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	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 Inclusion Services are:

2. To provide and promote a wide range of services to meet both the current and future needs of library users
3. To provide and promote resources which enable all residents to fulfil their role as active citizens, and participate in cultural, democratic, economic, social and environmental activities
4. To promote social inclusion by developing equality of access to all library services and resources.

The Policy Statement for Inclusion Services contains the following:

“The Inclusion Services Unit aims to provide and develop library services to elderly, disadvantaged and socially excluded people in Torbay.  The unit will also offer support and advice to agencies, individuals and staff members as required.  The Unit will identify social inclusion issues in the provision of library and information services in Torbay and work with specialist librarians, Torbay Council departments and external agencies to ensure that the service reaches all sections of the community.  In Torbay, the over 60s make up approximately 30% of the population.  Of this group, many require library material in large print or spoken word.  Through the Inclusion Services Unit, Torbay Library Services will take account of increased life expectancy and longer retirement to address the needs, and help maintain the quality of life, of all elderly and disadvantaged people in Torbay”.  
The Policy Statement on Disability contains the following:
“Torbay Library Services is committed to a policy of equal opportunities for disabled customers and staff, and aims to create an environment that enables them to participate fully in the use or provision of services offered.  For the purposes of this policy, disability is understood in the broadest sense and, in addition to mobility and sensory impairments, includes mental health problems, specific learning difficulties and medical conditions which may have an impact on day-to-day activities.  This understanding thus reflects the definition of disability under the Disability Discrimination Act 1995.”  

	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

	
	In simple terms, Inclusion Services is targeted at those who, because of some form of impairment or disability, need special arrangements in order that they can benefit from our services.  This includes:  people in domiciliary establishments (retirement homes, nursing homes and sheltered housing complexes); those in hospital; those who are housebound; those who are blind and partially-sighted; those who can visit libraries, but need to borrow large print books (or spoken word items as an alternative to books).  The service is either provided directly to individuals, or to the institutions where they reside, eg retirement homes for the elderly.  


	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)

	
	Torbay Library Services has a service level agreement with the Royal National Institute for the Blind (RNIB) for the direct delivery of their Talking Books Service for the Blind, and books in Moon and Braille.  On a much smaller scale, the service pays the National Listening Library for the direct delivery of recorded sound items to those with a physical (but not visual) disability.
There is a partnership arrangement with Brixham Does Care (BDC) which provides a service to housebound people in the Brixham area.  Torbay Library Services provides the stock, and pays the travelling expenses of BDC volunteers who visit the homes of housebound people on a regular basis.  


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

	
	Each residential establishment receives exchange collections of books and recorded sound items at 10-weekly intervals, and Inclusion Services maintains a profile on each one of these establishments.  This ensures that the collections are tailored according to the needs of each establishment.  There is an annual survey which is sent to each establishment, and the findings are fed into the respective profiles.  
There is a triennial survey of housebound readers, which includes recipients of the RNIB Talking Books Service.  They are asked to judge the quality of materials received.  In 2005, 80% of those who responded stated that the materials were very good or good; 13% felt that they were adequate; and 7% poor.  The vast majority of those who responded benefit from the RNIB Talking Books Service, and it is difficult for Torbay Services to influence the quality of what the RNIB provides.  This survey is due to be repeated before the end of 2008-09.  


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

	
	From research undertaken during 2007-08, it became apparent that very few public library authorities pay for the RNIB Talking Books Service in full, and operate no waiting list.  Therefore, Torbay is exceptional in its support for this service.
Most library authorities operate some form of service to domiciliary establishments and to housebound people.  It is very difficult 
to compare like with like, but what evidence we have suggests that our domiciliary service is as comprehensive as any.  The one concern is the service to housebound people.  As part of the national Public Library Impact Measures (PLIMs), there was a 2007-08 national target of 19% for the “Number of people receiving an “at home” service as a % of the total number of older people helped to live at home”.  The result for Torbay was 15.3%.  This suggests a shortfall in the depth of our services to housebound people which needs further investigation.  


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

	 
	This Policy area is considered to have High 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?

