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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



	Housing Management 


	1.2 Director of Service 



	Director of Tenancy Services


	1.3 Others involved in the assessment



	Principal Housing Manager x 2

Projects Officer

Equality & Diversity Manager 


	1.4 Date of assessment 



	29 October 2007 (revised Jan 2008)


	1.5 Date submitted to Equalities and Diversity Officer
 

	


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



	Key work areas:

We provide an excellent customer focused Housing Management Service to the council’s 30,000 rented properties and cross-tenure communities. This service is delivered via 13 dedicated Community Housing Offices and three Customer Service Centres. These services are:

• Estate management

• Tenancy enforcement including anti-social behaviour and rent arrears

• The management of void properties

• Lettings

• Reporting & monitoring repairs

• Working in partnership with other agencies, especially Newcastle City Council

• Working with leaseholders and the private sector

• Contributing to regeneration and development

• Sustaining and supporting tenancies and communities

• Assisting in the delivery of the Modern Homes Programme

· Rent Recovery and Income Management


	2.2 Are there any service standards for the service?
 

	· We will ensure that all Your Choice Homes applications received at Community Housing Offices are registered within 5 working days

· We will give you a copy of our empty property standard and will tell you about the work we will do to your home before you move in. Our target is to meet the standard for at least 95% of new tenancies.

· We will carry out a home visit within six weeks of you moving into your home, to discuss any problems you may have, including paying your rent
· We will offer you the service of an Advice and Support Worker if you are having difficulty paying your rent and have substantial arrears 
· When you report a case of nuisance or harassment to us we will complete an incident form and give you a copy as a receipt.

· We will begin investigating cases of nuisance or harassment either: 

· the next working day

· within five working days, or

· within ten working days.

· If you visit any of our offices, our reception staff will see you within five minutes of you arriving

· We will answer all telephone calls within five rings

· If you write to us, we will reply within 15 working days 

· We will carry out an estate inspection of all estates twice every year

· We will arrange an estate walkabout for all estates on an annual basis, and will invite all tenants to attend




	2.3 What are the current priorities of the service?



	Key Actions (2007 – 08 Service Plan)
· Continue to implement outcomes from Housing Management Review 
• 100% commitment of Housing Project Fund by 31/03/2008

• Introduce a procedure for responding to mortgage reference requests by 31/03/2008

• Review links with Safe Newcastle on Multi Agency Problem Solving/Neighbourhood response by 31/03/2008

• Review community housing management attendance at meetings by 30/06/2007

• Review telephone service offered by Community Housing Offices by 31/03/2008

· Achieve on line targets as contained in work plans on core Housing management  business including rent arrears, void totals,, void re- lets and customer satisfaction

· Implement final actions from rent arrears committee 

Equality and Diversity Targets/ Actions

· Implement outcomes of disability action plan audits 


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



	The breadth and scope of the housing and estate management service is such that there is a link with all of the service YHN provides and the services provided by partners and contractors.
While the following is not exhaustive for the purpose here the main service areas, associated and procedures are : 
· All YHN policies and procedures
· Advice & support team
· ASB team

· Asset management service within YHN

· Asylum support service
· Benefit service (NCC)

· Bridging Newcastle Gateshead Pathfinder

· Care services (YHN including CCAS and Sheltered housing management)

· Concierge service

· Family Intervention Policy
· Finance services 

· Furniture services

· Investment planning and the delivery of the modern homes programme 

· Income management service

· Leasehold management 

· Neighbourhood management

· Neighbourhood Services (SLA’s,  repair and maintenance)

· Newcastle Independent Network

· Northumbria Police

· Organisational development 

· Performance management and policy team

· Primary care trust

· Relocation and resettlement 

· Safer Newcastle Partnership
· Strategic housing function (NCC)

· Void property management and associated tenants

· Young people’s services 
· Your choice homes service and policy 


Section 3: Service data audit 

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



	· Housing management review consultation 
· Customer satisfaction surveys
· STATUS survey
· Estate walkabouts 
· Compliments, comments and complaints
· Tenant and resident meetings feedback
· Customer satisfaction around area project fund
· Feedback from inspection of voids re-let property standards


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



	· HQN review of Your Choice Homes 2005
· Development work that led to young people’s housing pathway
· Development work that led to housing & resettlement of prisoners protocol (HARP)

· Housing and resettlement of Prisoners research

· BNG research on BME communities and housing their housing needs within the city carried out 2007



	3.3 What demographic data do you have about your customers?



	· Northgate Data
· ONS estimates 2006
· 2001 Census



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?


