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London Borough of Newham

Equality Impact Assessment Form

Introduction: When completing the Assessment think from the perspective of people who will use the service or be affected by the policy or decision and use evidence to support your findings. The form is in three parts:

PART A.  RELEVANCE / INITIAL SCREENING

Part A: requires you to use evidence to assess the relevance of the policy, decision, function or service for each, and all, of the general duties.  If the evidence demonstrates that the relevance is low in all cases note any actions that may have been identified in the action plan and proceed to sign off.

If relevance is medium or you do not have enough evidence to reach a decision you will need to do further screening to decide whether or not to proceed to an assessment of impact.

PART B.  IMPACT / RESPONSE

The greater the relevance of the policy the more effort you must put into gathering evidence and assessing the impact.  Once the degree of impact has been established you must develop a proportionate response to it.  Any unlawful discrimination which might be identified must be removed.   Provide a summary with actions as a draft for publication with the EqIA to be signed off.

PART C.  SIGN OFF / PUBLICATION

Forms must be signed and dated by the relevant Executive or Divisional Director and by Corporate Planning and Partnerships before publication.

PART A.  
RELEVANCE / SCREENING

1. Title 

	Customer Access Strategy : (Realising the Benefits workstream)


2. What is being assessed

	Implementation programme (Consideration of the overall impact of the Realising the Benefits workstream)


3. Author / editor / assessor 

	This should be the person responsible for the policy, service or function

	Name: John Green
	Ext:38240

	Directorate: Customer Services
	Division: Customer Access Team

	Signature: 


4. What are the aims, objective and purpose of the policy/decision/service/function including desired outcomes?

	The overall aim of the Customer Access Strategy is to enable residents to access the council how they want to, when they want to, at maximum cost effectiveness for the Council.

To ensure the delivery of the Customer Access Strategy a series of programmes will be put in place to move as many customer transactions as possible through the following channels, in this priority order:

· Self serve on the web;

· Telephone access through the corporate contact centre;

· Face to face service through integrated front offices and ‘libraries plus’;

· Home visiting for people who cannot access services in any other way

To enable the Strategy to be implemented effectively there will be a programme of building and refurbishments, and it may also be necessary to close some existing buildings.  

The range of services to be delivered to residents through the customer access points will grow over time, as more services are identified.

There will be further technology enablement with a CRM replacement and significant integration with the systems that make other services work, as well as a fully transactional website.

Underpinning this strategy are a series of policy initiatives, these are:

· One Number Project – making greater use of a single Council phone number with the call entering a well-managed IVR system

· Cash Payment Strategy – promotion of direct debit system

· Out of Hours Service – enabling 24/7 access

· Letters – automating their distribution through the Council




5. Partners / decision-makers / Implementers 
	Identify who else will need to be involved, this could be decision-makers, frontline staff implementing the policy, partners etc.
Customer Access Programme Board

David Murray

Richard Hall

Robert Caister

Shane Mills

John Green

Customer Access Team

David Hodgkins

Keith Monery

Becky Furnell

Jan Douglas

Stephen Millard 


6. How relevant is the policy/service/function to equality groups?
	Outline the relevance of the policy/decision/service/function to the general equality duties and equality groups with a brief description of which aspects are relevant to which duties.  

You must decide the degree of relevance for all of the duties and groups. (See LBN EqIA Guidance for a list of the general duties) 

If relevance is: 

High an EqIA must be completed; Medium screen to investigate further if an EqIA is needed;
Low evidence must be given to support your decision not to EqIA.



	Equality Group
	Insert aspects of the policy/service or function by relevance to each of the general duties for all of the groups.  State the general duty being considered along with the aspect of the policy/service relevant to it.

	
	High
EqIA
	Medium
Screen
	Low

Evidence

	Race / Ethnicity
	High
	
	

	Disability
	High
	
	

	Gender / including Transgender
	
	Medium
	

	Age
	High
	
	

	Sexual 

Orientation
	
	
	Low

	Religion / Belief
	
	
	Low

	Class  or Socio - economic status
	High
	
	


7. What evidence have you used to decide the relevance? (e.g. service equality monitoring data, consultation, research etc.)
	If the policy/service/function is of no or low relevance, this should be recorded here with the reasons and evidence.  Relevance may be obvious, in which case go straight to an assessment and detailed collection of data.  In other instances a screening exercise may be needed, which will use data to identify relevance.

As this strategy is about the changes in service delivery to all the residents of Newham it is highly relevant across all 7 strands. Within the Realising the Benefits workstream, some strands do not 


	a) Age – High relevance, demonstrated in analysis of cash payments at cash offices and comms tracker survey

	b) Disability – High relevance on grounds of accessibility of services and mobility grounds. 

	c) Gender – Medium relevance, noted from analysis of cash payments in cash offices- higher percentage of women than men.
	d) Race – High relevance on the grounds of Language skills.

	e) Religion / Belief – low/no relevance on the grounds that this does not affect ability to use internet or banking.
	f) Sexual Orientation - low/no relevance on the grounds that this does not affect ability to use internet or banking.

	g) Class (socio-economic status) – High relevance on the grounds that workstream concerns methods of, and ability to make payments to the council. 


