 Date of assessment 



	11 October 


	1.5 Date submitted to Equalities and Diversity Officer
 

	11 December 2007



Section 2 Aims of the service
	2.1 What are the aims of the service?



	Key work areas:

We:

· Provide a 24 hour responsive service for YHN tenants who receive the Concierge service.

· Provide reception and security services, including 24 hour monitoring of CCTV and smoke alarms.

· Provide building cleaning services in specific locations.

· Perform a range of good neighbour duties to add value to the role .

· Carry out regular inspections of building cleanliness, including sites where the cleaning service is provided by our service provider.

· Liaise with our service provider to monitor performance within the building cleaning service level agreement, to ensure that any improvement actions plans are completed.

· Carry out regular safety & security inspections to YHN properties.

· Provide customers with 24 hour access to the service via a free phone.


	2.2 Are there any service standards for the service?
 

	Key targets:

· Achieve a 5% reduction in sickness absence during 2007/08.

· Complete a review of the Building Cleaning service level agreement, and act on outcomes during 2007/08.



	2.3 What are the current priorities of the service?



	Key actions:

· Review shift allowances and benefits for staff on long term sickness by 31/03/2008.
· Develop two business cases around increasing the scope and scale of services (for example block based handyman services and selling CCTV services to other service providers) provided by 31/03/2008.

· Implement actions from the 2006/07 service review by 31/03/2008.

· Implement the Charter Mark action plan by 31/03/2008.

· Implement internal re-charging to enable concierge services to maximise use of resources, by 31/03/2008.

· Complete Security Industry Association basic job training for all staff by 31/03/2008.

· Initiate a training plan for a Public Space CCTV licence by 31/03/2008.
Equality & Diversity targets/actions:
· Review the opportunities to enhance and consolidate working arrangements with the Asylum Seekers Unit. This will improve communication and client needs, allow identification of barriers to service provision and improve mutual understanding of the respective roles and responsibilities of the Asylum Seekers Unit and Concierge service staff. To be completed by 31/10/2007.



	2.4 What policies, procedures and other services are involved or associated with the service?



	Policies and procedures:

· All YHN corporate policies and procedures.
· YHN Delivery Plan.
· Service Improvement Plan.

· Business Plan.

· Service procedures.

· ARCH procedures.

· National Interpreting Service procedures.
· CCTV legislation
Other Services:
· All other YHN services, in particular, local housing management services.
· City council services, in particular, Neighbourhood Services.
· Police, Fire, Ambulance services
· Health care services.
· Voluntary agency services such as Victim Support and other personal support groups.



Section 3: Service data audit 

	3.1 What customer feedback data do you have about your service?



	· Complaints, compliments & comments monitoring
· Annual satisfaction survey (includes a visit to every flat with a concierge)
· Roadshow in Summer 2006

· Tenants & residents meeting

· Living in Flats group, (Tenants Federation)
· Meetings about the Service Level Agreement with Neighbourhood Services re cleaning.  

· Feedback from customers through charter mark assessment process
· Staff focus group re performance and the business & financial planning process


	3.2 Has any research been done to establish how the service affects different groups?



	· No



	3.3 What demographic data do you have about your customers?



	· Northgate data  
· The sentinel system currently used gives customer data (fed by Community Housing Office & ASU data)



Section 4 Data from the Audit Commission & other sources 

	4.1 Has the Audit Commission identified any issues about race, gender, disability, age, sexual orientation, religion / belief or other disadvantaged groups and your service?


	There was nothing specifically raised regarding diversity issues for the Concierge Service.  There were some over arching issues for the company which the Concierge Service will have to consider, such as
· Use of diversity data to analyse service use.

· Ensuring accessibility for all customers.

· 100% accompanied viewings, the Concierge is now assisting with viewing in blocks

	4.2 Did the 2004 Audit Commission Inspection make any recommendations about race, gender, disability, age, sexual orientation, religion / belief or other disadvantaged groups and your service?


	· No



	4.3 Is there any existing information about similar services that identifies issues about race, gender, disability, age, sexual orientation, religion / belief or other disadvantaged groups and that service?


