EQUALITIES ASSESSMENT – Customer Services – Revenues & Benefits Services 
Following covers 

Stage 1 – What is being Assessed 

Stage 2 – Who is carrying out the Assessment

Stage 3 – Assessment against policies, procedures& practices 

Cross Reference this assessment to the following Impact assessments;-

· Housing & Council Tax Benefit Fraud 
· Revenue Services 
· Customer  Services 

· Communications 

· Property Services 

· Human Resources

	Directorate
	Information & Technology  
	Section
Customer Services –
Revenues & Benefits Services 

	Assessment carried out by 
	Louise Wolsey Revenues & Benefits Manager
Rebecca Moore – Customer Services Manager



	Services being assessed 
	Revenues & Benefits Customer Services 

	Date of Assessment
	August 2007 
	Is this a new or existing service?
	Existing


	PART 1 – INITIAL ASSESSMENT

	1.
Identify any strategy/policy  documents relevant to this service area
	· Housing Benefit and Council Tax Benefit regulations

· Guidance Manual

· Security Guidance (includes detection and prevention of fraud and verification framework)

(All above strategy documents from Department of Work and Pensions)

· Housing Benefit and Council Tax Benefit regulations

· Housing Benefit & Council Tax Benefit Take Up Policy/Strategy

· Counter Fraud Policy 

· Prosecution Policy 

· Customer Services Team Plan

· Revenues & Benefits Service Plan & Customer Services Service Plan 

· Corporate Policies – Equality & Diversity, HR Recruitment

· 

	2.
Briefly describe the aims, objectives and purpose of these strategies/policies 
	· To ensure that the correct benefit is paid to the correct person as soon as practicably possible on receipt of valid benefit claim or notification of change of circumstances and that the documentation meets verification requirements 

· To prevent fraud and error entering into the system and detect where it has

· To recover overpaid benefit 

· To provide advice and guidance in relation to benefits administered by the Council and signpost where appropriate for other welfare benefits

· Provide a right of appeal where customers disagree with decisions made in relation to claims / recovery of overpayment of benefit .

· Ensure sound financial management of the benefit administration grant and budgets

· To have in place a three year plan to strive for continuous service improvement, effective management of resources to meet the standards and targets set internally and externally and meet changes in legislation.

· Ensures continuous assessment of new policies /procedures/introduction of new activities against requirements for equality.  

· Ensure equal opportunities for all employees



	4.
Identify any procedures and practices relevant to this service area
	Customer Reception process/flowchart

	5.
Briefly describe the purpose of these procedures
	· To ensure customers are dealt with in a consistent manner.
· To ensure customers are dealt with by the relevant member of staff.
· To ensure customers are given accurate advice and information 

· To ensure customers are given the correct forms to complete and are provided with the support to complete forms as necessary.

· To ensure the documents are correctly verified /scanned and indexed to the correct file.
· To promote the take up of benefits 

	6.
Are there any other associated procedures/policies that could impact on the area of work being assessed? (e.g. other departments/ external partners)
	Strategic Housing  – homelessness policy
Council Tax Procedures  



	8.
Who is intended to benefit from the strategy/policy/procedure and in what way?  How do you know who does/doesn’t use/benefit from the area of work being assessed?
	· Customers/members of the public
· Employees
· Members

· Housing Associations

· Landlords

Customer Satisfaction Survey

Complaints / Compliments
Month survey to monitor how long customers are waiting to be seen.

No information collected on non – claimers 

	9.
What outcomes are wanted from the strategy/policy/procedure? (please include the Performance Indicator target if there is one)
	·   General targets of service met.*see Benefits Administration Impact Assessment 
·   Customers seen within 15 minutes.

·   Those applying for benefit understand what supporting evidence is necessary..

·   Benefit take up matches the profile of the district

·   Information is accurate up to date and correctly and fairly applied to any benefit  claimant/landlord

·   All potential claimants are given equal opportunities to access the service and are treated   fairly.

	10.
What factors/forces could contribute/detract from the outcomes?
	· Staffing levels
· Staff training
· Busier times of year ie. year ends

	11a.
Who are the main stakeholders in relation to the strategy/policy/ procedure?
	· Customers/public
· Landlords

· Housing Associations 
· Members 
	11b.
Who implements the strategy/policy/procedure and who is responsible for it?