8. If you have undertaken any internal / external research or consultation(s) please list them below (including purpose and summary of analysis)

	As a part of the strategy development consultations took place with the Mayor of Newham, the Operational Executive, the Newham Executive Board, the Strategic Management Board and with staff groups from a range of services.  There has also been a review of all policy documentation leading to the development of the strategy, the PID and workstream action plans.  Consultation has taken place with all members of the Customer Access Team on the development process and progress across each of the work streams. 

Due regard has also been given to the consultations which have taken place as part of the development of the Single Equality Scheme, and the Sustainable Community Strategy.  

Research has also been undertaken on accessibility audits available to LBN to enable it to carry out effective EqIAs on its buildings and website.


9. Do you need to collect any more information or undertake any further consultation? If so what and with whom?

	Yes: See part B6


10. Is an Equality Impact Assessment necessary?

	Yes  X   Go to PART B

No  FORMCHECKBOX 
.


11. What key areas have been identified for which EqIAs will need to be completed to form an overall equalities impact assessment of the Customer Access Strategy

	Area for EqIA
	Specific Areas
	Start Date
	Lead Officer

	Accessibility of Customer Access Buildings
	New and Refurbished
	Upon agreement on an accessibility audit
	Richard Hall/Sue Richards



	Customer Access Buildings 
	Potential programme of closures
	Prior to closure programme being agreed?
	Richard Hall/Sue Richard

	ICT
	CRM and website
	Immediate
	Shane Mills

	Contact Centre
	Service delivery
	Immediate
	Robert Caister

	
	Impact of service delivery on staff
	
	Robert Caister

	Locality-based Centres
	Service delivery
	Immediate
	Robert Caister

	
	Impact of service delivery on staff
	
	Robert Caister

	Enabling Projects
	One Number Project
	Prior to roll out of service
	Richard Hall

	
	Cash Payment Strategy
	Prior to roll out of service
	Richard Hall

	
	Out of Hours Service
	Immediate
	Richard Hall

	
	Letters
	Prior to roll out of service
	Richard Hall

	Service Areas
	HB and CT

CYP services

Environment

Adults

Parking

And others as they come on stream


	Prior to any migration of staff 
	Head of area of service delivery


12. What key areas have been identified for which reviews of current EqIAs will need to be completed to form an overall equalities impact assessment of the Customer Access Strategy

	Area for EqIA
	Specific Areas
	Start Date
	Lead

	Employment 
	Workforce profiles
	Ongoing
	HR


PART B.
IMPACT / RESPONSE
1. What are the aims, objectives and purpose of the policy/ decision/service/function including desired outcomes?
	It will help to ask:

a. Why is the policy/decision needed?

b. What does the authority hope to achieve by it?

c. How will the authority ensure that it works as intended?

For a full and accurate answer to these questions a discussion will probably be needed between those who define the policy and those who implement it.

	a. Why is the change needed?

The customer access programme aims to enable residents to access the Council when they want to, at maximum cost effectiveness to the Council. "Realising the Benefits" concerns the “channel shift” (moving to cheaper access routes) for customers’ transactions with the council, including payments. This will involve changes to how payments and other transactions can be made. Its objectives are to:

-
Implement significant ‘channel shift’ initiatives, which will be accelerated by enhanced ICT for transactions.

-
Re-designing the buildings portfolio through which Customer Services are delivered to deliver cost benefits.

-
Ensuring that face to face customer services are staffed appropriately to meet the reduced demand. 

Acceleration and enhancement of the Customer Access Strategy (approved by Cabinet, September 2009) in this way is intended to deliver an additional £3m of savings, against the original Customer Access Strategy. This is based on a Target Operating Model (TOM), intended to identify £11m of savings over thee years, and which had identified £7.5m of savings in the first year of operation. The means by which these savings can be delivered is through the shifting of channels of access away from face to face to cheaper, ICT supported methods. In some cases, the implications of shifting, closing or re-designing channels will be significant, including those concerned with payment methods.  

The scope of this EqIA is consideration of the changes necessary to achieve a reduction in face to face transactions (and therefore delivering savings in staff and building costs), and the provision of alternatives, including internet channels, to replace them. In summary, this means that this EqIA is assessing the overall impact of:

1. the provision of new channels of access
2. the closure of buildings, including the impact on residents paying council bills or for council services. 

b. What does the authority hope to achieve

Overall, the authority hopes to achieve more efficient, accessible and cheaper methods of customer services. This means moving away from the use of expensive methods/channels for transactions to cheaper ones (“channel shift”). Face to face transactions through front offices are amongst the most expensive and most used channels by customers. The authority hopes to achieve a reduction in the main drivers of face to face demand at LSCs, which are:

-
Housing Benefit and Council tax enquiries (currently being moved to Broadway House)

-
Cash payments at cash offices

-
A set of “top 20” transactions that make up over 90% of residual footfall 

A programme of “channel shift” has been devised, which provides very significant opportunities in reducing the need for buildings and staff. (Housing Benefits and Council tax enquiries, which will move to Broadway House, are considered separate).

