EIA - PS02 – Customer Service Centres

	1.What is the name of the savings proposal and its current status?  


	PS02: Improving the management of customer demand through the closure of customer service centres and the redirection of customers to alternative service points


	2. Which Service is responsible for this proposal?


	Customers and Communities Service 


	3. Does this proposal impact on other services or other service savings proposals and if so, have you discussed this proposal with the Service Directors from those other services?

	The proposal impacts upon other services which are based at affected sites such as those provided by other Council services and by external partners for example the PCT. Service Directors for each Council area have been consulted.

There will be a necessity to consult with Rochdale Boroughwide Housing for whom the council delivers access to services at present.  



	4.Please state the name of the officer leading the EIA 



	

	5. Who has been involved in undertaking this assessment e.g. list the stakeholder groups which have been involved? 


	Internally, we have worked with the Council’s Performance and Transformation Service to identify the areas of in the borough where customers are less likely to want to receive services via the phone or web.  

Consultation events have been attended by people from protected groups.  Discussions have taken place to inform this assessment.



	6. What is the scope of this assessment?
· -what is included in this assessment

· -does this proposal link to any other proposals (i.e. previous or current).  If so, please state



	This assessment analyses the impact of closing the 4 remaining existing customer services centres (sited within Sadler Street, Middleton, Floor 2, Rochdale, the Phoenix Centre, Heywood and Milnrow Library) and installing phones and PC access at the five neighbouring library sites to allow alternative access for those who require it.  In addition, appointments will be able to be booked by customers who have specific needs and we will retain this type of face to face service for those who need it most.  

Library staff already answer basic information enquiries and will continue to fulfil this role.
Littleborough Customer Service Centre’s functions were re-located to Littleborough Library in Phase 2.

Langley Customer Service Centre’s functions and Kirkholt Customer Service Centre’s functions were re-located in Phase 3.  Appointments in Langley will be held in Langley Library.  Appointments in Kirkholt will be held in the Drop In Centre and Balderstone Library.


	7 a).What does the function currently do?  

   b).Describe the needs which this service meets?



	At present, we receive just over 85,000 contacts per year in face to face customer service centres.  This is compared with more than 400,000 over the phone and 1.1 million visits on the borough’s website.   Every face to face transaction costs on average more than £15, while every phone transaction costs approximately £4.40.  Web transactions cost just a few pence each.

Over 65% of all of the enquiries dealt with in face to face customer service centres are Benefit enquiries The next largest number of enquiries relate to the collection of debt. The remaining enquiries are predominantly about housing and general advice.   A small number of contacts are in relation to environmental management.  These enquiries are currently dealt with by staff ringing the contact centre, which is wasteful..  There are very few enquiries that could not be handled and resolved at by phoning the contact centre.  
Some of the enquiries involve validation or scanning of documents -, this could easily be carried out in a library environment.  Other councils, including Oldham and Tameside, already do this.


	8. What proposed changes do you wish to make?

	This proposal sets out plans to better manage customer demand at initial point of access, improving resolution times for customers and reducing the costs of service access to the council.

It is proposed that the five main township libraries - Rochdale, Heywood, Middleton, Milnrow and Littleborough extend their current remit to act as physical access points for all basic information enquiries about council services and where appropriate, to act as booking agents for face to face customer appointments for customers who are unable to access by other means.  These libraries have been selected as they are all already either co-located, or minutes from, existing customer service points.

These libraries will also contain a free phone service to the contact centre and public access PCs to allow customers to access services by phone and online.  A facility will be available at each site for the validation and scanning of documents.    Appointments will be held at these five library sites and at other appropriate council sites (e.g. Sure Start centres) across the borough.  

Existing customer service centres would close to facilitate the changes outlined above.

Research carried out for the Council in 2010 indicates that across all socio economic groups residents in the borough, telephone is the preferred method of contact.  This is supported by an independent and representative survey of 1,000 existing customers who, across all customer groups, indicated phone as a preferred access method.  Face to face contact was not found to be the preferred method of any group of people,


	9. Who are the key stakeholders who may be affected by the proposed changes?


	Customers and potential customers of Customer Service Centres. 