	The Audit Commission inspection of Your Homes Newcastle and its report on the inspection published in January 2005 made a number of recommendations for YHN as a whole. The Housing Management Service and the wider Tenancy Services Directorate have contributed as necessary to our organisational response to these issues. Specific information is provided at 4.2 below.  


	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?


	Carry out a robust audit of the CRE Code of Practice for Rented Housing and ensure compliance within 12 months – Audit of previous code for rented housing and revised CRE guide for Housing (All tenures) April 2007 carried out, gap analysis and action plan currently under development.

Introduce comprehensive and regular monitoring of customer profiles and report to Board – Board ethnicity reports introduced Spring 2005 and reported twice yearly there after. June 2007 and December 2007 reports include broader demographic information and customer profile of YHN customers.

Ensure a comprehensive picture of the incidence of racial harassment – incorporated into board ethnicity monitoring reports, ARCH (Agencies against Racist Crime and Hatred) reporting data monitored for nature frequency and geographical concentrations as necessary.

Equalities training not systematically applied – mandatory valuing diversity training introduced for all existing and new YHN staff introduced an implemented.


	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?


	· Audit Commission housing Key Line of Enquiry (Kloe) 31 which sets out the Audit Commission model of excellence for all housing organisations
· CRE code of Guidance for Housing which sets out the CRE / legislative requirements in respect of race and housing across all tenures including council owned rented housing managed by ALMOs  

· The legislative framework in respect of service provision and employment issues.
· Published Audit Commission reports (including 3 * ‘excellent’ ALMOs) highlighting models of good practice and learnings for other housing organisations to apply.


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 for the service

· All staff have attended Equalities and Diversity training
· All staff have been issued with a diversity guide booklet
· There is some concern at the potential for a lack of consistency of delivery of our services across 13 housing offices and three customer service centres. Hence, YHN has produced and promoted a staff diversity guide covering customers needs and guidance on how to address them.
· Our policies currently don’t allow children over 16 to count as part of the household.  (Potential issue in connection with race, disability, religion, age)

What evidence do you have to support your response:
· Attendance at training

· Diversity Guide distributed

· Re-housing application policies and procedures

	Race:
· Until fairly recently there have been substantial gaps in available demographic information that is available making it unclear if needs are addressed or met.
· Some standard documents are not readily available in different languages or formats for example the Tenancy Agreement.
· More support could be given to customers whose first language is not English. For example, currently a face to face (in person) interpretation service is not readily available. However we do use the services of NIS to seek to overcome this.


	What evidence do you have to support your response: 
· Current Northgate data is not complete and may be misleading, for example, data on ethnicity and national background is measured by the number of tenancies held by customers from different ethnic communities.  whereas the 2001 census measures all members of a community living in council housing (i.e all household members). This might suggest under reporting of some communities e.g. the Pakistani and Pakistani British and the Bangladeshi and Bangladeshi British communities appear to have reduced as a % of the overall population living in city council owned homes. Our day to day local experience suggests this not to be the case.


	Gender:

· Assumptions can be made about family composition – typically women may be assumed to be the parent with whom the residency of children rests. 
· There may be a lack of understanding amongst some staff regarding domestic violence and related issues.
· A potential issue is that the customer base is made up of more women then men, however, this requires more detailed analysis of the demographic data.


	What evidence do you have to support your response:

· Same sex interviewers are available on request 
· Mixed panels are used for recruitment interviews
· Anecdotal evidence and specific cases that are escalated through appeals processes, compliments, complaints and comments processes and other enquiries.
· Demographic data held on Northgate.