The current model proposes the retention of one Integrated Front Office (IFO), five Library Plus Centres (LPCs), with the front office for Council Tax and Benefits Enquiries at Broadway house. This model may change in response to information on customer demand, financial limitations or wider property concerns. 

c. How will the authority ensure that this works as intended?

The local authority will attempt to ensure the success of channel shift by limitation of access to expensive channels. The impact of these actions is potentially significant, particularly the minimisation of cash transactions and increase in automation. 
The authority's strategy to deal with the potential impacts and ensure the success of the programme requires it to:

-
communicate clearly and widely the benefits of these changes 

-
assist residents to make use of new channels, including providing information and advice

-
enhance efficient channels so that they are the preferred route by customers
-
ensure that new channels are subject to thorough impact assessment on a case by case basis to identify and mitigate impacts through the design of a transaction process and make a decision on the extent of the change on this basis

-          ensuring that existing services can continue through other providers and venues (particularly relevant for cash payments through All Pay).
-          retain some capacity in channels that would otherwise be closed completely to minimise impact on those unable to use alternatives (for example, including easy-read text on the internet to ensure accessibility for those with a learning difficulty or disability)
-
consider the implementation or retention of alternative channels to mitigate the impact of reducing or removing these transactions in LSCs. 
For example, if a decision is taken to remove the provision of parking permits from LSCs, it would:

o
provide an accessible, high quality online form for application

o
communicate the advantages of using the form (quicker, easier, removes the need for travel and queuing) and promote its use

o         provide information to assist the use of new channels (e.g. a how to guide, guidance on how to fill out the form). 

o         assist residents to use them (for example, by “walking residents  through” the process at an LSC for a transitional period)

o
consider providing an alternative face-to-face channel with an alternative provider (for example, allowing residents to process the form face-to-face in post offices, or to continue to use the Allpay system).

These can be broadly summarised actions to:

-
provide newer, easier and more accessible alternative channels

-
mitigate the impact of closing expensive channels by:

o
improving the ability of residents to use the desired channels

o
retaining limited capacity in some expensive channels 

o
using alternative providers for face-to-face 

This is intended to result in the impacts of “harder” channel shift being avoided, reduced, or mitigated.  



2. Start Date of EqIA

	The assessment should be started prior to policy development or at the design stage of the review and continue throughout development/review.  For an existing policy, it needs to be ensured that any changes identified as necessary can be implemented.

	The EqIA is to be commenced in early November 2010. However, assessment of individual channel shifts is ongoing, and assessments of individual channels shifts will be made on an individual basis, incorporating the considerations of this document. Individual workstreams concerning buildings, ICT and Council Tax and Benefits are either in progress or completed.   


3. Submission Date of EqIA

	The assessment will need to inform decision making so the date should take this into account. However, assessment continues with monitoring the impact of the policy following implementation.

	The EqIA is to be submitted with the cabinet report on Customer Access strategy: Realising the Benefits on the 16th December. 


4. Available evidence
	Identify what evidence is available and set it out here.  This includes evidence from involvement and consultation, equality monitoring information, research findings and performance statistics.  The Council has a substantial evidence base and considerable expertise in data collection and analysis.  If you are unsure of where to look you can contact Graeme Ligget, Research Business Manager, Policy & Research.

	1. Cash Payment analysis (Newham Policy and Research 2009)- analysis of cash payments taken during September 2009, with the results segmented by equality groups. Shows that there is little difference between ethnic groups, but that cash payments are more prevalent amongst older people (particularly in BME groups) and women. People with disabilities, people without children and those claiming housing benefit are also more likely to pay in cash. 

