[image: image1.emf] 

N o  



Bath and North East Somerset Council 
Equality Impact Assessment Toolkit
NB - Only fill in the sections that are relevant
	Title of policy being assessed

	Complaints Procedure

	Name of directorate and service


	Public Protection

	Name and role of officers completing the EIA

	Sue Green – Services Manager
Imogen Coles – Environmental Health Officer


	Contact telephone number


	01225 396626

	Date of assessment period


	02/02/2009


	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?  

	Review of existing policy
	Ensure policy reflects this policy function

	1.2
	What is its aim? 

	Councils have a statutory duty to carry out investigations of food complaints and deal with service requests. 
	To ensure public receive a clear approach to investigating 
 food complaints/service requests. 

All to follow revised procedure. Consistency to be achieved within food team and with other L.As in area. Satisfied customers 

	1.3
	Whose needs is it designed to meet?  
	Food business proprietors and  workforce, residents and visitors  
	Ensure businesses have access to up to date information about complaints process via website. Ensure standard letter regarding how complaints may be dealt with go out to every complainant at start of investigation. Admin team to action this.

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

	Senior EHO writes the common policy working in conjunction with West of England Food Liaison group. A procedure for investigating complaints is also a national requirement under the Food Standards Agency National Framework Agreement.
	Comparison of complaints policies of other councils to establish a standard approach.

Liaison with West of England Food Liaison group. 

	1.5
	Who implements the policy?  

	Service Manager and Food Safety team
	Review Policy

Follow policy requirements

	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?
	Yes. Following training team need to make a decision when initial complaint received as to whether it can be resolved by standard letter or passed to officer.  Officers will have to judge whether medium priority. Complaints may be dealt with a reasonably prompt visit/ or at next inspection if due within 3 months.   

Officers must ensure confidentiality with regards complainants’ details and only give them to third parties, except in the case of malicious contamination. 
	Admin team to receive training in procedure. To follow decision tree flow diagram (Appendix I) or delegate complaints to officers, which will instruct them in sending out standard complaint letter (Appendix 3&4). Food Investigation Flow chart for Officers also attached. (Appendix 2). Ensure serious issues passed to officers immediately.

Officers to retain confidentiality rule. 

Malicious contamination complaints passed to Police to carry out investigation in accordance with National Guidelines.



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

	Changes in Council priorities

Resources – staff & budget

Prejudice from EHOs/ Food Safety Officers


	Effectively manage staff/budgets

Monitor feedback from complainants about way their investigation was handled. Use of monitoring questionnaire for complaints service.

Ensure Officers receive appropriate Equalities training.



	1.8
	Do the aims of this policy link to or conflict with any other policies of the Council?
  
	No
	N/A

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

	Not at this stage 
	Not at this stage

	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?  

	Uniform database holds all of the complaint information.  Limited information held.
	Limited information only, related to sex of some complainants where given as well as their ethnic background if complaint is an ethnic proprietor of food business. The ethnic background is generally only noted as those ethnic proprietors from ethnic restaurants who may have complained about other food premises etc.   

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

	Census data, complaint histories on premises files.
	Review info from the latest Census.

	2.3 
	What qualitative data do you already have? (e.g results of customer satisfaction surveys, results of previous consultations, staff survey findings etc).
	Results of questionnaires sent out to 10% existing food businesses yearly/monthly to every new food business. No data about general public.
	Further information will be gained through monitoring of customer satisfaction cards.

	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?
	To collect more data about disability (in particular hidden disabilities) and age.
	To review future data gained from surveys/questionnaires.

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

	By re-wording questions related to age on questionnaire to cover hidden disabilities. Monitor replies related to age. 
	Review questionnaire feedback.


	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?
 
	General public/Businesses/Food Safety officers.
	Questionnaires. Customer feedback.

	3.2
	What method of consultation can be used?  

	Surveys of publics needs
	

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

	As above in 2008.
	Survey 2008

	3.4
	What were the main issues arising from the consultation?

	Public would like one point of contact for dealing with their complaint.
	Policy reflects this and officers are to ensure that they complete investigation from start to finish and complaint not passed to another officer.


