	.SYFR Template for Equality Impact Assessments 

	Introduction
You may find it helpful to read Equality Impact Assessments: Guidance for Conducting Assessments.  Examples of assessments and other useful information can be found in the Equality & Diversity section of the intranet.

Remember that the outcome of any equality impact assessment should be service improvement. At the conclusion of the assessment these improvements should be documented in the action plan and added to your business plan.

This document is a standard template designed to make you consider the needs of all kinds of people in the community.


	NB: Please highlight and overtype all italic writing ONLY in the following boxes.


Part 1 – What are the aims of the service/policy you are assessing? CHQ Reception Desk Service
	1.1 What is being assessed? Is it new or is it an existing service/policy being                                                                                                                   reviewed? What is the main aim or purpose of the service/policy

	CHQ Reception Desk service. This is an existing facility providing first point of contact with members of the public (a) in person at the front desk and (b) over the telephone by staffing the SYFR main switchboard.

	1.2 Who is responsible for the service/policy? Who are the members of the assessment team? Who is responsible for the assessment?

	The service falls under the responsibility of Head of Corporate Communications and Admin.
The Assessment Team comprises of: Corporate Admin and Information Services Manager; Corporate Administrator; Senior Registry Clerk
The Corporate Admin and Information Services Manager is responsible for carrying out the assessment.

	1.3 Who implements the service/policy? Is the service/policy provided solely by the team/service/directorate or in conjunction with another team/service/directorate, agency or contractor? If external agencies are involved, what actions are going to be put in place to ensure that they comply with the Authority’s Equality and Diversity policies?

	The service is provided by staff from the Registry team with cover provided by staff from the Corporate Admin team.
The switchboard is provided by BT.




	1.4 To what extent does the service/policy have an impact on people? Who is affected by the service/policy and how?

	Identify how relevant your service/policy is – how likely it is to affect people? The focus and attention needs to be based on its relevance to the effect on people.
Both switchboard and front desk services directly and primarily impact on all sections of the general public, but members of staff are also affected, as are stakeholders, partners, contractors and suppliers. The service is often the public’s initial point of contact with SYFR so could potentially be affected if staff exhibited poor communication skills; poor inter-personal skills; rudeness; lack of awareness of diversity issues.

	 1.5 How have the service/ policy been promoted or explained to these groups of people?  What analysis has been done to identify if the service/policy is meeting the needs of ALL these groups of people?

	Visitors – Wellington Street
· Main entrance is accessible by wheelchair (ramp)

· Front desk has an induction loop for use with visitors
· Accessible WC in the entrance lobby for visitor use. 
Visitors - Eyre Street
· Building should have planning compliance with Approved Doc M of the Building Regulations Access to and Use of Buildings.
· Main entrance is accessible by wheelchair (ramp) and access throughout building

· 3 designated disabled car parking spaces close to rear entrance

· There is a wheelchair accessible unisex toilet
· Front desk and canteen has an induction loop for use with visitors 

· Fire Alarm has a visual beacon as well as an audio siren

· Prayer Room open to visitors

· Nursing mother visitors will be able to feed their babies in the Prayer Room.

· Reception desk has been designed with enough low access for 2 disabled visitors or staff
· All doors Disability Discrimination Act compliant eg contrasting trims on doors for the partially-sighted

· All visitors will be accompanied inside building by a member of staff

Visitors – both buildings

· Chairs for visitors are available in the Reception areas 

· Headquarters address and central switchboard number are available on the SYFR website

· Opening times (English only) of CHQ are posted at the main doors 

· Reception staff have a notice with examples of different languages which can be shown to visitors who are Limited English Speakers
· Reception staff hold a portable hearing loop which is available for any visitor to use when in the building and there is a notice to this effect on the front desk.  

Phone callers

There is a text phone for callers with hearing difficulties. This has not been used for a number of years and there is a need to review with ICT the latest technology available and whether this is still fit for purpose.
There is no facility at present to use Language Line to deal with calls in a foreign language, although the service is understood to be used elsewhere in SYFR.




Part 2 – What data and research do you need to consider?

You need to assess whether certain groups of people may be experiencing a barrier to your service and /or be disadvantaged by your policy. This section should help you identify the sort of information that will help you to do this.

