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DATE:  17th June 2009
	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:

Torre Abbey is committed to offering its visitors a high quality cultural attraction that is enjoyable, educational and inspirational.  To achieve this our aim is to provide the best possible physical and intellectual access to the building and its collections, and to provide a range of ancillary services that will contribute to the visitors enjoyment and satisfaction.

The aims and objectives:

· To maximise physical access to the building for people of all ages, including children, the elderly and people with disabilities.

· To provide displays and exhibitions that will be of interesting and understandable to people with different abilities and different racial, cultural and religious backgrounds.

· To provide a range of special events that will be affordable and relevant to people from different social backgrounds.

· To conduct our service in a efficient and professional customer-focused, sustainable, open, responsive and accountable manner, treating all our customers with courtesy in a way that is appropriate to their individual needs.

· Ensure that all members of staff are trained to be aware of equalities issues and to act accordingly
· To use plain language and avoid unnecessary jargon in both verbal and written format.

· To continually re-assess visitor feedback and service usage (including the findings of non-visitor surveys).  This is with a view to making continual customer-led improvements, to ensure that we are supplying equality of service, and are developing appropriate opportunities for staff and ‘hard-to-reach’ groups.


	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



	
	Torbay residents, holidaymakers and other visitors to the area, the Friends of Torre Abbey, museum and garden volunteers, clients of Four Seasons (horticultural training scheme for people with learning disabilities), museum and heritage partners including English Heritage and other quasi-governmental agencies.

	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 19)



	
	The main customer service provision is provided in-house, although Torre Abbey delivers certain services traditionally provided by museums (such as public lectures) under the auspices of the Friends of Torre Abbey.  Other services (including exhibitions and special heritage events and projects) are provided jointly with Torquay Museum and Brixham Heritage Museum, with assistance from the Council’s Museum Education Officer based in Torquay Museum.


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



	
	Torre Abbey undertook extensive research on its visitors and potential visitors in the period immediately before it closed for a major refurbishment in 2005.  These surveys included:

· questionnaires for visitors to the Abbey (these have included customer profiling)
· survey of garden visitors

· survey of reactions to the new logo

· non-visitor surveys, undertaken by Plymouth University and others (these included customer profiling)
· consultations with the Council’s disability advice group

· consultations with the Friends of Torre Abbey and many other heritage groups.

Other museum based consultations are ongoing:

· Visitor surveys are undertaken annually.

· The two Education Officers based at Torre Abbey and at Torquay Heritage Museum regularly contact local groups to explore the scope for providing museum outreach and other services.
· Response Forms: These are used to measure the success of staff training sessions and formal educational activities organised by the two Education Officers.

· Torre Abbey keeps a visitor book to encourage visitor comments.  Additional opportunities for visitor comments are provided in our bigger special exhibitions.

· Feedback slips: Torre Abbey provides Feedback and Suggestion slips to encourage visitors to make suggestions or raise matters of concern.  These now include an opportunity for visitors to comment on issues that relate to disabilities.
· Museum staff, friends organisations and parent societies are invited to make comments, either directly or through the use of questionnaires: Comments are discussed with the staff and management committees and action is taken where practicable and appropriate.  Comments relating to disabilities and equalities issues are brought to the attention of the Torre Abbey Steering Group.
· From time to time, non-visitor surveys are undertaken by the Council or by marketing organisations (such as the tourism department of South Devon College).
· Torre Abbey is planning to work with a Focus Group in order to assess the Phase I works and to inform the preparations for Phase II.  Torre Abbey will also consult with different religious, racial and LGBT groups.
The museum service receives almost no formal complaints.  Where complaints are received, they are monitored for equality issues, and 
The surveys revealed the following:

· Torre Abbey’s visitor profile has an unusual preponderance of Social Class C and D+.  This is the kind of profile that most museums aspire to achieve.
· More women than men use the service.
· Use of the service by children, school groups and young adults has been well below the national average.  (The new Education Officer has been appointed with a view to improving this statistic).

· Non-British nationals comprise 10% of museum visitors.

The aim of the Torre Abbey Project Business Plan and Interpretation Strategy has been to improve provision for groups that make less use of the Abbey that might be expected.  The incorporation of the garden should improve its appeal to men while the appointment of a full-time Education Officer, and the incorporation into the Abbey of a Brass Rubbing Centre should improve its appeal to children and adults with learning disabilities, for example.
Prior to refurbishment, the Abbey mansion was unable to provide access for wheelchair users.  Visitors also had to negotiate around 133 steps, which was challenging for some of our elderly visitors.  The situation has been transformed by the recent Lottery project.  Even so, we are still receiving some grumbles about physical accessibility, for example the difficulty of the steps leading to the Abbey church and gardens, which will be addressed as part of our ongoing maintenance work

.