	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 impact only at this stage of consultation

	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) 
	Negative Impact  - possible difficulty in understanding correspondences, complaints leaflets and other promotional materials, if visual impairment an issue. Learning disabilities such as dyslexia may also affect writing abilities.



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

	Neutral impact at this stage of consultation. Officers to ensure that they offer to collect any complaints e.g. foreign body complaints from complainant’s homes in event of inability to drive, lack of transport.



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

	Differential impacts may arise from communication difficulties with employees and/or proprietors whose first language is not English. Copies of complaints leaflet to be offered in large print or on CD.

	4.5
	Sexual orientation - identify the impact/potential impact of the policy on lesbians, gay men, bisexual and heterosexual people 
	Neutral impact at this stage of consultation



	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 impact at this stage of consultation



	
	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.
	Screening process shows no direct discrimination.  No data available at this stage to show any indirect discrimination.
	Analyse future data gathered for any direct/indirect discrimination.

	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).
	N/A at this stage
	N/A at this stage

	4.9
	Is there any additional action you can take to meet the needs of the six equalities groups above?
	Send out a complaints feedback questionnaire. Review results of NI 182 questionnaires.
	To set this up after consultation with management/ food team.


	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?
	The EIAs have been taken on by the Managers who have a relevant interest and responsibility for the subject field.
	Managers to take ownership of the equalities issues and ensure that the consultation process takes place within the specified timescales.

	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?
	Need for a way of monitoring customer feedback about way their complaint was dealt with other than word of mouth.
	Wider consultation and data needed to make informed decisions.

	5.3
	Who will carry out monitoring? 

	EHO in charge of project
Senior Managers
	Create an appropriate methodology

	5.4
	What needs to be monitored?

	 Way service was delivered/if officers followed complaints policy.
	Use of monitoring questionnaire for complaints service.

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

	Monitoring Questionnaire to public
	Data to be regularly analysed/reviewed.

	5.6
	Will the monitoring information be published?

	Yes 
	To be put onto BANES website

	Publication of results of the equality impact assessment


	
	Key questions

	Awareness
	Actions required

	5.7
	Who will write up the EIA report?
	EHO in charge of writing complaints EQIA.
	Set Target Date for completion

	5.8
	How will the results of the EIA be published?
	On BANES website
	Dip sample to review procedure prior to publication.


6. Bath and North East Somerset Council 
Equality Impact Assessment Improvement Plan
Please list actions that you plan to take as a result of this assessment (continue on separate sheets as necessary).  These actions need to be built into the service planning framework and targets should be measurable, achievable, realistic and time bound.
Title of service/function or policy being assessed:
Complaints Procedure
Name and role of officers completing assessment:
Imogen Coles, Environmental Health Officer
Date assessment completed:
June 2009
	Issues identified
	Actions required
	Progress milestones
	Officer responsible
	By when

	Insufficient data currently available
	Need to collect, research and analyse data
	Monitor satisfaction of service public receive by sending out customer satisfaction cards. 

Equalities questionnaires to be posted to 10% of complaints that were dealt with in 2009. 
	IC
	July 2009

April 1st 2010

	Consultation process to be completed


	Consultation with West of England  Liaison Group
	Consult with food team/managers. Review how other LAs monitor their complaint service. Minutes from West of England Liaison Group meetings.


	IC 
	From June 15th 2009

	Lack of monitoring or review of quality of new procedure
	Procedure needs to be put in place to enable line managers to monitor effectively.
	Senior Manager to monitor 10% complaints dealt with by officers to review consistency/ procedure followed accordingly on a monthly basis.
	IC
	July 2009

	
	General Review date for procedure 
	Review to be carried out by Health, Safety and Food Manager and EHO who wrote EQIA (every 6 months)
	IC/SG
	Nov 2009


Policy/Service Title: Complaints Procedure
Equality Impact Assessment Report
 Date: June 2009
Co-ordinator of Policy or Service: 
Sue Green
Persons carrying out Equality Impact Assessment:  Imogen Coles
1. Introduction 
Councils have a statutory duty to carry out investigations of food complaints and deal with service requests, and the public are to receive a fair and clear approach to investigating such incidences.

