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Equality Impact Assessment / Equality Analysis
	Title of service or policy 


	Digital By Choice

	Name of directorate and service


	IT Services

	Name and role of officers completing the EIA


	Angela Parratt Head of IT & Digital Services

	Date of assessment 

	12/09/2017


Equality Impact Assessment (or ‘Equality Analysis’) is a process of systematically analysing a new or existing policy or service to identify what impact or likely impact it will have on different groups within the community.  The main aim is to identify any discriminatory or negative consequences for a particular group or sector of the community, and also to identify areas where equality can be better promoted.  Equality impact Assessments (EIAs) can be carried out in relation to service delivery as well as employment policies and strategies.

This toolkit has been developed to use as a framework when carrying out an Equality Impact Assessment (EIA) or Equality Analysis on a policy, service or function.   It is intended that this is used as a working document throughout the process, with a final version (including the action plan section) being published on the Council’s and NHS Bath and North East Somerset’s websites.    
	1. 
	Identify the aims of the policy or service and how it is implemented.



	
	Key questions
	Answers / Notes

	1.1
	Briefly describe purpose of the service/policy e.g
· How the service/policy is delivered and by whom

· If responsibility for its implementation is shared with other departments or organisations
· Intended outcomes 
	The Digital by Choice programme will be delivered by IT services in B&NES but this will be done in conjunction with most if not all, service areas across the Council and where relevant, partner organisations. 

The purpose of Digital by Choice programme is to move activity and transactions on-line wherever possible because this is generally the most cost effective way to service customer demands.  It will also provide an additional contact channel and enable customers to contact us 24/7 to report issues, log requests etc. The programme will support service teams in automating business processes wherever this is appropriate for the service delivered. 
The programme is called Digital By Choice because there is an understanding that not everyone has a modern digital device with which to access online services. There is no intention to close down other channels of access (ie telephone / post / face2face). However we are setting out to deliver digital options that are so user friendly and accessible that they become in most cases, the first choice for customers. For those individuals and their carers who cannot or choose not to use digital channels, they will still be able to access Council information and transact as they do now – by phone or by visiting our One Stop Shops.
The intended outcomes of the Digital by Choice programme are:
Improvements for our Citizens
Citizens will know that the cost of services provided to them is as low as it can be and that they are getting excellent value for money; services can become more preventative rather than reactive and people will see things being fixed and responded to before small problems become big problems. Organisational and agency boundaries won’t get in the way and it will feel as if you are being supported by one public sector.

Moving customers away from more costly non-digital channels, improves speed of service, increases staff productivity, releases staff time for those customer who need more support and contributes to cost reduction in service areas.

People feel safer as we share intelligence with other agencies; as we share information about individuals with other agencies we can improve health and care. 
Benefits of the programme

Improved digital processes will lead to …

· Faster end to end transaction processing (less duplication & manual error)
· Less (no) paper and reductions in associated costs eg print, postage

· Faster issue resolution eg time from reporting to job completion improved

· Increased staff productivity – online access to records and information across a variety of devices (including your own) – day or night

· Reduction in contacts and calls to back office departments and Council Connect

· Quicker responses to opportunities to involve the community

· Improved satisfaction with the Council

· Improved IT literacy of our workforce

· Greater engagement with Community 



	1.2
	Provide brief details of the scope of the policy or service being reviewed, for example:

· Is it a new service/policy or review of an existing one?  
· Is it a national requirement?).

· How much room for review is there?
	Essentially this is not a new service, but it is a different approach to delivering services and the related customer interaction.  At its simplest, Digital is a way of accessing information and performing transactions online. It is already possible to do a number of things online with the Council (eg look up your bin collection, apply for a School place, apply for Planning permission). The Digital By Choice programme will extend the number of things that customers can do online.

This will include redesigning business processes and workflows, automating processes wherever possible and appropriate.  The website will be fully mobile which will increase its accessibility for those who use mobile phones as their primary source of communication. Improved forms on the web will make it easier for customers to request, apply or report something. Automation will ensure the customer’s request is routed to the right team / service, that the customer receives an acknowledgement and where necessary can track progress.   
Digital delivery is part of the Government’s Plan for Britain. In March 2017 a Digital Strategy was published by Government Digital Services (GDS). Within that there are 10 GDS design principles which will be used to shape digital solutions at B&NES. The principles are clear that the aim is to design solutions that anyone in our population can use:
1. Start with user needs
2. Do less
3. Design with data
4. Do the hard work to make it simple
5. Iterate. Then iterate again.
6. This is for everyone 

7. Understand context
8. Build digital services, not websites
9. Be consistent, not uniform
10. Make things open: it makes things better
Digital services are also required because people want them. Increasingly our customers and citizens expect to be able to interact online with the Council. Research demonstrates that more and more people are using mobile devices to undertake a range of tasks from shopping, research and social communication. 