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

	
	Torre Abbey’s policies have been informed by regular contacts with the former MLA South West, the South West Federation of Museums & Galleries, the Regional Hub Museums (notably Exeter Museum Service), the Devon Records Office, the Devon Museums Group, the Torbay Museums Partnership, the Torbay Heritage Forum and many  for improving disabled access, improved interpretation and improved museum education are incorporated within the Business Plan for Torre Abbey and supplementary documents that formed part of the HLF Lottery Bid.  These policies were drawn up after extensive research by our Conservation Architects (Architecton), specialist Access Consultants (such as Access & Design of Plymouth), and the projects museum designers (Bremner & Orr).  As such, the policies were informed by a great deal of research undertaken by other museums.

Our customer care standards are also required to meet the standard set by the Devon Association of Tourist Attractions, whose inspection team approved Torre Abbey’s membership application in September 2008.
Torre Abbey’s interpretation policy recognises the need for interactive exhibits for children and young people, the need to use the simplest language that is able to convey the subject matter, the need for special provision for people with hearing disabilities, visual impairment, learning disabilities and non-English speakers. 


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

	 
	The potential impact on traditionally excluded groups is low with the exception of people with disabilities, where the impact (after the recent Phase I Project) is now medium.    



	
	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?

	
	External:
The Council undertakes annual museum satisfaction surveys to provide data for BV119c

The results are publicised through the Council’s website and in Government PIs

Satisfaction Surveys:

Since Torre Abbey reopened in September, visitor feedback forms have been collected daily and analysed monthly.  They reveal a high level of satisfaction with the disability access that has been achieved by Phase I of the HLF project.  Concerns are still being expressed about the suitability of some of the steps and paths in the gardens.

The Friends of Torre Abbey have debated the improvement works in the pages of the Friends of Torre Abbey newsletter, where satisfaction has been expressed at the access improvements and the lift in particular.  

Further surveys are planned, as is the establishment of a focus group to advise on the Phase II works.  All surveys will be planned with a view to enabling the data to be monitored for equalities issues.


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

	
	The recently completed Phase I project was concerned primarily with improvements to physical access, both inside Torre Abbey and in the approaches to the building.  The Council is now commencing work towards Phase II, which will concentrate upon improving intellectual access.  This will involve implementing a new interpretative strategy that is being prepared at the present time.  In order to prepare this strategy, the Abbey is consulting with its stakeholders, namely local contemporary artists who have exhibited at the Abbey, the Friends of Torre Abbey, teachers in local schools and colleges, people who work with disadvantaged groups, and people from different religious backgrounds.  Torre Abbey will in particular continue its dialogue with Roman Catholics in respect of the special importance of the Abbey towards gaining an understanding of the history of Catholocism in England.  The strategy will outline the provision of special educational and outreach work both during the works and afterwards, and the installation of new displays, audio guides, and handling materials that will be of interest to all kinds of visitors, notably children, intellectually disadvantaged people, people with disabilities other than mobility problems (e.g. people with hearing and vision disabilities) and those with a limited command of English.  We will also be consulting with (amongst others) the Coalition of Disabled People and the Torquay Deaf Club.

The needs of disadvantaged groups within Torbay are in many respects no different to those of disadvantaged groups elsewhere in the UK.  A large amount of research has been undertaken in recent years on how to communicate more effectively with visitors of all kinds, and this will be drawn upon in planning the improved interpretation by the staff of Torre Abbey, by the Museum Designers and their professional sub-contractors.


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

	
	The Torre Abbey managers meet fortnightly to discuss the operation of the Abbey, and the House Assistants also meet from time to time to discuss front-of-line services.  The Torre Abbey Project is overseen by a Working Party of key officers and by the Torre Abbey Steering Group, which is overseen by Members of Council including a Member of the Cabinet. 


	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)

	
	Following consultations with the Council’s disability consultation group, tactile signs were fixed to the toilet doors.  We also reduced the amount of gravel on the garden paths following suggestions by wheelchair users.


We are planning the following improvements, following feedback from visitors to the Abbey:
* new handrails on stairs to and within the garden
* clearer information for visitors wishing to use disabled parking

The outline proposal for the Phase II HLF Project (including far reaching improvements in the realms of interpretation, education and special events) will be prepared from January to June 2009.  It will include details of provision for people with hearing and vision disabilities, for people with learning difficulties, and for people whose first language is not English.
  

	
	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

	12


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

No.  Except for complaints about the difficulty of climbing steps up to the gardens (the steps were built without handrails) and external gravel surfaces.


