
	Title of EIA
	Amendments to Dress Code Policy

	Ref No
	001

	Time Period 
	October 2009 to 2012


	Aim/Scope of EIA

	This amendment affects all Employees of 2010 Rotherham Ltd.  This includes temporary, agency staff and subcontractors.  The amendments to the dress code provides clarity to all employees on what is appropriate clothing  to wear in a working environment at 2010 Rotherham Ltd whether you are office based, customer facing visiting Tenants in their homes or at meetings.   This is to ensure no offense is given to customers or work colleagues.



	Actions/

Targets


	Managers need to cascade to all staff, read out amendment to staff to ensure communicated to staff who are blind, partially sighted or have limited literacy skills

	
	Monitor possible exceptions ie. New recruits who have not worked before or have been long term unemployed

	
	

	
	

	
	

	
	

	
	

	
	

	
	


	Title of EIA
	FINANCE

	Ref No
	002

	Time Period 
	October 2009 to October 2012


	Aim/Scope of EIA

	To ensure that departmental staff, business customers and external stakeholders receive excellent unbiased financial service. To ensure that all users have equal access to the services offered by the department and the information produced is easily understood by all stakeholders. 



	Actions/

Targets


	Monitor requests for financial information in different formats or any identified need.   Set up customer information needs database if appropriate

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	


	Title of EIA
	E & D Strategy & Single Equality Scheme

	Ref No
	003

	Time Period 
	2010 to 2013


	Aim/Scope of EIA

	The Strategy is written to support and embed Equality and Diversity within our organisation to enable us to meet the individual needs of our customers; it details the processes and mechanisms the Organisation has developed to support this work.   

The current Equality and Diversity Strategy 2008-11 and Single Equality Scheme meets the legal requirements of its equality duties under legislation and creates a single equality scheme, it includes information on people from all the 6 strands, Age, disability, Gender, Race, Religion or belief and Sexuality.  

The 2nd publication of the Single Equality Scheme is to be developed in two parts the first part will be about the context of the various schemes and the second part of the Scheme is to be the action plan which identifies the organisations’ actions under the 3 schemes and also holistically identifies and considers actions for the strands of age, religion or belief and Sexual Orientation, in addition it also includes actions for other socio-economic groups.



	Actions/

Targets


	To Update Strategy and Scheme in accordance with new Equalities Legislation in 2010

	
	Include information from Northgate on Customer profiling by all equality strands in Strategy and Scheme

	
	Review and Update Equality Scheme Actions and Targets

	
	Prepare and Publish Annual Updates

	
	Involvement in development of the Strategy and Scheme representation from all six diversity strands 

	
	

	
	

	
	

	
	


	Title of EIA
	
	Ref No
	

	Time Period 
	November 2009 -  November 2012

	Aim/Scope of EIA

	To provide employees with access to appropriate learning opportunities in order to develop the skills and knowledge they need to work effectively and efficiently.


	Actions/

Targets


	Develop booking form to include area to note additional needs



	
	Hosting of open day 



	
	Improve internal and external feedback responses

	
	Expand database to record  and monitor booking and attendance                                                                                                                   

	
	Implement annual customer survey

	
	Set targets for accessing training by strands (after annual survey)


	Title of EIA
	Learning and Development (L&D)

	Ref No
	004


	Title of EIA
	Customer Contact Centre (Swinton)


	Ref No
	005

	Time Period 
	14 December 2009 to 14 December 2012

	Aim/Scope of EIA

	The Customer Contact Centre has been developed to effectively deal with and resolve 80% of all public telephone enquiries at the first point of contact between 8:30am – 5.30pm Monday to Friday. This includes existing and potential customers. 

The Contact Centre’s primary enquiry type will include the following services:

· Take all customer calls for enquiries regarding tenancy and estate management.

· Take and deal with reports of fly tipping and graffiti removal.

· Take enquiries and deal with reports in relation to rent accounts, including the ability to make low level repayment agreements

· Take card payments for rent arrears/up to date payments. 

· Answer customers requests for advice regarding housing allocations process

· Receiving bids for empty properties and provide appropriate advice 

· Provide an appointments booking service to enable customers to see 2010 staff in relation to ongoing serious anti-social behaviour and rent arrears cases at the legal enforcement stage of recovery.

· Register initial complaints and where possible rectifying the service failure.

The CCC is not email accessible to the general public – this is undertaken by the local Neighbourhood Offices.



	Actions/

Targets


	Evidence of customer satisfaction (twice per year)

	
	Staff Allocation

	
	Evidence required for communication methods with deaf customers & hard of hearing customers

	
	Investigate the need for text messaging facility

	
	Investigate the need for call recording facility (this also includes collecting data on language line callers)


	Title of EIA
	Equal Pay Audit Process
	Ref No
	006

	Time Period 
	22 February 2010 to 22 February 2013

	Aim/ scope of EIA

	· To ensure a fair and equitable pay and grading structure for staff, this affects over 600 employees.

