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:  Customer Service Centre

OFFICER(S) COMPLETING THE ASSESSMENT: Shobhan Sen

TEL: 754700


SERVICE: Customer Service

DATE: 5 Nov 2008
	
	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

	
	The Customer Service Centre (CSC) is a frontline service unit within the Customer Services function in the Council. The unit provides the first point of contact for customers to Ebley Mill Reception and switchboard, Cashiers, Council Tax, Refuse and Recycling, Environmental Health and Concessionary fares. Housing Benefit and Council Tax Benefit and Planning and Building Control are located within the CSC but services are provided by non- CSC staff. The customer interaction channels include face-to-face, telephones, email and the Web. Staff are trained generically to provide all the services covered by the CSC and do so on a frequent basis. CSC staff also travel to the outreach customer points at Wotton-under-Edge and Dursley and the Mobile Police Station.


	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

	
	Citizens, Councillors, internal staff and anyone and everyone who interacts with the Council in the broadest sense of the term


	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

	
	Council wide satisfaction survey and a pilot face-to face customer survey on visitors to Ebley Mill.


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

	
	We have consulted extensively with the Equality Advisory Panel and the  Disability Access Group in the setting up of the CSC and plan to undertake some customer profiling to improve our knowledge of our customer base and their access to our services.


	6
	Please list the equality groups you have consulted with?

	
	Disability Access Group, Modern Eyes directly and the RNIB and RNID by attending joint disability forums and events.
Churches Together; Beresford Group; Stroud VCS; Stroud College; Stroud Youth Council; GayGlos; GOPA  are all represented on the Equalities Advisory Panel.


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



	
	Team meetings every 6 weeks
One –to-one meetings

Appraisal meetings

Team brief by email

Specific briefing meetings

Proud of Stroud sessions

Intranet



	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)

	
	Promoted the use of translation and interpreting services through our provider thebigword. Members of team have attended customer soft skills training and Mental Health awareness sessions. All staff have completed the corporate Equalities training programme.Introduced the availability of colouring materials, story books and internet access for children accompanying visitors to the Council Offices. Looking to provide toys for very young children in waiting area at Reception.

	
	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

	
	No known adverse impact.


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

	
	Not evident from experience.


	
	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)

	
	Undertake a customer profiling exercise and trial focusing services to the different groups in a concentrated way. Link the service development work already happening in the service through systems thinking to equality and access issues.


	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)



	
	Website
Direct face-face information giving
Reception Notice board



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



	
	Face –to face surveys planned on the back of successful pilot
Customer feedback, complaints and compliments

Quarterly “avoidable contact” monitoring – NI14.  


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

	
	Customer feedback is discussed in one-to-ones and team meetings and issues are prioritised and resolved. Regular snap surveys are planned from 2009 on the back of a successful pilot.

	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? 

	
	Customer base awareness and customer profiling will be a priority area of focus for the service starting January 2009.

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



	
	Expect the customer profiling information to help shape tailoring of services to meet the needs of various customer groups.


	
	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

	
	Not applicable


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



	
	No.


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



	
	Mental Health awareness training
Equality awareness updates at team meetings

Awareness training of translation and interpreting facilities available



	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



	
	Not to my knowledge.



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

	1.1
	Set up regular visitor snap surveys
	Shobhan Sen
	January 2009
	In house
	To measure customer satisfaction every quarter
	

	
	Mental Health awareness training
	Matt Simkins
	Q4 2008-09
	External provider
	Raise Mental health awareness
	

	
	Set up customer profiling
	Shobhan Sen
	Q1 2009-10
	In house
	Understand customer base better
	

	
	Positively target customer groups which are not so obvious
	Shobhan Sen
	Q1 2009-10
	In house
	To better serve the specific needs of specific customer groups and increase level of engagement with them
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