EQUALITY AND DIVERSITY IMPACT ASSESSMENTS

On grounds of age, disability, gender, race, religion, sexual orientation

YOUR FUNCTION OR POLICY AREA:  Libraries Services – Information Services  



OFFICER COMPLETING THE ASSESSMENT:  Nick Niles 

TEL :  8288 

BUSINESS UNIT :  Residents and Visitor Services 


DATE :  3 November 2008   

	Part One
	GENERAL

	1
	Please provide a brief description of the main function and/or policy(ies) including its aims and objectives

	
	The Public Libraries and Museums Act 1964 requires all library authorities to “provide a comprehensive and efficient library service for all persons desiring to make use thereof”.  Torbay Library Services has a set of 12 policy aims which endeavour to cover all aspects of this statutory responsibility.  Those which relate closely to Information Services are:
8. To provide access to a range of accurate, balanced and current information in all appropriate formats, offering guidance and help to all users, and enabling them to gain maximum benefit from these resources
9. To help sustain and develop the sense of local identity, culture and heritage of the local community.
The Policy Statement for Reference and Information Services states:

“The aim of the reference and information service is to help people with their enquiries through the provision of a broad range of relevant and up-to-date print and non-print resources, delivered by knowledgeable and well-trained staff.  The service will endeavour to satisfy enquiries at the point of demand, or to provide accurate and timely referral where appropriate.”  
The Policy Statement for Local Studies Services states:

“The aim of the local studies service is to assist people with their enquiries through the provision of a wide range of resources reflecting the history of Torbay but also the wider geographical area of Devon.  The service will cater for personal visits, telephone enquiries and correspondence, both electronic and conventional”.  



	2
	Please list the main stakeholders/beneficiaries in terms of the recipients of the function or the target group at whom the policy is aimed

	
	Reference and information services are available to all, whether or not they are members of the library service (for borrowing purposes).  This includes Local Studies.  Therefore, the stakeholders/beneficiaries are all those who wish to make use of the services provided.  Enquiries can be received from anywhere.  


	3
	If the function is provided by another partner, organisation, contractor or agency on behalf of the Authority, please give the names of these organisations/agencies (see question 18)

	
	No.  However, community information (information about community groups and services provided to the community) is provided by means of the Devon Community Directory which is a partnership of local authorities in Devon.  


	4
	Do you have any research data, about traditionally excluded groups?  Does this research highlight any disparities or adverse impact?

	
	The Library Satisfaction Survey 2008-09, which was carried out in July 2008, contained a free text box where anyone completing a survey was invited to make comments about any aspects of the library service.  There were very few comments about reference and information services; those that were received were general in nature.  
The survey results showed that 96.76% of those responding considered the information and enquiry service to be very good or good.  Of those who came to the library that day to find something out, 90.48% stated that they did so in full, and 7.86% did so in part.  
It is recognised that there is a need to investigate whether or not the library service, in general, is doing all it can to meet the needs of traditionally excluded groups.  Any issues which are identified could apply to any part of the library service, but, without being complacent, there is no historical evidence to suggest that reference and information services will be identified as a particular area of difficulty for such groups.  
There is a need to undertake an information services survey.  This would include questions which would help to identify any issues relating to minority or other traditionally excluded groups.  The timing of this survey will depend on other service priorities, but is included in the action plan at the end of this assessment.  


	5
	Have you compared your policy/function with similar local authorities; if so with what results?

	
	Not specifically in relation to reference and information services.  Public library authorities all provide a similar kind of information service, and it is doubtful whether such comparison would yield useful information.  The first priority should be to gather information from traditionally excluded groups on the nature of the service provided in Torbay.


	6
	Does this policy area have high medium or low potential impact on traditionally excluded groups?

	 
	This policy area is considered to have Medium potential impact on traditionally excluded groups.  


	
	IF THE POLICY OR FUNCTION HAS A HIGH OR MEDIUM POTENTIAL IMPACT ON RACIAL MINORITIES OR OTHER  TRADITIONALLY EXCLUDED GROUPS PLEASE CONTINUE WITH Part 2 of the assessment



	Part Two
	CONSULTATION

	7
	Please list any consultation activity with internal or external customers carried out over the last year or two: e.g. satisfaction surveys, focus groups, Citizens Panel exercises etc and how the results are publicised?

	
	The library service has an ongoing programme of consultation with its users.  The latest adult survey was the one carried out in July 2008 which has already been referred to in section 4 above.  This yielded some interesting results, and a comparison has been made with the similar survey undertaken in 2006:

Question on

2006

2008

Staff helpfulness
98.85%

99.34%
Information and enquiry service
94.20%
96.76%
Success in finding something out

76.21%

90.48%

Opening hours
82.20%

89.12%
Library overall
94.49%
96.84%
Stock*
83.18%
83.51%
Staff knowledge and assistance*
97.54%
98.71%
*  The questions on stock and staff knowledge/assistance in 2008 were similar to those asked in 2006, but there were differences.  Therefore, some caution must be exercised in making strict comparisons here.  

