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Scrutiny Committee Agenda Item: 6 
 
Meeting Date 29 July 2010 

Report Title Equalities Framework for Local Government Progress 
Update 

Portfolio Holder Portfolio Holder for Safer & Stronger Communities 

SMT Lead Abdool Kara 

Head of Service Louise Matthews 

  
1. To note the progress as set out in Appendix I Recommendations 
2. To comment on the draft equality priorities set out 

in Appendix II 

 
Purpose of Report and Executive Summary 
 
1.1 This report provide an update for the Scrutiny Committee in how we are 

progressing with the Equalities Framework for Local Government. 
 
2 Background 
 
2.1 On 2 June 2010, the Scrutiny Committee received a briefing on the Equality 

Framework for Local Government (EFLG) which provided details on the levels of 
Equality Framework for Local Government, the accompanying performance 
criteria, and identified gaps in meeting those criteria. It was agreed that future 
reports would be provided for the Scrutiny Committee on either a monthly or 
quarterly basis to advise on progress of the EFLG and consider Member input, 
possibly through Task and Finish Groups.  

 
3 Update 
 
2.1 A newly formed officer corporate equality steering group has been established 

with lead officers for each of the 5 strands of the equality framework for local 
government.  The previous corporate equality group has been renamed and will 
continue to focus on quality assuring the organisations equality impact 
assessments 

 
EFLG Strand Description 

 
Lead Officer 

Knowing your community and  
equality mapping 

The use of local and national data to 
understand the profile of communities 
and to measure inequalities 

James Freeman 

Place shaping, leadership, 
partnership and 

Understanding the importance of equality 
in visions of place, political and officer 

Louise 
Matthews 
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organisational commitment leadership, working with partners to 
challenge inequality 

Community engagement 
and satisfaction 

Involving ̀ equality' groups in decision 
making, and assessing satisfaction 

Emma Wiggins 

Responsive services and 
customer care 

Providing personalised services that 
meet the needs of people from differing 
backgrounds, reflecting differing needs in 
commissioning and procurement, 
measuring access  

Dave Thomas & 
Brian Planner 

A modern, diverse 
workforce 

Measuring diversity of the workforce, 
setting appropriate objectives to improve 
performance, equal pay and flexible 
working  

Dena Smart 

Equality impact assessments Providing guidance on conducting 
equality impact assessments and a 
quality assurance role to ensure that 
assessments follow a set procedure and 
consider all relevant issues 

Julie May 

 
2.2 A draft action plan has been compiled for each of the 5 strands to ensure that 

organisation is ready to apply for its “achieving level” peer review in May 2011. 
Members will remember that a 12 week notice period is required before applying 
for a peer review and the organisation has a target to reach achieving level by 
September 2011.  A copy of the draft action plan is attached at appendix II. 

 
2.3 Work has begun to redraft the equality strategy and prepare for consultation.  The 

latest guidance is that the strategy needs to include equality priorities for the 
organisation.  A copy of the draft discussion guide is included at appendix II. 

 
2.4 A performance fund bid has been approved to cover the cost of the peer review 

and to provide compulsory equalities workshops for Members and Officers, work 
will now be taking place to scope and commission the workshops. 

 
4 Appendices 
 
4.1 The following documents are to be published with this report and form part of the 

report 

·  Appendix I: Equality Framework for Local Government “Achieving Level 
Status” Action Plan 

·  Appendix II: Draft Stakeholdr Discussion Guide 
 
8 Background Papers 
 
8.1 Executive Report on Single Equalities Scheme 17 March 2010. 
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
Equality Strand 1: Knowing Your Community & Equality Mapping 
KYC1 Create an intranet page that 

provides links to the latest 
sources of relevant 
information and acts as 
central repository (1.1) 

1. Using existing Equalities 
site and adding content as 
it becomes available 
following other KYC 
actions. 

25/06/2010 Shelly Rouse 
(Planning) 
Tony Bullock (IT) 

Created in February 
2010 and adding 
content as it 
becomes available. 

16/06/2010 

KYC2 Make key information 
available via intranet (1.1) 
·  Afro Caribbean and 

Chinese needs 
assessments (CSP) 

·  borough and ward 
profiles  

·  place survey data 
·  customer profiling data 
·  workforce profile and 

recruitment data 
·  Data from service user 

analysis 
·  Data from equality and 

diversity monitoring 

1. Identify who has the data 
listed (Shelly) 

2. Create a Sharepoint list as 
a register of all data sets 
(Tony). 

3. Equalities survey data 
published.   

4. Look at using CRM 
instead of Limehouse for 
consultations. 

19/07/2010 Shelly Rouse 
(Planning) 
Tony Bullock (IT) 

Shelly has emailed 
all HoS to request 
information.  
Responses so far 
from: 
·  Environmental 

Services (Alister 
Andrews) 

·  Planning Policy 
·  Housing (Kerry 

Newbury) 
All responses 
required by end of 
June 2010 and input 
by mid-July. 

 

KYC3 System for collating and 
analysing information and 
agreed frequency in place 
and documented (1.2) 

Tony to document procedure 
for updating, maintaining. 
• Who is responsible? 
• How frequently updated? 
• How / where published? 
• What do we do with it? 

31/07/2010 Tony Bullock (IT)   

KYC4 System for identifying equality 
gaps and changing trends in 
place(1.2) 

Procedure note for data set 
owners to understand how to 
analyse their data and identify 
equalities gaps. 

31/12/2010 Louise Matthews 
(Policy) 
David Clifford 
(Policy) 

Links to KYC10  
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 

  

KYC5 Analyse and promote data 
from equality and diversity 
monitoring on regular basis 
(1.2) 

Set a baseline. 
  
Renewal of baseline following 
refreshed data sets. 

31/10/2010 Louise Matthews 
(Policy) 
David Clifford 
(Policy) 

Information from 
equality and 
diversity monitoring 
database to be 
exported from 
database and 
analysed at the end 
of July as part of 
the work to develop 
the new equality 
scheme. 

 

KYC6 Document procedures for 
consultation including 
vulnerable of marginalised 
groups that must be 
consulted and online surveys 
(1.2) 

Speak to Lou Matthews for 
more information. 

31/07/2010 Shelly Rouse 
(Planning)  
David Clifford 
(Policy) 

Links to CES6, 
RSCC1 and 
RSCC2 

 

KYC7 Produce a plan of proposed 
consultation for the next 12 
months (1.2) 

Statement of Community 
Involvement is becoming a 
corporate document. 
  
Tony to create sharepoint 
calendar.  Each HoS updates 
their own and owner 
publishes. 

