



	COMMUNITY IMPACT ASSESSMENT SCREENING PROCESS

	Person(s) responsible for the assessment

(Please note that it is advisable that you undertake your CIA in a group)
Bev Connor

	Directorate
	Customer and Support Services

	Name of function to be assessed (this can be a policy, procedure, strategy or service)
Housing and Council Tax Benefit processing and appeals  

	Date of assessment   February 2011 
	Is this a function that is:  Existing

	1. Please provide a brief description of the function or the proposed change to the function 
The process for dealing with claims for Housing and/or Council Tax Benefit and ensuring that these claims are dealt with in accordance with Government regulations 

	2. What are the aims of the service, strategy, policy or procedure?
It is important to get this right as they will be the focus of the EqIA
To provide an efficient benefits service and ensure that the people of Salford receive the benefits that they are entitled to. 

	3. If you are considering a strategy or service, please list any related policies 
N/A

	4. Please list any group who has an interest in or who will benefit from the function (this can include service users, stakeholders, beneficiaries).  
Customers and residents of Salford, council members, landlords including Salix Homes,  housing associations and private landlords, other partner organisations such as Citizens Advice Bureau, the Department for Work and Pensions and the Valuation Office Agency. 

	5. Please list any aspects of your service or policy which are delivered externally or with external partners.
None

	6. Do you think that there is higher or lower participation or uptake by different groups?

Socioeconomic           Yes            Race                              No                                          

Age                               Yes            Religion & Belief          No
Disability                      Yes            Sexual Identity             No                        

Gender                         No  

	7. Do you think that different groups have different needs, experiences, issues and priorities in relation to this function?

Socioeconomic          Yes            Race                            Yes                                          

Age                              Yes           Religion & Belief         Yes   
Disability                     Yes          Sexual Identity             Yes                         

Gender                         Yes    

	8. Is there an opportunity to better promote equality and diversity or better community relations for the following groups, by working with others? e.g. partners, community and voluntary groups
Socioeconomic            FORMDROPDOWN 
            Race                               FORMDROPDOWN 
                                          

Age                                FORMDROPDOWN 
            Religion & Belief           FORMDROPDOWN 
   
Disability                       FORMDROPDOWN 
            Sexual Identity              FORMDROPDOWN 
                         
Gender                          FORMDROPDOWN 
   

	9. Have consultations with relevant groups, organisations or individuals indicated that this policy creates problems that are specific to them?

Socioeconomic           No            Race                              No                                          

Age                               No            Religion & Belief          No   
Disability                      No            Sexual Identity             No                         

Gender                         No    

	If you have answered ‘yes’ to the last four sections you will need to complete the rest of the form, If you have answered ‘no’ to them please complete the next box and return to your Directorate Equality Lead Officer.

	Comments:

A full Community Impact Assessment will be required
Date sent to Directorate Lead Equality Officer:

	Screening received and reviewed by Directorate Lead Equality Officer

Name                    Date                                  Signed


	FULL COMMUNITY IMPACT ASSESSMENT

	Narrowing the gap – socio- economic inequality

	Please consider the following areas…  FORMDROPDOWN 


	1. How does the service support our ambition to ‘narrow the gap’ and reduce the extent to which outcomes are dependent on wealth? 

Ensuring that people receive the benefits that they are entitled to in order to improve their standard of living and potentially reduces debt.



	2. Please list any barriers which may prevent people from low income backgrounds from achieving positive outcomes from the function
The complexity of the claiming process and the length of the claim form may prevent people from claiming and receiving the benefits that they are entitled to. This may be because of poor literacy skills, or not being able to, or knowing how to, access the service generally. Customers may be reliant on relatives or friends completing forms for them which may prevent them from applying due to the confidential nature of the information that they are required to provide. 
There may be transport issues and costs related to getting to council buildings although the opening of the Gateway Centres in Walkden, Eccles and Pendleton and the service provision at Unity House in Swinton mean that the service is provided locally for the majority of customers. 
The appeals process may seem complex to some customers and they may not understand that they can request that their case is looked at again.  

