YHN Equality Screening and Impact Needs Assessment Form
Equality Screening

Section 1: Responsibility

1.1
Name of function (policy, service, project, strategy) being screened:

	     Customer Service Strategy


1.2 Is this a new or existing function (policy, service, project, strategy) being screened:

	     New


1.3 
Director responsible for the function:

	     Director of Tenancy Services


1.4
People involved in this screening (YHN staff members – name, job title):

	     Performance Management and Policy Officer, Head of Customer Service and Improvement, Diversity Manager, Asst Performance Management and Policy Officer.




1.5
External advisors (name, organisation name/service user):

	     


Section 2: Scoping the function 
2.1 
What’s the purpose of the function; what is it designed to achieve?

	     Improve customer services across all YHN business and services.


2.2
Who is the function designed to help/benefit?

	      Any one who requires, requests, receives,  or can receive a service from YHN whether externally or internally


2.3
What other stakeholders, customer groups or communities of interest could be affected by the function?

	     YHN Board, Area Boards, NCC and various partners and customer forums


2.4
What are the current priorities of the function?

	      Improved customer focused workforce, accessible services, customer insight and processes and technology


2.5
What are the main policies, legislation or procedures that the function complies with?

	 FORMDROPDOWN 
Service Transformation (‘Varney Report), Gershon Agenda, Tenant and Leasehold Involvement Strategy, YHN Equality Plan, YHN Delivery Plan, YHN Service Plan, YHN Programme 2008-9.


Section 3: Data & information about the function & its customers

Please complete Table 1 with data/information that demonstrates the spread of equalities groups your function serves.  Also show whether different groups are served equally well by the function. E.g.
For each equalities group:

· Who uses the function (take up levels)?

· Satisfaction levels

· Complaints levels

· Anything else that’s relevant

If you haven’t got the information you need to complete the table, you must involve other people in the screening process.  E.g. another organisation with expertise in the area you don’t know about, or an organisation that can contribute the perspective of the customer/potential customers that you don’t have information about.

If you have the information above, you still need an external advisor on the screening panel, with expertise on the function you’re screening.

3.1
Table 1

	Equality strand
	Data & information about the function to show spread of equalities groups served & how well they’re served

	Race (black & minority ethnic people)
	Ethnic Origin - Grouped

count

Percentage

White

21113

74.69%

BME

1246

4.41%

Unknown

5584

19.75%

Known

22684

80.25%

 

 

 

Total

28268

100.00%



	Gender (women, men, transgender people)
	Gender

count

Percentage

Male

11533

40.80%

Female

16667

58.96%

Unknown

68
0.24%
Known
28200
99.76%
Total

28268

 100.00%


	Disability (disabled people)
	Disability

count

Percentage

Yes

4956

17.53%

No

23028

81.46%

Unknown

284

1.00%

Known

27984

99.00%

Total

28268

100.00%



	Age (older people, young people)
	Age

count

Percentage

0 to 15

56

0.20%

16 to 24

1910

6.76%

25 to 34

4426

15.66%

35 to 44

5311

18.79%

45 to 54

4995

17.67%

55 to 59

1700

6.01%

60 to 64

2080

7.36%

65 to 74

3403

12.04%

75 plus

4387

15.52%

Total

28268

0.00%



	Sexual orientation (lesbians, gay men, bisexual people)
	Data not currently available

	Religion & belief
	Religion

count

Percentage

Buddhist

20

0.07%

Christian (Cofe, Cath, Protestant Etc)

8066

28.53%

Did Not Wish To Answer

181

0.64%

Hindu

6

0.02%

Jewish

5

0.02%

Muslim

209

0.74%

No Religion At All

1599

5.66%

Any Other Religion (To Be Specified)

81

0.29%

Sikh

6

0.02%

Unknown 
18095
64.01%

Known 
10173
35.99%
Total

28268

100.00%




Section 4: Screening

Screening the function for all equalities strands for: positive impact, negative impact, no impact, whether the function fails to meet the needs of any equalities group.  Complete Table 2 with the information that comes from your screening discussion.
4.1
Table 2

	Equality Strand
	Does function have positive impact, negative impact, no impact, fail to meet need of and group? (please select)
	Reason/evidence
	Does the function make a positive contribution to equalities?