31/07/2010 Tony Bullock (IT) 
Shelly Rouse 
(Planning) 
David Clifford 
(Policy) 

Shelly has 
produced plan of 
proposed 
consultation for 
Planning Policy 
(LDF).  Need the 
same for each 
Service Unit. 
  
Shelly to send email 
to all HoS 
requesting detail for 
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 

next 12 months and 
input onto calendar. 

KYC8 Produce a register of differing 
protocols that exist for 
collecting and sharing 
information with LSP partners 
(1.3) 

Create a sharepoint list of 
protocols.  Possibly attached 
to the master list of data sets? 
  
Who has what and how do we 
get / share it at the moment? 
RDF file? 

30/09/2010 Tony Bullock (IT) 
Louise Matthews 
(Policy) 
Jean Wood (Policy) 

County wide piece 
of work being led by 
Kent Police to 
introduce a single 
data sharing 
agreement for all 
public sector 
agencies across the 
County. 
 
Report scheduled to 
go to Kent 
Partnership in 
September 2010 for 
agreement. Once 
report is available 
discussions will 
take place with 
Swale LSP about 
adopting the 
agreement 
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
KYC9 Process in place for gathering 

local intelligence from Ward 
Councillors (2.1) 

Ask other authorities how they 
deal with this.  (Lou). 
  
Document the process? 
Nominate a person? 
Sharepoint list? 
Email address? 
Online reporting? 

31/10/2010 Louise Matthews 
(policy) 
Bob Pullen (Policy) 
 

  

KYC10 Review of data sources 
undertaken annually to 
ensure most current sources 
are being used (2.2) 

Corporate Annual Monitoring 
Report. 
  
Protocol - store in Covalent / 
Sharepoint / Service Plan? 

31/12/2010 Shelly Rouse 
(Planning) 
David Clifford 
(Policy) 

Links to KYC4  

KYC11 LSP and other key 
partnerships have a process 
for collecting and sharing 
information (2.3) 

Linked to KYC8. 
  
Single information sharing 
agreement development 
  
Consider publication scheme 
using "RDF" file format as per 
"open data" requirements of 
data.gov.uk (Tony). 

31/12/2010 Tony Bullock (IT) 
Louise Matthews 
(Policy) 
Jean Wood (Policy) 

County wide piece 
of work being led by 
Kent Police to 
introduce a single 
data sharing 
agreement for all 
public sector 
agencies across the 
County. 
 
Report scheduled to 
go to Kent 
Partnership in 
September 2010 for 
agreement. Once 
report is available 
discussions will 
take place with 
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 

Swale LSP about 
adopting the 
agreement 

Equality Strand 2: Place Shaping, Leadership, Partnership and Organisational Commitment 
PS 1 Produce short fact sheets 

about equalities for each 
portfolio (1.4) 

Greater awareness amongst 
the Executive (and other 
Members) of how equality and 
diversity issues impact on 
their portfolios 

31/12/2010 Louise Matthews 
(policy) 
David Clifford 
(policy) 

Link to PS 2 and PS 
8  

 

PS 2 Run Members workshop on 
equalities (1.4) 

Greater awareness amongst 
the Executive (and other 
Members) of how equality and 
diversity issues impact on 
their portfolios 

31/12/2010 Catherine Harrison 
(HR) 
Chris Bryant (ECS) 
Louise Matthews 
(policy) 
Katherine Bescoby 
(Democratic 
Services) 

Links to action 
MDW 10 and PS 1 
  
Performance Fund 
bid approved for 
workshops for 
members and 
officers, meeting to 
be arranged to 
agree scope and 
commission training 

 



c:\documents and settings\4632\local settings\temporary internet files\olk1a\scrutiny report - 29 july 2010.doc 

Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
PS 3 Work with partners to 

implement LSP restructuring 
proposals including 
establishing appropriate 
performance management 
arrangements (1.5) 

Effective performance 
management arrangements in 
place for the LSP which 
demonstrate contributions to 
Swale Sustainable 
Community Strategy (SCS) 
and the Kent Agreement 2 
(KA2) 

30/09/2010 David Clifford 
(policy) 
Jean Wood (policy) 

New structure 
implemented with 
effective from 1 
April 2010.  LSP 
self assessment 
completed, brief 
compiled and 
advertised on PTP 
website. Shortlisted 
Local Improvement 
Advisor (LIA) 
interviewed. LIA 
appointed. 
Meetings arranged 
with key partners 
across the LSP.  
Findings to be 
presented to Public 
Services Board on 
4 August 2010. 
  

 

PS 4 Complete EFLG developing 
level status self assessment 
on covalent (1.6) 

self assessment completed 31/08/2010 Louise Matthews 
(policy) 

Initial assessment 
conducted in 
February 2010 and 
fed into 17 Mar 
2010 Executive 
report. Needs to be 
refreshed in light of 
EFLG workshop 
held in May 2010. 

 



c:\documents and settings\4632\local settings\temporary internet files\olk1a\scrutiny report - 29 july 2010.doc 

Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
PS 5 Refresh the equality strategy 

(1.6) 
new strategy produced 
strategy legally complaint 
consultation takes place on 
strategy 

31/12/2010 Louise Matthews 
(policy) 

Links to PS 6 and 
PS 7.   
 
Decision taken to 
merge equality 
strategy with 
access strategy. 
 Redraft produced 
and intial discussion 
guide for 
consultation. 

 

PS 6 Assess the equality strategy 
for compliance (1.6) 

strategy is legally compliant 31/12/2010 Robin Harris (legal) 
Monica Blades-
Chase (Legal) 

Links to PS 5  

PS 7 Consult on the equality 
strategy to ensure community 
informs equality priorities 
(1.6) 

community influences equality 
priorities 

31/12/2010 Louise Matthews 
(policy) 
Chris Bryant (ECS) 

Links to PS 5 and 
PS 6. Proposal is to 
consult on the 
strategy between 
Aug and Oct 2010, 
plans are currently 
being finalised. 

 

PS 8 Run a series of service level 
workshops to identify service 
level equality issues (1.6) 

service level equality issues 
identified 

31/10/2010 Louise Matthews 
(policy) 
Chris Bryant (ECS) 
Catherine Harrison 
(HR) 

Links to action PS 9 
  
Performance Fund 
bid approved for 
workshops for 
members and 
officers, meeting to 
be arranged to 
agree scope and 
commission training 
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
PS 9 Develop clear corporate and 

service based action plans 
(1.6) 

corporate and service based 
actions plans in place to 
address equality issues 

31/03/2011 Louise Matthews 
(policy) 
David Clifford 
(policy) 

Linked to PS 8  

PS 10 Document process for 
measuring progress/delivery 
against corporate equality 
strategy (1.6) 

Clear and transparent 
arrangements in place 

31/12/2010 Louise Matthews 
(policy) 
David Clifford 
(policy) 

Links to PS 29  

PS 11 Agreed a prioritised list of 
EIAs (1.7 and 1.17) 

Single list of EIAs compiled 31/07/2010 Louise Matthews 
(policy) 
Julie May (IT) 
Chris Bryant (ECS) 

List of EIAs being 
updated as part of 
review of 2009/10 
service plans 

 

PS 12 Promote the corporate EIA 
guidance (1.7 and 1.17) 

Greater awareness of EIA 
process amongst officers 

31/05/2010 Louise Matthews 
(policy) 
Julie May (IT) 
Chris Bryant (ECS) 

Links to PS 2 and 
PS 8. New 
guidance produced 
and promoted via 
the intranet.  Will be 
promoted through 
workshops. 