	2.1 What data, information or results of consultation exercises is available to you to use in your assessment?

	(a) External statistics:

· South Yorkshire population 1.26 million, of whom 61,350 (5%) are ethnic minorities (2001 Census). 

· Well-established minority populations include people of Pakistani, Punjabi, Somali, Chinese, Polish and Gypsy/Traveller origin. Newer communities of immigrant workers from eastern Europe including Latvia, Lithuania and Russia, as well as people who have sought asylum or refugee status from Iraq, Iran, Somalia and Yemen, among others (Source: South Yorkshire Police Single Equality Scheme 2008 – 2011)
· BME populations:  Barnsley approx. 2,000, Doncaster approx. 6,600 and Rotherham approx. 7,700    (Source: Gender Profile of South Yorkshire’s Labour Market 2000, Sheffield Hallam University)

· Faith: Christian 75%; No faith 14%; not stated 8%; Islam 2.5%; Hinduism 0.2%; Sikhism 0.2%; Buddhism 0.2% (2001 Census)
· Sheffield MBC: 
             Ethnic Group Number                                            %

All People 513,234                                                100.0%

White 468,217                                                         91.2%

Mixed/Dual heritage 8,228                                        1.6%

Asian or Asian British: 23,382                                   4.6%

Black or Black British: 9,142                                      1.8%

Chinese or Other Ethnic Group: 4,265                       0.8%

            Gender

Sheffield’s overall population has more females than males. This is due to the higher

female life expectancy leading to a higher proportion of women in the older population.

For the most of the minority ethnic groups in Sheffield, there are more males than females.

This is particularly true for the Other Asian group of whom 58 percent are male.

This is in part due to a younger age profile among minority ethnic groups, but for some of

these groups there are also more males even in the older (70 and over) population.
            Age Groups

The age structures of the different ethnic groups in Sheffield vary considerably. The

average age of Sheffield’s population is 39. For each of the black or minority ethnic

groups, the average age is at least ten years younger and for the Mixed groups even

younger still – the White and Black Caribbean group has an average age of just 16.
            (Source: Sheffield City Council Corporate Policy Unit report Ethnic Origin, Sept 2003) 
            Disability
In April 2001, 6.2% of Sheffield’s population aged 16 to 74 defined themselves as

permanently sick or disabled (Source: Sheffield City Council Corporate Equality Scheme 2005-2008. The 2001 Census estimated that 22% of the South Yorkshire population considered themselves to have a long-term illness or disability.
Students

53,000 in the 2 universities from over 100 countries.

(b)    Very small numbers of fire service employees are from minority ethnic backgrounds: 3.2% compared to a national average working population of over 12% (Source: Fire and Rescue Service Equality and Diversity Strategy 2008 – 2018).  41% of visitors to SYFR CHQ are fire service members.
(c) Relevant SYFR Statistics gathered:

· Numbers of visitor passes issued: over a period of 97 working days for which records were available between mid-May and October 2008, a total of 1798 visitors were issued with passes, a daily average of 18.5.  Of these 41% were fire service staff (the vast majority being SYFR/Joint Secretariat staff) and 41% were external contractors or suppliers. 10.5% were visitors from partner organisations, and only 7% “public” eg job applicants or persons receiving fire safety advice.

· In addition to this there are a number of personal callers to CHQ Reception who are not admitted to the building and are dealt with at Reception. These are not currently counted, but at certain times of year such as the period before Bonfire Night, many of these are small shopkeepers applying for fireworks licences, and the perception (to be tested by a survey in 2009) is that over this period members of BMEs represent a considerably higher proportion of callers to SYFR than usual.

· Number of phone calls received
· % of calls answered within target time (8 seconds) and passed on within a further 12 seconds
· Origin (location)  of internal calls to switchboard are logged and analysed, but not external calls

· Number of complaints received about switchboard callhandling/front desk staff and as % of total calls/visits. None have been received.

· Number of compliments received about switchboard callhandling/front desk staff and as % of total calls/visits.  None have been received.
(b) Staff perceptions:

· Staff involved say that dealing with callers with communication difficulties (eg Limited English Speakers) means those calls take longer to be transferred to the right person. However these calls represent a very small proportion of total calls.
©  Working arrangements:

· In Wellington St staff answer the phone/greet people within earshot and sight of their colleagues and supervisor, therefore any inappropriate or discriminatory behaviour would be immediately obvious and dealt with. However in Eyre St the Reception staff will be working alone so this check and balance will not be available.

