Customer & Equality Impact Assessment 
Assessment Overview
	Name of the service, policy, plan or project being impact assessed:  
	ETE Objective 2.1 Maximise the use of waste as a material resource and reduce landfill in Hampshire 

	Department:
	Economy, Transport & Environment

	Name of lead officer:   
	Clare Saunders / Adrian Lee  - EqIA leads – Adrian Lee, Helen Stephenson (and Ilina Todorovska) 

	Publication date:  
	March 2012

	
	March 2013


This section maybe partly informed by the equality screening and full equality assessments.  
	Describe the main purpose and aims of the service, policy, plan or project. 
Include who is intended to benefit and how their needs are identified and met. Refer to any profile of customers, access channels (and their efficiency / effectiveness), satisfaction ratings and measures of outcomes (inc for wellbeing of disadvantaged/ vulnerable).
	The Waste & Resource Management section aims to provide a household waste disposal service for all Hampshire residents that is economic, efficient and environmentally sensitive.  The key objectives are to reduce waste going to landfill, maximise the reuse and recycling of waste and reduce costs and increase income generation.
As the designated Waste Disposal Authority (WDA), HCC has the following statutory obligations:
· Managing the reuse, recycling and treatment of Hampshire’s household waste 
· Providing Household Waste Recycling Centres (HWRCs), where householders can dispose of their bulky waste
· Managing the responsibilities and liabilities resulting from the historic disposal of domestic waste by land-filling, including pollution legacy and restoration of former landfill sites
Through the Project Integra Partnership, HCC works closely with the waste disposal contractor Veolia, Southampton and Portsmouth City Councils and the district who provide the kerbside waste and recyclables collection service.  

Hampshire residents come into direct contact with the service when they visit one of Hampshire’s 26 HWRCs, which are open to all for the receipt of household waste 7 days a week.  A current priority for HCC is to conclude a review of the HWRC service in order to identify how the current HWRC service is used and explore options for changing the future delivery of the service.

Surveys commissioned by HCC in 2011 as part of the HWRC service review identified that satisfactions levels with HWRCs are very high; “overall, 99% of site users were either ‘very satisfied’ or ‘satisfied’ with the service offered at their local HWRC”.  Similarly, in 2011, 95% of site users surveyed by Hopkins Recycling Ltd (the contractor responsible for running the HWRC sites) said that the service they received was ‘good’.   
This market research found that Hampshire residents support recycling.

An ‘Accessibility Audit’ was undertaken across the HWRC network in 2004 and a variety of issues were raised and addressed with the aim of improving access to the site for the benefit of all customers.  


	What are the main elements of the initiative, policy, plan or project?  
(Suggest we reword this question to specifically relate to opportunities for the public to be engaged?)

Include how customers are engaged in the service design and review process, to assess and provide for their needs
	The service is planned in line with the ETE Department’s Service Planning Framework.  This includes an annual process for the prioritisation and planning of the Department’s services by defining them at the wide strategic / objective and also the more specific service delivery programmes and project levels.  

Service planning takes into account national and local government priorities.  The service objective to “maximise the use of waste as a material resource and reduce landfill in Hampshire” takes the lead from the departmental aim “Shaping Hampshire’s future”, the Corporate priority “Enhancing our quality of place” and the Government’s commitment to “A ‘zero waste’ economy.

Customer opinions are an important element in shaping the service both in the annual reviews and as information arises.  The public facing HWRC service is currently under review and, as part of the County Council’s democratic process, the public has the opportunity to be involved by responding to the relevant reports to Members.

Hampshire residents, (both site users and non site-users) have been involved in the service delivery review process and knowledge about their use of HWRCs and their opinions on potential development options will be used as evidence in facilitating decision making.

HCC commissioned Miller Associates to carry out market research with Hampshire residents to ascertain the following:  

•
Customer origin data  

•
Reasons for using/not using HWRCs  

•
Satisfaction levels of HWRC service provision 

•
Priorities for service delivery 

•
Potential improvements to the service 

•
Opinions on possible future options for HWRC service delivery

Firstly, on-site surveys were carried out during December 2010 and January 2011 to gain customer origin data and reasons for using HWRCs.  5,168 interviews were conducted across all 26 HWRCs in Hampshire. 

Secondly, Six focus groups were conducted during January 2011 to explore potential options of future HWRC service delivery with Hampshire residents.  One group with users of HWRCs, and one with non users, was conducted in each of the following locations: Eastleigh, Havant, and Basingstoke.