	· No



Section 5: Identification of the main issues relating to each specific group for your service area

	5.1 Are there any concerns that the service could have a differential impact on the grounds listed below?
      Are there any concerns that there are barriers to accessing the service, adverse impact or unmet needs on the grounds listed below?

      How could access to the service be improved & how could any adverse impact or unmet needs be addressed for different groups?



	Race



Yes

No



Gender

Disability

Age

Sexual Orientation

Religion/Belief

Other Disadvantage




	5.2 Please explain your response to questions 5.1



	Generic Issues:
· Concierge staff provide many additional services for customers

· There is a need for service use to be logged against customer demographic profiles to allow analysis of who uses the service and who doesn’t



	Generic Evidence:
· Evidence will be collected by logging service use against tenant profiles


	Race:
· The concierge staff are familiar with the ARCH system
· Observations about interaction with customers
· ARCH information is displayed on the information board in every block 

	What evidence do you have to support your response: 
· Staff procedure manual includes procedure for dealing with racist incidents


	Gender:

· Staff are predominantly male, so it is not possible to offer same sex appointments
· Mixed panel interviews for recruitment
· The same service is offered to both male and female customers


	What evidence do you have to support your response:

· HR data
· Liaison with housing management/housing offices


	Disability:
· No access to check if customer has disability/diversity markers.  Concierge are currently liaising with IT about this.
· Tenants with known disabilities receive a service that suits their needs  

 

	What evidence do you have to support your response:
· Braille/audio & large print are offered as alternative formats for information
· Diversity and Equality Training given to all staff

· Staff are aware of the need to make reasonable adjustments to accommodate customer needs


	Age:

· Staff give consideration to age when providing a service
· As part of the good neighbour role, the concierge staff would help customers with bulky rubbish etc.  Anecdotally, awareness that this type of response focuses on older customers


	

	What evidence do you have to support your response:

· Door to door satisfaction surveys

· Staff working over retirement age

· Diversity & Equality Training for all staff
· Staff treat people individually and according to need


	Sexual orientation:

· YHN does not currently collect information on sexual orientation.  The organisation is deciding whether / how to collect it.


	What evidence do you have to support your response:

· All staff have attended equality & diversity training

· Welcoming atmosphere to all



	Religion/belief:

· Information on religion / belief is improving as the Northgate system progresses 

· The service promotes itself at the Mela



	What evidence do you have to support your response:

· Induction sessions are done by appointment for new customers, so customers’ prayer / religious festival times would not be interrupted


	Other disadvantage:
See generic issues section


	What evidence do you have to support your response:
See  generic evidence section



5.8 What are your recommendations & planned actions in relation to different groups & your service area?
	Recommendations & actions for Concierge service


	Date for completion

	Generic Actions :

· Liaise with Ian Rice on the best way to achieve aims through telephone monitoring or questionnaires

· Update Tenant Induction Pack information to cater for range of customer needs 
	April 2008

Oct 2008



	Race:

· Tenant packs are currently in English.  We will identify a suitable strapline to tell customers whose first language is not English, what the pack is about

· Refresh / update staff on using the National Interpreting Service

· Re-issue NIS instruction cards  to staff


	April 2008

February 2008

February 2008

	Gender:

· Long term staff recruitment will emphasise the customer service role more than security, to encourage women applicants

· The wording of new vacancy adverts will reflect the communication aspect more than security, as above

· Concierge to speak to Communications for input to attract a different cross section of applicants

· Same sex interviews to be offered to customers by concierge (initial pilot) 

	May 2008
“        “

“        “

Jan 2008

	Disability:

· Concierge to promote the Type Talk scheme to customers they know are deaf/speech impaired

· Concierge to check that induction loop systems are in place and working in all 24 hour lodges


	Jan 2008

Jan 2008


	Age:

· Concierge to review services to young customers


	Concierge Management Team
	Feb 2008

	Sexual Orientation:

· Review opportunities for actions when YHN has decided how to progress collecting sexual orientation data

	Concierge Management Team
	Oct 2008

	Religion/Belief:

· Remind staff to use shoe covers / remove shoes as appropriate at home visits


	Concierge Management Team
	Jan 2008

	Other disadvantages:
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