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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



	Leasehold


	1.2 Director of Service 



	Director of Business Services



	1.3 Others involved in the assessment



	Leasehold Manager

Equality & Diversity Officer x2 


	1.4 Date of assessment 



	11 October 2007



	1.5 Date submitted to Equalities and Diversity Officer
 

	5 December 2007




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



	 Key work areas:

· Manage all issues relating to leasehold property ownership.

· Issue annual service charge invoices and manage individual accounts.

· Consult with customers on proposed capital works schemes.

· Provide statistical and management information in line with statutory requirements.

· Resolve issues and provide advice in relation to the leasehold management process.



	2.2 Are there any service standards for the service?
 

	Key targets:

New Leasehold Service Standards have been revised to include the following:
· We will send you a welcome pack as soon as we are told that you have bought your home.

· We will send you a leasehold newsletter twice a year.

· We will invite you to a leaseholders’ forum once a year.

· We will consult you at least 30 days before we carry out any major work to your home.




	2.3 What are the current priorities of the service?



	Key actions:

· Establish a baseline for customer satisfaction with the leasehold service by 31/03/2008.

· Investigate opportunities to manage leasehold properties for other authorities during 2007/08.

· Explore possibilities for leaseholders to buy into the investment programme by 31/03/2008.

· Achieve all time limited goals within the Key Lines of Enquiry project plan during 2007/08.

· Achieve a customer service accreditation for the Leasehold service during 2007/08.

· Produce a comprehensive updated leaseholder handbook during 2007/08.

· Set up internal performance indicators for the leasehold service by 31/03/2008.

· Develop a leasehold policy manual and team procedures by 31/03/2008.

Equality & Diversity targets/actions:

· Use demographic data to develop a detailed leaseholder profile by 31/12/2007.




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



	There are statutory procedures regarding leasehold management that are followed.

· The service has written policies for:

· Right to Buy service

· Insurance section

There are policies in development for:

· Leasehold strategy

· Leasehold service development plan

· Service charging

The service has links with:

· Investment Delivery (and its partners)

· Housing management

· Exchequer services

· Property services

· Legal services

· Neighbourhood services

· Health services

· Social services

· Land registry

· Repairs and Maintenance

· Income




Section 3: Service data audit 

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



	· The results of the first leasehold survey (end of 2006)
· Compliments, comments & complaints monitoring

· Feedback on repairs & maintenance 

· The second customer service survey is waiting to go out and data will be collected from these
· Returned Leasehold Query sheets.



	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 data is in the report from the information gathered from the first customer service satisfaction survey



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?
KLOEs as follows:

· Has a clear understanding of its local community using all relevant information, including the input of local partners, and knows its own service user profile, making necessary adjustments where this is out of step in meeting the needs of those that require services.

· Promotes low cost home ownership products to all groups to ensure equal access and monitors access on a regular basis.
· Clearly recognises the different populations of home owners, and ensures services reflect these differences, with staff trained to deliver a service which is appropriate to the diversity of home owners
· Knows, records, analyses and monitors information about the ethnicity, vulnerability and disability of home owners and uses it to inform service delivery and prioritise resources.
· Provides information about services and service standards in a comprehensive range of languages and formats appropriate to home owners’ needs e.g. large print, Braille, other languages, etc.

· Ensures there is easy access to interpreting and translation services in local community languages.
· Works with its component communities to ensure fair representation and access to service take-up.
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:
· Differential impact
Leasehold Service users have a different relationship with YHN compared with many other customer groups. They cannot opt out of the service and often do not understand what they are being asked to pay for. This means much of the work we do is aimed at relationship building and explaining what we provide, in addition to complying with statutory requirements.
To date (Oct 07) we have demographic data on ethnic origin/race for about 400 of our 1400 customers. 89.9% of them are white British. We are still collecting data, to give us a fuller picture. We will target non-respondents to our next survey.



	What evidence do you have to support your response: 
· We include Strap lines on all printed material
· National Interpreting Service is used
· Our surveys include demographic questions
· Letters, complaints, phone enquiries



	Gender:

· No issues


	What evidence do you have to support your response:

· Mixed panels in recruitment interviews
· Leasehold forum is mixed with balanced interviews proportion of male & female attendees



	Disability:
· No issues


	What evidence do you have to support your response:
· Staff attend Valuing Diversity course

· BSL signer has been used when needed for a meeting

· We make sure customers know about other services that could support them, e.g. CCAS

· Accessible venues are always used for customer events
· Strap lines on printed material, offer audio tape, large print, Braille
· Home visits offered

· Adaptations are now linked to the Modern Homes programme via a fast track system



	Age:

Yes

· 60 – 70% of customers are aged 55+ 
· Some older customers have low levels of understanding of the service charges and services provided under the lease. Actions we take to help with this are shown in the evidence section below



	What evidence do you have to support your response:

· Comprehensive correspondence is sent to all customers, e.g. FAQs, easy to understand guide to service charge bills, Leasehold Handbook
· Plain English 


	Sexual orientation:

· No issues
YHN does not collect data on sexual orientation



	What evidence do you have to support your response:

· YHN is currently determing whether/how to collect data on sexual orientation


	Religion/belief:

· No issues


	What evidence do you have to support your response:

· Appointments are made to suit customers so customer can avoid any clash with prayer or religious festival days/times
· Diversity guide issued to all staff members



	Other disadvantage:
· Low literacy levels of some customers

· Low income levels


	What evidence do you have to support your response:

· Types of enquiries and complaints received
· We offer referrals to advice & support

· We offer all the payment options we are legally permitted to offer, e.g. statutory loans, discretionary loans, interest roll-up, interest free payments, discount for prompt payment



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


	Date for completion

	Race:
· Continue to collect demographic data about customers


	Dec 08

	Gender:


	

	Disability:

	

	Age:
· Leasehold to arrange a meeting with Communications to investigate the feasibility of developing an easy read document for customers

· Develop plain English lease

	Nov 07

June 08

	Sexual Orientation:


	


	Religion/Belief:


	
	

	Other disadvantages:

· Leasehold to arrange a meeting with Communications to investigate the feasibility of developing an easy read document for customers

· Develop plain English lease

	Leasehold Manager

Leasehold Manager/NCC

	Nov 07

June 08
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