
  Transformation to 2021 proposal details 

 

 Name of Transformation to 2021 proposal:  Customer Engagement Service Operating 
Model review 

 

 T21 Opportunity Reference:  CES1; CES2 
 

 Name of the accountable Officer:  Deborah Harkin, Assistant Chief Executive 
 

 Email address of the accountable Officer:  deborah.harkin@hants.gov.uk 
 

 Department: 
  Adults' Health and 

Care 

Children's Services Corporate 
Services 

Culture, 
Communities and 
Business Services 

Economy, 
Transport and 
Environment 

   ❑  ❑    ❑  ❑ 

 

 Date of assessment:  15/5/2019 
 

  Detailed Overview 
 Is this a detailed or an overview EIA?  ❑   

 

 

 Description of service / policy and the proposed change 

 

 Describe the current service or policy, giving a brief description of the current services in 
scope and the user demographic: 
  The Customer Engagement Service comprises Marketing and Advertising, Corporate Communications and Insight 
and Engagement (including public consultation and engagement, behavioural change research, corporate 
performance, and a wide range of strategic partnerships and policy agendas - such as the Armed Forces, the 
Voluntary Sector, community safety and equalities). These teams sit alongside the Chief Executive’s and Leader’s 
offices.  The Service has a target to reduce its budget by a further £121,000 by April 2021, contributing to wider 
organisational savings of £80million. These reductions will be achieved by making further changes the the Service's 
operating model - increasing the amount of funding received through external sources of income and reducing overall 
overheads, including through a further headcount reduction. 
 

 Geographical impact: 
    All Hampshire   ❑ Fareham   ❑ New Forest 
   ❑ Basingstoke & Deane   ❑ Gosport   ❑ Rushmoor 
   ❑ East Hampshire   ❑ Hart   ❑ Test Valley 

   ❑ Eastleigh   ❑ Havant   ❑ Winchester 
 

 Describe the proposed change, including how this may impact on service users or staff: 
  It is estimated that approximately 10% of staff will be impacted by changes to the Customer Engagement Service 
operating model resulting in headcount reductions. Some staff may also need to develop further their skills in order to 
support a more commercial service and strengthen the external offer. Changes will not affect the level of service 
provided to the public. 
 

 Who does this impact assessment cover? 

   ❑ Service users    HCC staff (including partners) 
 

 

 Engagement and consultation 

 



 The County Council’s Serving Hampshire Balancing the Budget consultation (2019-2021) will seek 
residents' and stakeholders' views on strategic options for funding the Authority’s budget gap. 
Where applicable, detailed proposals for making savings will be subject to further, more detailed 
‘stage two’ consultation before any decisions on service specific changes are made. 
 

 Has any pre-consultation engagement been carried out? 
   ❑ Yes    No   ❑ No, but planned to take 

place 
 

 Describe the consultation or engagement you have performed or are intending to perform. 
Describe who was engaged or consulted. What was the outcome of the activity and how have the 
results influenced what you are doing? If no consultation or engagement is planned, please 
explain why. 
  No specific consultation has been carried out on this proposal – however, the County Council ran a major public 
consultation exercise over the Summer 2019 on a range of options for finding further budget savings including 
increasing Council Tax, using reserves and making changes to the way services are delivered, which may mean 
reducing or withdrawing certain services. The outcome of this consultation will be presented to the County Council’s 
Cabinet in October 2019. When decisions are made to pursue the options, further specific consultation will be carried 
out with stakeholders on the detailed options where required. 
 

 

 Consideration of impacts 

 

 Indicate whether the proposed change is expected to have a positive, neutral or negative (Low, 
Medium or High) impact on people who share the following characteristics. 
 

 For any characteristics with a positive, low negative, medium negative, or high negative impact, 
please describe this impact in the box provided. 
 

 For any characteristics with a medium negative, or high negative impact, please describe any 
mitigations in the box provided. 
 

  Statutory considerations 
  Positive Neutral Low negative Medium 

negative 

High 
negative 

 Age  ❑  ❑    ❑  ❑ 

 

 Impact:  
There could be a reluctance to offer EVR / VR packages to staff who have worked with the County
 Council for a longer period, and therefore may be older, due to their packages being higher cost.  

 Mitigation:   

 

  Positive Neutral Low negative Medium 
negative 

High 
negative 

 Disability  ❑    ❑  ❑  ❑ 

 

 Impact:   

 Mitigation:   

 

  Positive Neutral Low negative Medium 
negative 

High 
negative 

 Sexual orientation  ❑    ❑  ❑  ❑ 

 

 Impact:   

 Mitigation:   

 

 



  Positive Neutral Low negative Medium 
negative 

High 
negative 

 Race  ❑    ❑  ❑  ❑ 

 

 Impact:   

 Mitigation:   

 

  Positive Neutral Low negative Medium 
negative 

High 
negative 

 Religion or belief  ❑    ❑  ❑  ❑ 

 

 Impact:   

 Mitigation:   

 

 

  Positive Neutral Low negative Medium 
negative 

High 
negative 

 Gender reassignment  ❑    ❑  ❑  ❑ 

 

 Impact:   

 Mitigation:   

 

  Positive Neutral Low negative Medium 
negative 

High 
negative 

 Gender  ❑  ❑    ❑  ❑ 

 

 Impact:  There could be a low 
negative impact on female members of staff simply by virtue of the  fact that there are more wome
n working within the Service than men.  

 Mitigation:   

 

 

  Positive Neutral Low negative Medium 
negative 

High 
negative 

 Marriage or civil partnership  ❑    ❑  ❑  ❑ 

 

 Impact:   

 Mitigation:   

 

  Positive Neutral Low negative Medium 
negative 

High 
negative 

 Pregnancy and maternity  ❑    ❑  ❑  ❑ 

 

 Impact:   

 Mitigation:   

 

 

  Other considerations 
  Positive Neutral Low negative Medium 

negative 

High 
negative 

 Poverty  ❑    ❑  ❑  ❑ 

 

 Impact:   

 Mitigation:   

 

  Positive Neutral Low negative Medium 
negative 

High 
negative 



 Rurality  ❑    ❑  ❑  ❑ 

 

 Impact:   

 Mitigation:   

 

 If you have only identified neutral impacts, please state why: 
   

 

 

 Additional information 

 

 Click here for guidance on any other factors to consider. 
 

 Include any other brief information which you feel is pertinent to this assessment here: 
(optional) 
   
 


