 [image: image1.jpg]Bath & North East NHS

Somerset Council Bath and
North East Somerset

Working together for health & wellbeing




                                                          

Equality Impact Assessment / Equality Analysis
	Title of service or policy 


	Service Delivery at the Bath One Stop Shop

	Name of directorate and service


	Customer Services

	Name and role of officers completing the EIA


	Kelly R H Christian – Customer Services Team Leader

	Date of assessment 

	May 2012


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 primary concern is to identify any discriminatory or negative consequences for a particular group or sector of the community.  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 including

· How the service/policy is delivered and by whom

· If responsibility for its implementation is shared with other departments or organisations
· Intended outcomes 
	The One Stop Shop (OSS) will enable visitors and residents of Bath and North East Somerset to access whatever public service they require, that is appropriate to their needs in a sensible and cost effective manner. The services will be delivered by the Customer Service Team working in partnership with External Partners. Shopmobility will also be operating from the OSS.

In addition to the Council Services, a number of external service partners will be delivering their service from the OSS. Although this will create a common identity of a place to go it will also allow individual identity.

The OSS will:-

· Improve the experience of customers by reducing the number of contacts it takes to access a range of services that they may need.

· Create a shared, future proofed, flexible space, where service can be delivered in various ways by multiple providers from the quick enquiries to sensitive private issues, mediated and self-service.

· Create fresh, modern and contemporary spaces with no barriers, reflecting the local community needs where design promotes both professionalism and a friendly atmosphere for everyone.



	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?
	As part of the Customer Access Programme – The OSS will provide Customer Services for the Community/Visitors.  Services including Shopmobility will be jointly delivered by the Council, its partners and agencies.  In due course there will be 3 OSS, together with a Telephone Communications Hub in Lewis House.  (Currently the Contact Centre, Keynsham are working with various departments to put together the final touches for the next phase of the programme.)
External Partners that will be operating from the OSS are as follows:-

· Citizens Advice Bureau 

· HMRC

· Connexions

· Somer Housing incl. SWAN

· Age UK

· Dorothy House Hospice

· Community Service Volunteers

· Bristol Credit Union

· Genesis Trust.
Internal Partners that will be operating from the OSS are as follows:-

· Housing Benefit & 
Council Tax

· Housing and Homesearch

· Social Care

· Environmental Services

· Planning Services

· Building Control 

· Shopmobility 

· Council Connect Services

	1.3
	Do the aims of this policy link to or conflict with any other policies of the Council?
	All links with the Customer Access Programme, all external service partners have been issues with an Occupancy Agreement together with a full list of Protocols that include H&S and Equality.  All of which must be adhered too.  Regular Interagency Meetings will take place  with all partners and  any issues or concerns dealt with as and when appropriate.

	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. 

	
	Key questions
	Data, research and information that you can refer to 

	2.1
	What is the equality profile of the team delivering the service/policy? 
	A diverse range of Customer Services Officers/Advisors, various age groups, different sexual orientation, religious beliefs and race.  A small number are disabled people.  (We do not hold this information in respect of the external service partners.)

	2.2
	What equality training have staff received?
	The majority of the team have attended the bite size equality training; We also have an equality champion in the team. Senior Officers and Team Leaders have attended full training.  

	2.3
	What is the equality profile of service users?  
	Together with our service partners we have a diverse range of customers that fall into all the listed categories.  The planning of the OSS has taken all these factors into the consideration in the planning and layout. 

	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? 
	Numerous data was gathered not only for our own services but also service partners to ensure that we captured demand and types of enquires and customers.  This information was used to analyse room usage, layout of the office and training of staff, EG – Services required to satisfy customer needs. How to deal with sensitive issues, vulnerable people, and support people with disabilities.  A number of visits were made to other OSS and best practise was shared between the authorities.  GAPS – not everyone will be able to come into the OSS, so various outreach points have been set up. Plus the Customer Services Visiting Team is able to visit any customers within the Bath and North East Somerset Area.

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

What were the results?
	In addition to the above, we used information that had been gathered during exit surveys and talking to customers about what additional services they would like to see incorporated into the OSS, together with our own experience we produced a list of services and partners that would benefit customers in the OSS.

	2.6
	If you are planning to undertake any consultation in the future regarding this service or policy, how will you include equality considerations within this? 
	We have set up regular interagency meetings; the first took place at the beginning of April 2012.  It has been agreed that a satisfaction workshop will take place within the first 6 months of opening.

	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 equality groups or helps promote equality in some way.  

· Could have a negative or adverse impact for any of the equality 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 people, covering all protected characteristics outlined in the Equality Act.

Including gender, transgender, sexual orientation, age, disability, ethnicity, civil partnership or marital status, religion/belief
	All staff have attended equality training.  

There will be no impact to what level of service is given out at the OSS.  A fair and equitable service will be delivered.
	Any inappropriate behaviours will be dealt with in accordance to Policies



	3.2
	Disability - identify the impact/potential impact of the policy on disabled people (ensure consideration of a range of impairments including both physical and mental impairments)

Age  – identify the impact/potential impact of the policy on different age groups
	All staff have attended equality training.  
Reasonable adjustments have been made. A number of staff will be available to assist.  Cash machines are set at different heights and staff will be available to assist if it is more appropriate that a customer is served by a cashier rather than a machine.
	


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.  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

	Not everyone in B&NES will be able to come into the OSS, so various outreach points have been set up. 
	Monitor the take up of outreach services; alter frequency / locations as appropriate.
	
	
	

	Produce a list of services and partners that would benefit customers in the OSS.
	Revise the ‘invitations’ for external partners to participate in the one stop shop.
	
	
	


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 Equality 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: Ian Savigar (Divisional Director)

Date: December 2012
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