As part of the service review, a report has been written to produce a series of GIS maps which provide a clear layout of the HWRC service spatially in relation to;

•
Urban areas

•
Population (and socio-demographics of population)

•
Transport

•
Distance to site policy (5 miles)

•
Socio-demographics (including new housing developments and future population increases)

•
Any other associated factors which influence service delivery

Public enquiries about the HWRC service, including Trade Waste Controls, are handled via HCC’s contact centre Hantsdirect.   Hantsdirect uses the postcodes of callers to identify their MOSIAC profile and it is proposed that this data is analysed to determine whether the service is adversely impacting on users of a particular profile  (see proposed action 1) .
Hopkins Recycling Ltd carry out their own site surveys and mystery shopper surveys which are followed up with gap analysis and staff training for any highlighted issues.   Hopkins has an Equality Policy, which forms part of the company’s internal management system that is ISO audited, and provide ongoing  training for all staff plus quarterly bespoke Customer Care courses for all new staff.  The general view from the 2011 focus groups is that staff at sites are much more helpful than they have been in the past and are more willing to assist and signpost people.



	In what way will or might the policy, plan or project be improved and advance equality or improve access?
 Using feedback / intelligence to identify opportunities for customer improvements, including impacts on protected characteristics.
	 The findings of the HWRC service review surveys will inform decisions on future service provision.



	What actions will be taken to address any issues identified? 
Set out actions to mitigate any negative impacts
	The Council is meeting new requirements related to the Localism Act to enhance awareness of the opportunities for people to engage with the Council on the planning and design of its services.  The Council is drafting a stakeholder engagement schedule, which will advertise certain key ongoing and forthcoming projects, initiatives and reviews of services, giving an opportunity for people to respond and contribute to the development of the services and projects and the service planning for this service.  Several key reviews and projects from this service are to be included in the stakeholder engagement schedule.  Those to be consulted on this year relevant to this service objective are: 

· Waste and Resource Strategy 

· Household Waste Recycling Centre (HWRC) Service Provision Review

· Household Waste Recycling Centre Service Management and Operation Contract

· Abandoned Vehicles County Contract ( Collection & Disposal Service)

· Collection and Processing of fly-tipped and HWRC tyres

· Waste Disposal Contract
These opportunities are principally publicised and accessed via the Council’s website at http://consultations.hants.gov.uk/
Information on customers who contact our services via Hantsdirect will also be analysed to determine whether the HWRC service is appropriately reaching out to / adversely impacting on users of particular types (proposed action 1)

	
	

	Conclusion: 
What are you intending to do/change?  Who might be affected by it?  Who have you / are you  consulting about this service of  changes to it?  What actions are you taking to mitigate impact and advance equality?

	Consultations regarding waste services will particularly take regard of the characteristics deemed in this assessment to be of a medium impact. 

The findings of the HWRC service review surveys will inform decisions on future service provision.

The new HWRC contract will be customer and equality impact assessed.

An impact assessment will be carried out for all new HWRCs.


Equality Screening Assessment

This assessment looked at the following protected characteristics and other equality topics of concern to HCC,
	Characteristic
	Impact level
	Notes – explain why the impact is assessed as low and any actions being taken.

	· Age 
	None
	There are no age eligibility issues.  Anyone can use an HWRC, although users are significantly more likely to be over the age of 45 (25% of users are aged over 65) because young people are less likely to be householders having need of the service. 

	· Disability
	Medium
	See below

	· Faith 
	None
	No data but there are no known impediments to access and use of this service related to faith

	· Gender
	Medium
	See below

	· Transgender 
	None
	No data - but there are no known impediments to access and use of this service related to faith

	· Race 
	Low 
	No data - surveys may identify that some ethnic groups are under represented in terms of HWRC service users.  This information would allow us to take positive action to address the issue if necessary.

	· Sexual orientation 
	None
	No data - but there are no known impediments to access and use of this service related to sexual orientation

	· Marriage / civil partnership 
	None
	No data - but there are no known impediments to access and use of this service related to marriage / civil partnership

	· Pregnancy & maternity 
	Low
	No data – but Pregnancy maternity may be related to issues listed under Disability or Gender.

	Other forms of disadvantage e.g. low income, geography
	Medium
	See below


Full equality assessment on medium / high impacts  (One table for each characteristic)
Disability:

	What do you know about the breakdown of people with this  characteristic who use your services compared to the community profile:
	No data – disability was not covered by the 2011 surveys.

	What negative, disproportionate or unlawful  impacts might this service / proposal have on the characteristic?
	Access to HWRCS is by car, which may be more difficult for disabled people.  

However, on site staff are available to provide assistance to all HWRC users.


	In seeking to advance equality and improve access, what positive impacts might this proposal have on the characteristic?
	Following the 2004 accessibility audit, improvements have been carried out at all HWRCs.  There is a continued programme of site refurbishment and the design of redeveloped HWRCs takes these findings into account with the aim of safeguarding the health and safety of all customers using the site.  

Improvements carried out at HWRCs to address the issues raised by the accessibility audit include:

· Disability spaces in car parks

· Dropped kerbs

· Signs informing customers that they can ask for help

· Improved signage - use of colours and symbols, fewer words = easier to read and understand

· Permit scheme - blue badge holders excluded

All new sites are split level which provides level access to bins.

HWRC site staff will provide assistance to all users.

