Screening Template

Department/Section/ Service
Resources and customer services
Officer completing the screening
Nasreen Panchoo

Manager responsible for the policy or Head of Section/ Service

Kathy Butt

 Name of the policy/project
Corporate complaints project

Telephone ext 
62135



Date
October 2008
	NO
	QUESTION

	1
	List which groups of people the policy / strategy/ decision is likely to have an impact (positive or negative) on. (e.g. lone parents, people with learning disabilities, young Black men)

	
	All internal customers (staff) will be affected by the new procedure, process and system. It will involve more work from departments to ensure that the system is kept up to date. Departments will also have a lot more responsibility in regards to their complaints, complaints response and learning will become a lot more high profile within the organisation. The affects to all stakeholders will be positive.

This project will affect all our external customers. The new process and system will allow us to capture more information of customer dissatisfactions and potentially assist the council avoiding similar situations in the future. This can be done via the reporting element of the new system which will use the captured information regarding complaints and process these into actionable reports. Therefore we will be able to track complaint trends and implement changes to the organisation so those trends are not repeated. 
The new computer system will allow us to ensure that customers are responded to within set timescales in regards to matters of dissatisfaction, and all cases will be easily monitored. This should mean complaints are dealt with quicker and more effectively.  
The new procedure for complaints in Croydon is a 2 stage process where the department is responsible for stage 1 investigations and stage 2 complaints are handled independently by the Corporate complaints team. Therefore, if a customer complains, not only will they get a timely response to their issues, the council will benefit from the information as a result of the complaint being submitted.

The system and process will also be able to capture and record the diversity of all customers and this can be reported on within the system. The impact of these reports will be that we can monitor the diversity of groups that complain.  
The complaints process will be very accessible to all customers as they will be able to complain in various forms including email, letter, phone, fax and in-person. Also from March 2009, the process and system will also enable customers to log complaints on the council’s website. Once logged, a complaint can also be tracked by the customer and they will be aware of where the complaint is in the process. All customers will be able to view their complaints as long as they register will the portal. 

	2
	Is there evidence (actual or potential) for the impact to be negative or have, or seen to have, a differential or discriminatory impact on the group or groups identified? 

(a) If yes briefly state which groups and evidence.

(b) If no briefly set out set out reasons (if reason is lack of evidence consider if more evidence is required).

	
	No. The new system will involve more work for departments however this increased workload will enhance the complaints process at Croydon improving image and performance. Therefore there will be a resource impact on departments.  The new process will allow for better monitoring of equalities to ensure our services are reaching all the identified user groups.  Equalities is not monitored under the current process but we will be able to report on different groups of people as part of the strive for service improvement. 

	3
	Could the policy / decision have an adverse impact on people’s mobility or ability to access services or information?  Yes/No

	
	No. The new process, procedure and system will only positively improve access to services for all customers and staff. Customers will be able to make and log a complaint at first point of contact. The previous way of making a complaint relied on customers writing to us for the complaint to be put through the corporate procedure. Now, anytime, anywhere or anyhow a customer wishes to make a complaint they should be able to and it can be appropriately directed to the relevant section for resolution/investigation.

If a customer chooses to register a complaint on line they then have the option and ability to track the progress of their complaint giving them more access to information. This should mean the process and procedure should be accessible to all, no matter what facilities customers have access to. Although this may mean more complaints come in, we should have a more accurate picture of where the organisation needs to learn and make service improvements

	4
	Could the policy/decision have an adverse or discriminatory impact on staff? (e.g. on existing reasonable adjustments/flexible working arrangements, relocation) Yes/No

	
	None is envisaged. Departments will have to ensure that the increased workload is factored into resourcing plans. 

It is up to departments how they manage complaints within their department and therefore organising necessary resourcing.

There will be a major advertising campaign highlighting the change in process and procedure as well as the new system to all staff. Those with access to the council’s intranet system will be able to access additional information from there. Those that are trained to use the system will have access to the system via the internet and a log in that will be provided to them after training or at request. Those members of staff that do not have access to the council’s intranet system will have information given to them about the complaint changes from their direct line management, and by receipt of information about the corporate complaints team which will be available for all council staff.

There will be fewer telephone calls, and less ‘paper complaints’ if staff and customers are registering complaints via the new computer system.  This will also mean that staff and customers will be able to track the progress of a complaint with ease - assuming the customer has registered on the website and they have the appropriate reference number along with their password.
Although the new process, procedure and system will be a major change for the organisation, we are training staff who are going to use the system and guide them through any problems that occur, both before and after the start of the new process. 
We are in constant correspondence with departments throughout the organisation to keep them informed of the process. However we are also taking on board recommendations from staff about how to change the system so it is more accessible and user friendly for them. 

	5
	Are there opportunities (actual or potential) within the policy which may help you better promote equality and cohesion or eliminate discrimination, inequalities or harassment for some or all groups? Yes/No

	
	Yes. The new complaints system and process will allow customers to make a complaint to any officer of the council. The complaint can be taken on the telephone, face to face, web, letters, email or fax. This will help customers who would have had difficulty submitting a complaint in writing as required for the current/previous procedure. 

