EQUALITY AND DIVERSITY IMPACT ASSESSMENTS

Please transfer any actions you intend to take to the Action Plan at the end (as Service Plan)

YOUR FUNCTION OR POLICY AREA:  Housing & Council Tax Benefit


OFFICER(S) COMPLETING THE ASSESSMENT: Shaun Butler
TEL: 01453 754035



SERVICE: Customer Services
DATE: 18/11/08



	
	EQUALITY AND DIVERSITY IMPACT ASSESSMENTS

Please transfer any actions you intend to take to improvement plan at end



	NO. 
	QUESTION

	
	GENERAL

	1
	Please provide a brief description of the function and/or related policy(ies) including its aims and objectives

	
	Provision of a statutory Housing Benefit and Council Tax Benefit Service


	2
	Please list the main stakeholders/beneficiaries in terms of the recipients of the function or the target group at whom the policy is aimed

	
	· Residents of the District (7300 households receiving benefit at any given time)
· Internal customers such as Rent and Council Tax for whom Benefit awards represent a reduction in the amount of rent / Council Tax to be collected. Others include assistance with prevention of homelessness via HAT and Environmental Health
· External Customers such as landlords to whom payments of Housing Benefit are made



	3
	If the function is provided by another organisation or agency on behalf of the Council, please give the names of these organisations/agencies

	
	NOT APPLICABLE


	
	CONSULTATION

	4
	Please list any consultation activity with internal or external customers carried out over the last year: e.g. satisfaction surveys, focus groups,etc

	
	· Bi-annual Benefits Customer Satisfaction Survey


	5
	Please list any alternative arrangements you have made or are planning for consulting with hard-to-reach groups within the community

	
	· Benefit take up campaigns
· Benefit awareness talks to residents of SDC warden controlled schemes

· NI14 surveys

· See 4 above (as and when required)


	6
	Please list the equality groups you have consulted with?

	
	Age Concern
CAB

Sheltered Schemes

Tenants Housing Forum
As part of the Vanguard process (service review from the customer perspective) all new customers who either phone or call to Ebley Mill are given a case officer who will deal with the claim form from start to finish. We are starting to find that the customers are now ringing to speak to this original officer once their circumstances change.



	7
	Please state how you consult with members of your staff about your function/policy



	
	· Team Meetings
· Vanguard Process

· Training as changes to scheme occur


	8
	Please list any changes to your function or policy that you have made, or you plan to make as a result of consultation with different groups.  (Include this in your improvement plan summary attached)

	
	· Currently designing a new claim form (shorter in pages than previous one)
· Availability of visit to get info rather than requesting by post

· New claims assigned to an officer who will take ownership of claim and process from start to finish

· Putting Benefit Officer at front office to deal with enquiries

· Appointment System for Customers to see Case officer.


	
	DISCRIMINATION

	9
	Please list any evidence you have of the function or policy having an adverse impact on different groups – this can be internal or external

	
	None available


	10
	Could the function or policy have an adverse impact on relations between different groups? If so, please describe

	
	Not known but believe answer to be NO


	
	SERVICE DELIVERY

	11
	Please list any alternative ways designed to improve access to or use of your service by different groups, (and include this in your

improvement plan summary attached)

	
	Continuous Vanguard Process results in challenging of policy and working practices


	12
	Please list any alternative ways designed to improve access to information about your service by different groups (and include this in your improvement plan summary attached)



	
	Leaflets can be made available in different languages, we subscribe to a Benefits leaflet project co-ordinated by Dover Council


	13
	Please describe how you carry out monitoring of take up of your function/policy



	
	· Changes in caseload
· Changes in benefit expenditure

· Changes in work load 

· Changes in work type received



	14
	How are the results of any monitoring analysed, reported and publicised? 

	
	· Report to Line Manager through Director and on to Strategic Team on a monthly basis.
· Line Manager provides monthly written brief to Portfolio Holder

· Also report to HB Team for comment

	15
	Does an analysis of your customer base against baseline population figures for the district show that you are reaching all groups in the Stroud District? If not, which groups are adversely affected? 

	
	Yes

	16
	Please list any changes to your function or policy that you have made or plan to make as a result of monitoring



	
	Making greater use of visitors to help customers make claims and report changes.
We will visit on demand rather than previous system of selecting visits according to claim type.

Visiting: As a consequence of data obtained from Maiden revised visiting procedures to ensure that customers in certain parts of the district are offered visits to assist with claim form completion and provision of information in support of claims and changes to claims. The section became aware that certain parts of the district have severely limited public transport links to Ebley Mill; as a consequence a number of customers could get public transport to the offices but not a return trip on the same day! As a consequence we made more home visits available to customers in the outlying areas of the district.

Previously visits were carried out according to client group and the likelihood of finding changes to circumstances.



	
	MISCELLANEOUS

	17
	If your function is provided by a private sector or voluntary sector organisation on a contract basis, please list any arrangements you have

made or plan to make to ensure that these comply with equality

	
	N/A

	18
	Have you received any complaints about your function/policy in respect of equality issues? If so, please give a brief description



	
	None BUT we have had customers ask for larger print forms / letters and one occasion for a letter to be translated into German. All customer requests were complied with.  


	19
	Please list any staff training issues on equality arising from this assessment, (and include this in your improvement plan summary attached)



	
	All staff go through “Respect for People” diversity awareness workbook as part of probationary period, and all existing staff have completed the training, however there is no corporate provision for a periodic review of this training.
Drama-based equality workshops have been made available to all staff.  The annual appraisal system picks up any additional training issues.

A member of staff is proficient in British Sign Language.


	20
	Does your function or policy result in any financial support being given to any equality groups within the voluntary and community sector. 

If yes, please list organisations and amounts



	
	NO




EQUALITIES ACTION PLAN

The Service area will contribute to the Service and Council Equalities agenda through the following activities:
	Ref
	Action
	Lead officer
	When
	Resource
	Target/ Objective
	Update/Outcome

	
	Continuing Vanguard of Service to ensure customer needs are met
	S Butler
	Ongoing
	n/a
	Improved customer satisfaction
	Ongoing appraisal

	
	Address equalities training as part of staff annual appraisal. Eg. BSL; disability awareness. 
	S Butler
	Annual June - September
	
	All  Staff confident in dealing with a diverse customer base
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