Bath and North East Somerset Council 
Bereavement Services Office Policy
	Title of policy being assessed

	Office policy and procedures – Bereavement Services.

Scope - Reception open to all visitors and service users, communication with all users [verbally and via printed material], booking service [Funeral Directors], dealing with statutory and other forms required to enable burials and cremations to take place as planned and financial processes to enable smooth business operation).

	Name of directorate and service


	Customer Services – Bereavement Services

	Name and role of officers completing the EIA

	Tracey Mock (Cemeteries Superintendent), Lorraine Horton (Bereavement Officer), Liz Teall (Deputy Cems Super), Maureen Higgs (Bereavement Assistant), Claire Emery (Memorials Officer), Kris Hall (Receptionist) & Rosemary Tiley (Bereavement Manager).

	Contact telephone number


	6020

	Date of assessment period

	02/04/09



	1. 
	Identify the aims of the policy and how it is implemented.



	
	Key questions


	Answers / Notes
	Actions required

	1.1
	Is this a new a new policy or a review of an existing one?  


	Existing policy 
	Annual review. Reviews also carried out whenever an opportunity for improvement or lapse in service  is  perceived.

	1.2
	What is its aim? 


	To provide efficient framework for all funerals. To satisfy all reasonable requests  and make all visitors/service users feel valued.
	

	1.3
	Whose needs is it designed to meet?  
	Everyone - including mourners, stonemasons, Funeral Directors and casual visitors.
	Charter for the Bereaved is on display in reception area.

	1.4
	Who defines or defined the policy?  (e.g is it a national requirement?). How much room for review is there?


	Bath & North East Somerset Council’s policy is to provide the service in accordance with the Code of Cremation Practice (Federation of Burial and Cremation Authorities) and the Charter for the Bereaved (Institute of Cemeteries and Crematorium Managers) as national standards of best practice, as well as council polices of customer care and Service Standards. 
	Annual benchmarking review for Charter for the Bereaved.

	1.5
	Who implements the policy?  


	Bereavement Services office & cemeteries staff.
	.

	1.6
	Are there any areas of the policy where those carrying it out can exercise discretion?  If so is there clear guidance on this?
	Council’s equalities policy gives clear guidance. 
	

	1.7
	What could stop the policy from meeting its aims? (see 1.2)  


	Lack of staff (e.g. if only one member of staff on reception unable to offer assistance to hold door open for easy access)

People’s attitude – anger is the second phase of grief and can sometimes be illogically directed at staff.

Difficulty of access through main office door for wheelchair users.
	Increase awareness of reception staff’s needs – all staff to take responsibility for aiding visitors.
Check front line staff receive ‘Dealing with Aggression’ training. 
Property Services issue.

	1.8
	Do the aims of this policy link to or conflict with any other policies of the Council?

  
	No conflicts.

Perfect fit with Council’s core values of quality, value and customer focus.
	

	1.9
	Is responsibility for the implementation of this policy shared with other bodies? 


	Not on a day to day basis, but Property Services share the responsibility for the built environment.
	


	2. Consideration of available data, research and information



	
	Key questions


	Answers / Notes
	Actions required

	2.1
	What do you already know about people who use and deliver the policy?  


	In-house staff are trained to standards required.
Ability to deal with public and bereaved people regardless of their appearance/beliefs/disability/age/etc. is a key criteria in appointment process.
Training under constant review and specific professional training courses are always assessed and taken advantage of if appropriate e.g. recent CRUSE (Bereavement Care Charity) training.

	Check training matrix to ensure all up to date relevant training in place. Need for Customer Care training to be evaluated and sourced.

	2.2
	What quantitative data do you already have? (e.g census data, staff data, customer profile data etc)

	Council’s QPRs monitor phone answering and timescales for reply to letters.

But more direct data is difficult to obtain as whole families can be in reception together and constant flow of visitors/phone calls does not leave time for staff to carry out additional work of compiling data which would not be useful in any way other than to tick boxes.  
	

