EQUALITY AND DIVERSITY IMPACT ASSESSMENTS

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

YOUR FUNCTION OR POLICY AREA:Tourist Information



OFFICER COMPLETING THE ASSESSMENT: Elizabeth Pippett     



TEL : 211211
BUSINESS UNIT : Tourism Information Customer Service 






DATE  11/11/08
	Part One
	GENERAL

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

	
	Description of function:
To deliver high quality tourist information and services to visitors and residents alike.

Our aim to is deliver to the “ Visitor Experience” from conception to completion and to make sure that we continue to be an award winning service provider to all our clients .

Aims and objectives 

.To provide outstanding customers services via our three Tourist Information Centre front desks, Tic call centre and English Riviera shop, using all types of communication  at the highest level.
.To retain the Visit Britain “Partnership “award status.

. To provide a range of services to all customers so that all there relevant needs are met in one office and so minimise inconvience to clients.
.To be sited in prominent and easy to access local areas so that all customers know where we are and how to access our services.

.To answer all phone calls within 5 rings  

.To promote the English Riviera as a premium destination locally, national and internationally.

.To income generate via accommodation bookings, agency’s sale, gift books etc thus helping to reduce dependence on council funds.

.To treats all our customers with courtesy, respect and according to there needs and wants.

. Ensure that all staff are trained to the highest degree so leading to an enhanced customer service delivery.

.To build good working relationships with all local residents and other outside tourism bodies, making sure that all parties are aware of the services we offer and the advice we can give 



	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

	
	Visitors from all geographic area’s both national and international.
Residents from all area’s but especially Torbay 

Business from Torbay and other surrounding area’s

	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)

	
	Our function is provided solely by ourselves however we actively pursue a policy of taking to our main external suppliers such as accommodation providers and attraction owners to make sure we are meeting the needs and requirement of these businesses.
We also print an “Access for all guides” which gives information on all aspects accessibility and availability of services.

Whilst primally aimed at the visitor it is distributed free of charge to all.

Information is collated by contacting the relevant bodies direct .



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

	
	At present we have no research data whether local or nationally soursed  however we are hoping  to address this with a new customer survey which will be available early 2009.
The survey has not been carried out to date as we have been undergoing a complete tourism strategy re write which comes into play on the 1st September. 2009
         I thought it mindful to see what came out of it  before I went ahead with new surveys / consultations  , so we have no results at present


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

	
	In the past as part of the English Riviera Tourist Board the whole of tourism has been benchmarked against other resorts nationally of a similar nature and also locally via. South West Tourism [Destination Devon].
Last carried out in 2006 .
Due to the above[ question 4 ] we have no comparisons but I have decide to contact some local Tic to see how they monitor and compare there results, so we can use Best Practice


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

	 
	The potential impact on traditionally excluded groups is medium.
We have no statistics on the rate or levels of disabled use of our service at present.
Once again I hope to gain this information by the survey or I may talk to local disabled forum to gauge level of usage and if low, why and what could we be doing to improve this 
 


	
	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?

	
	We issue a customer satisfaction survey year on year via the Tourist information Centres front desks, sent out in the post and will be available via the internet for 2009.
Statistics are collated and form part of our Performance Management Indicators.

Each year the Tourist information centres are “Mystery Shopped” in conjunction with Visit Britain to indicate an over all  services rating within the industry, however samples are very low as this is not compulsory and quality of feed back is dropping since the service was placed in a private company hands rather than done via VB trained staff.

Part of the report covers disabled access, facilities etc...

Results are sent to Visitor Services Manager so that any problems can be address immediately 



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

	
	The Tourism function as a whole is undergoing a period of consultation with all external and external bodies and we plan on the back of these results to se how we can consult with all groups in the future


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

	
	Regular team meeting and the Visitor service Manager actively encourages all team members to put forward ideas for improvement to our service in this area.
All staff are encouraged to attend Visit Britain specialised training courses which cover such aspects as diversity within a customer group, the DDA act and how it applies to our service and how to meet the needs of customers who may have disability.

All staff have also attend TC Diversity and Equality



	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)

	
	Changes cannot be identified until full results of the consultations and re organisation of tourism is complete.
Once this has been done we can actively look at all area’s of service and see if any changes need to be made and if so how we obtain the best results for all parties concerned 


	
	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 at present 



	
	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)

	
	Both our Paignton and Torquay offices have easy access in the form of electronic doors.
All offices have hearing loops and Paignton as the newest office has a drop counter for wheel chair users..

We are actively pursuing an improvement program at Brixham Tourist Information centre to enable access for all disabled group.

Torbay Council as identified this building as one that can be improved under capital projects.

As of the 11th November 08 plans have be draw up to create a new door way, level access and new counter and floor space.



	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)

	
	Most of our printed information, which is collated by the Tourist Information Centres directly, is available in large print and our web site has an enhance facility for the visually impair and audio for hearing impaired.

All information on the web is translated in various languages and we have a printed booklet which is sent out free of charge detailing information which may be of help and assistants to all our customers.

All information is constantly monitored an amended as needed.

Staff attends training in various customer service aspects including   “Welcome International” which deals with overseas visitors including basic language skills and understanding of different cultural needs and customs.
We are looking to install a plasma screen similar to that of Torquay Information Centre, running a presentation of customer information.



	
	MONITORING

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

	
	This is under research, more specific research would include these questions.  There is no budget for these surveys at present, new survey 2009.

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

	
	Not Available 

	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? -– 

	
	No data is available at this present time.

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

	
	Again once the restructure  of Tourism is complete this is something that the service can look at as a whole


	
	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

	
	Not to my knowledge 


	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

	
	N/A



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

	Consultation  with outside bodies 
Data Research                     


	Need to bring together a frame work for consultation with outside and difficult to reach groups
Aim to do this as Resident and Visitor services rather than a single business unit 

New survey in 2009 
	All Senior Mangers 
Liz Pippett
	August 09
May 09
	Undetermined at this time
Undetermined at this time
	Must be a cohesive strategy 
May do as part of wider survey 
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