2. FIT Basic Bank account report (FIT 2010)- analysis of earnings, basic bank account holding, DD returns for each Newham super output area (LOSA). LOSAs are then scored and banded to create an index of financial exclusion, with Canning Town/Custom House and the Royal Docks showing the highest levels. It also indicates rates of DD returns in the borough. Compared to Greenwich, Hackney and Tower Hamlets, Newham has fewer LOSA in the highest band of financial exclusion (of five) as listed by the British Banking Association (Newham 8/161- 4.97% of LOSAs, Hackney 22/139- 15.83% , Greenwich 29/145-  20%, Tower Hamlets 9/135, equating to 6.67% of LOSAs in the most financially excluded banding). However, in Newham, all LOSAs were in bands 5,4 or 3, whereas other areas included a greater range of bands, including band 2, and band 1 in Greenwich (1 being the least financially excluded band).  
3. Queue combing October 2010 (Newham Corporate research 2010)- In October 2010, of 88 people queuing to pay cash at Canning Town and East Ham LSCs, 89% confirmed that they had bank accounts. This preliminary finding would suggest that many people paying cash do so for reasons of choice, rather than financial exclusion.
4. Cashiering trend data from the last three years is available and shows trends for all payments in cash offices segmented by cash office, and then by payment type or method. Shows reductions in the volume of cash and cheque payments in cash offices over the last three financial years. 
5. Newham Annual Residents Survey (NARS data 2006-2010) - satisfaction with and perceptions of services. Generally, shows broadly similar satisfaction levels across the council, though there are some exceptions.   
6. Newham GIS team- Geographical Information System (GIS) mapping of the travel time to Stratford IFO from various Newham locations by foot and public transport. Travel times by public transport from any part of the borough to Stratford IFO shown as less than an hour. 
7. Comms Tracker survey data (Newham Corporate Research unit- September 2010)- demonstrates internet use: general response indicates 72% had used the internet in the week before they were interviewed. However, 16% had never used the internet. Relevant equality groups shown to have low use of the internet also included: women, White British people (some other groups had higher rates of people who had never used the internet, but were based on extremely small samples. It also clearly showed a drop-off in internet use by age group, with young people more likely to use the internet. However, again due to small sample sizes, in the oldest age groups, this figure could not be used reliably. It also showed that people with a disability were far more likely to never have used the internet than those without. 



5. Evidence gaps
	Identify where there are gaps in the evidence and set out how these will be filled. Policy and Research can advise on how to fill any gaps in evidence.

	1. It is still difficult to get a full picture of whether cash payments are as a result of a desire to pay in cash, or as a result of a lack of bank account holding. Recent queue combing has indicated the former, and that cash payments are preferred by customers capable of paying by other means. The information would give a better and more empirically sound basis for determining whether customers with bank accounts (i.e. and therefore able to channel shift) account for a significant proportion of those paying cash in cash offices.
2. Information held currently on the level of bank account holding in Newham is not fully comprehensive.   
3. Newham's Cash Payment Analysis is limited to housing rent data only. However, the research report indicates that it would be extremely difficult to match this analysis for other kinds of payments.



6. Involvement and consultation

	What involvement and consultation has been done in relation to this (or a similar) policy or function and what are the results?

	- No specific consultations have been undertaken to date specifically for this EqIA. For consultation to be carried out, see below: 
- There are a number of points for involvement and consultation that have been or will be carried out as part of EqIAs for subsidiary aspects of the programme. The EqIA carried out for the CT&B service makes detailed recommendations for the service to ensure the service addresses a number of equality issues. EqIAs for ICT and buildings are currently in progress and will produce a similar set of recommendations. 
- As a part of the overall strategy development consultations took place with the Mayor of Newham, the Operational Executive, the Newham Executive Board, the Strategic Management Board and with staff groups from a range of services.
- As part of the work for the Customer Access: Council Tax & Housing Benefit (CT&HB) EqIA, Consultation has taken place with all members of the Customer Access Team on the development process of the changes to this service. Consultation with staff and management has been carried out in this service.
- a wide range of evidence on cash payments and financial exclusion is available and can be drawn upon to support decision making. This includes corporate research, such as NARS and the Comms Tracker Survey. This includes the cash payments analysis and queue combing exercise listed in B4 (above).  


	What involvement and consultation will be needed and how will it be undertaken? 

	There is a wide range of evidence (as outlined above) which can be used to support decision making. As part of supporting EqIAs of Buildings, ICT and CT&B, there are a number of further aspects of involvement and consultation. These identify/will identify detailed adjustments required for each area.   

- Consultation on bridging the gap for clients between cash and other forms (focus groups/questionnaires). Focus groups to determine what alternatives customers would use, and what the council can do improve the transition. 

- Newham staff, including front office staff to be consulted.
- As part of the development of the ICT EqIA, resident and staff user/focus groups on the ICT systems and website are to be conducted NewCo. 
- publicity and information on the changes is to be created and distributed for residents.
- with external partners processing payments- All Pay and Banks- to be informed and involved in he strategy. 
- HR, Finance & ICT to provide comments and assessments on the changes.

- with cash office staff and HR to be consulted
- The ICT and Buildings work to be subject to EQIAs. 


	Report the results

	- CT&HB EqIA highlighted a number of concerns to be addressed regarding accessibility of LSCs to people with disabilities. The EqIA also highlighted a need for more information to be made available in accessible formats. 
- General comment on the CT&B EqIA indicates that the service was likely to have a positive impact on equality.
- results from pre-existing surveys and data reported in B4 (above).  



7. What is the actual or likely impact?
	Consider the impact of each aspect of the policy/service/function in respect of the general duties to which it is relevant.  The assessment should be supported by a set of key questions designed for the particular policy/service/function to identify its effects and to examine alternative options should they exist.  The questions should cover all relevant aspects of the policy. Broadly the following needs to be identified:
· Who benefits?