31/05/2010 

PS 13 Ensure EIA programme is up 
to date on covalent and 
updated quarterly (1.7 and 
1.17) 

Up to date programme held 
centrally 

31/03/2011 Louise Matthews 
(policy) 
Julie May (IT) 
Chris Bryant (ECS) 

Links to PS 11.  

PS 14 Create an website page that 
gives profile of the borough, 
publicises EIA programme 
and EIAs (1.7 and 1.17) 

Meeting statutory requirement 
to publicise EIA timetable 
Improved awareness of profile 
of the borough 

30/09/2010 Simon Whittle 
(comms) 
Chris Bryant (ECS) 

Links to PS 11 and 
PS 12 
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
PS 15 Ensure all EIAs are held on 

covalent (1.7 and 1.17) 
 30/09/2010 Louise Matthews 

(policy) 
Julie May (IT) 
Chris Bryant (ECS) 

Links to Ps 11, PS 
12, and PS 13 

 

PS 16 Review of EIA approach and 
delivery of identified actions 
and involve scrutiny in this 
process (1.7 and 1.17) 

Actions identified in EIAs are 
followed up 
Capturing evidence of impact 
and changes made as a result 
of EIAs completed 

30/09/2010 Louise Matthews 
(policy) 
David Clifford 
(policy) 
Bob Pullen (policy) 

Approach to EIAs 
reviewed and 
refined to became 
CIAs in April/May 
2010 
New guidance and 
forms produced and 
held on intranet. 
 Further work 
needed to review 
actions and impact 

 

PS 17 Revamp the corporate 
equality group to focus on 
each of the 5 performance 
areas of the EFLG from April 
2010 (1.8) 

New group in place that has a 
clear action plan for each of 
the five strands 

01/04/2010 Louise Matthews 
(policy) 
James freeman 
(planning) 
Brian Planner 
(service delivery) 
Dave Thomas 
(CCC) 
Emma Wiggins 
(ECS) 
Dena Smart (HR) 

Former Corporate 
Equaltiy Group now 
the CIA Group, new 
established with 
dedicated equalities 
leads for each 
EFLF strand 
Actions plans 
compiled and due 
to be considered by 
scrutiny panel on 29 
Jul 2010 

01/04/2010 
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
PS 18 Refresh the communications 

strategy (1.9) 
new strategy produced with 
series of targeted campaigns 
  
communication related 
budgets consolidated 

31/12/2010 Jason Wignall 
(comms) 

  

PS 19 Work with community groups 
to introduce jargon buster for 
corporate communications 
(1.9) 

greater use of plain english 
  
public have greater 
confidence in SBC produced 
documents 
  

31/03/2011 Chris Bryant (ECS) 
Jason Wignall 
(Comms) 

Links to PS 30  

PS 23 Refresh citizens panel to run 
on CRM (1.10) 

Panel moved into CRM to 
become self serving.  
Panel relaunched. 

30/09/2010 Simon Whittle 
(Comms) 
Jason Wigall 
(comms) 
David Clifford 
(policy) 
Tony Bullock (IT) 

  

PS 24 Move to four yearly elections 
(1.10) 

introduce all out elections with 
effect from5 May 2011 and 
four yearly there after 

31/05/2011 Katherine Bescoby 
(Democratic 
Services) 

Council agreed to 
move to 4 yearly 
elections in Mar 
2010 

 

PS 25 Introduce system for E-
petitions (1.10) 

System in place 
  
System working effectively 

30/09/2010 Katherine Bescoby 
(Democratic 
Services) 

  

PS 26 Better promotion of Reporting 
Lines on website and explore 
other means available (1.12) 

 30/09/2010 Simon Whittle 
(comms) 
Jason Wignall 
(Comms) 
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Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
PS 27 All corporate and partnership 

strategies are supported by 
equality objectives and 
performance indicators (2.4) 

Links to work on strategy 
matrix/policy framework 
  
  

31/03/2011 Louise Matthews 
(policy) 
David Clifford 
(policy) 
Bob Pullen (policy) 
Chris Bryant (ECS) 

  

PS 28 Ensure latest intelligence 
informs new corporate plan in 
2011 and 4 yearly there after 
(2.7 and 2.18) 

 31/03/2011 Louise Matthews 
(policy) 
David Clifford 
(policy) 

  

PS 29 Ensure process for measuring 
progress/delivery against 
corporate equality strategy is 
working in practice (2.8) 

Strategy entered into 
covalent. Regular montoring 
reports produced 

31/03/2011 Louise Matthews 
(policy) 
Chris Bryant (ECS) 

Links to PS 10  

PS 30 Promoting community 
cohesion and encouraging 
local participation in decision 
making are targeted 
campaigns in the corporate 
communications strategy (2.9 
and 2.11) 

  Chris Bryant (ECS) 
Jason Wignall 
(comms) 

Links to PS 19  

PS 33 Documented procedure in 
place for community tension 
monitoring and data regularly 
analysed and acted upon 
(2.12) 

clear procedure in place 
data regularly analysed 
timetable produced for 
submitting data to LSP Safer 
and Stronger Group 

28/02/2011 Chris Bryant (ECS)   

RSCC 5 Ensure performance 
management framework 
includes a scorecard for 
equalities indicators (2.17, 
2.20, and 2.23) 

Databases set 
  
Items regularly added to 
database 
 

31/03/2011 Andrew Ervine 
(policy) 
David Clifford 
(policy) 
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Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
RSCC 7 Things we are good at 

database captures initiatives 
aimed at addressing the 
needs of vulnerable or 
marginalised communities 
(2.21) 

  
Items used to highlight good 
performance of the 
organisation 

30/09/2009 Mark James 
(comms) 

Database 
established and 
items regularly 
added. 
Items also 
publicised in 
monthly team 
briefing 

 

Equality Strand 3: Community Engagement & Satisfaction 
CES 1 Development of LSP Stronger 

Community Group  (1.13) 
Effective group in place to 
champion and co-ordinate 
community engagement, 
community cohesion, 
community empowerment and 
community development 
across the LSP 

10/12/2010 Emma Wiggins 
(ECS) 
Kirsty Gaunt (ECS) 

First meeting of the 
group in May 2010.   