	3. Please detail how these barriers may be overcome.

The e-benefits claim process has been implemented to make it easier for customers to make their benefit claim. The claim can either be made by phone or by appointment at one of the Gateway Centres or Unity House in Swinton. If the customer is unable to make their claim by either of these methods a home visit can be arranged for vulnerable people or those who are housebound. It is important that these services are promoted to highlight their availability and this will be included in the Action Plan. 
Staff will assist customers to make their claim either by phone or face to face and ask only relevant information relating to their circumstances. This will make the process easier and quicker for customers. 
Customers can sign their e-benefit claim and bring documentation to either Unity House or a Gateway Centre where information can be scanned and sent directly to the Benefit Office. 

If customers know that they can get help in completing the form, they may be more likely to apply as they will be dealing with someone they are unlikely to know (people may not wish to be helped by a relative and are more likely to apply if they can do so independently). Libraries also offer a form checking and verification service. 
In addition, Salix Homes and housing associations encourage their tenants to make an e-benefit claim. Salix Homes and some of the housing associations can verify benefit documentation on behalf of the Council which makes it easier for some customers to access the service. Where an e-benefit claim is not appropriate a paper claim form will be issued which has been awarded the Crystal Mark by the Plain English Campaign.
Within the service there is a resource to assist with benefit take-up and individual groups and areas will be targeted in order to raise awareness of the availability of council tax and housing benefits. Joint take-up initiatives are undertaken with various partners such as Salix Homes and housing associations to promote the availability of housing and council tax benefits.
Front-line staff have been fully trained in customer care and understand that customers may have different needs and are able to adapt to meet these needs. 
The Greater Manchester authorities have jointly produced six housing and council tax benefit leaflets. Consideration will be given to whether a language panel and board maker symbols could be added to the leaflets next time they are reviewed. The six leaflets are – How to claim Housing and Council Tax Benefit, Housing Benefit and Council Tax Benefit for people who work, A guide to Housing Benefit and Council Tax Benefit for landlords, Discretionary Housing Payments, Appeals and Local Housing Allowance.
Benefit notifications advise customers about their appeal rights and staff are trained to deal with these enquiries. 


	If your policy is relevant to narrowing the gap, please continue to complete this section. 

	4. Please list any baseline data and analysis which demonstrates our knowledge of communities in Salford and the impact of deprivation
N/k

	5. Please provide evidence of how services are targeted or designed based on our knowledge of need and deprivation

N/k

	6. Please list any data or evidence you have which demonstrates access of service and benefits
N/k

	7. Does this data show that any groups access the service more/less?

N/k

	8. Does this data show any better or worse outcomes are achieved from the service for this group?

N/k

	9. Can any unfavourable impacts be justified? 
No services are provided equally for all customers and adapted to meet their needs

	 Age

	Please consider the following areas…  FORMDROPDOWN 


	1. Please list any barriers that service users may encounter when accessing services

Refer to information in socio-economic inequality section (section 3).socio- economic iquality 
Also accessibility and physical issues and the format of how information is provided may be a problem.

There could be a perceived stigma about claiming benefits that some older people may feel which may prevent them from claiming what they are entitled to. 
Many older people do not have access to the internet to obtain information although this is increasing over time.

Younger people may not be familiar with the benefit claiming process due to not claiming previously and may not know where to go for advice and to claim benefits. 

Illiteracy in all ages of applicant. 



	2. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their age 
As above

	3. Please detail how these barriers may be overcome.

Refer to information in socio-economic inequality (section 3).

Also visits to sheltered schemes for elderly residents have been undertaken in conjunction with Salix Homes and some housing associations to encourage take-up of Housing and Council Tax Benefit in this group.  
Information can be provided in larger font size if requested. A mini com system is available at customer outlets.    

	4. Please list any baseline data or evidence you have e.g. census data
The Customer Contact Centre will be collecting data via CRM that will enable different customer groups to be targeted in the future.  

	5. Please list any data or evidence you have which demonstrates service users accessing the service 

The information will be available in 12 months time. 

	6. Does this data show that any groups access the service more/less?

Data not yet available

	7. Does this data show any better or worse outcomes are achieved from the service for this group?

Data not yet available 

	8. Can any unfavourable impact be justified? 
The home visiting service is provided for older, disabled or vulnerable people. It is appropriate that this service is only available to these groups as they may need assistance in completing the forms and resources are limited.