User experience (UX) specialists will ensure that we are designing digital solutions that people will want to and can use – easily. 


	1.3
	Do the aims of this policy link to or conflict with any other policies of the Council?
	Digital By Choice supports Council policies and is a contributor to the priority to be an efficient organisation.

	2. Consideration of available data, research and information



	Monitoring data and other information should be used to help you analyse whether you are delivering a fair and equal service.  Please consider the availability of the following as potential sources: 

· Demographic data and other statistics, including census findings

· Recent research findings (local and national)
· Results from consultation or engagement you have undertaken 
· Service user monitoring data (including ethnicity, gender, disability, religion/belief, sexual orientation and age) 

· Information from relevant groups or agencies, for example trade unions and voluntary/community organisations

· Analysis of records of enquiries about your service, or complaints or compliments about them 

· Recommendations of external inspections or audit reports


	
	Key questions


	Data, research and information that you can refer to 

	2.1
	What is the equalities profile of the team delivering the service/policy? 
	This programme will work across the whole council. Its workforce is diverse in terms of protected characteristics. 

	2.2
	What equalities training have staff received?
	All staff previously employed by Mouchel followed the Council’s induction programme when moved back in house, which included equalities training.  All staff starting employment since will also have followed the induction programme which includes equalities training. 

	2.3
	What is the equalities profile of service users?  
	Primarily the programme will benefit B&NES residents, for equalities profile of the area, see census data 2011 

	2.4 
	What other data do you have in terms of service users or staff? (e.g results of customer satisfaction surveys, consultation findings). Are there any gaps? 
	2016 Ofcom report evidences the increased use of the internet and online access.  For example 70% of adults now own a smartphone and 65% of adults use a smartphone to go online. 87% of the national population now have access to the internet and 33% of those who don’t will ask someone else to access it on their behalf. 
In relation to B&NES 51%  of those accessing the Council website use a mobile device and it’s estimated that this is increasing by around 10% p/a. 

	2.5
	What engagement or consultation has been undertaken as part of this EIA and with whom?

What were the results?
	There are no plans currently to remove any of the existing channels of communication and these will continue to be available, so no consultation has taken place at this stage. 

	2.6
	If you are planning to undertake any consultation in the future regarding this service or policy, how will you include equalities considerations within this? 
	Initially we’ll be commissioning work for the new external website, this will include User Testing across a range of users and will take note of feedback and potential barriers. In addition the templates commissioned for the website will comply with WCAG 2.0 accessibility guidelines. 

	3. Assessment of impact: ‘Equality analysis’


	
	Based upon any data you have considered, or the results of consultation or research, use the spaces below to demonstrate you have analysed how the service or policy:
· Meets any particular needs of equalities groups or helps promote equality in some way.  
· Could have a negative or adverse impact for any of the equalities groups  


	
	
	Examples of what the service has done to promote equality


	Examples of actual or potential negative or adverse impact and what steps have been or could be taken to address this

	
	
	
	

	3.1
	All protected characteristic
	We will try to ensure that the content of our web pages, online forms / communications includes information that is relevant to all members of our diverse community, and is also inclusive in terms of the visual imagery we use.
	

	3.2
	Gender – identify the impact/potential impact of the policy on women and men.  
	None identified
	There is no impact on the basis of gender, the Digital by Choice programme is not changing services delivered, it is providing an additional channel for interaction with the Council. 

	3.3
	Pregnancy and maternity 

	There could be a positive impact as improved online access means that it is possible to request Council services 24/7 so easier to do at time convenient for customers with caring responsibilities.
	There is no negative impact. 

	3.4
	Transgender – – identify the impact/potential impact of the policy on transgender people
	None identified
	There is no negative impact, online and digital services will be accessible by transgender customers.  

	3.5
	Disability - identify the impact/potential impact of the policy on disabled people (ensure consideration both physical, sensory and mental impairments and mental health)
	For some people with a disability improved availability of online access will mean it is easier for them to interact with the Council.
As the new website and digital services are developed, we will ensure that the technical design makes it possible to use the widest range of software that users might have which suits their particular needs. 
	Any digital service will follow accessibility guidance from both the WCAG 2.0 and the Government Digital Services standards.
For disabled people who cannot or find it difficult to use digital / online the existing channels will continue to be available.  