2. What data was analysed as part of this Equality Impact Assessment and what did it tell us?
The data on our Uniform Computer system was analysed and it was clear that it holds limited information on the 7 equality strands. Only limited information was gathered in relation to the gender of some complainants by their title.  Uniform was only able to give us a break down of food business selling ethnic food, and some of those proprietors whose first language is not English but not all of them. The Council were involved with the Safer Food Better Business workshops in 2006 and we hold data about ethnic backgrounds of Food Business operators who attended. The highest group were Chinese and Bengali followed by Thai food business operators. The recent Census has still confirmed that Chinese is the highest ethnic group in Bath and North East Somerset. We send out an Equalities Questionnaire to every new food business who registers with the Council, on a monthly basis and are collecting the information to analyse for statistical purposes. 

3. Assessment of impact on equality groups 
A screening process was carried out prior to the impact assessment, to determine likelihood of discrimination against any of the 7 equality strands. 

There is a relatively high proportion of ethnic proprietors in Bath and North East Somerset.  Negative impacts may arise from communication difficulties with proprietors or members of public whose first language is not English. There may also be a possible difficulty in understanding correspondence related to complaint leaflets or letters that may be issued by Officers.  

Visual impairment, literacy, and learning disabilities, such as dyslexia may also be an issue in relation to any reading or completing of any such documentation related to any complaints. 

Our current complaint leaflet states that the leaflet can be provided in large print or on CD and can be found on the B&NES website.  We may also use a translation service in certain situations where necessary.

Age and disability could pose as a issue if complainants do not have transport. Officers will ensure they offer to collect any complaints e.g. foreign body complaints from homes in event of inability to drive or where there is lack of transport.

The other 4 equality groups are less likely to be affected. However prior to the distribution of the questionnaires to both new food businesses there is no other current data on these other 4 strands.

4. Monitoring arrangements 
The Complaints procedure will be monitored via feedback from equalities questionnaires, sent out to New Food Businesses monthly, and satisfaction questionnaire cards given out following an investigation of a complaint. The results of these will be able to show us whether the Council is providing a fair and equal service. In addition, 10% monitoring of officer complaint cases will be monitored by Senior Management on a monthly basis, to determine whether the public are receiving a fair and consistent service.  

5. Conclusions and action plan
To analyse information gained from equalities questionnaires and customer feedback questionnaires and see if there are any areas where the service can be further improved.  Future data concerning the other 4 equality strands will be gathered through monitoring this way also. Complaints procedure will be put on the B&NES website as planned. See the Improvement Plan with actions above.

Signed off by (….............................)  Directorate Equalities Group/Head of service
Date…............. 
APPENDIX I
Food Complaint Triage Tree
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COLOUR KEY: Yellow – Food; Green – Premises; Red- Urgent; Blue – No Action; Orange – Mould; Purple - Off 
APPENDIX II
Food Complaints Investigation Flow Chart 


APPENDIX III

Appendix 3
	FDC1a  -RECEIPT

	Date:

Your Ref:

Our Ref:

Enquiries to:

Tel:

Fax:

Email:

Website: 
	


Dear 
THE GENERAL FOOD REGULATIONS 2004

COMPLAINT RE:  ALLEGED DETAIL
FROM:  Address
Further to your complaint to this Department on the ………(date)regarding the above matter I write to confirm that you have released the food subject to complaint to this Authority for further investigation.
I shall be carrying out the investigation of the food complaint and can be contacted at the address below, should you wish to discuss the matter in more detail.  I shall contact you again when the relevant facts have been established regarding your complaint.