 

CES 2 Ongoing development, 
delivery and review of Swale 
Community Empowerment 
Action Plan  - 3 yr plan for 
2010 to 2013 (1.13) 

More active, influential and 
cohesive communities. 

31/03/2011 Kirsty Gaunt (ECS) Progress underway 
to deliver year 1 
actions 

 

CES 3 Review of LEFs to include 
issues of access, 
inclusiveness and reach. 
 (Also an action within the 
Community Empowerment 
Action Plan) (1.13) 

Implementation of 
recommendations and 
evaluation of participation with 
LEFs by Mar 2011 
  
Reporting to the LSP Safer & 
Stronger Group  

31/07/2010 Emma Wiggins 
(ECS) 
 

  



c:\documents and settings\4632\local settings\temporary internet files\olk1a\scrutiny report - 29 july 2010.doc 

Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
CES 4 Evaluation & Review of Swale 

Community Empowerment 
Network to include its role in 
terms of equality priorities and 
its links to borough wide 
forums for equality groups 

An effective and inclusive 
structure to represent and 
champion the voluntary and 
community sector in Swale. 

31/03/2011 Kirsty Gaunt (ECS) Included within the 
Swale CVS SLA 
and Community 
Empowerment 
Action Plan.   

 

CES 5 Restructuring of ECS to 
provide greater focus and co-
ordination of engagement 
activity (1.14) 

One central point of contact. 31/10/2010 Emma Wiggins 
(ECS) 
 

  

CES 6 Produce a diary/ database of 
SBC engagement activity and 
consultation exercises to 
influence service design and 
delivery (1.14) 

 30/09/2010 Emma Wiggins 
(ECS) 
Louise Matthews 
(Policy) 

Links to KYC 6, 
RSCC 1 and RSCC 
2 

 

CES 7 Develop a best practice guide 
to community engagement to 
include contact details for 
equalities groups and  forums 
(1.14) 

  31/03/2010 Emma Wiggins 
(ECS) 
Kirsty Gaunt (ECS) 

Work already in 
progress, action 
contained with Kent 
Agreement 2 
(KA2).  Link to 
contact card which 
is in development 
through Community 
Empowerment 
Action Plan 

 

CES 8 Document procedure for 
responding to special 
requirements including 
accessing translation and 
interpretation services (2.13 

Dependent on Knowing your 
community & equality 
mapping. 

31/12/2010 Jason Wignall 
(comms) 
Chris Bryant (ECS) 
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CES 9 Develop impact monitoring of 

engagement activity to 
monitor reach and inclusivity. 
 Relates to section 1 of 
Equality Framework ‘Knowing 
your community’. 

Regular analysis of monitoring 
information undertaken 
  
Finding used to influence 
service delivery and future 
engagement activity 

31/03/2011 Emma Wiggins 
(ECS) 
Louise Matthews 
(policy) 
Tony Bullock (IT) 

Links to KYC5 
Sept 2009 Equality 
& Diversity 
Monitoring 
Guidelines 
produced 
31 Mar 2010 - 
ECS impact 
monitoring form 
developed 

 

Equality Strand 4: Responsive Services and Customer Care 
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
       
PS 20 Compile a list of standard 

clauses/paragraphs and 
requirements for all work 
commissioned or procured 
(1.9) 

Series of standard clauses 
and paragraphs in place for all 
key 
commissioning/contracting 
documentation 

30/09/2010    

PS 21 Council’s Standing Orders 1.4 
needs to be amended to 
make reference to single 
equality strategy (1.9) 

Correct reference in contract 
standing orders 1.4 

30/09/2010    

PS 31 Procurement and 
commissioning process 
includes a requirement for 
contractors, grant receivers 
etc to explain how they will 
ensure they meet the 
changing needs of their 
clients and comply with 
human rights issues (2.10) 

Process in place 31/03/2011    
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PS 32 Documented procedure in 

place for managing contracts 
to ensure equality issues are 
addressed (2.10 and 2.19) 

 31/03/2011    

RSCC 8 Document procedures for 
using the Experian customer 
profiling tool and adding 
service specific information to 
profiles (1.22) 

Discussions with Tony Bullock 
as to operational procedure of 
the profiling data. 
Identify other data sources 
that would be beneficial to the 
profiles 

31/08/2010    

RSCC 9 Need to have external 
validation of EIA’s by 
marginalised groups and 
other stakeholders (1.17) 

Requirement for a corporate 
database of 
Community/stakeholder 
groups for SBC to work with. 
LM to discuss with Chris 
Bryant. 

30/09/2010    

RSCC 10 Insert standard contract 
clauses to cover equality 
issues (1.18) 

Draft process for checking 
Contractors systems 
produced. Requires checking 
and amending as required. 

31/08/2010    

RSCC 11 Update customer services 
charter to ensure needs of 
marginalised groups are 
specifically addressed (1.20) 

Charter to be amended 
accordingly of which evidence 
for RSCC 18 will support this 

31/08/2010    

RSCC 12 Develop template for local 
service based information to 
be added to Mosaic profiles 
(1.22) 

Develop a data template 
based on data currently used 
to build Swale profiles. 
Discuss with Tony Bullock. 

30/09/2010    
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
RSCC 13 Investigate Human Rights 

considerations for inclusion in 
service planning (1.21) 

Discussions with Legal for 
interpretation of implications?  
We have reviewed “Equality 
priorities for the Commission 
for Equality and Human 
Rights and considered how 
we can meet such priorities 
for our services in Swale.   

31/08/2010    

RSCC 14 Ensure service plans reflect 
specific  needs identified 
through EIA (2.17) 

EIA’s need to be completed 
first. A reminder could be 
added to the service plan pro 
forma to challenge author on 
this matter (Have these been 
addressed?) AA to speak to 
Lou Matthews. 

31/03/2011    

RSCC 15 Establish a means of 
measuring allocations of 
resources to specifically 
improve equality outcomes 
(template?) where shortfalls 
have previously been 
identified (2.18) 

Draft template produced 31/03/2011    

RSCC 16 Establish a means of 
measuring improvement 
equality outcomes required to 
be delivered by contractors 
(template?) (2.19) 

Draft process completed. 
Requires checking and 
amending as required. 

31/03/2011    
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
RSCC 17 Ensure that service plans and 

personal objectives reflect 
specific actions relating to 
equalities, and that these are 
conveyed to Chris Bryant for 
collation and progress 
reporting (2.20) 

Reminder should prompt 
managers to identify EIA 
requirements, once identified 
then these should be tasked 
to individuals to deliver via 
appraisals  and objectives. 
Ensure once identified that 
Chris Bryant receives 
information (To be discussed 
with Chris nearer the time). 