	Disability

	Please consider the following areas…  FORMDROPDOWN 


	1. Please list any barriers that service users may encounter when accessing services 

Refer to information in socio-economic inequality section.socio- economic inequality 

Also it may be difficult for disabled people to use public transport issues to get to council buildings. However, the opening of the Gateway Centres in Walkden, Eccles and Pendleton and the service provided at Unity House in Swinton may make this easier for customers to access services. 
The way information is provided may be a problem e.g. the lack of alternative formats. Staff not knowing what other options are available to customers.
Not all customers have access to the internet to obtain information, although this is increasing.

Illiteracy in all ages of applicant. 

Lack of communication measures for hearing impaired people. 

People with learning difficulties may not understand or know how to complete a complex form. 

	2. Please list any barriers which may prevent people with disabilities from achieving positive outcomes from the service. 

As above

	3. Please detail how these barriers may be overcome.

Refer to information in socio-economic inequality (section 3).

Also front-line staff have been fully trained in customer care and understand that customers may have different needs and are able to adapt to meet these needs.  

All customer service outlets are accessible by car and there is accessible parking at each of the venues. There are good public transport links to all of the outlets.
All council buildings are accessible and comply with DDA requirements. The new Gateway Centres have low counters, accessible doors and accessible toilets.  
The interviews rooms in Unity House and at the Gateway Centres have loop systems installed. Some front-line staff have undertaken basic BSL training and interview rooms have been adapted for wheelchair users. Documentation and correspondence can be provided in different formats, if requested. BSL interpreters can be provided if needed.  
The division can identify those people who are, for example, visually impaired, and require correspondence in alternative formats.  However this information cannot be linked with the council tax and benefits computer system. Therefore correspondence in alternative formats cannot be provided automatically, it can only be provided on request. 


	4. Please list any baseline data or evidence you have e.g. census data
Information will be collated by the Customer Contact Centre via CRM and this information can be used to target certain customer groups in the future. 

	5. Please list any data or evidence you have which demonstrates service users accessing the service 

This should be available in 12 months time. 

	6. Does this data show that any groups access the service more/less?

As above

	7. Does this data show any better or worse outcomes are achieved from the service for this group?

As above

	8. Can any unfavourable impact be justified? 
The home visiting service is only provided for older, disabled or vulnerable people. It is appropriate that this service is only open to these groups as they may need support completing the forms and resources are limited to provide this service.

	Gender

	Please consider the following areas…   FORMDROPDOWN 


	1. Please list any barriers that service users may encounter when accessing services 

There may be cultural issues, for example, relating to some Muslim or Jewish women who should not be interviewed by male officers. 

Staff may not be aware about cultural differences and may not deal with customers in the appropriate way. 

	2. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their gender 

See 1. above

	3. Please detail how these barriers may be overcome.

A guide on cultural issues has been developed within the division. Male and female officers are available to deal with customer enquiries. 
Consideration has been given as to how to target single parents with children as they are potentially a vulnerable group. The Benefit Take-up Officer has attended a number of sessions at Sure Start Centres which is attended by people with young children. 
Home visits can be arranged where this would be appropriate. 

	4. Please list any baseline data or evidence you have e.g. census data
Information will be collated by the Customer Contact Centre via CRM and this information can be used to target certain customer groups in the future.

	5. Please list any data or evidence you have which demonstrates service users accessing the service 

This should be available in 12 months time.

	6. Does this data show that any groups access the service more/less?

As above

	7. Does this data show any better or worse outcomes are achieved from the service for this group?

As above

	8. Can any unfavourable impact be justified? 
Targeting single parents with children is justifiable as they are likely to be entitled to benefits

	Race

	Please consider the following areas…  FORMDROPDOWN 


	1. Please list any barriers that service users may encounter when accessing services 

The complexity of the claiming process and the length of the claim form may prevent people claiming and receiving the benefits that they are entitled to. 
This may be because people do not speak English as a first language, or not being able to, or know how to, access the service generally. 


	2. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their race

As above

	3. Please detail how these barriers may be overcome.

Refer to information in socio-economic inequality (section 3).