[I would like to take this opportunity to draw your attention to the enclosed food complaint leaflet, which details the course of action that the Council will follow in dealing with your complaint.]
If you have any further questions or concerns or I can help further then please contact me.
Yours sincerely
We are continually trying to improve our service, standards and choices of service delivery, and would welcome any suggestions you have that would help us to achieve this.  Should you wish to suggest any improvements or to comment on the service provided please contact the ……. Team on ………………. or e-mail ………………………
APPENDIX IV
	FDC2 – NO ACTION GENERAL

	Date:
Your Ref:
Our Ref:
Enquiries to:
Tel:
Fax:
Email:
Website: 
	


Dear 
THE GENERAL FOOD REGULATIONS 2004
COMPLAINT RE: ALLEGED ………………….
FROM:
I refer to your contact with this Department concerning the above food complaint and write to let you know the results of my investigation.
[Examination of the food revealed that no action could be taken by the Council under 
the General Food Regulations 2004 in this instance because the……… ]
[The matter was investigated both by the Company concerned and myself, as well as the local authority on whose area the product was made.  In my opinion the findings indicate that the quality control procedures are comprehensive and all reasonable precautions appear to have been taken to minimize the occurrence of this type of food complaint.]
It has therefore been decided that the instigation of any legal proceedings would serve no purpose.  
In accordance with your wishes [I have forwarded your contact details directly to the 
Company as they choose to make contact with you.] [I have not forwarded your contact
details to the Company.]
If you have any concerns regarding compensation etc, you are advised therefore to contact the company direct.
May I thank you for bringing this matter to the attention of this Department.
Yours sincerely
We are continually trying to improve our service, standards and choices of service delivery, and would welcome any suggestions you have that would help us to achieve this.  Should you wish to suggest any improvements or to comment on the service provided please contact the ……. Team on ………………. or e-mail ………………………
Does the complaint relate to food item(s)





Has complainant kept the food item 





Is the fitness of the food in question





Does foreign body relate to any of following:


Glass like crystals in tinned salmon (Struvite).


Round worms in cod


Salt Crystals in cheese


Discoloured open tin cans


Blown tin cans


Stone, soil and insects in fresh fruit and vegetables











Has foreign body caused injury 





Has anyone been ill after eating food





Does the complaint relate to a foreign body





Discuss with Officer if no action can be taken advise the complainant– send leaflet and letter FDC2





Discuss with Officer if no action can be taken advise the complainant– send leaflet & letter FDC2





Take details and pass to an officer – if urgent pass on immediately to first available officer. Send standard letter REF: FDC1





Explain unable to take action advise to contact relevant LA 





Has complainant already contacted retailer, producer or  manufacturer





Does complaint relate to a local food premises





Does complaint relate to Mould





Take details and pass to an officer if more than one person affected pass to first available officer as a priority


Advice to keep food cold pending contact from officer Deal with as a priority.





Allocate and send leaflet & confirmation  of receipt letter FDC1 








Send relevant standard letter FDC2 A –F and food complaint leaflet 





Advice to freeze item where possible and bring to office or await collection





Allocate to officer and send standard confirmation of receipt letter  FDC1





Advice to bring into office ASAP or pass to officer for 


collection and action


Send  leaflet & confirmation  of receipt letter FDC1 








Has food gone off





Allocate to officer for action and send confirmation of receipt letter  FDC1 with foreign body leaflet





Allocate to an officer for urgent action. Send confirmation letter  FDC1 with leaflet
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No





No





No





Yes





Food Complaint Received


Further Investigated Warranted?





Pass to other Authority and advise complainant





Advise complainant no 


further action





Is complaint this Authority’s 	responsibility?





Inspect Food – Interview Complainant





Initial contact with supplier/                               Preliminary contact with 


manufacture/importer                                        home/originating (Primary) Authority





Serious localised incident or wider problem or malicious contamination?





Advise Complainant





Advise complainant, home/originating (Primary) Authority, Supplier and/or Manufacturer / Importer and/or enforcer complaint closed





Refer to Food Law Code of Practice and  Local Food Alert Procedure


Alert FSA and if malicious alert Police








Initiate Food   Poisoning Investigation





Refer to Food Law Code of Practice and Local Food Alert Procedure.


Alert FSA and Police if Malicious Tampering 





Serious localised incident wider problem or


Malicious contamination





Associated Illness?





Further action needed?





Further action needed?





Advise complainant, home/originating authority, supplier/ Manufacturer





Where formal action considered likely request detailed information from Primary Authority and if appropriate formally interview relevant party under caution


 





Further action needed
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