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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



	Technical & Maintenance


	1.2 Director of Service 



	Director of Tenancy Services


	1.3 Others involved in the assessment



	Head of Property Maintenance 
Quality & Scrutiny Manager

Equality & Diversity Officer


	1.4 Date of assessment 



	30 October 2007



	1.5 Date submitted to Equalities and Diversity Officer
 

	6 December 2007



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



	Key work areas:

The Technical & Maintenance Section is the YHN Client Team managing all aspects of repairs and maintenance, void reinstatement, minor works and programmed and cyclical maintenance for Newcastle City Councils housing stock.

The section also gives technical support to Investment Delivery, Leasehold Management, Community Housing Management, the Asylum Seekers Unit and Facilities Management.

We have overall contract management responsibility for the repairs service provided by City Build to Newcastle City Council Homes.



	2.2 Are there any service standards for the service?
 

	Key targets:

· We will widely publish how you can report repairs
· We will widely publish the repairs that are your responsibility. If you want us to carry out these repairs we will do so and charge you

· We will make sure that all workers provide identification, have the skills they need to carry out the repair, use good quality materials, tidy up after all work we do and treat your home with respect
· Wherever possible we will try to complete your repair as agreed. If however we have to cancel your repair or appointment we will contact you to re-arrange it at a convenient time for you

· We have a discretionary allowance scheme to allow you to make  a claim for unreasonable delays in carrying out your repairs

· We will monitor  the performance and quality of our repairs service

· We will widely publish our performance figures at least every quarter

· We will keep a record of all complaints made about repairs and will make sure that they are passed to the relevant person to investigate and reply

· We aim to carry out all emergency repairs within 4 hours. Our target is to do this for at least 99% of emergency repairs

· We aim to carry out all urgent jobs within 3 working days and our target is to do this for at least 98% of urgent repairs

· We aim to carry out 7 day and 20 day routine repairs within these timescales. Our target is to do this for at least 96% of 7 day repairs and 98% of 20 day repairs

· We aim to complete repairs at the first visit whenever possible. Our target is to do this for at least 95% of all repairs

· We monitor customer satisfaction and our aim is to achieve at least 92% satisfaction with the repairs service




	2.3 What are the current priorities of the service?



	Key actions:

· Ensure R&M contract is delivered within budget during 2007/08.

· Ensure a contractor achieves all the 30 minimum contract standards during 2007/08.

· Review Policy and procedures to comply with changes to Building and Electrical Regulations by31/03/2008.

· Allocation of resources to undertake feasibility studies and the management of Area Project Fund Schemes is included within the capital funded element of the Technical and Maintenance Team budget.

· Review criteria for repairs and maintenance replacement rules during 2007/08.

· Protocol for minor works to be implemented by 31/12//2007.

· Ensure arrangements for managing asbestos left in situ are in accordance with best practice and Health and Safety Executive guidelines.
· Ensure arrangements for monitoring Legionella in offices and multi-storey properties are in accordance with best practice and Health and Safety Executive guidelines.
· Option appraisal undertaken on the management arrangements of the painting and decorating programme by 31/03/2008.

· 95% of Environmental Planned Maintenance Programme projects delivered within contract prices and project timescales during 2007/08.

Equality & Diversity targets/actions:
· Monitor Citybuild’s equality and diversity contract Key Performance Indicators to ensure targets are achieved and actions implemented.



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



	Written policies and procedures are being developed, the repairs and maintenance strategy is complete.

The service is involved with:

· Housing Management

· Investment Delivery

· Community Care Alarm Service

· Neighbourhood Services

· Asylum Seekers Unit

· Health and Safety

· Fire Service

· Northumbria Police

· Tenants Federation - Repairs Development Group

· Building Research Housing Group

· Core Cities Benchmarking Group

· Current Construction Legislation:

· CDM

· Planning

· Building Control

· YHNs Procurement Strategy




Section 3: Service data audit 

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



	· Customer satisfaction feedback cards
· Customer satisfaction telephone poll
· 10% post inspections
· Complaints monitoring

· Mystery shoppers March 07 report

· Repairs Development Group feedback from Tenants Federation

· Young Peoples mystery shop in June 07


	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



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?


	No 


	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:
Yes
· Some BME communities do not feel comfortable reporting a repair face to face. E.g. because those customers do not want to inconvenience the staff or they consider it would be like making a complaint
· We have alternative ways to report a repair, e.g.
· Telephone reporting

· Online reporting

· Text reporting

· Staff use NIS as needed


	What evidence do you have to support your response: 
· Anecdotal evidence



	Gender:

Yes
· The service cannot offer a female operative across the trades, so we cannot offer same sex appointments
· Can offer a female accompaniment from:

· Tenant liaison staff or
· Housing Services staff


	What evidence do you have to support your response:

· Knowledge of contractor workforce breakdown



	Disability:
Yes
· Reporting a repair is largely telephone based, which may be difficult for some customers
· We have alternative ways to report repairs, e.g.

· Face to face reporting
· Local housing office

· Estate Officers

· Concierge

· CCAS
· Online reporting
· Role out of guidance to staff and managers on DDA responsibilities

· Access improvements to offices



	What evidence do you have to support your response:
· Anecdotal evidence


	Age:

Yes
· Reluctance of older people to access the repair service because they see it as undermining their independence


	What evidence do you have to support your response:

· Anecdotal 


	Sexual orientation:

No 
We do not hold information about customer sexual orientation


	What evidence do you have to support your response:

· Staff have had Valuing Diversity training
· YHN staff have diversity handbook
· City Build staff have undergone Valuing Diversities training



	Religion/belief:

Yes
· Some communities do not feel comfortable reporting a repair face to face.  E.g. because those customers do not want to inconvenience the staff or they consider it would be like making a complaint

· We have alternative ways to report a repair, e.g.
· Telephone reporting

· Online reporting

· Text reporting

· Staff have had Valuing Diversity training

· YHN staff have diversity handbook

· City Build staff have undergone Valuing Diversities training
· The nature of the work means it is not safe for staff to remove their shoes in a customers house, so they wear shoe covers as an alternative to this


	What evidence do you have to support your response:

· Alternative ways to report a repair:

· Telephone reporting

· Online reporting

· Text reporting

· Repairs booklet sent to every tenant, Oct 2007


	Other disadvantage:
No


	What evidence do you have to support your response:

· All appointments are made to meet the customers requirements



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


	Date for completion

	Race:


	

	Gender:


	

	Disability:

· Access improvements to offices


	Nov 07 (for current phase)

	Age:

· Check whether the level of repairs requests are as expected for younger tenants
· Targeted promotion of fact that repairs are included in the rent and everyone has a right to repairs


	Jan 08

July 08

	Sexual Orientation:


	

	Religion/Belief:


	

	Other disadvantages:


	

	Generic actions:

· Record anecdotal evidence through the compliments, complaints and comments process, so it is formally collected


	July 08
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