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	Equality Impact Assessment 

	1
	Title of Function or Policy to be assessed:

Corporate Customer Feedback process (including the Corporate Complaint Procedure)



	2
	Date:  August 2008



	3
	Name of Lead Officers: 

Darryl Eyers, Head of Policy & Performance
Debbie Bailes, Head of Customer Service
Pam Rushton, Head of Corporate Services & Communications, DSD (Chair)


	4
	EIA Team: 

Sue Bevan, Policy & Performance Officer (performance lead)
Becky Murphy, Equality & Diversity Advisor
Strategic Customer Feedback Group (Heads of Service & Performance lead)
Customer Feedback Officer Working Group


	5
	Head of Service: 
Darryl Eyers, Head of Policy & Performance
Debbie Bailes, Head of Customer Service

	6
	Existing, new or review:    
Existing

The county council’s Compliment, Comment and Complaint Procedure, established in 1992/93 as part of the Citizen’s Charter initiative; was reviewed in 2005/06. The new corporate complaint handling procedure was designed to bring about improvement and to ensure we are responsive to local people’s needs and concerns.  It was launched informally during 2006/07 as part of the new Customer Feedback process.



	7
	Set out the aims/objectives/purposes/outcomes of the function or policy, and give a summary of the service provided:

Staffordshire is committed to providing services that meet the needs of our communities and the customer feedback process is one way in which members of the public can tell us when we have done things well, when things are not right or when they wish to make a comment about the services they receive.
A key factor in measuring any local authority’s success is how it deals with its customers.  This relates to the way in which the council’s customers are able to contribute to the development of what we do, how they are able to access services to get them delivered and to the way in which the council deals with customers once those services are accessed.

There are four separate stages that any complaint may go through to ensure that if a complainant remains unhappy with the way we have dealt with their complaint they have the opportunity for redress.  The stages are briefly outlined below:

Staqe 1 is when the staff who provide the service being complained about, or their managers, are given the opportunity to sort out any complaints.  Complainants will receive an acknowledgement to say we have received the complaint and should expect a full response within 15 working days.  It is our aim to sort out most complaints satisfactorily at Stage 1.
Stage 2 is when someone is not satisfied with the outcome of Stage 1.  We refer the complaint at Stage 2 to the relevant corporate director, who will arrange for the complaint to be reviewed by a senior member of staff.  Complainants should expect a response within 20 working days.

Stage 3 is when someone is still not satisfied with the outcome of Stage 2.  They can ask for the matter to be reviewed by the corporate Complaint Monitoring Officer (Director of Law & Governance).  Complainants should expect a response within 25 working days.

Stage 4 is when someone is still not satisfied after Stage 3.  They can then refer the complaint to the Local Government Ombudsman – the independent local government watchdog.  

The leaflet details the address and phone number of the LGO.




	8
	Linked policies, functions: Are there any other functions, policies or services which might be linked with this one for the purposes of this exercise? 

Discriminatory Incident Reporting 
Equality & Diversity Policy (Equality for All)
Statutory Complaints and Representations Procedure
Customer Service Strategy


	9
	Who is it intended to affect or benefit (the target population):
All members of the public who access our services (e.g. all communities and visitors to Staffordshire)
All employees – how we deliver our services whether internal or external will have an impact on the customer experience and the level of customer satisfaction as a result.  The procedure is also in place to offer employees guidance and structure in handling complaints.


	10
	Within this table, state whether the policy or function will have a positive or negative impact across the following factors and provide any comments.

We have worked hard to develop a customer feedback process which reinforces our commitment to provide services that meet the needs of our communities.

We consulted with members of the public during the review in 2005/06 as detailed in section 14, to help shape our process and develop a welcoming and accessible feedback process.  We plan to consult our People’s Panel on ………….. by asking the following questions:
· Complaint was dealt with in a professional manner

· Complaint process was easy to use

· Made aware of how the complaint process would work

We welcome compliments, comments and complaints to give people a greater say on the services that we provide and the way that they are provided.  
We make a commitment to put our customers first and at the centre of everything that we do to ensure that we handle complaints effectively and within timescale where possible, unless we are handling a complex issue which may take a little longer to respond.  We accept compliments as a measure of good service.  We aim to learn from the comments and complaints received by shaping service delivery and implementing 
improvements as a result.

