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What is the EIA about? (Executive Summary):
The Customer Strategy sets out the vision to: put customers at the heart of 
everything we do, providing quality services at a reduced cost.

The Equality Act requires the Council to take account of the following when 
delivering the strategy:

Age, Race, Sex, Gender reassignment, Religion/belief, Sexual orientation, 
Marital status, Disability and Maternity 

The Council’s approach to Equality also looks at Socio-economic status (which 
includes low income households and people in sparse rural areas).

These groups are known as ‘protected characteristics’, which means they are 
protected under the Equality Act against discrimination in access to goods and 
services. 

Background: 
The Customer Strategy sets out what we will be doing over the next 4 years to 
put customers at the centre of our services. The delivery of the strategy is 
structured around 3 key strands:

1. Developing a customer focused organisation
2. A rolling programme of redesign of priority services 
3. Customer channel development and channel shift 

This EIA sets out how we plan to address Equality in the delivery of the strategy. 
The EIA looks at the overall picture of customer need relating to Equality, 
customer feedback relating to Equality and actions to address Equality.

Overall customer profile:

In this section we summarise the headline facts about Cumbria’s population in 
terms of protected characteristics.
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Race: The 2011 Census showed that 17,700 Cumbrian residents (3.5 percent) 
were Black and Minority Ethnic (BME) people who are long standing UK citizens, 
EU nationals who have mainly migrated for work since 2004, and global nationals 
who have migrated for work.

Cumbria has also been hosting refugees from Syria and the Middle East and 
North Africa (MENA) area. 

From 2005-2015, migration accounts for an estimated net increase of 3,200 
across Cumbria. The main areas are in Carlisle, Eden and South Lakeland. 

In St. Aidan’s ward Carlisle 5.3% of residents do not have English as their first 
language and 25% of school pupils at a local primary school are BME. 

In Windermere ward 5.4% residents who do not speak English and in one local 
school 60% if all pupils are EAL. This is mainly because the area if the hub of the 
tourist industry in the Lake District. 

Disability: In the 2011 Census the total percentage of disabled people in the 
county was higher than the national average at 20.3% compared to 17.9%. The 
highest proportion of disabled people is in Barrow with 24.7% of the population, 
and the lowest is Eden at 18%. Working age disabled people in the Census 
range from 15% in Carlisle to 30.4% in Barrow.

Increasingly customer services are adapting to: 
 Rising numbers of people with dementia and Alzheimers, and their 

carers/families; 
 People with mental health conditions relating to depression and anxiety;
 People with learning disabilities;
 People with sensory impairments;
 People with mobility impairments.

Religion and Belief: In the 2011 Census, the majority of people living in 
Cumbria reported that their religion was Christian, accounting for 71.9% of the 
total population; 1 in 5 people reported they had no religion, (20.3%). There were 
1,336 people identifying as Muslims in 2001, and 1,353 identifying as Buddhist. 

Transgender: There are no statistics currently on transgender in the UK. 
Changes to the Gender Recognition Act, aim to de-medicalise transgender 
making it easier for people to define their gender outside a medical process. 
Transgender people of all ages are engaging with the full range of Council 
services.

Lesbian, Gay and Bi-Sexual People: There is limited publicly available 
information on the profile of LGB people in Cumbria. The 2011 Census recorded 
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737 people living in same sex households (0.2%). This is considered to be an 
under-estimate. 

Age 65+: At mid-2015 23.1% of Cumbria’s residents were aged 65+, this was 
higher than the national average of 17.9% and an increase of 22.9% since mid-
2005 (England & Wales +20.9%). Of Cumbria’s districts, South Lakeland has the 
highest proportion of residents aged 65+ (27.4%), while Eden has experience the 
greatest proportional increase in this age group over the last decade (+30.5%).  
As with disability most Council services will need to consider the implications of 
changes for people aged 65+, and in some cases for people aged 75+ and 85+. 
The latest Council figures show 8.07% of the workforce is aged over 60.

Age 0-65: At mid-2015 16.4% of Cumbria’s residents were aged 0-15 years, this 
was lower than the national average of 18.9%. Numbers of 0-15 year olds have 
decreased in Cumbria by 8% since mid-2005, this is contrary to the national trend 
where numbers of 0-15 year olds have increased by 5.6%. Numbers of 0-15 year 
olds have decreased across all of Cumbria’s districts over the last decade, with 
the exception of Carlisle, where numbers have increased by 0.9%. Barrow-in-
Furness has experienced the greatest decrease in 0-15 year olds across the 
county since mid-2005 (-13.7%). The latest Council figures shows 19.09% of the 
workforce are aged between 46 and 50 years old.

Overall feedback from customers in relation to Equalities

The points set out below summarise headline issues for the Council to address in 
delivery of the Customer Strategy. Many of the issues cut across protected 
characteristics, but where they are specifically related to a group or protected 
characteristic, this will be explained.

Written communications (letters, emails, published information) - The 
following should be considered:

 All writing should be in Plain English (or equivalent if communicating in 
another language). The style should be easy for someone with no formal 
qualifications to read.

 Font and layout should take account of the needs of the widest sections of 
the population. 

 When addressing a letter to an individual to consider their personal 
circumstances. For example whether the person requires specific 
language, form of address or support from a carer or other person.

 People with dementia may struggle particularly to understand written 
communications, especially in terms of services where there is infrequent 
contact.

Signposting and referral - Effective signposting and referral should consider the 
following:
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 Avoiding asking customers to re-tell their story repeatedly to different 
organisations; 

 Being specific in signposting – not just linking to a large organisation that 
someone has to then start to navigate all the way through again. 

