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Purpose  
  

 

Policy/Service under 

development/review:  
Housing Management Model Review  

Service Lead and Service Unit:  
Lorraine Mealings - Housing 

People involved in EIA process:  
Su Spence, Neil Armstead, Donna Stenner, Lynn 

Barker, Seamus Doran. 

Date EIA conversation started:  
 March 2022 

  

  

Background  
  

A project commenced last year to consider the proposal for the delivery of a housing 
management service for Council homes across the Bournemouth and Poole neighbourhoods.   

It is necessary to align the two services and a Councillor Working Group, chaired by the Portfolio 

Holder for Housing, has been set up to oversee the project.   

The Group has agreed a preferred model for the way in which the service will be delivered. This is 
to create a new single service within the council comprising the best of both organisations. On the 
28 July 2021, Cabinet agreed that this would be its preferred model and that consultation could 

commence with residents on the proposed model and the future nature of servies to be delivered.  

This will also have an impact on the policies and procedures from legacy councils which will need 

to be aligned and changed.    

 

The consultation with residents ran from August to November 2021 and provided an opportunity 

to involve council tenants and leaseholders in helping to design a new service and what its 

objectives might be. Surveys went to all residents and over 1,800 were returned, representing a 

17.9% response rate.  

 

Just over half of respondents (51%) agreed with the council’s preferred model, 27% neither 

agreed or diagreed demonstrating support for the proposal. 14% of respondents did not agree 

with the proposed approach.  

 

However, respondents raised several concerns about the agreed approach: 

 

 A larger organisation could be less efficient and slower to respond to residents 

 Local hubs should be retained  

 Concerns about cost cutting resulting in a poorer service  

 Communication needed to be key in the new approach and that the council needed to 

listen to residents and keep them informed.  

 Housing officers needed to be on site more and there needed to be greater support for 

vulnerable tenants.  

 

 



The next stage in the project is to seek formal approval from Cabinet on the approach to creating 

a new single service. This will include the creation of an Advisory Panel that will provide oversight, 

expertise and informed advice to the new service. This panel will include residents' 

representatives. A formal resident involvement structure will sit beneath this panel to help ensure 

that residents are heard and that they can help shape service delivery.   

 

Respondents were asked to write in any positive or negative impacts of the proposal that they 

believe that BCP Council should take into account in relation to equalities or human rights. 

Respondents commented that everyone has the right to be treated equally, while the council 

needs to specifically consider the impact of the proposed changes on those with a disability, 

mental health needs or the elderly, as well as other protected characteristics. The housing service 

also needs to consider the mix of residents in close proximity so as to avoid any potential conflicts 

and impact on others. 

 

There is also ongoing consultation with colleagues in both the council and Poole Housing 

Partnership.  

 

This equality impact assessment will consider how the feedback from the consultation may 

influence the design how services are delivered within the new service. There will be ongoing 

engagement through the Joint Residents Group as well as through the existing resindet 

involvement structures.  
 

Findings   

  

How does your decision affect those of:  
  

• Different Ages – older people may have difficulty accessing any information that is written in 

small font or that can only be accessed electronically. Younger people may want messages 

delivered through different media. Older people are less likely to be digitally aware and older 

people, especially older women, are more likely to internet non-users. When consulting and 

designing services it is important that this group is not disadvantaged. Older residents are less 

likely to have access to the internet and prefer contact by phone or face to face.  

• Current/Previous members of the Armed Forces - none 

• Those with caring responsibilities – There is the potential for services to be more 

accessible at different times. This was supported by comments through the survey particularly 

regarding repairs.  

• Those with physical disabilities – formats may not be accessible to those with sight or 

hearing issues. Those with disabilities are more likely to internet non-users. Better on-line 

serviced delivery may be an advantage to those who are unable to visit offices.  

• Those with mental disabilities – formats may not be understood by some and an easy read 

version may be required. Those with disabilities are more likely to internet non-users. 
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• Different ages - Older people are likely to have difficulty accessing any information that is 

written in small font or information that can only be accessed electronically. There are other 

considerations when preparing documents for visually impaired people 

(www.macularsociety.org./professionals/preparing-documents) Consideration also has to be 

given to younger people who may want messages delivered in different formats e.g., 

Facebook, Twitter or Instagram. An increasing proportion of internet non-users are over the 

age of 65 years particularly women. Older people in general are less likely to have access to 

the internet.  