	2.3 
	What qualitative data do you already have? (e.g results of customer satisfaction surveys, results of previous consultations, staff survey findings etc).
	Customer satisfaction surveys are sent out following a burial or supply of a memorial. Question re attitudes, helpfulness of reception/office staff included in all questionnaires sent out. 

Question asking whether discrimination suffered for any reason now included.  Voicebox will now have a question re quality of service.
All complaints and compliments monitored and are always discussed at staff meetings – so far no complaint has been made about a discrimination issue in since records began in 1996.
	Further investigation into new questionnaire following cremation. 
Implementation of good suggestions as they occur.

	2.4
	What additional information is needed to check that all equality groups’ needs are met? (see section 4).  Do you need to collect more data, carry out consultation at this stage?
	At present service is offered totally impartially, as there is no fore-knowledge of any circumstance which could invite prejudice – but we have no data to prove this.

Funeral Directors have a close working relationship with staff and bereaved and always highlight specific needs and/or complaints.
	Approach council’s minority groups to see if mystery shopper could be arranged to give feedback.

	2.5
	How are you going to go about getting the extra information that is required?

	
	We will keep records of various denominations, etc., from information already given on preliminary application forms for cremation or burial. IT contacted to see if extra field can be put into database.


	3. Formal consultation (include within this section any consultation you are planning along with the 
    results of any consultation you undertake)



	
	Key questions
	Answers/notes
	Actions required

	3.1
	Who do you need to consult with?

 
	Council’s minority groups.

Have consulted with CRUSE in the past.
Specific disablement groups such as Royal National Institute for the Blind (RNIB).
	Request input/assessment from various groups.


	3.2
	What method of consultation can be used?  

	Voicebox (council’s periodic questionnaire) questions are agreed.
	Request visits as above.

	3.3
	What consultation was actually carried out as part of this EIA and with which groups?


	Staff in touch with service users and funeral directors on a daily basis – difficult to do more with bereaved families.
	Form to be put on website + actions already mentioned above.

	3.4
	What were the main issues arising from the consultation?


	Lack of specific numbers of service provided to groups specified in EiA.
	Investigation into sensitivity of acquiring this info.


	4. Assessment of impact



	
	Based upon any data you have analysed, or the results of consultation or research, use the spaces below to list how the policy will or does actually work in practice for each equalities strand:

1. Consider whether the policy meets any particular needs of each of the six equalities groups.  
2. Identify any differential impact (positive or adverse) for each of the six equalities groups 

3. Include any examples of how the policy or service helps to promote race, disability and gender equality. 

	
	
	Impact or potential impact (negative, positive or neutral)


	4.1
	Gender – identify the impact/potential impact of the policy on women, men and transgender people


	Neutral – service offered to everyone who comes through the door or who books a funeral either in person, by phone or through a Funeral Director.

	4.2
	Disability - identify the impact/potential impact of the policy on disabled people (ensure consideration of a range of impairments including visual and hearing impairments, mobility impairments, learning disability etc) 
	Loop system at reception desk. Braille signs on main entrance, individual office doors and fire signage.

Disabled access via a ramp to main office door. 
Disabled car parking bays available for office. 
Service is signed up to council’s translation service – reception staff keep information of accessing service easily available.

One member of staff has some knowledge of signing.
Tables available for public use are equally accessible to able or disabled visitors.

Disable toilet available with others adjacent to Top Chapel – no public facilities in office building.

	4.3
	Age  – identify the impact/potential impact of the policy on different age groups


	Neutral – most users are elderly and seats are available in both reception area and Quiet Room (mostly used for interviews, families waiting for other staff attention, completion of application forms, etc. as necessary). 
Toys for children kept in Quiet Room.

	4.4
	Race – identify the impact/potential impact on different black and minority ethnic groups 


	Neutral – translation service available if needed.  

	4.5
	Sexual orientation - identify the impact/potential impact of the policy on lesbians, gay men, bisexual and heterosexual people 
	Neutral – no way of identifying usage, but equally no way of discriminating against. 