	Disability:
· Concern that we don’t always make best use of adapted properties
· Lack of clarity on how to provide and who has responsibility for providing the alternative languages and formats we use e.g. Braille.


	What evidence do you have to support your response:
· Access improvements have been made to offices 
· Hearing loops have been installed to our Housing Offices
· Documents are available in other formats including BSL. Audio, Braille, and ‘easy read’.
· Home visits are available to all customers
· Many local offices make suitable adjustments to the needs of customers who have particular needs, including mental health needs
· Adaptations service is quick, effective and responsive
· Designated blocks of adapted flats (suitable for those needing level access accommodation) 

	Age:

· Under 25 year olds are excluded from many properties by informal designations.


	What evidence do you have to support your response:

· Support from Young People’s Services and Pathways are excellent.
· We use different methods of communication that target specific age groups e.g. text messaging.
· Following a review of the Your Choice Homes scheme 16 and 17 year old are now eligible to register.
· Demolition plans as part of the regeneration strategy have been re-examined to retain more small units suitable for target age groups
· Improvement of sheltered schemes and development of care services to meet the needs of older customers.

	Sexual orientation:

· We don’t know how many of our customers are from the LGB communities.
· We do receive data from ARCH on homophobic incidents and hate crime but we need to develop a more comprehensive picture and understanding of these issues.


	What evidence do you have to support your response:

· YHN are part of the ARCH system which is used to report and record homophobic incidents.

	Religion/belief:

There are substantial gaps in available statistics making it unclear if needs are addressed or met.

	What evidence do you have to support your response:

· Current Northgate data is not complete and may be misleading. See race above for detailed explanation.
Staff diversity guide addresses different religious communities, their belief systems and cultural needs.

	Other disadvantage:
· Other disadvantages may include poverty, economic disadvantage, social class

	What evidence do you have to support your response:

· Evidence of financial and economic exclusion through take up of Advice and Support Work Services and higher level of benefit recipients within social housing than across other housing tenures.
· 26 – 59 year olds have higher levels of benefit dependency and poverty than other tenures.


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


	Date for completion

	Actions that apply to all equalities strands:


	

	Re-emphasise the procedures & guidance for all staff to use the Northgate demographic data to inform service development & delivery in their day to day customer interaction; to include emphasis of frontline staff role in asking customers for data


	May 08

	Ensure that customer satisfaction survey results are used to inform service improvements. To include reminding service managers about customer satisfaction results feeding into managers’ identification of service improvements, which feeds into annual Service Plan
	June 08 (to start using customer satisfaction results in Business & Financial planning process)

	Compare estate management service with other ALMO’s
	August 2008



	Promote availability of same sex interviews/appointments


	July 2008

	Clarify and promote the availability of documents in other formats, ie are they available on request or by negotiation


	February 2008

	Complete review and recommendations of how we treat ‘non dependent’ children (part of the Lettings Forward Plan)


	July 2008

	Seek creative solutions to maximise available stock and provide incentives to people who under occupy.

	March 2008


	Race:


	

	Gender:


	

	Disability:

·  Develop a process to enable proactive (appropriate) marketing and lettings of adapted properties through Your Choice Homes, in partnership with Social Services

	December 2008


	Age:

·  Designations review to address potential for exclusion from some blocks  by age (part of Lettings Forward Review)


	August 2008

	Sexual Orientation:

·  Inclusion of homophobic incidents and hate crimes that involve YHN  tenant, as victims or perpetrators in reports to YHN Board.

	April 2008

	Religion/Belief:
· Continue to promote use of staff diversity guide (through ‘in house’)


	March 2008

	Other disadvantages:


	


Further recommendations,  for March 2009

· Consistently incorporate diversity issues in mystery shopping exercises

· Internal communications e.g. screen savers, interactive quizzes, DVD’s etc. to raise awareness of diversity issues

· Review Valuing Diversity training, including the emphasis of the course & training methods used

· Consider how best to contribute to refugee involvement in the wider community

· Contribute to NCC Housing Strategy by building homes suitable for large families.
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