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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



	Income Section



	1.2 Director of Service 



	Director of Finance and Resources



	1.3 Others involved in the assessment



	Income Manager
Senior Income Officer
E&D Officer x2

	1.4 Date of assessment 



	9 October 2007  


	1.5 Date submitted to Equalities and Diversity Officer
 

	10 December 2007



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



	Key work areas:

· Delivering excellent services by providing a rental administration service to approximately 30,000 tenants.

· Complying with Government policies and codes of practice such as Rent Reform and Convergence.

· Reconciling weekly/annual balance of rent accounts and income received.

· Managing the recovery of YHN debt, including former tenant arrears and leaseholders. 

· Developing and maintaining the rents module of the Northgate system.

· Providing accurate and effective advice and information to external and internal customers.


	2.2 Are there any service standards for the service?
 

	Key targets:

· Produce monthly, quarterly, half yearly or annual rent account statements for approximately 30,000 current tenants during 2007/08.

· Processing 100% of rent and service charge amendments to rent accounts within 5 working days.

· Increase cash collected during 2007/08 by the former tenant arrears team to £750k.



	2.3 What are the current priorities of the service?



	Key actions:

· Introduce an additional non-collecting week at end of financial year.

· Calculation of rent and service charges within the Governments Rent Reform and Convergence Guidelines during 2007/08.

· Contribute to achieving a Housing Revenue Account balance of £5 million by 31/03/08.

· Ensuring all rental income collected is allocated and reconciled correctly in accordance with Financial Regulations. Providing quarterly reports on this to YHN Finance Committee during 2007/08.

· Provide new debt recovery services through working with partners and outside agencies during 2007/08.

· Complete a rent and service charge setting policy by 31/08/2007.

· Consult with tenants on changes to the way we charge and collect rent during 2007/08.

· Encourage our customers to set up bank accounts that accept requests for direct debit payments through publicising in Homes and People, by 31/01/2008.

· Develop a marketing and advertising campaign to promote the use of direct debit payments during 2007/08.
Equality & Diversity targets/actions:

· See generic target list.




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



	· Business statement on rent arrears, (current & former tenants).

· Arrears, (former tenants), policy & procedures.

· Write off policy & procedures.
· Income management strategy (to be developed) 


Section 3: Service data audit 

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



	· Income focus group held in May 2004, arranged by Tenant Involvement Team. 

· Formal complaints learning reports. 

· Informal complaints

· Customer comments – thank you letters etc.

· Survey about frequency of rent statements conducted October 2006.

· Tenant event questionnaire – awaiting feedback results. 

· Feedback from incentive events – comments and quotes from customers. 



	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?



	Information held on Northgate.




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?


	Yes - How does the organization respond to the diversity of its community to ensure that all users, or potential users, have fair and equal access to housing income management service area?
There may be some issues regarding financial inclusion, around which the Income section is currently working with the Advice and Support Team. 



	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



	Race:
· Specific strap lines would be more useful than generic strap lines for rent statements and rent increase letters. 

· Staff are aware of NIS but may need a refresher 
· At the moment, posters, leaflets and application forms for the home contents insurance scheme do not include strap lines. This is because an external company provides the service.  



	What evidence do you have to support your response: 
· Currently generic strap lines are used rather than specific strap lines for rent statements and letters. 

· It has only been necessary for the team to use NIS once, so it may be necessary to refresh staff on the procedure. Also new members of staff may not be aware of the service. 
· Posters, leaflets and application forms for home contents insurance scheme do not include strap lines.




	Gender:

· Correspondence is now addressed to everyone named on the tenancy agreement instead of only the first person named on it  

· Mixed panels are in place for interviews. 

· Customers who visit YHN House are given the option of a same sex interviewer. Similarly, tenants are given the option for a member of the same sex to carry out home visits. 
· No issues within team. The Income Team is a balanced mix of male and female employees. 



	What evidence do you have to support your response:

· See above section 


	Disability:
· Income can provide home visits for tenants who are unable to access YHN House or their local housing office. 
·  Access improvements have been made to YHN House
· Correspondence is available in different formats.