· All reception staff  except the most recently-recruited (training has been requested) have attended a minimum of 1 day’s Equality and Diversity  Awareness Training. The move to Eyre Street, because of its more prominent location on a main road near to the new market and next to bus stops, may alter the profile of casual callers into SYFR Reception. Consideration of further training in Customer Care will be made after the move.


	2.2 What does the information tell you about the value of the service/policy to those intended to benefit from it? What complaints has there been made about the service/policy and have they been from a minority group of staff/customers?

	We do not currently know the diversity profile of the people who use or benefit from these services because:

· We do not keep records of numbers of persons calling in at front desk (apart from visitors signed into the building), or any details about them. During 2003-2005 a short questionnaire was available for non-staff/contractor visitors to complete. Of 109 completed questionnaires:
                      White                                                                         65%

                         Mixed/Dual heritage                                                    2.5%

                        Asian or Asian British:                                                28%

                        Black or Black British:                                                   2%

                        Chinese or Other Ethnic Group:                                    2%

            This indicated that there was a far higher percentage of non-White visitors to SYFR than there are in  the Sheffield population as a whole. However many of these were people asking directions to other local services eg Housing Association.

· We do not record any profile information about callers to the main switchboard, although we know the total number of calls. Older callers often volunteer information about their age or personal circumstances but our staff do not record this.
· In order to compare the profile of our visitors and telephone callers with those for South Yorkshire and Sheffield we need to carry out a month-long survey by asking each visitor/caller to complete a short questionnaire. 
· The complainants’ feedback form is currently being updated to include voluntary personal information. Until these are received we do not know how closely the profile of complainants reflects the local population.
· No complaints have been received about either answering the phone or dealing with visitors.


	2.3 Does the information suggest that this service/policy could have a differential impact on certain groups of people? Is this differential impact negative, neutral or positive?

	The absence of complaints about this service, together with the fact that 82% of visitors entering the building are either fire service or contractor/suppliers’ staff suggest that there is no differential impact on certain groups of people.

However, current gaps in management information mean that there may be possible areas of negative differential impact. These are outlined in 3.1 below. Please refer to the action plan for details of how this will be addressed.


Part 3 – Assessment of impact

This section asks you to assess the impact of the service/policy on each of the 6 strands of diversity covered by the Equality Standard for Local Government and SYFR Equality and Diversity Scheme, along with any other groups which may be relevant to our services.
See glossary of terms in guidance to assist you.

Testing of differential, (adverse, neutral or positive) impact of service/policy on groups of people.
3.1 Using the information available, identify the effects on this service/policy on the following groups (Can a differential be justified on the grounds of promoting equal outcomes for disadvantaged groups)
(Please tick appropriate yes/no box)












            yes       no    
	RACE


	
	√
	Explain and justify your answer
Analysis of visitors shows that 82% are fire service and contractor/supplier staff. No complaints have been received.


	GENDER
(Men, women, transsexual people)


	
	√
	Explain and justify your answer

There is an accessible unisex toilet.
No complaints have been received.


	DISABLED PEOPLE

	√
	
	Explain and justify your answer
Not for visitors, but there may be a negative impact on telephone callers with hearing impairment.

No complaints have been received.


	AGE
(Across the whole age spectrum)
	
	√
	Explain and justify your answer

At least 95% of visitors are of working age.
Telephone callers’ age groups to be determined –see action sheet.

No complaints have been received.

	SEXUAL ORIENTATION
(Heterosexual, bisexual people. Lesbians, Gay men)


	
	√
	Explain and justify your answer

No complaints have been received.

	RELIGION/BELIEF
(Faith)

	
	√
	Explain and justify your answer

No complaints have been received. Prayer Room in Eyre Street.

	OTHER
(Additional groups that may experience impacts)
Limited English Speakers
	√
	
	Explain and justify your answer

No complaints have been received. However we need to investigate any further services we could provide eg Language Line to assist with phone callers who are Limited English Speakers.