	
	
	
	
	If “yes”, say how

	Race (black & minority ethnic people)
	Positive
	Improved facilities and services for our customers evidenced by customer satisfaction data, service and performance management data and complaints resolution data.
	Yes
	Offers customers choice on how they interact with YHN for services.

	Gender (women, men, transgender people)
	Positive
	Improved facilities and services for our customers evidenced by customer satisfaction data, service and performance management data and complaints resolution data.
	Yes
	Offers customers choice on how they interact with YHN for services.

	Disability (disabled people)
	Positive
	Improved facilities and services for our customers evidenced by customer satisfaction data, service and performance management data and complaints resolution data.
	Yes
	Offers customers choice on how they interact with YHN for services.

	Age (older people, young people)
	Positive
	Improved facilities and services for our customers evidenced by customer satisfaction data, service and performance management data and complaints resolution data.
	Yes
	Offers customers choice on how they interact with YHN for services.

	Sexual orientation (lesbians, gay men, bisexual people)
	Positive
	Improved facilities and services for our customers evidenced by customer satisfaction data, service and performance management data and complaints resolution data.
	Yes
	Offers customers choice on how they interact with YHN for services.

	Religion & belief
	Positive
	Improved facilities and services for our customers evidenced by customer satisfaction data, service and performance management data and complaints resolution data.
	Yes
	Offers customers choice on how they interact with YHN for services.


Section 5: Do you need to do a full impact assessment?
5.1
You must do a full impact assessment if screening shows that:
· There’s the potential for negative impact on any equalities group; or

· The function fails to meet the needs of any equalities group.

Do you need to carry out a full equality impact and needs assessment? NO
5.2 If you don’t need to do a full assessment, you should get this screening document signed off by Director of Tenancy Services below. 
Please give the reasons for your decision and your evidence:

	There are no apparent areas of concern which would create a negative impact on any equalities group. The key ethos of the strategy is “Every Customer Matters” and that ethos was the central consideration during the strategy design and will continue to be so during roll out and implementation.
The needs of all customers were taken into consideration during the research and design phase, staff and customers were consulted as part of the process and the key components of the strategy, which will be delivered through the YHN 2008-9 Programme, reflect this customer centric approach across all equality groups.
The strategy will offer choice to all our customers as to how they will interact with YHN for services and YHN will continue to strive for ongoing continuous improvement in such services through the delivery of 4 key Work Streams of the YHN 2008-9 Programme Customer Service Project. Those Work Stream are:
· Workforce with a focus on enhancing YHN peoples customer service capability to serve all our customer equality groups.

· Access with a focus on enhancing both physical access and communication channels with YHN for all our customer equality groups.

· Customer Insight with a focus on enhancing our customer data profiling to inform future policy design and improve service take up for all our customer equality groups.
· IT and Telephony with a focus on using technology to further enable and enhance the customer experience for all our customer equality groups.

In summary it was our intention during strategy design to take account of the needs of our customer equality groups but if any potential negative impacts subsequently emerge they will be addressed by a full Equality and Impact Needs Assessment.


If you need to do a full assessment, you’ll need to plan how to do it & identify who needs to be involved.  If you need to do this full assessment, use the next part of this form to record the process and outcomes.
Section 6: Review and sign off

6.1
Review date:

	     13th November 2009


6.2
Person responsible for review:

	     Head of Customer Service & Involvement


6.3
Date screening completed:

	     13th November 2008


Sign off (name, signature, date)

6.4 
Lead officer for the screening:

	      Head of Customer Service & Involvement


6.5
Director:

	     Director of Tenancy Services


6.6
Diversity manager:

	     Simone Doyle


6.7
Date published:

	     


Full Equality and Impact Needs Assessment Section
You must complete this assessment with the help of external expertise.  All members of this EINA panel including the external respresentative or representatives should discuss the issues raised by the assessment process and work on this full assessment, including the action plan.