Also an interpreter can be arranged where appropriate if this would assist a customer to make a housing and council tax benefit claim. This would be arranged at the most convenient location for the customer.
Within the service there is a Benefit Take-up Officer and the Take-up Plan targets particular areas and customer groups to raise awareness of the availability of council tax and housing benefits. Joint take-up initiatives are undertaken with various partners such as Salix Homes and housing associations to promote the availability of housing and council tax benefits. 

Further targeting of specific groups could encourage more claims to be made. 

	4. Please list any baseline data or evidence you have e.g. census data
Information will be collated by the Customer Contact Centre via CRM and this information can be used to target certain customer groups in the future.

	5. Please list any data or evidence you have which demonstrates service users accessing the service 

This should be available in 12 months time.

	6. Does this data show that any groups access the service more/less?

As above

	7. Does this data show any better or worse outcomes are achieved from the service for this group?

As above

	8. Can any unfavourable impact be justified? 
The Council Tax and Housing Benefits service is promoted at events throughout the City targeting all equality groups in the city.

	Religion and/or Belief

	Please consider the following areas…   FORMDROPDOWN 


	1. Please list any barriers that service users may encounter when accessing services 

Cultural issues, for example, ensuring staff are aware of festivals and dates and times when they should and should not visit certain communities. Also staff should be aware that women from some communities will not welcome visits from male officers.


	2. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their religion and or belief

As above

	3. Please detail how these barriers may be overcome.
Refer to information in socio-economic inequality (section 3).

Also staff have been trained so that they are aware that they cannot undertake visits to certain residents at certain dates and times. In addition, regular Customer Services Equality and Diversity newsletter provides details of all religious and other festivals. 
Some staff have visited a synagogue and a mosque to gain a better understanding of the culture and needs of the Jewish and Muslim community within Salford.

	4. Please list any baseline data or evidence you have e.g. census data
Information will be collated by the Customer Contact Centre via CRM and this information can be used to target certain customer groups in the future.

	5. Please list any data or evidence you have which demonstrates service users accessing the service 

This should be available in 12 months time.

	6. Does this data show that any groups access the service more/less?

As above

	7. Does this data show any better or worse outcomes are achieved from the service for this group?

As above

	8. Can any unfavourable impact be justified? 
The Council Tax and Housing Benefits service is promoted at all events in the City targeting all equality groups in the city.

	Sexual Identity

	Please consider the following areas…   FORMDROPDOWN 


	1. Please list any barriers that service users may encounter when accessing services 

People may be wary of accessing public services because of experiences they may have had in the past.

	2. Please list any barriers which may prevent people from achieving positive outcomes from the service as a result of their sexual identity
As above

	3. Please detail how these barriers may be overcome.

Refer to information in socio-economic inequality (section 3).

Also by ensuring that staff dealing with customers takes account of the needs of each individual and treats all customers equally.  
Staff attend the annual Pride event in Manchester to promote Housing and Council Tax Benefit take-up.

	4. Please list any baseline data or evidence you have e.g. census data
Information will be collated by the Customer Contact Centre via CRM and this information can be used to target certain customer groups in the future.

	5. Please list any data or evidence you have which demonstrates service users accessing the service 

This should be available in 12 months time.

	6. Does this data show that any groups access the service more/less?

As above

	7. Does this data show any better or worse outcomes are achieved from the service for this group?

As above

	8. Can any unfavourable impact be justified? 
The Council Tax and Housing Benefits service is promoted at events targeting all equality groups in the city to raise awareness within these groups about benefits that they may be entitled to get. 

	Community Cohesion

	Please consider the following areas…  FORMDROPDOWN 


	1. Does the function promote/support community cohesion? 

The service has a presence at community events and promotes its service to all communities. Information about Housing and Council Tax Benefit is available on the Council’s website. 

	2. If community cohesion is relevant to your function what steps will you take to promote it?
A lot of work has already been undertaken and is on-going within the council to ensure that services are provided to all residents in Salford. The Benefit Take-up Officer attends various community events to promote the take-up of housing and council tax benefit. The Mobile Information Centre attends various events and visits various locations and staff are able to give advice on benefits and many other services. 
We ensure that there are access points for customers to claim the benefits that they are entitled to by providing services at a number of outlets throughout the city.  