	· Reception staff
· Cover staff mainly from Revenues & Benefits 
· Customer Services Manager /Revenues & Benefits Manager
· SDOR/SDICT

· Members 

	12a.
Is any part of the strategy/policy/procedure delivered by a third party?
	YES
	NO
	12b.
If Yes, what steps have been taken to ensure that the third party (especially contractors) meets the Council's equality criteria?
	

	13.
Could the strategy/policy/procedure have a differential impact on racial groups?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

· Poster promoting interpreting and translation services displayed in reception areas .INTRAN 


	14.
Could the strategy/policy/procedure have a differential impact due to gender?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

No evidence of this.


	15.
Could the strategy/policy/procedure have a differential impact due to disability?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

· Staff provide advice and forms for other services to assist customers who are unable to travel to other offices.
· Hearing loop fitted.

· Staff are aware that information can be provided in other formats ie. large print, audio tapes etc.

· Staff able to request home visits by the benefits help and advice team

·  Staff aware of the full range of services offered by INTRAN and are aware of how to access these.



	16.
Could the strategy/policy/procedure have a differential impact on people due to sexual orientation?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

No evidence of this.


	17.
Could the strategy/policy/procedure have a differential impact on people due to their age?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

· Staff trained in frontline courses to assist them in dealing with a variety of customers.


	18.
Could the strategy/policy/procedure have a differential impact on people due to their religious or other belief?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

No evidence of this.


	19.
Could the strategy/policy/procedure have a differential impact on people due to them having dependants/caring responsibilities?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

· Reception service in satellite office available for those who are unable to travel to main offices.

· Out-of-hours communication facilitated by voicemail and letter boxes for delivery of forms.

· Home Visits by BHAT

	20.
Could the strategy/policy/procedure have a differential impact on people due to their offending past?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

No evidence of this.

	21.
Could the strategy/policy/procedure have a differential impact on people due to them being transgendered or transsexual?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

No evidence of this.

	22.
Could the strategy/policy/procedure have a differential impact on people due to them being vulnerable?
	YES
	NO
	Please explain and provide any existing evidence (either presumed or otherwise):

· Staff trained in assisting customers who have difficulty understanding and completing forms ie. people with dyslexia, learning difficulties etc.
· Mental health issues of claimants may go unidentified.

· Other health issues may go unidentified – hearing reading writing which may impact on ability to claim benefit  

	23.
Could the differential impact identified in 13-22 amount to there being the potential for adverse impact in this strategy/policy/procedure?
	YES
	NO
	Please explain and provide any existing evidence:

Race – no adverse impact, measures promote equality of access.
Disability – no adverse impact, measures promote equality of access.
Age – no adverse impact, measures promote equality of access.
Dependents/carers – no adverse impact, measures promote equality of access.
Vulnerable – no adverse impact, measures promote equality of access.


	24.
Can this adverse impact be justified on the grounds of promoting equality of opportunity for one group? Or any other reason?


	YES
	NO
	Please explain for each equality heading (question 8-16) on a separate sheet if necessary:
Positive measures aimed at assisting equality groups to access Benefits service and promote equal opportunity and, as such, are wholly justified.


	25.
Actions arising from Part 1 of the Initial Assessment
	· Ensure reception staff are aware of how to access translation and interpreting services and staff with language skills.

· Ensure reception staff are aware of how to access information in other formats.

· Ensure posters promoting interpreting and translation services displayed.
· Ensure staff aware of facilities available to assist hearing and visually impaired.

· Improve use of feedback information ie. surveys, complaints etc to monitor effectiveness of service.


	26.
Should this Initial Assessment proceed to Part 2?
	
	NO
	

	27a. As a result of Part 1, is a Full Assessment necessary?
	

	
NO
	27b. If Yes, on what evidence should this assessment proceed to a Full Assessment?


	


	29.
In what areas are there concerns that the strategy/policy/procedure could have a differential impact?
	Race
	Gender
	Disability
	Sexual Orientation
	Age

	
	Religious Belief
	Dependants
	Offending past
	Transgendered or Transsexual
	Vulnerable people 

	30.
What concerns are there that the strategy/policy/procedure could have a differential impact on relevant groups? Please explain (continue on a separate sheet if necessary).
	

	31.
What are the risks associated with the strategy/policy/procedure in relation to differential impact?
	

	32.
Are there any experts/relevant groups who you can approach to explore their views on the issues?


	YES
	
NO

(please go to question 37)
	33.
Please list the relevant groups/ experts
	

	38.
Actions arising from Part 2 of the Initial Assessment
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