The Corporate complaints team have overall responsibility for ensuring that complaints are responded to within set timescales. The system can provide regular information to managers regarding service areas and how they are performing, giving opportunities for service development, service improvements, identify training needs and reviewing resources. 

The new system will also be able to report on different groups and their complaints, allowing us to learn and identify areas where we can make service improvements. 

	6
	List the main stakeholders that you will need to consult/involve for conducting an equality impact assessment? (This can include other statutory agencies, contractors, voluntary sector agencies, staff groups, community groups, service users etc.)

	
	· Departmental complaints officers

· Local Government Ombudsman

· Members

· Welfare Rights

· CAB

· MIND

· RNID - Institute for the Deaf and Hearing Impaired

· RNIB - 

· Law and advice agencies

· Age Concern

· Local Community Groups


	7
	What further information is needed to effectively identify and mitigate adverse impact and/or better promote equality and cohesion for the groups identified?

	
	We require information from departments regarding how they would like their respective complaints dealt with. This will be completely up to individual departments and can/may be done differently in each department dependant on their specific service requirements.  With the new set up and use of the new system (Tagish), it will facilitate transparency when handling complaints and for streamlining the way in which we deal with them.

The new process will also increase staff awareness of capturing information at the first point of contact, and reducing the need for referring customers to other departments and compounding the dissatisfaction of the customer.

We will also need to encourage customers to give their details for equality and diversity purposes so that we can monitor our complaints effectively and also be able to identify areas for improvement more accurately. 

	8
	If you have answered no to questions 2, 3, 4, & 5 and can justify your answers, an EIA will not be necessary; however you should record that justification below.

	
	Although the responses for 2, 3 and 4 is no, the response to 5 is ‘yes’; therefore a partial assessment should be considered.


Equality Impact Assessment Template
(Partial Assessments)

Department/Section:


Resources and customer services
Officer completing the assessment
Nasreen Panchoo
Manager responsible for the service or function Kathy Butt
 Name of the policy/ project/service
Corporate complaints project
Telephone ext
62135


Date 17 October 2008
	No
	Question

	1
	Briefly describe the aims, objectives and purpose of the policy, service, function, or project.

	
	The aim of the project is to successfully get the new system installed and staff fully trained on the new process and system. The objective of the project is to enhance the way complaints at Croydon are currently handled by making the complaints process more accessible to customers, to capture areas where we need to learn and improve as well as ensure that learning and improvements are made in line with what are customers are telling us.

This is a revision of the current corporate complaints procedure to work in line with the recent purchased Tagish database.


	2
	Who are the beneficiaries, stakeholders, or recipients of the policy, service, function or project?

	
	(a) Tagish

(b) Yes

(c) Regular customer satisfaction surveys.



	3
	Is this a new service/ policy/ decision or a review of an existing policy, service or function?

	
	Yes.  Business Solutions, Cap Gemini and LBC(CE)


	4
	What do you need to determine the impact of the decision, service, policy, or function?

	
	All users will benefit from the new system.


	5
	How have you measured the impact?

	
	We will be consulting with the groups identified in screening and this is planned for January 2009.  There are no surveys previously undertaken that will be relevant to this situation.


	6
	Summary of assessment results.

	
	As per 5 above.


	7
	How and where will the assessments results be reported, recorded or published?

	
	Should not have an adverse impact on any of the groups identified, and following consultations this will be clarified. 

No.

No, but need to conduct consultation.



Service Plan Report and Monitoring form
Department:
Resources and customer services
Year:

2008/2009
	Service, Policy, Function Screened for EIA
	Responsible Divisional Director
	Date Scheduled for Completion
	Review 

Date
	Key Equalities & Cohesion

Strands identified
	Date EIA

Completed
	Date work on Action Plan Started

	Corporate complaints project

	Graham Cadle
      
	15.12.08 (go live date)
	Ongoing
	
	17.10.08
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


Equality Impact Assessment

Report & Publication of Results Form 

This form should be completed on the completion of each EIA, whether scheduled or not.

A copy of this form must be sent to the Web Editor and a further copy to the Head of Equalities and Cohesion upon completion.

Where the policy decision is being reported to Cabinet the form should not be published on the website until after the Cabinet

	Department:
Division:



	Title of Policy, Strategy or Review
	Corporate Complaints policy

	Period of Policy, Strategy or Review
	From 15 December 2008 onwards

	Date signed off by Divisional Director
	

	Purpose of Policy, Strategy or Review
	To introduce an improved complaints process

	Review Team
	Corporate Complaints Team

	Community groups/ stakeholders involved
	· Departmental complaints officers

· Local Government Ombudsman

· Members

· Welfare Rights

· CAB

· MIND

· RNID - Institute for the Deaf and Hearing Impaired

· RNIB - 

· Law and advice agencies
· Age Concern
· Local Community Groups


	Key data / research

used
	Consultation will be conducted in January 2009

	Impact assessment outcome
	As per above

	Key strand specific actions
	Will be identified following consultation

	Monitoring and review process
	

	Contact  Officer and contact details
	Kathy Butt extension 61378
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