	
	SERVICE DELIVERY

	13
	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)

	
	Some staff members are able to give basic tours in foreign languages, including French and Africaans.  Our front desk has a hearing loop for the hard of hearing, and we also have a sound loop device that can be worn when giving tours to people with hearing aids.  Our signs and labels meet National guidelines for text size and legibility.


	14
	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)

	
	Torre Abbey is able to answer queries by telephone and has a website from which visitors may download all kinds of information about the Abbey.  It also has pages on the Council website, which has special facilities for visitors with impaired vision.  Torre Abbey has in the past provided foreign language versions of its visitor guide, and will provide translations of the new guide as soon as trials of the draft version have been completed.  We also produce a large type version of the guide.  


	
	MONITORING

	15
	Please describe how you carry out monitoring of take up of your function/policy by equality group?

	
	Torre Abbey discreetly undertakes visitor profiling, including visits by people using the Torbay Leisurecard.  Records are kept of all group visits including education groups, and these are separately recorded.  Feedback forms are completed for each special event and school visit.  Records are kept where visitors indicate they have special needs arising from a disability.


	16
	How are the results of any monitoring analysed, reported and publicised? 

	
	Reports are prepared for the Torre Abbey Steering Group (last report was in June 2009).

	17
	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? -– 

	
	See Para. 6

· More women than men use the service.
· Use of the service by children, school groups and young adults has been well below the national average.  (The new Education Officer has been appointed with a view to improving this statistic).

· Non-British nationals comprise 10% of museum visitors.



	18
	Please list any changes to your function or policy that you have made or plan to make as a result of monitoring

	
	The incorporation of the garden within the Torre Abbey attraction is likely to make visiting the Abbey more popular with male visitors, who at present form a minority.
The high number of non-native English speakers encouraged us to introduce foreign language guides.
The Education Officer gives special tours for students from language schools, and discussions are taking place with representatives of the language schools to ensure that future tours are tailored to meet the needs of language schools.


	
	MISCELLANEOUS

	19
	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

	
	While the Abbey and its garden were closed for the refurbishment works, the garden was used by Four Seasons as a place to provide training in horticulture for people with disabilities.

	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

	
	Not applicable.




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

	Improving Physical Access

	* Improve physical access to the gardens by installing new handrails to steps
* Install more seating

* Undertake visitor survey to gain feedback on recent improvements, including their impact upon visitors with disabilities
	M. Rhodes
	Summer 2009
	<£5,000
	

	Improve accessibility of displays
	* Assess all captions (new and existing) to ensure they use plain English and are accessible to people from the widest possible range of backgrounds.
* To provide Foreign Language guides

* To provide guide in Large Print
	M. Rhodes & Jane Palmer
	Spring 2010
	
	

	Ensure the visitors with disabilities are aware of the services available
	Ensure that facilities for people with disabilities are highlighted on brochures and on website
	M. Rhodes & D. Makepeace
	Spring 2009
	
	

	Improve Present Service Accessibility
	Continue to devise special events that will be interesting and affordable to hard-to-reach groups
	Dee Martin
	Ongoing
	
	

	Ensure Equalities Awareness continues to expand
	Staff to attend Equalities training.
Education Officer to attend training on involvement with hard to reach groups
	M. Rhodes & Dee Martin
	Ongoing
	
	

	Promote Faith Awareness
	Ensure visitors understand the issues relating to the period of catholic suppression This will show we recognise cultural diversity and are seeking to recognise different faiths and faith perspectives.  A new storyline will be developed during 2009 that will focus on the insights that that Abbey provides into the story of Roman Catholicism in England since 1196. 
	M. Rhodes
	Christmas 2009
	£1,500
	

	Improve Future Service Accessibility
	Develop strategies and proposals for Phase II Lottery Bid that will ensure equality of provision, especially for hard-to-reach groups
	M. Rhodes & Dee Martin
	Summer 2009
	Say £4,000
	

	Ensure that Torquay & Brixham Museums comply with the Council’s Equalities policies
	Introduce new SLAs with appropriate cover of equalities issues
	M. Rhodes
	April 2009
	
	

	Monitor effectiveness of equalities policies
	* A visitor survey will assess the effectiveness of the Phase I HLF project, including provision for people with disabilities.  It will also inform the Phase II project proposals, to be devised during 2009
* Feedback questionnaires will be used for all special events.
* Basic feedback slips will be available for all visitors and will be analysed monthly.  These slips will ask people to indicate if they have a disability.
	M. Rhodes, G. Partridge
	Summer 2009
	
	


Equality & Diversity Impact Assessment –dialog a model






 1