For 6 of the 7 questions, the percentages are achieved by combining the scores for “Very Good” and “Good”.  This follows the traditional methodology for questions where the options are:  Very Good/Good/Adequate/Poor/Very Poor.  

The question “If you came to this library to find something out, did you succeed?”, has options of:

Yes/In Part/No.  The score for this question is those who stated “Yes”.

From this, it can be seen that, in every single case, the scores recorded in 2008 bettered those in 2006.  

A summary of all surveys is displayed in all service points, with the full reports available on request.  The same information is contained on the Libraries section of the Torbay Council website.  


	8
	Please list any alternative arrangements you have made or are planning for consulting with hard-to-reach groups within the community

	
	It is recognised that there is a need to investigate whether or not the library service, in general, is doing all it can to meet the needs of hard-to-reach groups.  This need for consultation is included in the action plan for this function.



	9
	Please state how you consult with members of your staff about your function/policy

	
	The library service has a range of mechanisms for consulting with its staff.  They are consulted on a wide range of matters, including matters relating to the take-up of our services, and their feedback invited.  Each section of the service has its own staff meeting, and staff are encouraged to raise issues of any description that need to be examined

	10
	Please list any changes to your function or policy that you have made, or you plan to make as a result of consultation with different groups (include future ones in your improvement plan summary attached)

	
	In the 2006 Adult PLUS (Public Library User Survey) we received some comments about the lack of seating space in the Local studies section of Torquay Library. In 2007, we took the opportunity to refurbish this area to create a far more spacious area for researchers, including improved seating and study area.
A great many developments have come about as a result of interaction with, and feedback from, individual library users as well as specific groups.  As one example of this, there has been intensive consultation with both library users and non-users in connection with the new Paignton Community Library.  The Council’s consultation caravan has been used for this purpose on several occasions, both before the Lottery funding bid was submitted, and since when the bid had proved successful, requiring further consultation about the precise nature of the new library.  Focus group meetings have taken place, and the Friends of Paignton Library consulted.  This has helped to ensure that the new library will meet local needs, including those of disadvantaged people. One result of the consultation will be the provision of a ‘quiet study’ room in the reference section of the new building.  


	
	DISCRIMINATION

	11
	Please list any evidence you have of the function or policy having an adverse impact on different groups or relations between groups – this can be internal or external

	
	None identified



	
	SERVICE DELIVERY

	12
	Please list any alternative ways designed to improve access to or use of your service by different groups, (and include this in your improvement plan summary attached)

	
	All service points have level access and automatic doors. The mobile library is fitted with a wheelchair hoist and grab rails for anyone who is unable to negotiate the steps to the vehicle.  Further developments need to await the results of consultation with hard-to-reach groups which was referred to in section 8 above.



	13
	Please list any alternative ways designed to improve access to information about your service by different groups (and include this in your improvement plan summary attached)

	
	All library documents, including service leaflets, can be made available in other formats on request.  A specific contact telephone number is provided.  A translation service is also available.  The library service endeavours to place the maximum amount of information on the Libraries section of the Torbay Council website.  



	
	MONITORING

	14
	Please describe how you carry out monitoring of take up of your function/policy by equality group?

	
	Complaints are monitored systematically to see whether or not there are any inequality factors involved.  Apart from the complaints procedure, the library service has a variety of feedback mechanisms, including a “How was it for you” and a feedback facility via the web.  The quality of services provided is tested by means of surveys referred to above.



	15
	How are the results of any monitoring analysed, reported and publicised? 

	
	All monitoring is analysed by a senior member of staff.  A quarterly summary of complaints, compliments and comments is posted in all service points.

	16
	Does an analysis of your customer base against baseline population figures for the borough show that you are reaching all groups within your remit?  If not, which groups are adversely affected?  

	
	Customers are able to come and go in libraries to access information services without restriction, and without having to identify themselves. Therefore, there is no information that could be analysed.

	17
	Please list any changes to your function or policy that you have made or plan to make as a result of monitoring

	
	n.a.



	
	MISCELLANEOUS

	18
	If your function is provided by a private sector or voluntary sector organisation on a contract basis (see q 3), please list any arrangements have you made or plan to make to ensure that these comply with equality

	
	n.a.

	19
	Have you received any complaints about your function/policy in respect of equality issues?  If so, please give a brief description

	
	No

	20
	Does your function or policy result in any financial support being given to community groups within the voluntary and community sector?  If yes, please list organisations and amounts, including the equality monitoring on nature of the groups

	
	No



IMPROVEMENT PLAN List any recommendations for action as a result of this impact assessment. INCLUDE IN BUSINESS PLANS
	ISSUE
	ACTION REQUIRED
	LEAD 
	TIMESCALE
	COSTS 
	COMMENTS

	The quality of information services to all users, including minority and traditionally excluded groups

	An information services user survey 
	Head of Library Services
	2010-11
	Within existing resources
	Depending on other priorities, the timing of this survey may have to be reconsidered.  

	Public Library User Survey
	Monitor comments about information provision against the equality strands of respondents
	Community and performance Librarian
	Dec 2009
	Within existing resources
	National survey under the aegis of CIPFA
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