Customer & Equality Impact Assessment 
Assessment Overview

	Name of the service, policy, plan or project being impact assessed:  
	Objective 1.1 - Well maintained and resilient highways in Hampshire

Objective 1.2 - Safe and well managed highways in Hampshire  

	Department:
	Economy, Transport & Environment

	Name of lead officers:   
	Tim Lawton and Phil Samms; Equalities impact assessment lead David Richardson 

	Publication date:  
	April 2012

	Review date:   
	April 2013


	Describe the main purpose and aims of the service objective. 

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).


	This service seeks to ensure that a well maintained and resilient highway network provides for safe and efficient travel by everyone in Hampshire.  This is derived from Hampshire County Council’s statutory duties, as Highway Authority and Traffic Authority, to keep the highway (the publicly-maintained roads, pavements and verges) available for everyone to pass along safely and without obstruction, and to coordinate works and activities in order to minimise delay and congestion.  These duties are set out in the Highways Act, New Roads and Street Works Act and Traffic Management Act).  
This service is provided to benefit all types of road user, regardless of their ‘protected characteristics’ and their mode of travel, be they drivers, vehicle passengers, pedestrians or cyclists.  The service is used by everyone who leaves their home to make journeys to services, shops, work, schooling, etc.  There are a few legal qualifying / disqualifying criteria which limit an individual’s rights to use the service (e.g. eligibility to drive). The scale and convenience of use will vary between individual circumstances.  

Most people use Hampshire’s highway network in some way everyday, but do this without any need to communicate or transact with the Council.  Typically, any contacts with the Council about highways concern local problems, e.g. to report highway defects (potholes, non-working streetlights, etc) or to enquire about road works and related diversions.  There may also be requests for services relating to the access to individual properties.  The majority of these enquiries are handled via the Council’s contact centre, Hantsdirect.

Customer satisfaction on highway services is a key priority for the Council and the department.  Past opinion surveys have revealed that the provision and maintenance of the highways is consistently both a service of high importance and one which people see as a top priority for improvement.  The responses to National Highways and Transport (NHT) annual opinion surveys reveal that satisfaction with the highways services in Hampshire compares generally well with other parts of the country.  Assessments of the results suggest there are no significant differences in satisfaction levels in respect of age and gender that demand improvement action. 

Our assessments of the social profiles of our customers suggest we have proportionately lower levels of engagement from households in lower income groups and higher levels of contacts from people in rural areas.  This reflects the use of and dependency of cars for these groups.
The Hampshire County Council/Diversity Networks Project (CAH) - Environment Department Customer Engagement Project (2008) engaged with a number of local race and faith based interest groups.  These discussed issues regarding interactions with and the use of use highways and related services.  These identified a number of concerns but they were not considered to be specific to race and faith characteristics.  

Much of the service is delivered based on level of use, meaning busier roads would be expected to receive more attention than lighter-used roads.  This principle is considered reasonable and fair and therefore considered non-discriminatory, and is consistent with national best practice.  For example, inspection frequency of a road or footway is derived from how busy it is, and the nature of response to individual defects found is based on a risk assessment involving the likelihood of injury/damage occurring.


	What are the main elements of the initiative, policy, plan or project?  

Include how customers are engaged in the service design and review process, to assess and provide for their need
	The main activities of this service involve planned and reactive works and routine operations to maintain the highway infrastructure in a safe condition and facilitate safe use of it, and regulation of activities that other people do on the highway by licensing and enforcement and by coordination of utility companies’ works.

The service is planned in line with the ETE Department’s Service Planning Framework.  This sets out a clear annual process for the prioritisation and planning of the Department’s services by defining them at the wide strategic/ objective and then the more specific service delivery programmes and project levels.  The main elements of this service currently are:

· Delivery of planned maintenance – which is necessary to prevent deterioration over the long-term and optimise the long-term expenditure of public funds on the highway infrastructure, which is a significant asset.  
· Delivery of local reactive maintenance – this is carried out in order to rectify promptly situations that could be hazardous to highway users, identified from routine inspections and reports of problems received from the public.
· Delivery of countywide reactive maintenance – comprising arboriculture, street lighting, structures, traffic signals and drainage cleansing
· Service management and improvement
· Customer focus
· Highway policy (setting and reviewing standards for how we operate) and regulation (controlling other peoples activities by granting licenses with conditions for certain activities and enforcing the prohibition of those that are not allowed – includes Traffic Manager duties and street works coordination).
Customer opinions are an important element in shaping the service both in the annual reviews and as information arises.  Customer information sources include:
· Customer contact information received via Hantsdirect
· Complaints and compliments

· Freedom of Information requests

· The annual National Highways and Transport Surveys

· Responses to specific service consultations via the Hantsweb ‘Have your say’ pages
· Annual Review meetings with the Parish Councils

· Specifically commissioned market research studies

· Road Safety Audits including the impact on people with sensory disabilities 

The robustness of the procedures for these are tested and assessed in line with the department’s accreditation to the ISO9001:2000 standard for quality management.