31/03/2011    

RSCC 18 Collate evidences of specific 
actions to demonstrate 
responsiveness to needs of 
vulnerable and marginalised 
groups (2.21) 

Evidences include: 
Interview facilities 
Interview booths Visiting 
service for disabled persons 
(refer to Housing action plan) 
Customer profiling to inform 
Take Up approaches 
Joint working with KBP 
Visits carried out on our behalf 
by Help The Aged 
Local Gateway 
Claim form – notes in 
common non English 
languages offering help. 
Translation service. 
Joint team with Home Start 

31/08/2010    
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
RSCC 19 Gather examples of how 

human rights requirements 
have been considered in 
service delivery outcomes 
(2.22) 

Our web site is updated and 
comprehensive – access to all 
(different languages?) 
We measure customer 
demand for our service and 
through service improvement 
checks, try to fill any gaps in 
service. 
We also monitor the 
effectiveness of our services 
through customer surveys 
etc.  We analyse the results 
and act on them. 

31/03/2010    

RSCC 20 Further to the outcome of 
RSCC 17 (above), Chris 
Bryant to provide quarterly 
update reports on progress 
with equality related 
objectives 

Covalent? See RSCC 18 to 
be discussed with Chris. 

31/03/2010    

Equality Strand 5: Modern Diverse Workforce 
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
MDW 1 Undertake a skills audit (1.23) Skills audit on iTrent 30/11/2010    
MDW 2 Produce a local labour market 

analysis (1.24) 
Liaise with E&CS 30/11/2010    

MDW 3 Reintroduce analysis and 
publication of workforce 
profile data (1.24) 

Business objects report 
(Maidstone) 

30/09/2010    

MDW 4 Produce a strategy for 
targeting recruitment at under 
represented groups (1.24) 

 31/10/2010    
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
MDW 5 Establish a prioritised 

programme of EIAs for major 
and employment procedures 
and people management 
processes (1.26) 

Plan agreed and resources 
allocated 

31/08/2010    

MDW 6 Deliver equalities training 
(1.28) 

E&D Delivering Service 
Excellence Training 

31/03/2011  13 workshops 
delivered to 
customer-facing 
staff during 2009/10 
Performance Fund 
bid approved early 
2010 for additional 
compulsory training 
for officers and 
members 

 

MDW 7 Develop action plan to 
address findings of recent 
stress survey (1.29) 

Plan agreed and resources 
allocated 

31/10/2010    

MDW 8 Establish an employee Quarterly Staff Briefings     
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 

engagement forum (1.31) 
MDW 9 Consider participation in the 

2010 Best Councils Survey 
(1.31) 

Decision taken on whether to 
participate in 2010 survey 

31/12/2010  2008 survey 
completed in 2008, 
report and action 
plan recevied and 
developed. 
2010 survey 
considered not to 
be a value for 
money option in 
current financial 
climate 
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
MDW 10 Equality and diversity training 

programme introduced for 
Councillor (compulsory?) 
(2.23 and 2.29) 

Improved Members 
awareness of equality and 
diversity issues 

  Links to action PS2 
2009-10 £5k IESE 
secured for 
members E&D 
training 
Equalities and 
diversity awareness 
raising session held 
on 12 June. 
Performance fund 
bid successful in 
early 2010 to run 
compulsory 
workshops for 
members and 
officer 
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Equality Framework for Local Government “Achieving Level Status” Action Plan  
Ref Action Resolution/Outcome By when Assigned To Progress Completion date 
MDW 11 Corporate Training and 

Development Plan 
mainstreams equalities (2.29) 

Built into Corporate Training 
Plan Included in contracts with 
external providers 

31/08/2010    

MDW 12 Process in place for tackling 
harassment and bullying 
(2.30) 

Dignity at Work Policy 
approved  
  
Cases recorded on iTrent and 
monitored with equalities data. 

30/09/2010  Dignity at Work 
Policy approved 
and in place since 
April 2007. 
  

 

MDW 13 Appraisal process 
incorporates equalities (2.31) 

Equalities to be included 
within Competency 
Framework reviewed as part 
of appraisal process 

    

       
 



 

Page 25 of 44 

 

�
�

�
�

��
��

	

	�

��



��
��

�
	

Preparing for Our Three-Year Equality Scheme 
A Stakeholder Discussion Guide - July 2010 
 
Introduction 
 
Swale Borough Council’s mission is to deliver, directly and in partnership 
with others, a variety of services to meet and champion the needs of the 
local community.  We aim to be a performance led organisation that 
delivers excellent public services, good value for money and effective 
community leadership. 
 
In 2007 we published our first corporate plan and our first equality strategy.  
Both were developed by working closely with those with an interest in what 
we do, to ensure that our priorities and future work plans meet the needs of 
our local society.  Looking ahead our focus is turning to the development of 
a new three year equality scheme to be published in March 2011 and a new 
corporate plan to be published in March 2012.  
 
We began our process of working together with stakeholders last year as 
part of the work to improve our approach to local engagement and this 
helped us to build a local action plan that will help us put in place those 
things you told us you wanted to see, such as  [Lou/Emma agree a couple 
of examples to include]. 
 
We plan to follow a similar approach for the development of our three-year 
equality scheme.  The outcomes from the consultation and involvement 
events will be used to inform our thinking so your views really do matter. 
 
This discussion guide is designed to provoke and stimulate your thoughts 
and ideas ahead of attending one of our consultation and involvement 
events.  This discussion guide, as well as providing more information on our 
process for engaging and consulting, provides some information on our key 
topics for debate. 
 
If you are interested in getting more involved you will find details of how to 
do so in this document.  We look forward to hearing from you. 
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Louise Matthews 
Head of Corporate Strategy & Communications 
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Working Together 
 
Swale Borough Council views equality, human rights and good relations 
between people as something that affects us all, regardless of our 
backgrounds, and we are committed to working closely with all those who 
are interested in, or affected by, our work.  We see this as an ongoing 
process enabling individuals and organisations to influence and shape our 
work. 
 
In developing our three-year equality scheme, we will proactively engage 
with stakeholders by putting into practice an extensive involvement and 
consultation plan.  By consultation we mean “involve, seek out, and engage 
with other’s views about a matter, with the conscious purpose of being 
influenced in some way by the nature of the views being expressed”. 
 
Over the next 3 months there will be a programme of consultation and 
involvement events involving many different people and organisations who 
share our commitment to improving society, encompassing the private, 
public and voluntary & community sectors ensuring that both residents and 
local businesses have their say. 
 