· Who doesn’t benefit?

· Who should be expected to benefit and why don’t they?

These questions are a guide and others may arise.  Record the actual or likely impact here along with the evidence to support your conclusions.

	Equality Group
	General Duty
	Positive Impact

With evidence
	Negative Impact

With evidence

	Race / Ethnicity
	Eliminate unlawful racial discrimination
	     

	     

	
	Promote equality of opportunity 
	Allow more information to be available for those with EFL through the web. 
	Short-term issues around the transition to web payments may present problems for those with English as a foreign language. 

	
	Promote good relations between people of different racial groups
	     
	     

	Disability
	Promote equality of opportunity between disabled persons and other persons
	     
	     

	
	Eliminate discrimination that is unlawful under the act
	     
	- For those who wish to continue using cash payment services, disproportionate difficulty may be experienced in continuing to access a cash/face to face service. Alternative methods of taking cash payments will need to be accessible to those with LDD.
- More complex needs may necessitate more complex enquiries conducted face to face. Reduction in face to face services and reduction of flexibility in frontline services may make it more difficult to access services.
- Beckton LSC is currently the most accessible and attracts the majority of disabled customers using the Council Tax and Benefits service. Closure may impact heavily on people with disabilities. 
- with regard to sensory impairments – Deaf People whose first language is British Sign Language will have trouble accessing internet without BSL translations. Visually impaired people web pages will need to be accessible to screen readers, convert to large print etc. Barriers are likely to occur for this group if technological adjustments to allow them to use the internet are not made.


	
	Eliminate harassment of disabled persons that is related to their disabilities
	     
	     

	
	Promote positive attitudes towards disabled persons
	     
	     

	
	Encourage participation by disabled persons in public life
	For disabled persons without bank accounts or who suffer from financial exclusion, efforts to support financial inclusion and bank account holding (through the comms campaign) may have a positive impact on the possibilities for participation in public life. 
	     

	
	Take steps to take account of disabled persons’ disabilities, even where that involves treating disabled persons more favourably than other persons
	More services will be accessible via the web in accessible formats. This is likely to reduce difficult journeys to access services. This will make it easier for disabled persons, especially those with mobility impairments, to access services at their own convenience. This could lead to a significantly more accessible service.  However, information on disability categories is poor- the number of people who would benefit is not known, but potentially large.  
	Some enquiries, e.g. concerning disability benefits etc, may require more sophisticated responses than might be required for someone without a disability. Similarly, those with a learning difficulty may require more assistance, or have more complex needs. Reduction of face to face contact and lSC closures may limit ability to deal with complex needs.  

	Gender / including Transgender
	Eliminate unlawful discrimination and harassment (including equal pay)
	     
	     

	
	Promote equality of opportunity between men and women
	- As women are heavier users of both cash and front offices, indicating a a general lower level of exposure to ICT and finance. Women would be most likely to benefit from IAG and exposure to ICT, thereby promoting equality of opportunity. 
	- ICT may create barriers for women as the general level of exposure to technology is lower. 
- This could lead to differential opportunities for women, as they are more likely to continue to use cash/front offices. 
- Transgender individuals may suffer discrimination if their status is not reflected in  certain parts of the process (most likely in changing personal information).  


	Age
	Eliminate discrimination, harassment and victimisation
	     
	- ICT may create barriers for older people as the general level of exposure to technology is lower. However, this is likely to change over time. 
- This could lead to differential opportunities for older people, as they are more likely to continue to use cash/front offices. 
- If there is a marked preference to continue cash payments by older people, they may face disproportionate mobility challenges in getting to a cash office, or using a cash  


	
	Advance equality of opportunity in terms of age as appropriate
	     


	- lack of technological literacy may impact on access to services and opportunities that only publicised through internet channels. 

- potentially at greater risk of fraud (e.g. "phishing") through lack of familiarity with web based services.
- for these reasons, older people may have a strong preference for cash and may be distrustful of internet payments  


	
	Foster good relations between age groups
	- increasing use of the internet may result in increased ability to participate in wider society of older people.  
	     

	Sexual 

Orientation
	Eliminate discrimination, harassment and victimisation
	     
	     

	
	Advance equality of opportunity for people of different sexual orientations
	     
	     

	
	Foster good relations between people of different sexual orientations
	     
	     

	Religion / Belief
	Eliminate discrimination, harassment and victimisation
	- services will be available for greater hours and will not require travel or specific days/appointments to access. This would avoid a loss of service to any group that cannot make appointments for a certain day for religious reasons.  
	     

	
	Advance equality of opportunity for people of different beliefs including no belief
	     
	     

	
	Foster good relations between people of different beliefs including no belief
	     
	     

	Class  or Socio - economic status
	Reduce negative outcomes which result from socio-economic disadvantage
	- As part of channel shift, information on financial management and literacy will be provided, and assistance in setting up bank accounts. 