	In what way will or might the objective be improved and advance equality or improve access? 

Using feedback / intelligence to identify opportunities for customer improvements, including impacts on protected characteristics.
	Access to, satisfaction with and safe use of the highways by all users is a key council commitment under frequent review and annual assessment.   This impact assessment highlights that people with disabilities have a higher dependency on a good surface quality of highways, and people living and driving in rural areas and those on low incomes either have a greater dependency on local roads or are limited in travel options.
No actions are considered necessary in respect of low income and rural areas.  With respect to disabilities, highway users and their access requirements are protected by our regulatory function and during road works by virtue of workers and supervisors trained in the provision of temporary signing and guarding and customer care.  Also we have an annual budget allocation for the provision facilities for people with mobility and sensory impairments such as new dropped kerbs and locational aids at places where pedestrians cross the road. 
One area with potential to improve access to the service is to include customer engagement in or, at least, improve the use of customer feedback/ intelligence in, the service planning process for this service.


	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 has prepared 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 are: 

· Highways maintenance – delivery of Operation Resilience (planned maintenance)  
· Highways maintenance – reactive maintenance

· Highways, Traffic and Transport – ongoing liaison with district, parish and town councils
· Highways maintenance – parish lengthsmen pilots
· Highway policy and regulation
There will be a continued commitment given to our licensing and enforcement activity, the training of staff including contractor’s staff in customer care and temporary traffic management and, where it is still needed, the dropped crossing programme.


	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?
	The council’s services covered by this objective are important to the daily functioning of Hampshire and its people and they are consistently valued and seen as priority for improvement in opinion surveys.  It is felt that the needs of people with protected characteristics are adequately covered by our current procedures and can be reviewed within our service planning processes.  The needs of people with mobility impairments are, and will continue to be, a key concern we are keen to address.  Representations about the service and this impact assessment are also always welcome at ete.customer.feedback@hants.gov.uk  



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 
	Low
	There are no age criteria which limit access to this service although old age related ailments can affect ease of use of highway facilities.  For the purposes of this impact assessment age-related ailments are considered in ‘Disability,’ below.  Ability to use the highway network by certain modes of transport are limited by some age related legislation (e.g. eligibility to drive) – this is outside the scope of our service. 


	· Disability
	Medium
	We account for and provide special facilities for people with disabilities.  Highway users and their access requirements are protected by our regulatory function and during road works by virtue of workers and supervisors trained in the provision of temporary signing and guarding and customer care.  Also we have an annual budget allocation for the provision of new dropped kerbs for use at locations where pedestrians cross the road.


	· Faith 
	Low
	Street works coordination could affect worship that takes place on various days of the week.



	· Gender
	None
	There are no known impediments to access and use of this service related to gender.



	· Transgender 
	None
	There are no known impediments to access and use of this service related to transgender status.



	· Race 
	None
	There are no known impediments to access and use of this service related to race.


	· Sexual orientation 
	None
	There are no known impediments to access and use of this service related to sexual orientation.


	· Marriage / civil partnership 
	None
	There are no known impediments to access and use of this service related to marriage/CP status.


	· Pregnancy & maternity 
	Low
	There are no factors relating to entitlement although related mobility impairment is covered by our consideration of disability.


	Other forms of disadvantage not covered by the protected characteristics e.g. low income, geography
	Medium
	Customer Insight information reveals some low engagement rates in this service from households in lower income groups and higher use from rural homes. 




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:
	There is no specific data but it is expected that the use of this service is commensurate with the community profile. Opinion surveys and customer feedback have revealed a higher dependency by persons with certain impairments on a good surface quality of highways and to have clear communication channels with our staff. 
 

	What negative, disproportionate or unlawful  impacts might this service / proposal have on the characteristic?
	Lack of well graded access, either in the existing street scene or temporarily during road works or because of activities of third parties on the highway can have disproportionate impacts on people with limited or impaired mobility. 