· There are several issues with the Northgate system.  Northgate does not yet automatically flag up if a customer has a disability. If a customer requests correspondence in an alternative format, the system does not remember this for future correspondence.  

· When Braille is requested this can take up to six weeks, (last request was in Mar 05, supplier changed since then. Audiotape may be more time and cost effective. 
· Staff may not be familiar with the induction loop system within YHN House.



	What evidence do you have to support your response:
· See above



	Age:

· Home visits are available for customers who find it hard to get to YHN House or a local office and for people who would prefer someone to explain any correspondence face to face. 
· Support staff for young and older people are aware of the services the Income Section provides.
· There is a wide range of payment methods


	

	What evidence do you have to support your response:

· See section above



	Sexual orientation:

· As there is a minimal amount of literature produced by the Income Section, it is unrealistic for it to provide a range of images representing different family configurations. However, neither does it have traditional ‘family’ images
· There are no issues in the team. 
· The home contents insurance form has been checked to ensure it is gender free, e.g. refers to ‘partner’ rather than husband and wife.


	What evidence do you have to support your response:

At the moment only two pieces of literature are used by the Income section, one of these pieces uses the image of pound coins. 

· No issues have been raised by any team members.
· All other forms used by the Insurance section are gender free. The home contents insurance form is provided by the insurer and will be checked 



	Religion/belief:

· Staff would be granted time off to worship if requested. 
· Same sex interviewers are available upon request.
· Tenants will be given information about a variety of basic bank accounts and the tenant chooses which to use. This enables the tenant to choose an account without an overdraft or interest charges if they wish. 
· At the moment the section may make home visits/ phone calls on days of prayer, but as these are usually by appointment these times can be avoided.


	What evidence do you have to support your response:

· To date no request has been made by a member of staff for prayer space/time. However if such a request was made it would be granted. 
· Visitors to YHN House and tenants who require home visits are able to request an appointment/ interview with a member of the same sex 

· Tenants will be given information about a variety of basic bank accounts and the tenant chooses which bank to use. This enables the tenant to choose an account without an overdraft or interest charges if they wish. 
·  The Income section does not monitor customers to avoid home visits/ phone calls on days of prayer. 


	Other disadvantage:
· Steps are being taken to avoid financial exclusion.


	What evidence do you have to support your response:

· The Income section is currently working along side the Advice and Support team to increase financial inclusion for all tenants.  This will include a series of staff awareness sessions.



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


	Date for completion

	Race:

· NIS refresher training for staff, to be done at Team Leaders meeting

· Procurement process for new insurance provider underway, once this is complete Income will negotiate with new provider to produce publications that include appropriate strap lines. If the negotiation fails, we will identify a different solution 

· Include specific straplines on rent statements and rent increase letters

· Work with contents Insurance provider to explore how best to publicise service to users of other languages

· Make sure NIS introduced to new staff at team Induction


	December 2007 

April 2008 

September 2008 

April 2008 

December 2008

	Gender:


	

	Disability:

· Meeting with Geoff Ellingham to discuss vulnerability indicators with Northgate and ways to improve the system. 
· Discussion with communications team regarding the use of audiotape/Braille. 

· Make sure induction loop system is introduced to new staff at team induction. Existing staff to be reminded through Team Leaders meeting

	March 2008

March 2008
December 2007

	Age:

· Develop and implement take up campaign with Concierge and Sheltered Housing to encourage older people to use direct debit


	June 2008

	Sexual Orientation:

· Review home contents insurance form to make sure it uses gender free language

	November 2007

	Religion/Belief:

· Team to monitor customers to avoid making home visits/ phone calls on days of prayer. 
· Manager to ensure staff use the diversity guide and refresh themselves on different religions and customs e.g. the removal of shoes before carrying out home visits. 

	December 2007

November 2007

	Other disadvantages:

· Staff awareness sessions surrounding financial inclusion will take place. 

	December 2007
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