Section 7: Full equality and impact needs assessment form

7.1
Please give details of the EINA panel members (names, job titles, what organisations they represent, whether they are a customer of the function being assessed):

	     


7.2
Look through your screening document and identify the areas where there are concerns that the function could have a negative impact:

	     


Section 8: Consideration of data and research

8.1 Summarise the evidence you have to inform this assessment. E.g. the information you used in your screening, updated to show latest position available. Specify which groups you’ve consulted and any research done:

	     


8.2 Is there any evidence of higher or lower take up, customer satisfaction or customer complaints by any of the six equalities groups? 

If yes, explain why you think this is: 
 FORMDROPDOWN 

	     


8.3      Does the demographic information you have about customers indicate any issues that need further consideration? 
 FORMDROPDOWN 

If yes, explain why you think this is:

	     


Section 9: Assessing impact and whether there is unlawful discrimination

9.1      Is the function’s location an issue for any group’s access to it?
 FORMDROPDOWN 

If yes, explain why you think this is:
	     


9.2       Do any rules/criteria prevent any groups from accessing or using the function?
 FORMDROPDOWN 

If yes, explain why you think this is:

	     


9.3      Does the function present any physical barriers for any groups of disabled people?  E.g. if a function is based upstairs in a building, it will be very difficult for some customers to access.
 FORMDROPDOWN 

If yes, explain why you think this is:

	     


9.4      Does the function present any additional barriers for groups?  E.g. if information about a function is only available in English, this presents a potential barrier to speakers of other languages.
 FORMDROPDOWN 

If yes, explain why you think this is:

	     


Complete Table 3 with your assessment of whether any potential adverse impact, or any barriers you’ve identified, could amount to unlawful discrimination.

Table 3

	Equality Strand
	Adverse (negative) impact identified (state ‘none’ or give detail)
	Could this amount to unlawful discrimination?

	
	
	
	Reason?

	Race (black & minority ethnic people)
	     
	 FORMDROPDOWN 

	

	Gender (women, men, transgender people)
	     
	 FORMDROPDOWN 

	

	Disability (disabled people)
	     
	 FORMDROPDOWN 

	

	Age (older people, young people)
	     
	 FORMDROPDOWN 

	

	Sexual orientation (lesbians, gay men, bisexual people)
	     
	 FORMDROPDOWN 

	

	Religion & belief
	     
	 FORMDROPDOWN 

	


9.5     If the impacts or effects of the function are adverse for any group, can this be defended in order to provide quality for another of the equalities groups? 
 FORMDROPDOWN 

If yes, give details, including which legislation/regulation/policy that allows this

	     


9.6     If the function is targeted at a particular group, could the wider community perceive this negatively?
 FORMDROPDOWN 

If yes, what actions could you take to minimise the likelihood of this?
	     


Section 10: Action planning

Complete the action plan at Table 4 at the end of this form, by addressing the following questions

What improvement actions can be carried out to reduce/remove any adverse impact or effects identified?

If you haven’t been able to carry out stakeholder consultation, say in the action plan how you’ll test or monitor the impact of the function and any improvement actions.

If you’re assessing a new or proposed function here, what steps have been taken to collect stakeholders views on the proposals or the need for change?  For major projects, say what arrangements there are for ongoing/periodic consultation throughout the process.

10.1
Table 4 Equality Impact and Needs Assessment Action Plan
	Equality strand
	Adverse (negative) impact identified
	Action to remove/reduce
	Resources needed and where from
	Person responsible
	Completion date (within current year)

	Race (black & minority ethnic people)
	     
	     
	     
	     
	     

	Gender (women, men, transgender people)
	     
	     
	     
	     
	     

	Disability (disabled people)
	     
	     
	     
	     
	     

	Age (older people, young people)
	     
	     
	     
	     
	     

	Sexual orientation (lesbians, gay men, bisexual people)
	     
	     
	     
	     
	     

	Religion & belief
	     
	     
	     
	     
	     


Section 11: Completion, review and sign off

When you’ve completed this EINA, please sign it off below:
11.1
Review date for EINA:

	     August 2012


11.2
Person responsible for review:

	     Head of Customer Services & Improvement


11.3
Date EINA completed:

	     August 2009


Sign off (name, signature and date):

11.4
Leader Officer for the EINA

	     


11.5
Director

	     


11.6
Diversity Manager

	     


Section 12: Publication

	12.1
Date published:     23rd June 2010


