	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? Complaints Policy
	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

	SYFR Complaints Policy – existing policy – revised in June 2008.
The main aim is to provide a structured process to enable members of the community to raise complaints 24 hours a day in relation to any aspect of SYFR’s services.  These are then investigated and reported, identifying and ensuring that any organisational learning points which are recognised, are actioned.

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

	The Complaints Policy falls under the responsibility of the Director of Finance and Resources.

The Assessment Team comprises of the Corporate Administration & Information Services Manager and the 
Customer Care Manager (Corporate Administrator).

	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?

	Internal
· Head of Corporate Communications & Admin

· Corporate Administration & Information Services Manager

· Customer Care Manager
· Area Managers nominate Investigating Officer

· Investigating Officer can be any Group Manager or Station Manager

· Health & Safety may be required dependant on nature of complaint

· Head of Corporate Communications is notified of non-personalised outline details

· Control Staff – out of office hours facility

· Chief Fire Officer at Stage 3

External

· SY Joint Secretariat Legal Team may be utilised for litigation claims or general legal advice where appropriate



	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 affect on people.
· All members of the community are able to utilise the policy to make a complaint.

· Any Member of staff could have complaints made against them.

· Customer Care Manager, manages process

· Area Managers are responsible for nominating Investigating Officers
· Any GM or SM could be called upon to investigate a complaint.

· Investigating Officers are required to interview complainants & members of staff.
· Health and Safety Advisor may be required to provide guidance

· Head of Corporate Communications for media liaison, if necessary

· SYJS Legal Team for litigation claims and general legal advice

	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?

	· The revised policy was circulated for consultation to the SMT & Internal Audit

· The policy was published on the Joint Secretariat website as part of the agenda for the Fire & Rescue Authority meeting on 28 April 2008.

· Information on ‘How to make a Complaint’ is published on both the SYFR Intranet and Website

· Staff were made aware of the complaints policy using the Routine Weekly Order (Weekly Bulletin)
· The Policy was raised on the agenda of the Middle Managers meeting (Line Managers)

· A customer complaint feedback form is with the Equality Team for checking prior to issuing to individual complainants following closure of their complaint.


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?

	· Data is available from 2005/06 relating to the nature of the complaint, the area within the Service that the complaint relates to and how a complaint is received (letter/email/telephone)
· Data available is linked to designated timescales defined within the policy which is used as a performance indicator
· Data is linked to a 4 stage process where complainants are able to appeal against any outcome of a complaint up to the Local Government Ombudsman. 
No data linked to Equality & Diversity areas are currently available – A draft customer feedback questionnaire has been prepared and is currently being assessed for appropriateness by the E&D Team.

	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 groups of staff/customers?

	What is the diversity profile of the people who use or benefit from this service/policy? Does the profile reflect the local population? This should include the staff in your service?
· Any member of the community may make a complaint about SYFR.  Currently there is no profile available of the individuals who utilise the policy.
· No complaints have been received as yet that a member of the community was unable to put forward a complaint.

· One complainant did raise the issue of SYFR investigating itself but this is addressed by the 4 stage complaints process of appeal as advised by the LGO.
No data is currently collected in relation to the complainants’ background, only about the nature of the complaint – awaiting feedback form (see 2.1).

	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?

	· No complaints have been received that a member of the community has been unable to put forward their complaint utilising the current facilities i.e. website, email, direct telephone number or HQ general switchboard, by letter or in person at any fire service location.
· The proposed customer feedback questionnaire will enable SYFR to capture more data in relation to equality & diversity issues both about the complainant and how well the complaints policy worked for them.




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
No data is currently available.  A process of data collection is to be designed and instigated.  Contact will be made and advice sought from the relevant E & D Staff Groups

	GENDER(Men, women, transsexual people)
	
	
	Explain and justify your answer

No data is currently available.  A process of data collection is to be designed and instigated.  Contact will be made and advice sought from the relevant E & D Staff Groups

	DISABLED PEOPLE
	
	
	Explain and justify your answer

No data is currently available.  A process of data collection is to be designed and instigated.  Contact will be made and advice sought from the relevant E & D Staff Groups.

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

No data is currently available.  A process of data collection is to be designed and instigated.  Contact will be made and advice sought from the relevant E & D Staff Groups

	SEXUAL ORIENTATION
(Heterosexual, bisexual people. Lesbians, Gay men)
	
	
	Explain and justify your answer

No data is currently available.  A process of data collection is to be designed and instigated.  Contact will be made and advice sought from the relevant E & D Staff Groups

	RELIGION/BELIEF
(Faith)
	
	
	Explain and justify your answer

No data is currently available.  A process of data collection is to be designed and instigated.  Contact will be made and advice sought from the relevant E & D Staff Groups

	OTHER
(Additional groups that may experience impacts)
	
	
	Explain and justify your answer

No data is currently available.  A process of data collection is to be designed and instigated.  Contact will be made and advice sought from the relevant E & D Staff Groups


3.2 Does any differential impact identified amount to an adverse impact?
(Please answer Yes or No the 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


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?

	

	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
· Customer Satisfaction Feedback form to be issued after a complaint has closed, to all individuals making a complaint.
· Returns will be analysed and findings included in the annual report made to the FRA Audit Committee.


	Date completed

	
	Signed by (Manager conducting the EIA)
	


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

	Determine the diversity profile of all complainants
	Send out approved complaints feedback form to all complainants (awaiting approval from E&D Team)


	January – June 2008
	
	Customer Care Manager (Tracey Wiles)
	Survey analysed

	Contact all individual SYFR E&D staff groups to seek diversity opinion & advice in relation to complaints
	Seek advice covering the complaints process
	January – June 2008
	
	Relevant Staff group officer, Customer Care Manager (Tracey Wiles
	Guidance revised & published

	Determine if any complaints that have been received are linked to E&D issues
	Review each complaint and update existing data
	End Dec 08
	
	Customer Care Manager (Tracey Wiles)
	Maintenance of log and statistics

	Assess the need to provide access to interpreters for people wishing to make a complaint where they are limited English speakers
	Monitor evaluation & investigate possibility/cost of Language Line
	January – June 2008
	
	Customer Care Manager (Tracey Wiles)
	If agreed, procedure created & training provided

	Assess the need to provide complaint policy literature, information or guidance in different languages
	Monitor evaluation & investigate possibility/cost of Language Line
	January – June 2008
	
	Customer Care Manager (Tracey Wiles)
	If agreed, procedure created & information published


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
	03/11/08

	

	Manager’s name
	Tracey Wiles
	Role
	Corporate Administrator/Customer Care Manager

	

	Service/ policy that was impact assessed
	SYFR Complaints Policy

	

	

	Summary of findings recommendations and key points of action plan
	No adverse impacts have been identified as yet but evidence is required to determine the diversity profile of individuals making a complaint to ascertain if there is a need for any special requirements to be put in place.
Data collection will start once the Customer Complaints feedback form is approved by the E&D Team.

Further advice and guidance may be identified from working with the Diversity staff groups.
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