The customer feedback procedure links closely with the County Council’s Equality for All policy about having fair and transparent processes in place to deal with complaints.
Barriers identified
Ensuring systems are in place to monitor

We need to ensure that all sections of the community have equal access to our services and that we have effective systems in place to enable us to monitor diversity and ensure we are not discriminating through our service provision.  We need to be able to use the results to improve future practice and policy development.  
Services are encouraged to include a postage paid equalities monitoring questionnaire with each response to a complaint.  
We have experienced difficulties in non-returns from complainants and have also received complaints about being asked to complete the monitoring form. From the feedback received so far, we feel that people would prefer we concentrate on a resolution to the issue they have raised; rather than monitoring diversity.
Other authorities have approached us with a similar query and we have not as yet addressed how we do this effectively in the future.  
Action point:

We may consider approaching our Staffordshire Public Access Network Group (SPANG) for an opinion on how / if we should monitor especially in relation to avoiding further complaints.  
Public access to information
We are currently reviewing our customer feedback pages on Staffordshire Web as part of the Customer Service Year developments.  Our on-line feedback form and information leaflet is currently four clicks away from the front page.  We believe this gives a negative message to people who wish to access our customer feedback process and it is imperative that early work commences on bringing the feedback form to the main My County Council page.
It has also been some time since the current Customer Feedback leaflet was distributed to all main public access points. The leaflet is also currently being reviewed.

Action point:
Once the revised Customer Feedback leaflet has been published the following should take place:

· Re-distribution to all public access points

· On-line copy to be made available through the My County Council link (see action point above)
· Switchboard – alternative format requests (review whether members of staff are aware of how to generate alternative formats on request)

· Action point – this should form part of the customer feedback leaflet review

Minicoms:
· How many do we have?
· Are people able to use them – training for staff / public awareness?
Service material:
· Do we promote the Customer Feedback process in service material:

· Your Staffordshire Magazine
· Service Level Agreements (SLA)

· Service publications / leaflets

Consultation and engagement opportunities:

Do we utilise consultation events and engagement opportunities to communicate the process and consult about how accessible the process is to residents and visitors to Staffordshire?
· SPANG

· SC&H User Group 

· People’s Panel

Are the above groups, representative of our communities in Staffordshire?

Partnership working:
The Staffordshire Equality Network (SEN) is developing a set of Equality & Diversity baselines for Local Strategic Partnership Managers (LSP). Consideration of complaint handling across partnerships has been included as part of the development of the baselines with LSP managers which will help consider / assess how easy it is for citizens to make a complaint in any locality and for it to be handled smoothly and within timescale.  This work should also support the requirements of the White Paper on Community Call for Action and in response to the Local Government Ombudsman’s Special Report.  
The draft baseline includes:
· Having fair and transparent processes in place to deal with:

· Complaints

· Grievances

· Disciplinaries

· Harassment, Bullying and Discrimination 

· Ensuring the above processes work across the partnership, to provide seamless delivery for the communities we serve. 

As part of this developmental work, we hope to share Equality Impact Assessments on complaint handling across the partnerships and this EIA on our Customer Feedback process forms part of that partnership working.

Employee access to information – communication channels
Action points:

· Manager induction programme – Customer Service presentation should include information about the Customer Feedback process

· Equality & Diversity page and Customer Feedback on-line form should offer a link to both pages to promote ‘listening to customers’

· Customer Feedback training should commence to:
· Re-affirm the definition of a complaint / compliment as part of the performance management and monitoring process (qualitative data)

· Support improved customer service leading to reduction in complaints

· Appropriate responses – letter answering
· To reduce Stage 2 complaints (fairly low level currently)
· To identify, understand and manage customer expectations

· Performance monitoring and management – directorate and corporate reporting

· Customer Feedback Toolkit
· Legalese – requires summary version or on-line links

· Targeted toolkit for Stage 1 – service delivery point

· Senior manager guidance – to support staff and develop their own approach to complaint handling and performance management
· Publishing results – how are we doing? (public and employee)
· Posters at public access points highlighting the Customer Charter and Customer Feedback leaflet

· Performance related posters – outturn 2007/08, You said, We did – quarterly performance posters (dips and good performance) and what we plan to do about it

· Posters for managers to display within their teams to promote customer service

· External reputation building and corporate inspection results



	11
	What evidence do you have for the statements you have made above?

The County Council is developing a strong culture of customer focus and listens to its customers, as demonstrated through the annual outturn for customer feedback 2007/08; which illustrates the level of commitment shown by all directorates in raising the profile of the customer feedback process across the council.  
We are taking steps to improve and manage performance and have made significant progress during 2007/08 in managing our response within timescale to complainants.  
We plan to publish annual performance information about the number of compliments and complaints received; the reasons for complaints, what we have learnt and the service improvements we have put in place as a result.

We are also pleased to acknowledge that we did not report any complaints about discrimination during 2007/08.  

However, as part of the ongoing development work by the Corporate Complaint Officer Working Group the above stated barriers represent a programme of work which the working group has identified and wish to see implemented.