	
	In addition to the consultation mechanisms referred to in section 4 above, a Library Satisfaction Survey 2008-09 was carried out in July 2008.  This was a “mini-survey” and, of those who participated, and gave their age category, 63.6% were 55 and over, and 42.6% were 65 and over.  The questionnaire contained a free text box where anyone completing a survey was invited to make comments about any aspects of the library service.  There was a wide range of comments about all aspects of the service, but there were no responses that suggested any particular group, minority or otherwise, was being disadvantaged.  However, it must be recognised that all those who responded were people who were physically able to visit their local library, and further consultation needs to be held with those people who are not.  
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 picked up in the impact assessment on Library Usage, and included in the action plan for that 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 work with elderly and disadvantaged people, 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)

	
	A number of developments have come about as a result of interaction with, and feedback from, individuals rather than with specific groups.  One key development over the years has been the increased range of concessions for those who are chronically sick or disabled.  Currently, the concessions are as follows:
· Up to 3 renewals, and exemption from overdue charges for spoken word items

· Free initial loan period for music CDs and language courses

· Free recorded sound reservations (maximum of 4 at any time).  

In addition, there is a reduced rate of charges for those over 65 (8p per item per day, instead of the standard 15p for adults).  
Previously, consultation with domiciliary establishments led to the inclusion of music CDs in the collections sent to these outlets where this was requested as part of the service.  


	
	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, including the mobile library, meet the recommendationss of the Disability Discrimination Act (DDA).  There is level access to all public areas in libraries, including the mobile library.  All libraries have portable hearing loop systems, but these are not adequate substitutes for fully installed systems.  The cost of these needs to be investigated.  Other 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 consultation, including 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 without restriction, and without identifying themselves.  However, all our survey evidence indicates clearly that the usage of libraries by elderly people is particularly high.  This was evidenced in the 2008-09 Library Satisfaction Survey.  Nevertheless, there is a need to analyse our library membership against baseline figures for the borough.  This exercise has yet to be undertaken, but is picked up in the impact assessment on Library Usage, and included in the action plan for that function.  



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

	
	A number of changes have been made, and continue to be made, as a result of monitoring of the service.  For example, the monitoring of stock performance has led to changes in stock purchasing.  It became clear some while ago that we were not purchasing sufficient books in large print to meet customer demand.  This was confirmed by feedback received from service point staff.  Large print books are vital for those with a degree of visual disability, who still wish to read books, but who can no longer read books with normal sized print.  This has been addressed and the service is now purchasing an increased proportion of books in large print.  
The precise requirements of each domiciliary establishment are identified by means of an annual survey which the establishments are asked to complete.  Adjustments are made to the collections of books and recorded sound items as a result of this feedback.  

Further changes need to await the consultation with hard-to-reach groups referred to above.  


	
	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

	
	Not applicable.  

	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

	
	Brixham Does Care volunteers receive the travel expenses they incur when they deliver books and audio-visual items to housebound people in the Brixham area.  The total amount claimed per annum is very modest – approximately £100.  



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

	Post of Service Inclusion Coordinator

	On the retirement of the current post holder, consider regrading the post (from Scale 4 to 6, with fewer hours) to take on higher level responsibility for equality and diversity issues to include, potentially, multi cultural groups within the Bay.  
	Head of Library Services 
	To be determined.
	Nil
	The key will be the retirement of the post holder within the foreseeable future.

	Disability Discrimination Act
	Reassess the latest DDA assessments for all service points, and identify whether or not any further improvements are needed, eg the need for installed hearing loop systems.
	Community and Performance Librarian
	March 2010
	To be identified
	The service has  worked to the terms of the DDA, but further improvements may be necessary.

	Access and egress for disabled library users
	Work with a disabled group to reassess whether further improvements can be implemented.
	Community and Performance Librarian
	March 2010
	To be identified
	This is a renewal of a similar exercise carried out some years ago.  It relates to the DDA action above.  

	Services to housebound people
	Reassess the quality and depth of the service provided to housebound people, particularly in the Torquay and Paignton areas.
	Community and Performance Librarian
	March 2010
	Nil (other than staff time)
	Brixham Does Care covers the Brixham area.  The Inclusion Services Unit provides a direct service to the rest of the Bay.  
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