Using Equality Impact Assessments to improve our services ( 2010)

The Hyde Group is committed to ensuring that
our services meet the needs of all our customers
and that we provide services in a way that is fair
and accessible to all. An important part of our

What is an Equality Impact Assessment?

An Equality Impact Assessment (EIA) is used
to look at new or existing policies, strategies

aim is to provide fair services that do not and services to identify what effect or likely
discriminate or have a negative impact on any effect they will have on different groups within
particular groups. our communities. EIAs help to anticipate and

identify the equality consequences of policies,
We have an on-going programme of Equality strategies and service delivery. EIAs should
Impact Assessments aimed at ensuring that be used, as far as possible, to ensure any
our policies, procedures and working practices negative impacts for a particular group or

are non-discriminatory. The impact assessments | S€ctor of the community are eliminated or

cover race, gender, disability, age, religion or counterbalanced by other measures. They
: . also enable us to identify and use
belief and sexuality.

opportunities to promote positive relations
between groups.

In 2010, we completed 18 policy reviews
covering a range of service areas. Each review included an Equality Impact Assessment looking at
the impact of the policy on residents and staff from the different diversity and equality groups.

We recognise that resident engagement and involvement in the Equality Impact Assessment
process is very important. Resident feedback from a range of satisfaction surveys has been used
to inform the assessments including monthly repairs and gas servicing surveys and 3-monthly
complaints, lettings and anti-social behaviour surveys. We also comissioned a specific piece of
research on contact, communcation and customer service, which was used to inform our new
Accessible Communications Policy.

Below is a summary of the service improvements from few key assessments undertaken:

Gas Safety Policy

- A gas safety leaflet is available in offices and on-line, which can be translated on request or be
produced in large print, Braille or audio format. In addition the Heath and Safety Executive have
been contacted and have provided standard gas safety information leaflets in 14 different
community languages as well as providing a ‘browse aloud’ audio version which has loaded
onto the Hyde Group website. Both the translated leaflets and the audio version are available to
residents now.

- Current policy has been expended to include more information about arrangements for those
with special requirements and more information about the vulnerability checks to be carried out
before and after the installation of Service Interval Programmers.

- We are working with our contractors to ensure they have suitable systems in place to ensure
that any information regarding specific requirements of tenants is passed to operatives before
appointments. We can also undertaking an awareness raising campaign regarding the types of
special requirements some residents have and the communication arrangements we should
make for all contacts, not just gas servicing.

Rechargeable Repairs Policy

- The policy has been updated to included discretionary circumstances. This recognises that we
may be dealing with vulnerable residents and residents facing financial hardship. We will be
sensitive to their needs and will engage support services or make referrals to HydePlus as
appropriate. Repairs will not be delayed unnecessarily because of vulnerability or finance
issues.




Accessible Communications Policy

- A new policy guide for staff has been produced covering all types of accessible communication
needs including translating and interpretation services, transcriptions and alternative formats,
RNID Typetalk and hearing induction loops.

- A new staff register of translation and signing skills is held by our Human Resources
department. Staff will be used as interpreters for ease and speed of response, by agreement
with the resident, but we will always arrange a professional interpreter for longer or more
complex interviews.

- Staff can now produce mailing lists of residents with expressed communication preferences
using the resident census data. This enables us to provide a translation, transcription and
interpreting service to make sure everyone has equal access to services.

Hate Crimes Policy

This is a new policy, which sets-out our approach to preventing and tackling hate crime. We have a

zero tolerance policy and will support victims by working in partnership with other agencies

including the Police to take action against perpetrators. The main aims of the policy are to:

- Increase the number of reported incidents by providing a safe and accessible service for
victims.

- Ensure that all victims and withesses have access to appropriate support services

- Empower staff to respond to incidents effectively

- Increase resident satisfaction with case management

We are working on a new survey to capture customer satisfaction information so we can monitor
this service more effectively.

Mutual Exchange Policy

- A new leaflet about mutual exchange and other options for moving home and how residents can
access these services is currently being designed.

- We now belong to two web-based mutual exchange schemes — House Exchange and Home
Swapper, which also allows applications to be non web-based. Local staff have received
additional training to help vulnerable and elderly residents access these schemes.

- The current policy has been updated to include more detail about our statutory obligations. This
includes a duty to ensure adapted properties are kept for those who need these types of
homes.

2010 - EIA’s Completed Type of Review
1. Resident First Strategy Policy Review
2. Gas Safety Policy Policy review
3. Responsive Repairs Policy Policy review
4. Fire Safety Policy Policy review
5. Rechargeable Repairs Policy Palicy review
6. Accessible Communications Policy Policy review
7. Void to Let Policy Policy review
8. Carers Policy Policy review
9. Communicable Diseases Policy Policy review
10. Temporary Housing Property Inspection Procedure Policy review
11. Sex Offenders & Dangerous Offenders Policy Palicy review
12. Abandoned Properties Policy Policy review
13. Contractors Code of Conduct Policy review
14. Decant Policy Policy review
15. Domestic Abuse Policy Policy review
16. Hate Crimes Policy Policy review
17. Mutual Exchange Policy Policy review
18. Pets Policy Policy review