- This could result in greater financial literacy and management skills, greater inclusion into the financial mainstream/labour market (because they have a bank account), and greater financial inclusion as a result.  
- Evidence of a general level of financial exclusion etc. can be inferred from FIT data, and technological illiteracy from queue combing data. However, particularly with the latter, this infers rather than demonstrates comprehensively.  

	- Lower levels of financial literacy and technological access will mean a possible reduction in the accessibility of services for financially excluded groups.

- IAG is unlikely to compensate for low levels of financial literacy.

- Irregular incomes may lead to difficulties in regular payments.

- lack of financial planning and literacy may mean high levels of DD returned items and increased debt amongst low-earning groups. 
- However, those receiving housing benefits etc. will have a regular source of income.

- Housing tenants may find it difficult to exercise choice of moving accommodation, including to private rented sector, for socio-economic reasons.
- Cost of travel to and from LSCs likely to impact disproportionately on those on low incomes. 



8. Address the impact

	Identify the range of options to address the impact to meet the general duties: consider each of the relevant general duties.  There are four possible options:
i) No major change - no potential for discrimination and all opportunities to promote equality have been taken
ii) Adjust and continue - adjust to remove barriers or better promote equality
iii) Continue the policy - despite potential for adverse impact or missed opportunity.  Set out the justifications: there is no justification for direct discrimination; and indirect discrimination will need to be justified according to the legal requirements.
iv) Stop and remove the policy – policy shows actual or potential unlawful discrimination it must be stopped and removed or changed
Document the range of options and identify the effects of each.  Identify the option(s) chosen and document the reasons for this.

	Equality Group
	General Duty
	i) No major change

(equality duties are fully covered)
	ii) Adjust and continue

(to remove barriers / promote equality more)
	iii) Continue policy
(but justify potential adverse impact)
	iv) Stop and remove or change (unlawful discrimination shown)

	Race  / Ethnicity
	Eliminate unlawful racial discrimination
	     
	- When assessing the impact of closures, consider if any  equality group is concentrated in an area where they are likely to experience disproportionate accessibility problems. 
- Ensure that website is accessible to those with English as a foreign language
- providing interpreters alongside promoting English lessons 

	     
	     

	
	Promote equality of opportunity 
	Equality duties fully covered 
	     
	     
	     

	
	Promote good relations between people of different racial groups
	Equality duties fully covered
	     
	     
	     

	Disability
	Promote equality of opportunity between disabled persons and other persons
	     
	     
	     
	     

	
	Eliminate discrimination that is unlawful under the act
	     
	Cash facility:

1. Promote remote payments that are more convenient and accessible for those with mobility impairments and ensure that web services have facility for those with sensory impairments. 

2. Ensure accessibility of alternatives, i.e.
- website to conform to accessibility standards

- Buildings to be accessible, and to include accessible facilities. 
- Buildings to be in accessible locations. 

Access to complex enquiries

- retain face-to-face appointment (and booking) facility.

- Ensure BSL interpreters can be made available in LSCs, including provision for booking an interpreter.   

	     
	     

	
	Eliminate harassment of disabled persons that is related to their disabilities
	     
	     
	     
	     

	
	Promote positive attitudes towards disabled persons
	     
	     
	     
	     

	
	Encourage participation by disabled persons in public life
	     
	     
	     
	     

	
	Take steps to take account of disabled persons’ disabilities, even where that involves treating disabled persons more favourably than other persons
	Provide option for home visits as with the Council tax and Benefits Service. Investigate how a range of service could be offered in this way.   
	     
	     
	     

	Gender / including Transgender
	Eliminate unlawful discrimination and harassment (including equal pay)
	     
	     
	     
	     

	
	Promote equality of opportunity between men and women
	     
	women as disproportionate users of LSCs/cash

1. Target heaviest users (including women) for IAG, including information on where free facilities to use the internet are available, and other attempts to improve financial and technological literacy. This may also provide and opportunity to promote equality of opportunity by increasing technical/financial skills. 
2. Ensure that customer access systems take account of the status of transgender individuals and that details etc. can be changed without causing embarrassment.
3. design content with user needs and interests in mind.   

	     
	     

	Age
	Eliminate discrimination, harassment and victimisation
	     
	under "discrimination" only

accessibility in cash offices:

- ensure cash offices are in accessible locations and designed to accommodate those with mobility issues. 

Financial literacy:

- mitigate the impact by providing IAG and assistance with banking and IT queries. 

- ensure alternatives are available for those who are incapable of using new methods and signpost through IAG, including possible eligibility criteria. 

	     
	     

	
	Advance equality of opportunity in terms of age as appropriate
	no change required
	     
	     
	     

	
	Foster good relations between age groups
	no change required- possible small beneficial impact
	     
	     
	     

	Sexual 

Orientation
	Eliminate discrimination, harassment and victimisation
	no change required
	     
	     
	     

	
	Advance equality of opportunity for people of different sexual orientations
	     
	     
	     
	     

	
	Foster good relations between people of different sexual orientations
	     
	     
	     
	     

	Religion / Belief
	Eliminate discrimination, harassment and victimisation
	no change- possible beneficial impact on access times. 
	     