Please see the EIA action plan which accompanies this assessment.



	12. From evidence given at Q.11 what actions, if any, will you need to take against each of the following equality strands: 

Please see action plan.



	Disability:

	Race:

	Gender:

	Age:

	Religion/belief:



	Sexuality:



	13. Briefly explain how the policy or function contributes to Community

Cohesion by answering the following questions:

The customer feedback process will have a positive impact on community cohesion by giving everyone access to a fair and accessible process to compliment, comment and complain.
The action plan will provide us with the opportunity to address the barriers we have identified through conducting this equality impact assessment.

The customer feedback process links closely with:  
· Discriminatory Incident Reporting 
· Equality & Diversity Policy (Equality for All)
· Statutory Complaints and Representations Procedure
· Customer Service Strategy


	14. Consultation: 
The existing Compliments, Comments and Complaint procedure was reviewed in 2005/06 to form the new Customer Feedback process (including corporate complaint handling) to improve the process and to make it more responsive to local people’s needs and concerns.

A public Focus Group was held on 20th January 2005 with a group of people invited at random from the council’s Citizen’s Panel, the Youth Action Kouncil, Disabled Access action groups and various other bodies.  Fourteen people took part in the discussion some of which were previous complainants.
The Focus Group were asked for their views on some basic principles for handling complaints:-

· The system for responding to complaints should be easily accessible and well publicised

· Procedures should be easy to understand and use

· Complaints should be dealt with in a timely, fair and consistent way

· The council should carefully consider all the points and provide a remedy where we have failed

· The council should tell people what is happening and do everything it can to help them

· The confidentiality of complainants and staff should be maintained

· The council should explain its decisions

· The lessons learnt from complaints should be used to review and improve services

· A person’s right to a council service will be unaffected if they make a complaint

In general the Focus Group were content with the suggested basic principles.  They also emphasised the importance of keeping the complainant informed in relation to the progress of their complaint and of the eventual outcome.

The Focus Group’s views were sought on the suggested definition of a complaint and the group accepted that the proposed definition for complaints should not include objections to council policies as there was a separate democratic procedure for people to express their objections to Council policy decisions.  
Barrier:

How do we currently make sure we tell people this?

The Focus Group were consulted on the suggested ways in which people could submit their complaints; which were adopted in our new customer feedback process as a result.  

Action point:

SAP CRM development

The Focus Group also thought that a specific contact point or telephone number for complaints would help and that the attitude of staff was also an important factor.  
Action point:

We offer Switchboard currently
It was also suggested that the County Council’s web site could be used far more proactively.  For example, it could have a “comments” section where a member of the public could submit a complaint or comment anonymously; where the number of complaints about a matter could be logged and where the Council could show what action had been taken as a result of the comments/complaints received.  It was highlighted the importance of publishing an annual report detailing the number of complaints received, brief details of the various complaint matters, identified improvements needed and complaints which highlight a trend and are not isolated.
Action points:

4 clicks away
Sub-group work re: posters, performance information (including annual performance statement – you said, we did) staff toolkit summary links
It was also suggested that the council should try to obtain feedback from complainants as to how they felt the council had responded to their complaint.
Action point:

People’s Panel questions

Proposed complaint survey to complainants– about the process



	Head of Service:

I am satisfied with the results of this EIA

*The findings will be referred to within Business Plans and targets built around these.

I have seen the Directorate’s (3) Equality Schemes or Equality Action Plan and am satisfied with the contribution it can make.
I agree to review the Action Plan after 12 Months with the Directorate’s Equality representative. 

	Signature of  Head of Service:


	Completion of the Toolkit:



Appendix 1 – The Equality Impact Assessment Action Plan
	Action

	Timescale
	Planned Outcomes
	Lead

	Consider consulting SPANG for an opinion on how / if we should monitor especially in relation to avoiding further complaints
	2008/09
	· To end uncertainty about whether we should be monitoring diversity

· To support good practice and benchmark with other LAs
	BM – SCC Equality & Diversity Advisor
DB – Head of Customer Service 

With support from the Customer Feedback Officer Working Group 

	People’s Panel questions
· Complaint was dealt with in a professional manner?

· Complaint process was easy to use?

· Made aware of how the complaint process would work?


	November 2008
	· To ensure we continue to develop a customer feedback process which reinforces our commitment to provide services that meet the needs of our communities.

· To support the Customer Service Year initiative


	DB – Head of Customer Service 

SJB – Performance lead – customer feedback

	Proposed complaint survey to complainants– about the process


	2008/09
	· To ensure we continue to develop a customer feedback process which reinforces our commitment to provide services that meet the needs of our communities.