	4.6
	Religion/belief – identify the impact/potential impact of the policy on people of different religious/faith groups and also upon those with no religion.
	Neutral – we have always and we will always try to facilitate all requests and answer all enquiries in a positive and helpful manner. Staff interviewing process specifically includes questions re possible bias and staff find differing customs and beliefs add interest to their job. It is a matter of pride to staff to track down sources to enable Bereavement Services to comply with even obscure requests.


	
	Key questions
	Answers/notes

	Actions required



	4.7
	Have you identified any areas in which the policy is discriminatory? If you answer yes to this please refer to legal services on whether this is justifiable within legislation.
	No
	

	4.8
	If you have identified any adverse impact(s) can it be avoided, can we make changes, can we lessen it etc?  (NB: If you have identified a differential or adverse impact that amounts to unlawful discrimination, then you are duty bound to act to ensure that the Council acts lawfully by changing the policy or proposal in question).
	Main door to office would be difficult to open from a wheelchair as it is spring loaded to shut.
(It may also discriminate against elderly whose strength is diminished.)
	Feasibility of installing electronic door so that access would be available  easily to all – for Property Services to implement.

	4.9
	Is there any additional action you can take to meet the needs of the six equalities groups above?
	No

	


	5. 


	Internal processes for the organisation – to be explored at the end of the EIA process.

	Making a decision in the light of data, alternatives and consultations



	
	Key questions

	Answers/notes
	Actions required

	5.1
	How will the organisation’s decision making process be used to take this forward?
	
	Property to be approached with this request.

	Monitoring for adverse impact in the future



	
	Key questions


	Answers/notes


	Actions required

	5.2 
	What have we found out in completing this EIA? What can we learn for the future?
	That although we know we do not discriminate in any way, we do not have any data to back this up.
	Data collection via as many methods as possible.

	5.3
	Who will carry out monitoring? 

	Manager
	

	5.4
	What needs to be monitored?

	Answers to equalities question on questionnaires.
Complaints.
	

	5.5
	What method(s) of monitoring will be used?

	Staff discussion of results of above.
	Positive action where appropriate.

	5.6
	Will the monitoring information be published?

	Yes where possible.

	Manager to put on website

	Publication of results of the equality impact assessment

	
	Key questions


	Answers/notes
	Actions required

	5.7
	Who will write up the EIA report?
	Bereavement Manager
	

	5.8
	How will the results of the EIA be published?
	Website
	


6. Bath and North East Somerset Council 

Equality Impact Assessment Improvement Plan

Title of service/function or policy being assessed: Office policy and procedures – Bereavement Services
Name and role of officers completing assessment: Tracey Mock (Cemeteries Superintendent), Lorraine Horton (Bereavement Officer), Liz Teall (Deputy Cems Super), Maureen Higgs (Bereavement Assistant), Claire Emery (Memorials Officer), Kris Hall (Receptionist) & Rosemary Tiley (Bereavement Manager).
Date assessment completed: 16/05/09
	Issues identified
	Actions required
	Progress milestones
	Officer responsible
	By when

	Main office door discriminates against disabled and elderly.
	Property Services to be asked to install electronic door.
	Include in premises survey.
Initiate installation
	Rosemary Tiley
	01/04/2009
01/04/2010



	Lack of quantitative data
	Record usage of service by differing beliefs, using information already on preliminary application for cremation forms or burial application forms. (This will inform all policies including office.)
	Request additional field on register database.
	Rosemary Tiley
	30/04/2009

	Lack of training re equalities issues for all staff.
	All staff to attend courses as soon as available.
	Course identified, booked, attended and recorded on training matrix.
	Tracey Mock
	31/03/2010

	Specific feedback from anyone in any minority group (other than beliefs).
	Investigate possibility of ‘mystery shopper’ from council’s workforce.
Ask if anyone willing to volunteer feedback via council’s internal website.
	Contact appropriate groups – via Equalities team.
Put request on bulletin board.
	Rosemary Tiley
	31/03/2010
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