It is our intention that all events will provide an opportunity for stakeholders 
to contribute to the new three-year equality scheme and also some other 
big discussions for the organisation. 
 
We will be holding local events across the Borough during August, 
September and October.  At the same time we will also be hosting an online 
consultation which you will be able to access via our website 
www.swale.gov.uk 
 
We will endeavour to make this consultation and engagement process as 
transparent as possible.  The outputs of the meetings and all comments 
and submissions to the online consultation will be made fully available 
through our website www.swale.gov.uk   We will also feedback via our 
residents magazine “Inside Swale”. 
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Whilst we will collect some personal information through the consultation 
we will not link any comments to an individual and comments made at 
events or online will be reported without naming names. 
Equality Scheme 
 
A positive duty on public bodies to promote race equality was introduced in 
2001. A duty to promote equality for disabled people came into effect in 
December 2006 and this was followed by a duty to promote gender equality 
which came into effect in April 2007.   
 
In 2010 a new public sector equality duty was introduced.  The aim of the 
public sector equality duty is to bring together the existing race, disability 
and gender equality duties and extend it to cover age, sexual orientation, 
religion or belief and gender reassignment in full. 
 
While each duty places distinct legal obligations on public authorities, like 
Swale Borough Council, collectively the duties have the common aim of 
ensuring that public authorities work to eliminate discrimination and 
promote equality in their activities.    This means that when developing 
proposals and making policy decisions, including those about finance and 
service provision, public authorities must comply with their statutory equality 
duties.  
 
The latest advice is that there are 5 key steps will help public bodies 
achieve better outcomes and meet the duties: 

1. Gather information on how your work affects different racial groups, 
disabled people and men and women, including transsexual men and 
women. 

2. Consult employees, service users, trade unions and other 
stakeholders, and involve disabled people. 

3. Assess the impact of your policies and practices. 
4. In the light of this evidence decide what your priorities for taking 

action should be. 
5. Take the action that will deliver the best equality outcomes in terms of 

race, disability, gender, age, sexual orientation, religion and belief and 
disadvantage 
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The Role of an Equality Scheme 
 
An equality scheme describes how an organisation will fulfil its moral, social 
and legal obligations to put equality at the hear t of everything it does. 
 
An equality scheme puts into place practical steps to: 

·  promote equality and human rights in the workplace 
·  develop leading employment practices 
·  build equality into how services are bought or provided 
·  ensure that local engagement with all stakeholders is done in a way 

where equality is a given. 
 
Swale Borough Council’s 2007 Equality Strategy 
 
In 2007 we published our first corporate equality strategy.  It was developed 
by involving stakeholders and incorporating their recommendations, as well 
as listening to our colleagues within the organisation many of whom live in 
the borough. 
 
Our 2007 strategy was focused a lot on getting a processes and policies 
right. This included providing equality training for our staff, improvements of 
our internal processes such as equality impact assessments, carrying out 
an equal pay audit, as well as developing an engagement strategy to 
ensure we include stakeholders in our work. 
 
A copy of the 2007 corporate equality strategy by calling our customer 
services centre on 01795-417580 or by visiting our website: 
http://www.swale.gov.uk/our-strategies-plans-and-policies/  
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Our Draft Equality Scheme 2011-14 
 
As a public authority, Swale Borough Council is subject to a legal 
requirements to promote equality in relation to race, gender, disability, 
sexual orientation, religion and belief and age – specifically in relation to 
policy making, delivery of services and employment. 
 
The duties mean public bodies like councils have to go beyond a ‘one size 
fits all’ approach and develop and deliver services that meet the needs of all 
service users, which in turn should lead to far more effective focusing of 
public funds and increased access to, and satisfaction with, public services.  
 
The duties also provide a strategic and systematic means of tackling major 
entrenched disadvantage and equality gaps in all public service areas 
including housing, planning, waste collection and local engagement.  They 
also increase accountability, as users of public services can rely on the 
duties to challenge public bodies about the action they are taking. 
 
Our three year equality scheme sets out how we will meet those legal 
requirements.  We call this our single equality scheme as it reflects the 
Council’s full remit. 
 
The three-year equality scheme describes how Swale Borough Council will 
fulfil its moral, social and legal obligations to put equality at the heart of 
everything we do by Putting our Customers First.  It will cover the period 
from 1 April 2011 to 31 March 2014 and be closely linked to our corporate 
plan. 
 
Swale Borough Council views equality, human rights and good relations 
between people as something that affects us all, regardless of our 
backgrounds, and we are committed to working closely with all those who 
are interested in, or affected by, our work.  We see this as an ongoing 
process enabling individuals and organisations to influence and shape our 
work. 
 
The provision of excellent customer care is very important to Swale 
Borough Council and something that we hope to improve further with your 
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help. One of our priorities, stated in our Corporate Plan, is “to become a 
high performing organisation” and we have a specific performance priority 
action linked to this, “improve our approach to customer care and work with 
our communities to make our services more responsive to local needs”.  
 
This scheme shows how we intend to achieve these aims.  This relates not 
only to the front line staff, but service providers throughout the Council who 
have contact with members of our public who use our services, irrespective 
of the method of communication used, we aim to provide excellent and 
efficient services to everyone. 
 
It demonstrates our commitment to providing a variety of ways in which our 
customers will be able to access our services; providing a realistic balance 
between customer requirements, enhanced service availability, more 
efficient service provision and the available resources. 
 
This scheme sets out clear guidelines for staff, elected members and our 
customers showing how we aim to provide excellent customer service. It 
clarifies what customers can expect of us when accessing any of the 
Council’s services we provide for them. 
 
It also aims to focus the organisation as a whole in terms of its approach to 
customer contact and the provision of consistently high standards of 
customer service. 
 
In summary, we will ensure that: 
 

·  Our services are delivered with our customers’ needs in mind 
·  There is an appropriate and convenient choice of ways to access our 

services 
·  We have a clear knowledge and understanding of our customers’ 

needs 
·  Our customers will, wherever possible, have to contact us only once 

and may easily track the progress of their enquiries  
·  We will deliver the services in an efficient and cost effective manner 
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Our Draft Equality Priorities 
 
Through working in partnership with stakeholders and reviewing a range of 
evidence sources we have identified the following key priorities for our 
three-year scheme.  
 
We will develop an action plan to focus on these priorities and provide clear 
accountability for their delivery.  
 