Library customers will also need to be consulted as the phone access introduces a new service into the library environment.




	10. What impact will this proposal have on all the protected groups
Description of Service Users 

There were over 85,000 contacts in face to face customer service centres in the last 12 months. However, as many of these were repeat visits, it is not known how many individual customers there were. 80% of contacts are in relation to revenues and benefits – therefore most of the customers would be people who are socio-economically disadvantaged.  According to a recent analysis of customer’s postcodes using Experian classifications, it appears the most common user of customer service centres are ‘Lower Income Families’ – again suggesting most of the customers would be people who are socio-economically disadvantaged.  A significant number of customers come from ethnic minorities, especially in Customer Service Centres which are located in areas with high levels of ethnic minority population – for example Central Rochdale. Precise numbers of customers from different ethnic backgrounds are not known.   

Any member of the population, is a potential customer.



	Race Equality 

	The removal of drop in face to face service, and closure of customer service centres will affect those people whose first language is not English, and are not fluent in English.  There are several Customer Services Officers who between them speak many languages represented in the local community.  This is not the case in libraries or the Contact Centre.  It is common for people who are unable to speak English fluently to be currently served by Customer Services Officers.  The only way that this will be continued is through booking appointments.  Provision is being made for appointments to be booked and undertaken for people who are not fluent in English.


	Disabled People

	All current Customer Service Centres are fully accessible.  Some people with a disability, for example those who are hearing impaired, find it difficult to use the telephone.  
Provision is being made for appointments to be booked and undertaken for people who are unable to use the telephone.

Middleton Library is proposed to be used instead of the Customer Service Centre in Sadler Street.  This building is not currently accessible for people using wheelchairs or who struggle with gradient.  The service is speaking to colleagues in planning as a matter of urgency to overcome the outstanding access issues, making at least the ground floor of the library (where customer service functions will be carried out) accessible. 

	Carers 

	Carers who are accompanying disabled people maybe impacted in the same way as disabled people/
All current Customer Service Centres are fully accessible.  Some people with a disability, for example those who are hearing impaired, find it difficult to use the telephone.  

Provision is being made for appointments to be booked and undertaken for people who are unable to use the telephone.

Middleton Library is proposed to be used instead of the Customer Service Centre in Sadler Street.  This building is not currently accessible for people using wheelchairs or who struggle with gradient.  The service is speaking to colleagues in planning as a matter of urgency to overcome the outstanding access issues, making at least the ground floor of the library (where customer service functions will be carried out) accessible.

	Gender 

	There is no unequal impact on this customer group.

	Older and Younger People

	There is no unequal impact as a result of age. Young People under 18 do not use Customer Service Centres. 


	People who are Socio-Economically Disadvantaged

	In the last 12 months, there were 85,000 contacts in face to face customer service centres.  Many of these were repeat visits, so it is impossible to calculate exactly how many individual customers there were. More than 80% of all of the enquiries dealt with face to face are in relation to Revenues and Benefits.  The vast majority of these will be from people who are Socio-Economically Disadvantaged.  Therefore any adverse changes to service will affect Socio-Economically Disadvantaged people disproportionately
We do not believe that the service will lead to a reduction in service, as enquiries will continue to be answered in libraries, by appointments, via the telephone, and via an improved website.

Research carried out for the Council in 2010 indicates that across all socio economic groups residents in the borough, telephone is the preferred method of contact.  This is supported by an independent and representative survey of 1,000 existing customers who, across all customer groups, indicated phone as a preferred access method.  

Potentially being asked to call the Contact Centre could be a difficulty as we there is a cost for calling and this can be particularly high from mobile phones.  

	Religion or Belief 

	There is no unequal impact in this customer group.


	Sexual Orientation

	There is no unequal impact in this customer group.


	Gender Reassignment

	There is no unequal impact in this customer group.