	     
	     

	
	Advance equality of opportunity for people of different beliefs including no belief
	     
	     
	     
	     

	
	Foster good relations between people of different beliefs including no belief
	     
	     
	     
	     

	Class  or Socio - economic status
	Reduce negative outcomes which result from socio-economic disadvantage
	Cost of travel

- for overlap with older or disabled residents, unlikely to present a problem as elderly receive free travel in many cases. However, situation may change as more elderly people are exposed to technology. 
 

	Financial literacy:

- provide IAG and assistance, including in setting up of bank accounts for people without and on credit unions.
Those without access to preferred channels (e.g. web)

- provide alternatives in other offices, or kiosks.

Income:

- provide alternatives for those unable to pay by direct debit. 
Cost of travel

- retain facilities for cash payment in some front offices 

- promote web and phone payments
- Continue to provide free internet access in front offices.  

	Financial literacy:

- Providing IAG and assistance is unlikely to transform financial literacy for all. However, the impact is likely to be relatively small and alternatives are provided. The project should achieve significant savings and reduce the requirement to save on services where high impacts would occur. 
Access to web

- internet access is increasingly accessible. However, some customers will continue to find it difficult to access the internet. Continuation of free library internet access can reduce substantially the number of people affected. 

Irregular/Low earnings

- groups with low or irregular earnings including council tenants) may experience difficulties with regular fixed payments. The impact can be mitigated through providing exemptions for channel shift resulting from channel closure, and/or justified as many will receive regular welfare payments to cover the payment in question (e.g. housing benefit). 

	     


9.
Monitoring and Review of Impact

	Set out the monitoring arrangements for reviewing the actual impact of the new policy/service/function or changes to the existing policy/service/function once it has been implemented

	1. cashiering data - should show a reduction in footfall

2. repeated cash payment analyses to ascertain quantitative impact on equality groups. Other quantitative monitoring through CRM (possibly through profile data)
3. focus groups etc. to gather qualitative data on impact of change for targeted groups. 

4. customer feedback to the customer services division.
5. the new Customer Relationship Management (CRM) software will allow analysis of the usage of preferred channels (internet). 



10.   Action Planning List actions that will be taken to mitigate any negative impact and/or enhance any lawful positive impact.
	No
	Identified Impact (positive or negative)
	Objective
	Actions
	Outcomes
	Timescales / Milestones of actions
	Lead Officer

	1
	Physical accessibility of the locations of front offices in terms of travel to and from. 

Negative

(older people, disabled people)
	1. ensure facilities are accessible for users in themselves (covered by buildings EQIA)

2. ensure facilities are accessible from all borough locations

	1. retain one cash office in an accessible location

2. Promote/make available accessible alternative channels (e.g. Allpay)

3. Promote computer literacy and benefits of using online payments to avoid need to travel. 

4. Equality impact assess changes to the provision of buildings (such as closures) where necessary  

	1. Front office retained in accessible location

2. alternative channels and locations ensure a high level of accessibility throughout Newham. 

3. Technology eliminates requirement to travel.

4. All changes are assessed for equality impact and supported by evidence
	1. ongoing

2. prior to closures and then ongoing

3. Prior to closures and then ongoing.

4.December 2010 and then ongoing  

	Sue Richards (Buildings)

Phil Child (Comms)

CAP workstream leaders (channel shifting transactions by service)

Shane Mills 

(ICT systems)

John Green, Simon Roer

(ensuring alternative channels available and further Equality Impact Assessments)

	2
	Information, assistance and technology as a barrier to accessing new channels for services due to:

- inexperience

- no access to ICT

- no information or support to make changes

Negative 

(likely to impact older people, people in lower socio-economic groups) 
	1. provide/promote alternatives channels for cash

2. Ensure residents can access ICT 

3. Assist and encourage people to use ICT and banking services 

4. Promote benefits of ICT 


	1. retain one cash office 

2. Promote/make available alternatives, including comms and direct debit campaigns

3. Provide IAG in front offices and in community locations including supermarkets on accessing channel shifted services, banking and using the internet.

4. Continue to provide access to internet in libraries plus

5. When refurbishing libraries, pay due regard to security and comfort of ICT, with particular regard for their potential use for payments.  

6. Assess new website and content from equalities perspective and ensure it is accessible to all groups
	1. Alternatives to electronic payment retained.

2-5. More people can access ICT and banking services, and are confident and want to use preferred channels to access services and payments. 

6. New website is fully accessible and can be used by people with a range of disabilities or learning difficulties. 
	1. Ongoing

2-3. Comms and IAG, including direct debit campaign - prior to closures then ongoing.  