	Customer Feedback Officer Working Group

	Revise Customer Feedback leaflet:

· Re-distribute to all public access points

· On-line copy available through the My County Council link (currently 4 clicks away)
· Alternative format requests (review whether members of staff are aware of how to generate alternative formats on request

· Review single point of contact in leaflet for alternative format requests – currently switchboard

· Review PO Box 11 process or whether we offer DCFO contact details

	2008/09 – work is underway
Priority
	· Improved access to information
· Improved processes for ensuring alternative formats

· Supportive processes for members of staff navigating the complaint procedure and the Customer Service Year information
	Customer Feedback Officer Working Group (sub-group work)

	Review current access to Minicom (?) service
· How many do we have?

· Are people able to use them?

· Training for staff / public awareness?


	2008/09
	· Improved access for people with disabilities
· To support Customer Service Year initiative
	DB – Head of Customer Service 

Customer Feedback Officer Working Group

	Promote the Customer Feedback process in service material:

· Your Staffordshire Magazine

· Service Level Agreements (SLA)

· Service publications / leaflets

· Publish performance results (see employee actions)

	2008/09
	· Improved communication and ease of access to the customer feedback process for our communities.
	CH –Communications / Marketing Officer
Customer Feedback Officer Working Group (sub-group work)

	Utilise consultation events and engagement opportunities to communicate the process and consult about how accessible the process is to residents and visitors to Staffordshire
	2008/09
	· Improved communication and ease of access to the customer feedback process for our communities.
	CH –Communications / Marketing Officer

WB – Consultation Officer

Customer Feedback Officer Working Group

	Share the EIA on Customer Feedback with the SEN and the LSP Managers as part of the LSP E&D baseline development work 
	2008/09 – work is ongoing
	· Encourage LSP managers to produce an Equality Impact Assessment on complaint handling by sharing the EIA on our Corporate Complaint Procedure as part of that partnership work.
	BM – SCC Equality & Diversity Advisor
SJB - Policy & Performance Officer

	Employees

	Manager induction programme – Customer Service presentation should include information about the Customer Feedback process


	2008/09
	· Consistent messages offered to new managers about the importance of customer feedback in shaping our service delivery.

· Support Customer Service Year initiative


	DB – Head of Customer Service 

SJB - Policy & Performance Officer

	Equality & Diversity page and Customer Feedback on-line form should offer a link to both pages to promote ‘listening to customers’
	2008/09
	· To promote ‘listening to customers’ and shaping our service delivery around the needs of our communities.  Improved access to information.
	BM – SCC Equality & Diversity Advisor

SJB - Policy & Performance Officer

	Customer Feedback training
	2008 - 2010
	· Re-affirm the definition of a complaint / compliment as part of the performance management and monitoring process (qualitative data)

· Support improved customer service leading to reduction in complaints

· Appropriate responses in letter answering

· To reduce Stage 2 complaints (fairly low level currently)

· To identify, understand and manage customer expectations

· Performance monitoring and management – directorate and corporate reporting


	DB – Head of Customer Service 

Strategic Customer Feedback Group

	Summary version - Customer Feedback Toolkit


	2008/09 – work is ongoing
	· Remove barrier to understanding – requires summary version or on-line links for ease of access

· Targeted toolkit for Stage 1 – support for service delivery point

· Senior manager guidance – to support staff and develop manager’s own approach to complaint handling and performance management

· To support the Customer Service Year initiative


	Customer Feedback Officer Working Group (sub-group work)

	Publishing results – how are we doing? (public and employee)


	2008/09 – work is ongoing
	· Posters at public access points to highlight the Customer Charter and Customer Feedback leaflet

· Performance related posters – outturn 2007/08, You said, We did – quarterly performance posters (dips and good performance) and what we plan to do about it

· Posters for managers to display within their teams to promote customer service and support the Customer Service Year initiative

· External reputation building and corporate inspection results


	CH –Communications / Marketing Officer

Customer Feedback Officer Working Group (sub-group work)

	SAP CRM development


	2008/09 – initial discussions with developers has taken place.
	· To enhance current data management and reporting capabilities – vital to protect current trend data analysis

· Ensure system development continues to record headings currently monitored

· To support Customer Service Year initiative
	DB – Head of Customer Service 

Strategic Customer Feedback Group

Customer Feedback Officer Working Group
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For more information please contact:





Sue Bevan


Policy & Performance Officer


Policy & Performance Team, Chief Executive’s Office


c/o Wedgwood Building


Tipping Street


Stafford


ST16 2DH





Tel:	01785 277521


Email:	sue.bevan@staffordshire.gov.uk





If you would like this document in another language or format (e.g. large text), please contact us on 01785 276825 or e-mail 


john.tapsell@staffordshire.gov.uk