For disabled people there are alternatives to using the HWRC for disposing of household waste:

· WCA household kerbside collection service

· WCA bulky item collection service (chargeable)
Other alternatives include:

· Home composting

· ‘Freecycle’ type websites

· Local charity shops

· Skip hire

· Bring banks


	Are there any issues identified:
	Lack of data about users or non-users with a disability.  It is not known whether access to HWRCs , which is by car, is more difficult for disabled people. 

	What action will be taken to address any identified issues:
	It is proposed that disability groups are consulted to determine whether there are barriers to them using the HWRC service (proposed action 2)


Gender:

	What do you know about the breakdown of people with this  characteristic who use your services compared to the community profile:
	Significantly more males visit HWRCs than females (66% versus 34%).  


	What negative, disproportionate or unlawful  impacts might this service / proposal have on the characteristic?
	Reports from the focus groups - females said they often found the sites intimidating and difficult to negotiate e.g. females found sites where it is necessary to lift bags in order to get things into skips very difficult to use.

	In seeking to advance equality and improve access, what positive impacts might this proposal have on the characteristic?
	The customer care training provided by Hopkins for site staff seeks to address issues around customer service and specifically focuses on how to deal with female customers. 

Hopkins also carry out mystery shopper surveys and follow this up with gap analysis and training for any highlighted issues.
Site staff are required to offer help to customers e.g. lifting, guidance
The general view from 2011 focus groups is that staff at sites are much more helpful than they have been in the past and are more willing to assist and signpost people.

	Are there any issues identified:
	No

	What action will be taken to address any identified issues:
	N/A


Low Income, Geography:
	What do you know about the breakdown of people with this  characteristic who use your services compared to the community profile:
	Car ownership

According to the 2011 survey, most of the people who visited HWRCs were car owners.  Only 2% reported that they didn’t own their own car.  

MOSAIC data shows that the groups who have the lowest car ownership are Groups F and G, who on average represent the smallest proportion of population within 5 miles of a HWRC (4% and 2% respectively). These householders are more likely to be non site users as they do not have the facility readily available to access the sites. Areas which have greater than average proportion of Groups F and G householders are around Netley, Havant, Portsmouth, Gosport and Hayling Island HWRCs.

Distance to HWRC

74% of survey respondents said they would be prepared to travel five miles or less to use a HWRC.  Distance to the site was the factor most likely to influence people’s choice of which site to use (78%). 

The GIS mapping report shows that the majority of HWRCs are located within or on the periphery of urban areas.  There is a service gap in the following areas where householder have to travel further than 5 miles to an HWRC:

•
South Portsmouth 

•
Dibden Purlieu, Holbury, Blackfield and Langley

•
Liss, Liphook

•
South of Basingstoke city centre

Conversely, there areas where there is overlap in service delivery. This is particularly evident around the central/southern area of Hampshire where there is a cluster of HWRCs. Key areas identified include between Botley and Bishopstoke (served by 3 HWRCs) and Bitterne Park/West End.

The GIS MOSAIC tool has been used to demonstrate the social make-up for each HWRC determined by the proportion of each MOSAIC group  represented within each catchment area.  

	What negative, disproportionate or unlawful  impacts might this service / proposal have on the characteristic?
	People on low incomes may not have a car, which may prevent them from visiting the HWRC.

People living in rural areas may be more than 5 miles from an HWRC.



	In seeking to advance equality and improve access, what positive impacts might this proposal have on the characteristic?
	The HWRC service is open and free to all residents.
As stated above, the following alternative methods of waste disposal are available to all Hampshire residents:

· WCA household kerbside collection service (free)

· WCA bulky item collection service (chargeable – although all but 5 districts offer concessions to those on low income)
· Bring banks

· Local charity shops

· Home composting

· ‘Freecycle’ type websites

· Skip hire

	Are there any issues identified:
	People on low incomes may face barriers to disposing of bulky waste items. 

	What action will be taken to address any identified issues:
	It is proposed that the fact that most WCAs charge for their bulky items collection service should be raised as an equalities issue with PI (proposed action 3)
It is proposed that the MOSIAC profile of residents in HWRC catchment areas is compared to Hampshire’s MOSIAC profile to identify if any groups are under-represented. (proposed action 4)


Summary of future actions to be taken:
	Actions:
	1. Hantsdirect MOSAIC profile of callers – analyse this data to determine whether the service is adversely impacting on users of a particular profile

2. Consult disability groups – to determine whether there are barriers to them using the HWRC service

3. Some WCAs charge for their bulky items collection service – raise this as an equalities issue with PI

4. MOSIAC profile of residents in HWRC catchment areas – compare to Hampshire’s MOSIAC profile

	Responsibility:
	The Waste & Resource Management team – Contact Helen Stephenson

	Timescale:
	This assessment will be reviewed annually as part of the ETE department's service planning process.  Comments and feedback about the service and this impact assessment are also always welcome at ete.customer.feedback@hants.gov.uk  

 

The next review will take place in March 2013.