	Consultation – Planning

	Who are the groups, organisations and individual most likely to be affected by the proposed policy, directly and indirectly?
All residents of the city, landlords with properties in the city, other service users and partners

	What methods of consultation are most likely to succeed in attracting the organisations and people you want to reach?

2000 questionnaires were sent out to people who claim Housing and/or Council Tax Benefit in 2009. The questionnaires asked a range of questions about the Housing and Council Tax Benefit process and the service that they received. This enabled us to consider service improvements where issues were raised. 
We undertake exit surveys and ring backs to get views and comments from customers who have used the service.  
Additional information will be recorded on CRM which will enable the Benefit Services to target customers in certain groups. 

	Has there been any recent research or consultation with the group/individuals you plan to consult? (please give details)

As above. 

	Consultation- results



	When did you undertake the consultation? 
The AGMA questionnaire was sent out  in 2009

	Did you reach all the groups/individuals you wanted to reach?

Yes a wide range of Housing and Council Tax Benefit claimant’s were sent questionnaire’s

	What did you find?

Feedback from the consultation process mainly showed an improvement in all areas of the service since the previous survey although customers still found the council tax and housing benefit claiming process complex. We have since introduced the e-benefits claiming process and received positive feedback from customers who have used this service.

	What will you change as a result of the consultation? Please ensure this is captured in the action plan

Changes to the service are considered on an on-going basis. Please see action plan.


	Action Plan following consultation

Please list issues identified from targeted consultation and actions required

	Issue identified
	Action required
	Person Responsible
	Date required by
	Outcome

	
	
	
	
	     

	Benefit leaflets to be more accessible and in different formats
	On review of the GM benchmarking group leaflets consideration will be given to alternative formats. 
	Bev Connor
	30th September 2011
	     

	Need to ensure that measures are in place to promote benefit take-up in hard to reach groups. Hopefully information will be available from CRM later in 2011/12. 
	Benefit take-up Action Plan to include attending events and raising benefit awareness within these groups
	Pam Prendergast
	30th September 2011
	

	Further information is required to identify any service improvement requirements for different customer groups 
	Additional information to be recorded on CRM system to assist with equality monitoring and targeting customer groups.
	John Tanner
	31 March 2012
	     

	Promote e-benefit claim process 
	Review information on website

Salix Homes, RSL’s and private landlords advised of process

On-line leaflet to be made available to partners
	Bev Connor
	30 April 2011
	

	Promote the availability of visiting service
	Review information on website.

Ensure front-line staff are aware of service and criteria.

Promote service to partner organisations 
	Bev Connor
	31 May 2011 
	

	Please ensure you have provided as much evidence as possible to support the responses you have given

	Additional Comments

Once the data, as detailed above, has been collected, the Community Impact Assessment will be reviewed.

	Monitoring

	How and when will the action plan be monitored?

At the Senior Management Team quarterly

	How and when will outcomes be recorded?

In the division’s Business Plan

	With whom will the results of the CIA be shared?

The Senior Management Team in Customer and Support Services and the Corporate Equality Lead Officer Group

	Have the actions been mainstreamed into the service plan?

Yes


	Quality Assurance

	When you have completed your CIA, it must be submitted to your directorate CIA Quality Assurance Panel for approval.
     

	
	
	
	
	

	Signed
	Bev Connor
	Dated
	21/4/11
	(Completing Officers)

	
	
	
	
	

	
	     
	Dated
	     
	

	
	
	
	
	

	Signed
	Bev Connor
	Dated
	21/4/11     
	(Lead Officer)

	
	
	
	
	

	Signed
	     
	Dated
	     
	(Quality Assurance Panel)

	
	
	
	
	

	
	     
	Dated
	     
	

	
	
	
	
	

	
	     
	Dated
	     
	

	
	
	
	
	

	
	     
	Dated
	     
	

	
	
	
	
	

	This CIA must be reviewed every three years. 

CIA review date: March 2014
Please send your approved CIA along with an CIA narrative to elaine.barber@salford.gov.uk, for publishing on the council’s internet pages.
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