Some roads – those which are lightly-used – and most footways are not salted routinely in icy conditions.  This could impact disproportionately on less mobile people.  It is necessary to prioritise the salting operation to enable speed of delivery and concentrate on the busiest roads that carry the most traffic.  Therefore it is limited to what can reasonably be provided within the two to three hours that is typical for a salt-run in advance of forecast frost.  In prolonged icy conditions additional, lesser-used, roads and some town centre footways are salted also.  HCC has provided and maintains grit bins for community use on carriageways and/or footways at sites where a particular local need has been identified.  

It is assumed that Hantsdirect’s service planning covers communication channels for disabled people.



	In seeking to advance equality and improve access, what positive impacts might this proposal have on the characteristic?
	Highway users and their access requirements are protected by our regulatory function and during road works by virtue of workers and supervisors having been trained in the provision of temporary signing and guarding and customer care.  Also we have an annual budget allocation for the provision of new dropped kerbs for use at locations where pedestrians cross the road. 

Lines of communication with local parish councils are in place, for example for the siting of grit bins for local needs.

Larger maintenance schemes include stages to consult particularly with disabled people and/ or groups representing their interests.  We always strive to secure and welcome input from people who may be directly affected.  This can result in service adaptations to include new physical measures such as dropped kerbs, new crossings, etc to improve access and mobility.  Although engineering design standards now take account of most impairment needs, we are always happy to design for additional, specific and localised needs.


	Are there any issues identified:
	There is a need for continued commitment to licensing and enforcement, the training of staff including contractor’s staff in customer care and temporary traffic management, the dropped crossing programme.


	What action will be taken to address any identified issues:
	There will be a continued vigilance in ensuring the needs of people with disabilities.  These will be included in the department’s equality and diversity review and identified actions will be taken forward in the service plans. 
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 are: 

· Highways maintenance – delivery of Operation Resilience (planned maintenance)  
· Highways maintenance – reactive maintenance

· Highways, Traffic and Transport – ongoing liaison with district, parish and town councils
· Highways maintenance – parish lengthsmen pilots
· Highway policy and regulation
Continued commitment to licensing and enforcement, the training of staff including contractor’s staff in customer care and temporary traffic management, the dropped crossing programme.




People disadvantaged by background or other factors e.g. low or no income, geography:

	What do you know about the breakdown of people who use your services compared to the community profile:
	Profiling of customer contact information gives us clues on whether any social groups disproportionately have lower or higher use of or contacts for these services.  These suggest a higher contact rate from people in rural areas and lower rate amongst people dependent on benefits.  These differences are most likely linked with access and propensity to use cars.  


	What negative/disproportionate impacts will this service / proposal have?
	The contact rates reflect a need to ensure that service standards and access channels remain appropriately aimed at and suitable for people in rural areas.  Much of the service is delivered based on level of use, meaning busier roads would be expected to receive more attention than lighter-used roads.  Many rural dwellers are the key users of local roads that have light use, meaning that people living in rural areas could be disproportionately impacted by this issue.  However, the principle of prioritisation based on level of use is considered reasonable and fair.  The principle of weighted mileage (to account for certain roads having more associated infrastructure than others) ensures that funding is apportioned appropriately between urban and rural roads.  
Charges made for the provision of dropped-kerbs for vehicle crossings to private property and for the granting of licences could disadvantage people on low incomes, although the charges should be limited to the actual cost of carrying out the service so are considered reasonable and fair.  
Typically there is less coverage by street lighting in rural areas, than urban.


	In seeking to advance equality and improve access, what positive impacts will this objective have?
	This objective leads to positive access benefits for all groups of people including those on low incomes and within rural areas. 
There are comprehensive criteria for assessing the provision of street lighting, including considering the needs of vulnerable highway users.



	Are there any issues identified:
	No



	What action will be taken to address any identified issues:
	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 are: 

· Highways maintenance – delivery of Operation Resilience (planned maintenance)  
· Highways maintenance – reactive maintenance

· Highways, Traffic and Transport – ongoing liaison with district, parish and town councils
· Highways maintenance – parish lengthsmen pilots
· Highway policy and regulation
No other actions are considered necessary in respect of low income and rural areas. 



Summary of future actions to be taken:

	Actions:
	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 are: 

· Highways maintenance – delivery of Operation Resilience (planned maintenance)  
· Highways maintenance – reactive maintenance

· Highways, Traffic and Transport – ongoing liaison with district, parish and town councils
· Highways maintenance – parish lengthsmen pilots
· Highway policy and regulation
There will be a continued commitment given to our licensing and enforcement activity, the training of staff including contractor’s staff in customer care and temporary traffic management and, where it is still needed, the dropped crossing programme.



	Responsibility:
	Tim Lawton and Phil Samms


	Timescale:
	This assessment will be reviewed annually as part of the ETE service planning process.  Next Review March 2013.