• Different sexes/genders – Further consideration will need to be given when designing 

policies and procedures.  

• Those who identify as trans – Further consideration will need to be given when designing 

policies and procedures.  

• Those who are pregnant/on maternity – those members of staff who are on maternity leave 

may not receive notifications of consultation.  

• Those who are married/in a civil partnership – Further consideration will need to be given 

when designing policies and procedures.    

• People from different ethnic groups – people from different ethnic groups may not use 

English as their first language.  

• People with different religions or beliefs – people with different religion or beliefs may not 

have English as their first language and may be harder to engage with.   

• People with different sexual orientations – Further consideration will need to be given when 

designing policies and procedures.  

• People in different socio-economic groups - those in lower socio-economic groups may be 

unable to afford IT equipment that allows them to access any virtual consultation. They are 

more likely to be non-internet users. 

• People’s human rights – Further consideration will need to be given when designing polices 

and procedures.   
  

Conclusion  
  

Summary of Equality Implications:  

The decision regarding the delivery of housing management services in the future requires 

consultation, communication and engagement with key stakeholders.  

 

The majority of the population in the BCP area are white British as are tenants and those on the 

housing register. However, there are still a number of tenants and those on the housing register 

with a different ethnic background and whose first language may not be English.  

 

There are likely to be high levels of deprivation in areas where there are Council properties as 

well as a large number of tenants who are disabled or who are older. All of these are groups who 

are more likely to be non-users of the internet.  

 

If communication and delivery of services with stakeholders is more likely to be on-line then a 

high proportion may be unable to participate and access future services.   

 

There will continue to be on going engagement with residents through the ongoing Joint 

Residents Group and the existing resident engagement structures. Residents will sit on the 

Advisory Panel and be involved through formal engagement structures. Other forms of 

engagement will need to be be through a variety of different channels as will the delivery of future 

services.  

 

There will also be ongoing engagement with residents as other parts of the project start 

particularly the design of policies and procedures. Consideration will need to be given to the 

impact on residents within protected groups to ensure that they are not negatively impacted.  
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Equality Impact Assessment Action Plan  
  

Please complete this Action Plan for any negative or unknown impacts identified above. Use the table from the Capturing Evide nce form to 

assist.  
  

Issue identified  Action required to reduce impact  Timescale  Responsible officer  



A high proportion of 
residents are over the age of 
60 and are more likely to be 

non-internet users 

Information needs to be provided in 

formats that meets the needs of 

residents especially those who are 

non-internet users.  

 
Enable staff who have daily contact 

with residents to encourage 
engagement and check if there are 

any barriers.  

 Ongoing 
 
 
 
 
 
 
 

 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 All 
 
 
 
 

 
 
 

 
 

 
 
 

 
 

 
 

A high proportion of 
residents are likely to suffer 

from a disability and are 
more likely to be non-internet 
users 

Information needs to be provided in 
other formats that suits those who 

are non-internet users.  
 

Enable staff who have daily contact 
with residents to encourage 

Ongoing 
 
 
 
 
 
 

All 
 
 
 
 
 
 



engagement and check if there are 
any barriers to engagement.  
 

  

 

 
 
 

 
 

 

 
 
 

 

A high proportion of 

residents are likely to be 
living in areas of deprivation 
and be non-internet users 

Information needs to be provided in 

other formats that suits those who 

are non-internet users 

 
 

Enable staff who have daily contact 
with residents to encourage 

engagement and check if there are 
any barriers. This could include 
community engagement workers.  

 

 

Ongoing 

 
 
 

 
 

 
 
 

 
 

 
 

 
 
 
 
  

All 

 
 
 

 
 

 
 
 

 

A small proportion of 

residents may not have 
English as their first 

language or have low 
literacy skills 

Alternative language formats will be 

available upon request for residents 
whose first language is not English.  

 
 

 

Ongoing 

 
 

 
 
 

 

All 

 
 

 
 
 

 



A high proportion of 
residents who are disabled 
or older who may have 

difficulty reading any written 
communications unless 

provided in alternative 
formats 

Large print version of documents will 
be available upon request.   

 
Use of plain English in any 
documentation or easy read 

documents 
 
Check content of communications 
with resident's representative groups. 
 
Use DOTs disability to comment on 

any documentation 

 
 

Ongoing 
 
 

 

 

All  

  

  

  

  

  

   



   

  