4. ongoing

5. buildings EQIA and with refurbishments

6. ongoing 
	Phil Child (Comms, non-Council located IAG),

CAP workstream leaders (channel shifting transactions by service)

Shane Mills

(ICT
 systems), 

Robert Caister & Graham Hishmurgh (customer services to provide specialist support for provision of IAG & signposting)

John Green/ Simon Roer

(ensuring alternative channels)

	3
	Impact on/barriers faced by: low earners/ people with low levels of financial literacy/ financially excluded in moving away from cash (negative)
	1. Improve financial literacy level so customers can access and use preferred channels.

2. increase experience and confidence with using online systems 

	1. Provide IAG on financial literacy and signpost people to appropriate services. In both front offices prior to closure and non-council locations including supermarkets. 

2. Work with banks to promote basic accounts and services.

	1-2. more people feel confident with, and have access to, basic financial services, and can manage money better. 
	1. Comms campaign- prior to commencement of LSC/cash office closures.   

2. Consult with banks once strategy is agreed.

	Phil Child (Comms & external organisations) 

Robert Caister & Graham Hishmurgh (suppoting IAG & signposting)

 Simon Roer (CAP) 

	4
	improved access to buildings for people:

- with mobility  impairments,       - religious restrictions on accessibility

- with English as a foreign language

Positive 

	1. Use technology to increase accessibility of services to those with sensory/mobility impairments

2. web to improve access for non-English speakers 

3. Buildings are welcoming and accessible.
	1. develop accessible website that cater to those with LDD and make it possible for all to conduct transactions via the web (avoiding need to use buildings).

2. continue to use the language shop for non-English speakers and ensure language options do not exclude non-English speakers 

3. Design buildings to be welcoming and accessible (see buildings EQIA)
	1. services will be more accessible to people with LDD, sensory impairment or mobility impairment and do not require travel.

2.  reduced footfall in cash offices and increased use of web transactions. 

3. buildings offer an improved level of accessibility are and welcoming
	1. with new website (January 2011)
2. ongoing

3. with refit of libraries and front offices 


	Sue Richards (Buildings),

Shane Mills (website/ICT)


	5
	Cost of travel impacting on ability to access front offices.

(negative) 

(impact on people of lower socio-economic status, older people, people with disabilities)
	Eliminate/reduce the impact on low earners of increased travel costs incurred through LSC closures
	1. Promote alternative accessible front offices (e.g. Allpay)

2. promote remote payments by preferred channels to avoid travel

3. Promote existing free travel schemes (freedom passes)

	1. Promote accessible alternatives (i.e. Allpay)-  customers can access services locally

2.  Need to travel avoided by using internet to make remote payment.

3. cost of travel avoided for older/disabled people (heavy cash users). 

	1. With closures and then ongoing

2. Ongoing use and promotion.

3. Part of the general Comms- prior to closures and then ongoing.  

	CAP workstream leaders (channel shifting transactions by service)
Phil Child (Comms)
 

	6
	Impact on those unable to pay other than in cash of removing cash options. (including e.g. older people who do not wish to use payment)

(negative)  

(people of lower socio-economic status, older people, people with disabilities). 
	1. Ensure revenue is maximised without increasing population debt levels. 

2.  ensure residents who cannot pay by means other then cash are able to pay bills. 

	1. Implement exemptions if mandatory Direct Debits are introduced 

2. Provide a cash facility through alternative cash outlets (e.g. Allpay) retained cash office 


	Residents who need to pay in cash can continue to do so. 
	1. exemptions if and when a payment is transferred to Direct Debit payment only

2-3. with closures and the ongoing

  

	CAP workstream leads (channel shifting transactions & deciding exemptions with services)

John Green, Simon Roer

(ensuring alternative channels available) 



	Have the above actions been incorporated into your Service Plan?

	Yes  FORMCHECKBOX 
    No  FORMCHECKBOX 

If No how will these actions be monitored? Project plan functions as service plan. Monitoring in part through:

- counting footfall in LSCs

- monitoring the level of use of alternative payment methods

- monitoring the value of transactions received, and the costs of transactions. 



	Date for EQIA Review Prior to the first front office closure.


C.
SIGN OFF / PUBLICATION
1.
Draft for Publication

	Prepare and attach a document for publication on the Council’s website with:

1. The title and aims of the policy

2. A brief summary of the issues considered and
3. The actions that have been identified in the EqIA
Corporate Planning and Partnerships will keep full versions of all EqIAs and will make them available to the public or stakeholder organisations on request including in accessible versions where required.


2 a)
Form must be signed and dated by the relevant Executive or Divisional Director

	Executive / Divisional Director:      



Date:      
Additional Comment:      


	Signature:      


2 b)
Form must be signed and dated by Corporate Planning & Partnerships Team

	Signed off by:  David Hodgkins



Date: December 2010
Additional Comments:      
Date Published:  29th September 2011




	Signature: david.hodgkins@newham.gov.uk
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