Promoting equality in how we deliver services 

·  We will develop a robust and accessible communications strategy 
·  We will continue to improve the accessibility of our services 
·  We will aim to deliver high levels of customer satisfaction with our 

services 
·  We will provide our services through a variety of means; face to face, 

electronic, phone or written letter, whatever is convenient to our 
customers 

·  We will ensure that our services are accessible to all. 
·  We will treat all of our customers with respect by being polite, welcoming 

and courteous. 
·  We will respond to our customers’ needs in accordance with agreed 

service standards. 
·  We will resolve as many enquiries as possible at the first contact, 

ensuring completion of those requests which are handed over to 
departments, partners or external contractors 

·  We will implement a robust involvement strategy to engage and respond 
to our stakeholders, with a stronger emphasis on working at a local level. 

·  We will consult, involve and engage representative networks covering all 
equality areas to help inform our future activities. 

·  We will strengthen our equality procurement framework so that suppliers 
can demonstrate their commitment to equality and explore training for 
suppliers as necessary. 

·  We will identify the equality profile of organisations who supply services 
for us and set targets to ensure they reflect the communities we serve. 

·  We will engage with our customers and other stakeholders to determine 
that their service requirements are met through effective commissioning 
and value for money procurement. 



 

Page 34 of 44 

 

�
�

�
�

��
��

	

	�

��



��
��

�
	

·  We will value all customer feedback, whether positive or negative.  
·  We will respond to feedback in a fair, honest and timely manner 
·  We will address gaps in our knowledge base to ensure that we are 

prioritising key equality areas in our work. 
·  We will monitor the effectiveness of the information, advice and guidance 

given by our customer service centre to ensure that they are reaching 
community groups. 

·  We will monitor the effectiveness of the information, advice and guidance 
given by our front line services (such as housing services, housing 
benefits and planning) to ensure they reach community groups. 

·  We will monitor the effectiveness of our “do it online services” and 
ensure that they reach community groups. 
 

Promoting equality as a local employer 

·  We will enhance our monitoring and analysis systems to improve data 
collection, particularly around equality issues. 

·  We will ensure that our grants process addresses all equality strands 
and targets previously underfunded areas.   

·  We will encourage the diversity of our staff  to reflect the communities we 
serve across all the equality areas and will continue to monitor our 
workforce profile 

·  We will implement the proposed changes set out in the pay and reward 
strategy which address the issues identified in the equal pay audit. 

·  We will develop a workplace environment where all our staff are treated 
with dignity and respect. 

·  We will continue to improve accessibility of our working practices and 
buildings 
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Accessing Our Services 
Customer Access standards 
 
“Our aim is for all of our customers to be satisfied with the services we 
provide for them; however they choose to contact us.”  
 
We will do this by: 
 

·  Providing our services through a variety of means; face to face, 
electronic, phone or written letter, whatever is convenient to our 
customers 

·  Making our services accessible to all, in accordance with our Equalities 
strategy 

·  Treating all people with respect by being polite, welcoming and 
courteous 

·  Responding to customer needs in accordance with agreed service 
standards 

·  Resolving as many enquiries as possible at the first contact and 
ensuring completion of those requests which are handed over to 
departments, partners or external contractors 

·  Engaging with our customers and other stakeholders to determine that 
their service requirements are met through effective and value for 
money commissioning and procurement 

·  Regularly reviewing and improving our service provision 
 

We will know that we have achieved these objectives through: 
 

·  Regular measurement of customer satisfaction of users of each of our 
services 

·  Regular publication of our service delivery performance levels 
·  Delivering the action plan contained in this scheme 
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Ways of accessing our services 
 
“We will provide our services through a variety of means; face to face, 
electronic, phone or written letter, whatever in convenient to our customers” 
 
Swale Borough Council will take a strategic approach to reviewing customer 
access and ensuring that all of our services are available through as many 
convenient channels as possible.  
 
We recognise that whilst the most cost effective way of service provision is 
through electronic means (Internet and e-mail) which also provides access 
to services at all times, it is neither accessible nor preferable for all of our 
customers. We will therefore maintain face-to-face service provision in cost 
effective locations for our key services as well as phone access to all 
services. 
 
We will promote new channels (ways to access our services), through 
greater publicity, resources to support new channels, mediation to support 
use of new channels and flexibility by responding to feedback in the use of 
the new channels.  Channel shift therefore needs to be promoted 
throughout the Council to: 

·  Improve customer satisfaction through the provision of increased and 
more convenient ways of doing business with the Council 

·  Increase levels of customer engagement and accessibility of services 
·  Reduce the pressure and associated poor performance levels on the 

existing provision channels (primarily phones) 
·  Enable the Council provide better value for money in terms of more 

cost effective service provision 
 
We will ensure that all services are regularly and effectively reviewed to 
ensure that the aspect of customer focus is key to our methods of delivery 
and access to the services. Information and Communications Technology 
(ICT) is a key enabler to the transformation of our services and the 
Council’s ICT strategy identifies the ways in which services will be improved 
through this means. 
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Swale will continue to explore opportunities to improve service provision 
through partnership with other service providers, significantly through the 
Gateway projects. 
Access for all 
 
“We will ensure that our services are accessible to all.” 
 
Our Corporate Equality Policy states that we are determined to meet the 
duties placed on us relating to equality and we are committed to reducing 
disadvantage, discrimination and inequality of opportunity. Our aim is to 
make Swale a place where everyone is treated equally, where different 
needs and the diversity of our community is recognised, supported and 
valued. 
 
This means that we have to work and strive continuously to make sure that 
Swale is a place where no-one experiences discrimination or disadvantage 
because of race, nationality, ethnic or national origin, religion or belief, 
gender, marital status, sexuality, disability, age or any other unjustifiable 
reason.  
 
We want everyone in Swale to be able to access high quality services 
designed to respond to their individual needs. 
 
Respecting our customers 
 
“We will treat all of our customers with respect by being polite, welcoming 
and courteous.” 
 
We will provide a welcoming and fit for purpose environment for our 
customers when they visit our buildings. When visiting the Council’s office, 
we will: 

·  display opening times at the entrance to all Council offices and 
facilities (where there are standard opening hours)  

·  tell you if these times are to change by displaying a notice at the 
building at least 1 weeks in advance; or placing notification on our 
website at least 1 week in advance. 

·  aim to make all our buildings accessible to everyone. If you have 
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special needs we will do everything we can to meet these. (If 
possible, please let us know before your visit to help us to help you.)  

·  ensure that all our buildings are clean and meet both Health & Safety 
and Public Health requirements  

 
When customers contact the Council though other means, we will: 

·  answer telephone calls promptly (normally within 20 seconds) and 
make sure that you can speak to someone who can help you as 
quickly as possible. 

·  reply within 10 working days (if you write to the Council) either 
providing you with a full response; or where this is not possible, 
informing you of the steps we are taking to provide you with a more 
detailed response. 

·  use language that is easy to understand in all our written 
correspondence and will include a contact name and telephone 
number. 