	Pregnant Women or Those on Maternity Leave or Those who have given Birth in the Previous 26 weeks

	Women who have given Birth in the Previous 26 weeks may benefit from this proposal, as the library offers a more welcoming environment to young babies, than Customer Service Centres and services for children can be delivered in a more integrated way.

	Marriage or Civil Partnership

	There is no unequal impact in this customer group.


11.  Conclusions and Recommendations

	What are the main conclusions from this analysis?

	There are potential impacts upon disabled people and people who are not fluent in English.  These will need to be mitigated by an effective appointment system so all the people can be seen face to face in a timely fashion.  Appointments can be booked over the phone or face to face via the libraries concerned.
Middleton Library will need physical improvements to improve access to and within the building.
There are potential impacts upon people who are socio-economically disadvantaged due to costs of ringing the contact centre. 

	What are your recommendations?

	What measures (a) have you or (b) do you propose to put in place to mitigate any adverse impacts?

Plans for implementing this proposal will be agreed at each stage and consideration will be given to ensuring solutions are applied equitably across all groups. 

Possible Adverse Impact

Mitigation Measure

The removal of drop in face to face service, and closure of customer service centres will affect those people whose first language is not English, and are not fluent in English.  
Appointments will be able to be made for those people who are not fluent in English.  These will take place at each of the main libraries – listed above.  Appointments are arguably better for some people with low levels of English, as the enquiry can be dealt with in a more suitable environment than a front desk in a drop-in environment.
People who are socially-economically disadvantaged will not be able to afford to ring the contact centre, or use an Internet enabled PC

We propose to put freephones to the Contact Centre in the five nearest libraries to current Customer Service sites (Rochdale Central, Middleton, Heywood, Milnrow, Littleborough).  These phones will be installed following professional recommendations to ensure compliance. They will be installed in the most appropriate place to preserve an element of confidentiality.

Moreover the current Contact Centre telephone numbers are being reviewed, to enable cheaper calls from mobile phones.  

Free public access PCs are also available in all libraries, facilitating contact to the Council via the Council website.
Some disabled people will be unable to use the phone

Appointments will be able to be made for those people who are unable to use phones, at each of the main libraries – listed above.  Appointments are arguably better for some people with the equality strands, as the enquiry can be dealt with in a more suitable environment than a front desk in a drop-in environment.  Following consultation, and concerns from disabled customers, it has been guaranteed that wherever possible, appointments will be on the ground floor of buildings, and clearly signed.
Some physically disabled people who currently use Sadler Street will not be able to use Middleton Library. This also affects carers accompanying disabled people.
Middleton Library will need physical improvements to improve access to and within the building. These are costed in this proposal, and will begin by April 2012.
All the measures outlined above will be publicised within local communities and across townships and the borough to try and ensure that all  residents are aware of the changes to the service and how to access the new service

The new service will be monitored and reviewed, and improvements being made as appropriate.

What evidence do you have which demonstrates that these measures will be effective?
Since introducing free phone access to the contact centre in some of our face to face centres, take up of phone by existing face to face customers has increased significantly, suggesting that a large number of customers use face to face only because it is there - not because it is necessarily needed by all who use it.   The largest type of call has been related to benefits – showing that it is a success for those People who are Socio-Economically Disadvantaged 

At Littleborough, this model was adopted after Phase 2, with Customer Service functions moving into the library via a freephone, basic queries being dealt with by library staff, and more complex enquiries resulting in booked appointments..  It has been a success so far, with the vast majority of in-depth enquiries being dealt with via the free phone



12.  Please provide details of who you have consulted on the proposals and the methods which you used to consult.  State your consultation and inclusion methodology. 

	The Consultation and Inclusion Methodology Used

	Please see consultation plan



13. Produce an action plan detailing the mitigation measures that you propose to put in place to address any adverse impacts.  
An action plan will be developed once a formal decision has been reached about the proposal.

14. Equality impact analysis sign off by the Equality Impact Assessment Board for the Cabinet Meeting

	Name
	Position
	Date

	Andy Zuntz
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	Executive Director
	13th January 2012




	Name
	Position
	Date

	Cheryl Eastwood
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