3.2 Does any differential impact identified amount to an adverse impact?
(Plaese answer Yes or No the appropriate box)
	Race
	Gender
	Disability
	Age
	Sexual Orientation
	Religion/Belief
	Other

	No
	No
	Possibly
	No
	No
	No
	Possibly

	If ticked yes in any of the above please explain


3.3 Does any adverse impact identified amount to unlawful discrimination?
(Please answer Yes or No in appropriate box)
	Race
	Gender
	Disability
	Age
	Sexual Orientation
	Religion/Belief
	Other

	No
	No
	No
	No
	No
	No
	No


	If ticked yes in any of the above please explain


Part 4 – Identifying the changes & improvements you need to make
For any area of adverse impact you will need to consider making changes. If sufficiently adverse to amounts to illegal discrimination you will need to consider the option of abandoning the policy/service approach causing the adverse impact.
	4.1 In Section 3, did you identify any adverse impact? Could it be illegal?

	Non unlawful.


	4.2 How can the barriers be removed or disadvantage minimised? How can you make sure that this situation is avoided in the future?

At this stage You will need to use data, information, research & evaluation along with consultation with groups who may be adversely affected to identify whether you need to abandon the policy/service approach, or produce a range of options to mitigate (reduce) or remove the adverse impact e.g., positive action.

Identify here the actions that have been decided upon.
See action plan below.


	4.3      What equality monitoring, evaluation, review systems will be set up to carry out regular checks on the effects of the policy/service?

	Give details, identify date for review of policy/service
Annually ie next one by end October 2009


	Date completed

	30/10/08
	Signed by (Manager conducting the EIA)
	Wendy Mustill


Part 5 – Equality impact assessment action plan

Please use this section to develop an Action Plan to implement the key recommendations of the equality impact assessment:

Please note that this Action Plan should address any concerns or issues related to equality and diversity that have been identified in the equality impact assessment 

This plan should be integrated into your Service/Business Plan.

	Recommendations


	Actions Required
	Timeframe
	Resources required / Costs
	Lead Officer
Responsible
	Relevant Performance Indicator

	1. Guidance for Reception staff “Dealing with Visitors”
	Update existing guidance
	End Dec 08
	
	Tracey Wiles
	Guidance revised and issued to staff

	2. Investigate whether current switchboard would be suitable for switchboard operator with hearing impairment
	Consult with ICT, Staff Disability Group, and BT
	End Mar 09
	
	M Walkland
	Investigations complete  and entry put on department risk register if necessary

	3. Collect numbers of visitors to staff
	Log monthly totals of visitor passes issued
	Start from 1 Nov 08
	
	W Mustill/M Walkland
	Maintenance of log and stats

	4. Latest technology should be available for phone callers with hearing difficulties
	Check with ICT and Supplies. Check if current text phone is still fit for purpose and if so arrange refresher training
	December 2008 – March 09
	
	Tracey Wiles
	All relevant staff trained

	5. More help for phone callers with limited English
	Investigate possibility/cost of Language Line 
	January – March 2009
	tbd
	Tracey Wiles
	Agreement made, procedure written; all relevant staff trained

	6. Determine diversity profile of all visitors to SYFR HQ
	Carry out 2 month-long surveys using self-assessment questionnaire
	(a) After settled into Eyre Street (March 2009)
(b) In month before Bonfire Night (Oct 2009)
	
	Wendy Mustill/Myra Walkland
	Survey analysed and compared with county profile. 

	7. Further customer care training for front-desk staff
	Identify and provide suitable training
	Jan – Jun 2009
	
	Tracey Wiles (Customer Care Manager)
	All relevant staff trained


Part 6 – Equality impact assessment summary report
The results of equality impact assessments must be presented to the Fire & Rescue Authority & published.  Please complete this summary, which will be used to publish the results of your impact assessment on the Authority’s website, and return the completed Equality Impact assessment to the Equality & Diversity Manager.
	Date of assessment
	30/10/08

	

	Manager’s name
	Wendy Mustill
	Role
	Corporate Admin and Information Services Manager

	

	Service/ policy that was impact assessed
	CHQ Reception Desk and Switchboard Service

	

	

	Summary of findings recommendations and key points of action plan
	The only potentially adverse impacts identified relate to:
(a) telephone callers with hearing difficulties

(b) callers by phone and in person who are Limited English Speakers.
Steps will be taken in early 2009 to investigate how further assistance can be given to these callers.

Other actions will be taken after the move to Eyre Street to establish, through voluntary surveys, baseline data profiling callers and visitors to SYFR headquarters.
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