	3.6
	Age  – identify the impact/potential impact of the policy on different age groups


	Support is available in libraries and One Stop Shops to help any customer who needs support to become familiar with online access.  
	It is possible that the increased emphasis on digital channels could impact upon older people more than other residents. However, existing contact channels (i.e. telephone or face to face help in our One Stop Shop) will still be available for those who prefer to use these methods of contact. 

	3.7
	Race – identify the impact/potential impact on different black and minority ethnic groups 


	The Council provides translation and interpreting services to support communication for those who need it.  These services (which include written translation, interpretation and British Sign Language) will remain available where this might be needed for face to face or telephone contact. 
	People whose first language is not English may prefer using face to services, as this may make it easier to communicate effectively and obtain the service they need. It will still be possible for customers to access face to face services and support in our One Stop Shops.  

	
	
	Examples of what the service has done to promote equality


	Examples of actual or potential negative or adverse impact and what steps have been or could be taken to address this

	3.8
	Sexual orientation - identify the impact/potential impact of the policy on 

lesbian, gay, bisexual, heterosexual people
	None identified
	There is no negative impact, online and digital services will be accessible for all customers regardless of sexual orientation. 

	3.9
	Marriage and civil partnership – does the policy/strategy treat married and civil partnered people equally?
	None identified
	There is no negative impact, online and digital services will be accessible for all customers regardless of marriage / civil partnerships.

	3.10
	Religion/belief – identify the impact/potential impact of the policy on people of different religious/faith groups and also upon those with no religion.
	None identified
	There is no negative impact, online and digital services will be accessible for all customers regardless of religion or belief.  There could be a positive impact as more services will be available 24/7 which means it won’t exclude those people whose religious festivals or holy days fall differently to conventional UK holiday periods. 

	3.11
	Socio-economically disadvantaged* – identify the impact on people who are disadvantaged due to factors like family background, educational attainment, neighbourhood, employment status can influence life chances

(this is not a legal requirement, but is a local priority).
	The internet can be accessed using the Council’s free wifi in libraries and One Stop Shops.  There is also free access to PCs available in all libraries throughout B&NES.
	Socio-economically disadvantaged people will not be negatively impacted by the Digital Programme.  Statistically, even though socio-economic disadvantaged people are less likely to have landline access to broadband at home, they often do have smartphones so can access online information so a more mobile friendly website will make it easier for them to access information and services.  For those who find it difficult to access services online, there will still be the option of telephone or face to face contact. 

	3.10
	Rural communities* – identify the impact / potential impact on people living in rural communities


	Increased access to online services could have a positive impact on rural communities, making it easier for them to transact with the Council without having to travel.
	It is dependent on the local availability of broadband speeds, but other channels (such as telephone access) will continue to be available for those who have poor or no broadband service. 


There is no requirement within the public sector duty of the Equality Act to consider groups who may be disadvantaged due to socio economic status, or because of living in a rural area.  However, these are significant issues within B&NES and have therefore been included here.  
4. Bath and North East Somerset Council & NHS B&NES
Equality Impact Assessment Improvement Plan

Please list actions that you plan to take as a result of this assessment/analysis.  These actions should be based upon the analysis of data and engagement, any gaps in the data you have identified, and any steps you will be taking to address any negative impacts or remove barriers. The actions need to be built into your service planning framework.  Actions/targets should be measurable, achievable, realistic and time framed.
	Issues identified
	Actions required
	Progress milestones
	Officer responsible
	By when

	The Digital by Choice Programme will be developing digital improvements on behalf of service areas across the Council.  Although currently changes planned will only provide a new channel for interaction (additional to existing channels, not a replacement).  It is possible in the future changes to a service itself may take place.   
	If this does happen the service area concerned would carry out an EIA with the Digital Programme to assess impact on different groups of service users / customers. 
	These will be determined if required on an individual project basis depending on the service area involved.  
	Officer with responsibility for the service concerned. 
	To be decided if / when need arises 

	We need to understand the take up of online services and also any barriers to their use. 

	Measuring progress through for example: 
· Uptake of online vs other channels of communications

· Feedback on website 

· Customer Satisfaction Surveys

· Number of ‘hits’ on a page and length of time spent on page
· Number of web forms not completed or completed incorrectly. 

· Voicebox survey
	This will depend on individual project plans within the overall programme and the service areas involved.  

	Project Manager (s)
Service Manager(s) 
	To be determined


5. Sign off and publishing
Once you have completed this form, it needs to be ‘approved’ by your Divisional Director or their nominated officer.  Following this sign off, send a copy to the Equalities Team (equality@bathnes.gov.uk), who will publish it on the Council’s and/or NHS B&NES’ website.  Keep a copy for your own records.
Signed off by:


ANGELA PARRATT

(Divisional Director or nominated senior officer)

Date:
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