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Equality Impact Assessment Form 	
Reference – Customer Contact Centre
 

	Department
	Corporate Resources
	Version no
	V0.1

	Assessed by
	Henry Grant
	Date created
	22/07/2026



Section 1: What is being assessed?

1.1	Name of proposal to be assessed.

Contact Centre Optimisation Project

1.2	Describe the proposal under assessment and what change it would result in if implemented.

The proposal will improve how the Council’s contact centre operates and how residents access services. It will introduce quality assurance, a staff training hub, clear service standards, improved systems and wider digital self service.

If implemented, some customer contact will move from telephone to online channels. Avoidable calls should reduce, staff should spend more time supporting residents who need direct help and service performance should improve.

The proposal aims to reduce call abandonment, improve staff productivity and deliver annual savings of £500,000 from 2027/28.


1.3	Stage 1 Assessment:


	Protected Characteristics:
	Impact
Y/N

	Age
	Y

	Disability
	Y

	Gender reassignment
	N

	Race
	Y

	Religion/Belief
	N

	Pregnancy and maternity
	N

	Sexual Orientation
	N

	Sex
	N

	Marriage and civil partnership
	N

	Additional Consideration:
	

	Low income/low wage
	Y

	Care Leavers
	Y




Stage 2: Full Equality Impact Assessment:


2.1 Will this proposal advance equality of opportunity for people who share a protected characteristic and/or foster good relations between people who share a protected characteristic and those that do not? If yes, please explain further. Please ensure you have understood the meaning of ‘equality of opportunity’ and ‘fostering of good relations’ and ‘protected characteristics’- before answering this part.

Yes, the proposal has the potential to advance equality of opportunity.

Improved digital self service could provide residents with quicker and more flexible access to Council services. Accessible online services could benefit disabled people including people with impaired hearing, speech or mobility related issues, and with residents with language, literacy or communication needs.

This benefits depends on retaining suitable telephone support, suitable digital help and accessible design. The purpose does not directly foster good relations between different groups, as its main purpose is to improve access and service delivery.




2.2 Will this proposal have a positive impact and help to eliminate discrimination and harassment against, or the victimisation of people who share a protected characteristic? If yes, please explain further.


Yes. Implementing accessible digital services, retaining some telephone and assisted support, reasonable adjustments, staff training and improved quality assurance should reduce the risk of indirect discrimination and inconsistent treatment of customers and staff.  No specific impact on harassment or victimisation has been identified.



2.3 Will this proposal potentially have a negative and/or disproportionate impact on people who share a protected characteristic?  If yes, please explain further. 

Yes. The shift towards digital self service has the potential to disproportionately impact older people, disabled people and residents from some ethic groups who face language, literacy or communication barriers. People on low income might experience difficulty in accessing suitable devices, data or broadband.

Potential impacts may include difficulty completing transactions, reduced access to personal support. The project will address these risk through accessible digital design, assisted support, reasonable adjustments, language interpretation services, face to face (will this be provided), alternative contact routes and ongoing monitoring.





2.4 Please indicate the level of negative impact on each of the protected characteristics?


(Please indicate high (H), medium (M), low (L), no effect (N) for each) 

	[bookmark: _Hlk168658196]Protected Characteristics:
	Impact
(H, M, L, N)

	Age
	M

	Disability
	M

	Gender reassignment
	N

	Race
	M

	Religion/Belief
	N

	Pregnancy and maternity
	N

	Sexual Orientation
	N

	Sex
	N

	Marriage and civil partnership
	M

	Additional Consideration:
	

	Low income/low wage
	M

	Care Leavers
	L




2.5 	How could the disproportionate negative impacts be mitigated or eliminated? 

By retaining telephone and assisted support, designing accessible digital services, providing interpretation and reasonable adjustments, supporting residents with low digital skills or limited digital resources, and monitoring outcomes by protected characteristics, and making adjustments as required.

Section 3: Dependencies from other proposals 

3.1	Please consider which other services would need to know about your proposal and the impacts you have identified.  Identify below which services you have consulted, and any consequent additional equality impacts that have been identified. 


At this early stage, full consultation has not yet taken place. Initial discussions have involved Customer Services and ICT (are there others)
Further consultation will take place with all services that use the contact centre, including Housing, Waste, Benefits, Planning, Clean Air Zone and Children’s Services.  This will help test service specific impacts, customer access needs, digital exclusion risks ad any workforce implications.

Section 4: What evidence have you used?

4.1	What evidence do you hold to back up this assessment? 


The assessment draws upon current contact centre performance data. It also reflects known risks linked to digital exclusion, accessibility, language, literacy and low income.

The evidence remains provisional. Customer equality data, service level information, complaints and service consultation findings will strengthen the assessment as the project develops.

4.2	Do you need further evidence?
	

Yes. Further evidence is needed on customer profiles, channel usage, accessibility needs, digital exclusion, complaints and service specific impacts.The EQiA will be updated when the evidence becomes available.


Section 5: Consultation Feedback

It is vitally important the proposal is consulted on with relevant protected groups and key partners to ensure the potential impact is understood.


5.1	Results from any previous consultations prior to the proposal development.
[bookmark: OLE_LINK1][bookmark: OLE_LINK2]
Consultations may have been undertaken in recent years that impact on this proposal. These should be considered and presented here – provide links to existing public documentation and a summary of key points. Please ensure all previous information is relevant and current to the proposal being considered.

Please reference Section 4.


5.2	The departmental feedback you provided on the previous consultation (as at 	5.1).

At the time of the consultation identified in 5.1, your department may have provided feedback or made some changes as a consequence of the results of the consultation. Those considerations should be listed here, or if listed in other public documents a link and a summary provided.

Please refer to Section 4.


5.3	Feedback from current consultation following the proposal development (e.g. following approval by Executive for budget consultation).

Having published your proposals further consultation work is likely to be needed. If undertaken the results from this should be listed here.

Not applicable.


5.4	Your departmental response to the feedback on the current consultation (as at 5.3) – include any changes made to the proposal as a result of the feedback.

Any changes made to your proposal as part of the development of the proposal should be listed here.

Please reference Section 4.
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