·  we will reply within 3 working days (if you e-mail to the Council) either 
providing you with a full response; or where this is not possible, 
informing you of the steps we are taking to provide you with a more 
detailed response. 

 
Service standards 
 
“We will respond to our customers’ needs in accordance with agreed 
service standards.” 
 
Corporate and service level standards will be published so that everyone 
who accesses our services knows exactly what they can expect and when 
they can expect the service to be provided. The standards will also make it 
clear what is expected of our customers when they access our services to 
help us deliver them in the most efficient manner. 
 
We will regularly publish our performance levels against each of our service 
standards so that everyone can see how we are doing and what we intend 
to do to make improvements where they are needed. 
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Each service area will publish service standards specific to the services 
they provide, so that customer will know when and how they can expect the 
service to be delivered and how to track progress and follow up enquiries. 
 
Getting it right first time 
 
“We will resolve as many enquiries as possible at the first contact, ensuring 
completion of those requests which are handed over to departments, 
partners or external contractors” 
 
We know how frustrating it is to have to chase up service delivery which 
was promised but not delivered. We will therefore aim to resolve as many 
service requests as we possibly can at the first point of contact.  
 
Where we do have to pass a request onto another party; a colleague in 
another office, a partner organisation or a third party contractor, we will 
retain ownership of the original enquiry and do our best to ensure that it is 
fully concluded in accordance with the stated service standards. 
 
We will provide a means for customers to track progress of outstanding 
service requests so they can be satisfied that progress is being maintained 
and when they can expect their request to be concluded. 
 
Through regular service improvement reviews, we will identify opportunities 
for improving our service provision from our customers’ perspective, 
ensuring that wherever possible, service delivery can be concluded from a 
single point of contact with the Council. 
 
We will measure our progress in terms of reducing unnecessary contacts 
with the Council by our customers, through regularly monitoring and 
reviews and publication of our NI 14 data. 
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Customer engagement 
 
“We will engage with our customers and other stakeholders to determine 
that their service requirements are met through effective commissioning 
and value for money procurement.” 
 
We will work to better understand the requirements of our customers and 
ensure that service provision is built around these needs; and not those of 
the provider. 
 
We are committed to consulting with our customers on the type of services 
we provide and the importance attached to each of them. We will carry out 
ongoing reviews of our performance in delivering these services in order to 
achieve best value for our customers. 
 
We will fully utilise our customer insight and profiling information to better 
target our service provision in ways which best suit the groups of customers 
most likely to use each of our services.  
 
Through closer dialogue with stakeholders (customers and service 
providers) we will fulfil our “duty to involve” by ensuring that our services are 
fit for purpose through more effective commissioning. Commissioning is the 
process by which decisions are made about what goods and services are 
required. 
 
The Council will procure the goods and services that it has determined to 
commission for the people of Swale, in a cost effective manner, in 
accordance with our Procurement Policy. 
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Customer feedback 
 
“We will value all customer feedback, whether positive or negative. We will 
respond to feedback in a fair, honest and timely manner” 
 
We are grateful if our customers provide us with feedback about our 
services and anything relating to the Council, be it good or bad.  
 
We promise to listen to comments and complaints about the services we 
provide and the way in which we deliver them to our customers and where 
possible continually improve our services to ensure they meet the needs of 
all residents. 
 
There is a clearly defined procedure for submitting complaints to the 
Council 



 

Page 42 of 44 

 

�
�

�
�

��
��

	

	�

��



��
��

�
	

Towards our new Three-Year Equality Scheme 
 
We now want to build on our first equality strategy and are looking to work 
with those who are interested in, or affected by, our work to put in place an 
equality scheme for April 2011 to March 2014, which enables us to 
demonstrate our commitment to equality in our service delivery and 
employment practices. 
 
We will do this by involving our stakeholders and local community in: 

·  seeking your views on how our services are currently delivered, us as 
an employer and how well we engage with you 

·  seeking views on our proposed approach to the new three year 
equality strategy and draft equality priorities 

·  seeking your views on the services which are important to you going 
forward  

 
The three-year equality scheme will be published on 1 April 2011.  This will 
be a single scheme which covers all areas of our responsibility and meets 
our legal requirements in relation to equality and diversity. 
 
Tell us what you think about how our services are delivered, 
us as an employer and how well we engage with you. 
 
Questions: 

1. What services do you think we deliver well and what services 
do you think we could deliver better? 

 
2. Carol/Dave – add questions on service standards  
 
3. Are there some parts of our work or the way we carry them 

out that disproportionately affects one more strands (race, 
disability, gender, age, sexual orientation, religion or belief 
and social disadvantage) of the Swale community?  

 
4. Are there any improvements that Swale Borough Council can 

make to ensure that equality is embraced within its working 
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practices?  
 
5. Are there any improvements that we can make to ensure we 

engage you more in the design of and commissioning of 
services? 

 
6. Do you have any suggestions on how Swale Borough Council 

can improve contact with its local community and its 
stakeholders and share information more effectively? 

 
7. Dave/Lou/Emma – add questions around duty to involve 
 
What are your views on our proposed approach to the new 
three year equality scheme and draft equality priorities? 
 
In relation to the three-year equality strategy we are seeking your views to 
the following questions: 
 
Questions: 

8. Do you have any comments on the general approach to 
the three-year equality scheme? 

9. Do you have any views on the proposed equality 
priorities? 

10. Are there any new and or emerging priorities within the 
areas of employment, service delivery, engagement that 
we should include in our equality scheme? 

 
Which services are important to you going forward? 
 
We are entering a period where funding for the public sector is likely to be 
cut or spread very thinly, so we would also like to take this seek your views 
on which services are important to you.  Answers to these questions will 
help us determine our funding priorities going forward and will help us in 
preparing for a new corporate plan in 2011/12.   
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Specifically we are seeking your views on the following questions: 
 
Questions 
11. What services do you think we can do without and why? 
 
12. Do we need to stop these services completely or just do less? 
 
13. What services do you think we must keep and why? 
 
14. Are there any services that others could deliver on our behalf? 
 
15. Are there any services we are not currently providing that you 

believe we should be providing? 
 
16. Why do you think Swale Borough Council should be providing 

these services? 
 
17. Are there some services that you think people should be asked 

to pay for? 
 
Getting Involved 
 
To submit you thoughts and opinions on the questions set out above please 
respond by email or by post to: 
 
Policy Team 
Swale Borough Council 
Swale House 
East Street 
Sittingbourne 
Kent, ME10 3HT 
Email:policy@swale.gov.uk 
 
Contact Us 
You can find out more or get in touch with us via our website at: 
www.swale.gov.uk or by contacting our Customer Services Centre 01795-
417580. 