· To ensure compliance with equal pay legislation and equalities duties 

· To increase the number of employees who are able to access incremental progression in their careers

· To keep employees motivated


	Actions/Targets
	To monitor Actions from the Equal Pay Action Plan quarterly and review annually 

	
	Annual review of equal pay to ensure that there is no pay “drift” in the organisation   

	
	Publish Pay statistics on the organisation’s workforce annually


	Title of EIA
	Information Systems Team
	Ref No
	007

	Time Period 
	January 2010 to January 2013

	Aim/ scope of EIA

	Work currently completed by the information systems team is not directly accessible by our external customers and tenants. However, going forward, with the introduction of a new housing management system with fully web accessible services this situation will change. 

Therefore this EIA will cover the current situation where the only customers are internal ones and will also detail any considerations that need to be addressed with the new web services. 



	Actions/Targets
	Ensure all E&D information as detailed on the systems is supplied as per managers requirements to enable them to tailor services to meet specific customer groups  

	
	Annual Analysis of manager’s requirements by Directorates to affected groups    

	
	

	
	


	Title of EIA
	Housing Income Strategy 
	Ref No
	008

	Time Period 
	February 2010 to February 2013

	Aim/ scope of EIA

	To ensure the Housing Income Strategy is fit for purpose and that it promotes the equality of opportunity for all to access its services.   The Housing Income Service manages a range of functions associated with Housing Income Management including:

· Rent collection;

· Arrears prevention;

· Current arrears recovery;

· Collecting Supporting People charges for Wardens and Rothercare;

· Miscellaneous services including court costs recovery, home contents insurance premium collection, and rechargeable repairs recovery. 

The policy and procedures of 2010 Rotherham Ltd will ensure that the Council’s rent income is maximised, whilst at the same time using preventative methods to keep any arrears to a minimum.



	Actions/Targets
	Quarterly monitor and analyse diversity impact in relation to notices of intention to seek possession

	
	Decrease the proportion of Notice of Intention to Seek Possession  by 1% to 37% for young tenants (18 to 24 yrs)

Decrease the proportion served on BME groups to 1% of all Notice to Intention to Seek Possession’s served by 2010 Rotherham.

	
	Monitor annually and keep to within 2010’s customer profile proportions the level of evictions carried out by diversity strand

	
	Monitor and evaluate information emanating from the revised customer satisfaction survey’s by diversity strand – by March 2011

	
	On request provide letters in different formats and community languages and annually measure them as a proportion of all letters sent

	
	To identify and monitor the number of vulnerable tenants who receive financial capability training through partnership working with VAR

	
	To consider and identify how to make use of and encourage the use  of interactive web pages for tenants on 2010 Rotherham Ltd website

	
	Train 95% of Customer Contact staff to deal with more complex arrears issues via the  telephone


	Title of EIA
	Hate Crime
	Ref No
	009

	Time Period 
	2 February 2010  to 2 February 2013

	Aim/ scope of EIA

	This policy and procedure deals with hate crime incidents which can be defined as:
Racist, religiously aggravated, faith, gender, disability, transphobic or homophobic incidents and any other hate crime.

Complainants of hate crime have six main expectations of 2010 Rotherham Ltd:

· To be believed and taken seriously;

· For complainants/witnesses to be dealt with sympathetically;

· To be supported and advised appropriately;

· To be kept informed;

· To find an effective solution to stop the hate crime;

· To send out a clear message that 2010 Rotherham Ltd will not tolerate hate crime.
The aim is to increase reporting but ultimately to reinforce community cohesion through swift enforcement and preventative action that will lead to a reduction of incidents.   The policy fits within the general ASB strategy and Respect Action Plan and includes the cross cutting strands of partnership working and community engagement and empowerment.


	Actions/Targets
	Identify and develop ASB/Hate crime partnerships  to consult ,obtain qualitative data and  improve the service  e.g. MARRI, AACT, Rotherham LGBT Group & victims of hate crime

	
	Improve reporting rates by improving the accessibility of the service 

	
	Increase satisfaction returns by diversity strand to a level that is statistically significant by introducing telephone surveys and targeting hate crime

	
	Establish base line satisfaction rates and set challenging targets to address performance that falls below the average satisfaction rate for all ASB reporters

	
	Improve accountability of those delivering the service  by improving reports and holding performance clinics to identify best practice and areas for improvement  

	
	Raise staff awareness of hate crime and IT processes through refresher events

	
	Raise the profile of the TSO service and victim support services and referral processes as a means to ensure appropriate support is given


	Title of EIA
	Tenant Management
	Ref No
	010

	Time Period 
	2 February 2010  to 2 February 2013

	Aim/ scope of EIA

	Review of policies and processes to ensure consistent, fair and equal access.