 Training staff to take information and pass it on. This applies to staff 
dealing with customers walking in off the street, staff visiting a customer,  
telephone calls for help and more complex case work.

Understanding the customer profile - Services need to understand the make-
up of their customers in terms of Equality and use this information in shaping and 
delivering services. This would include thinking about how to tailor the service or 
use targeted engagement where necessary.

Multi-lingual customer contact - Services need to consider:
 Whether some customers require access to professional interpretation and 

translation services;
 The quality of online machine translation services – this could be done 

with user testing. 
 Staff training about how to access information in multi-lingual formats, 

providing basic level support and communication to a non-English 
speaker, and culture awareness in working with households and families 
who do not speak English as a first language.

 Whether there is a need to focus resource, staff training or other input 
around specific languages. For example Polish is the main non-English 
language spoken in Cumbria, and there are pockets of other languages 
(i.e. Nepalese in Carlisle, and Arabic as the main language of Syrian 
Refugees). 

Technologically assisted communication - A number of people with sensory 
impairments (i.e. visual or auditory) may use specific adapted technology to read 
Council electronic information, or require information in an auditory form. They 
may also have specially adapted telephony or specific requirements relating to 
texting or other forms of contact.

Digital inclusion - There are several issues that arise for a wide range of people 
who share a protected characteristic:

 Encouraging people to shift channels for accessing information and paying 
for services may open vulnerable people to cyber-crime. Some may 
require additional assistance in terms of advice or information about 
information security and keeping their electronic information safe. Also 
information about the risks of different kinds of online payment compared 
to physical payment (i.e. the different between sending a cheque and 
paying by BACs).  

 To consider how we engage people in the locations they attend, even if 
they are not Council premises. For example BME people in central Carlisle 
are more likely to attend the Greystone Community Centre than the library. 
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In planning for the delivery of training and support for digital inclusion the 
Council will need to consider how and where it is best to provide support.

 Use of social networks, online and offline, will enable a more targeted 
approach to supporting people who share a protected characteristic to 
learn to access more Council information and services online. For 
example targeted approaches to promoting online access to Free School 
Meals and school clothing grants etc.

 
Learning from customer feedback - There are many ways to be able to gather 
feedback from people who share a protected characteristic. This can include 
targeted engagement, reviewing complaints and comments from an Equality 
perspective and mystery shopping with targeted groups. The best approaches 
are based on ongoing conversations rather than one off formal consultations, and 
that focus on quality of the lived experience of the customer.

Actions proposed to address any implications:
1. Developing a customer focused organisation – provision of staff training, 
development of our approach to customer insight and engagement, our approach 
to complaints and correspondence, supporting Members in their role, making 
sure we have the right ICT in place to support our ambition. Our approach to 
equalities in these areas is set out below:

 Service Centre –to ensure Equality is embedded in any training for call 
handlers, so callers receive an equal standard of service. For example 
callers who speak limited English, have speech impediments, require 
additional support in processing information, have memory loss and need 
things repeated etc.

 Customer insight - to make sure we have and use intelligence to better 
inform service design and delivery and understand customer needs, 
preferences and expectations. This will include better understanding those 
customers with a protected characteristic.

 Standards to support customer experience  - To ensure that Equality is 
written into service standards, especially where there is a need to 
communicate a change in standards to all people coming into contact with 
the service.

 Organisational development – Rather than the provision of stand-alone 
Equality training, Equality should be embedded within existing training, 
and to ensure that the following issues are being picked up:

o Awareness of dementia, autism, mental health and learning 
disabilities;

o Age appropriate communication – being able to relate to different 
age groups in a non-stereotypical manner;
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o Transgender and LGB awareness;
o Dealing with domestic abuse and sexual harassment;
o Understand race, nationality and culture in a non-stereotypical way.

 Engagement and consultation –to develop an approach to Equality and 
engagement that considers how contact will be maintained with people 
from different protected characteristics, or representative organisations.

2. Redesign of priority services – we will have a rolling programme of services 
which will undergo some level of re-design from a customer perspective. Each 
service redesign will:

 Review the customer profile in terms of people who share a protected 
characteristic;

 Identify any specific barriers in terms of current provision or proposed 
provision;

 Review whether they require to undertake additional steps as regards 
disability and accessibility;

 Consider culture, ethnicity and language;
 Consider gender stereotyping and perceptions of the service;
 Consider if the service needs to make adaptions to changes in the law 

around transgender.

3. Customer channel development and channel shift – we will have a 
programme of work in place to develop each of our channels, explore new 
channels, and provide support to those that need it so that online services 
become the channel of choice. For each channel the following will be required:

 Digital –identification of specific needs of different protected 
characteristics. Be clear with some target groups that digital shift is not the 
same thing as shutting off non-digital channels.

 Telephony – to review how plans to simplify telephone access take 
account of people who share a protected characteristic.

 Social Media – to develop a targeted approach to social media 
engagement, and actively support networks promote the Equality agenda 
as media for communicating and receiving feedback.

 Face to face – to make sure all facilities are as accessible as possible, 
that staff are skilled in understanding Equality and can be flexible in 
meeting the needs of customers.

 Frontline targeted services – to have an understanding of each 
customer’s communication needs and preferences, and be able to adapt 
the approach to meet those needs.
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Review:
This EIA is a living document, which means it will be kept updated in line with the 
delivery of the strategy, and reviewed at least once a year. 

Date: 8.3.18
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