	Actions/Targets
	Audit available procedures and systematically review  and introduce procedures in a standard accessible formation

	
	Concurrently develop Anite/Northgate  to reflect and monitor the revised Tenancy management policies and procedures

	
	Introduce satisfaction reporting to measure performance on tenancy management issues by all diversity strands

	
	Set targets for satisfaction for all diversity strands once base line established



	Title of EIA
	Service level agreement with RMBC regarding supply & fitting Aids & Adaptations (includes access routes)
	Ref No
	011

	Time Period 
	March 2010  to March  2013

	Aim/ scope of EIA

	All Clients have been assessed by an occupational therapist.  The team deliver an agree service in accordance with  a schedule of works provided regarding Major Adaptations, Minor Adaptations & Minor Fixings. 90% of the work is adaptations to bathrooms.



	Actions/Targets
	Quarterly analysis of customer satisfaction surveys

	
	To develop baseline targets

	
	To consider & identify a process to increase returns of customer satisfaction surveys

	
	Working in partnership with RMBC & NHS to consider developing a combined customer satisfaction survey form


	Title of EIA
	Comments, Compliments and Complaints
	Ref No
	012

	Time Period 
	March 2010  to March  2013

	Aim/ scope of EIA

	To deal with customer’s comments, compliments and complaints. Where complaints are concerned these will be dealt with as per relevant timescales and the issues raised in that complaint, resolved. The aim is to resolve all complaints at the stage 1 process and within the prescribed timescales.

Comments are acknowledged within 2 working days and a response is sent out within 10 working days. The aim is to resolve the issue at the comment stage to prevent it becoming a complaint.

Compliments are received and acknowledged within 2 working days and the compliment referred on to the relevant service area and feedback given to the team/individual involved in that compliment.



	Actions/Targets
	Review the ‘Your Views Count’ booklet to include a statement saying we are a learning organisation and wish to improve our service as a result of your complaint.

	
	Join a benchmarking service within HouseMark looking specifically at complaints.

	
	Use customer profiling to identify differentials in satisfaction rates amongst diverse groups of people. (Twice per year

	
	Develop and implement a process to improve Learning From Customers.

	
	Review of training on procedure for internal customers

	
	Reduce the number of total complaints and stage 2 complaints by 10%


	Title of EIA
	Decent Homes
	Ref No
	013

	Time Period 
	December 09 to December   2010

	Aim/ scope of EIA

	Broad Aims

To deliver major works and Decent Homes programme which take into account the needs of the diverse groups of tenants such as those of differing ages with or without disability, those with ethnic and religious needs and considerations with regard to sexual orientation and gender.

Intended Outcomes

Major works programme from inception through to completion will demonstrate best practice with regards to the diverse needs of the community we serve in terms of consultation, procurement, design and implementation. We will try to ensure that all tenants receive services specifically tailored to their needs where practicable and ensure that there is a robust procedure within which has made year on year improvement.


	Actions/Targets
	Customer Satisfaction targets by equality Groups monitored twice yearly for all

	
	Customer Satisfaction targets by equality Groups monitored monthly

	
	Joint Training for Decent Homes and Partners


	Title of EIA
	Responsive Repairs
	Ref No
	014

	Time Period 
	March 2010  to March  2013

	Aim/ scope of EIA

	Carrying out responsive repairs within Rotherham is a demand led service with access available to report repairs through various means. i.e telephone, web site, local housing office, in writing, in person, local councillor.

All Customers are supplied documentation with the relevant contact numbers on, to report routine repairs and emergency repairs.  If information is required in large print this is provided, if customers require information read out to them this is done.
When Customers are reporting repairs via the contact centre, any specific requirements regarding need, are identified through scripted questions asked by the call centres representatives.  

If joint meetings are required on site i.e carers these are contacted in most cases via the operative when in attendance, if a specific appointment is not agreed when the repair is reported at the first point of contact.



	Actions/Targets
	Improve Customer satisfaction year on year to show continual improvement from current performance of 94% rising to 97% over the next 3 years.



	
	Identify differentials in satisfaction by equality strands and set targets to reduce though team meetings once base line established.

	
	Improve effectiveness to help decrease number of complaints in line with improvements of service.

	
	Complete any training shortfalls in customer care

	
	Complete any training shortfalls in E and D

	
	


	Title of EIA
	Gas Servicing
	Ref No
	015

	Time Period 
	March 2010  to March  2013

	Aim/ scope of EIA

	Legal requirement to carry out servicing to all gas appliances & flues, identify gas servicing requirements of our customers & identify customer needs.


	Actions/Targets
	Identify with I.T how to identify customers with specific requirements

	
	Write into process

	
	Set Targets to improve rates on customer satisfaction and monitor twice a year

	
	Report to identify equality strands

	
	Reduce non access to properties by 25%,  and reduce legal costs








Equality Impact Assessments Summary











