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A Guide to developing Equality and Diversity within advice organisations
Revised July 2010
This guidance is devised to help you develop equality and diversity within your advice organisation and to develop or review your equality and diversity strategy.  It is meant as a quick guide only.  If you need more information, details of websites where you can get further information have been included.

Why is equality important?

There are many reasons why an organisation should have an effective equality and diversity policy, which can be broken down into 3 areas; moral, business and legal.  A quick summary of each is given below:

The moral case
All not-for-profit organisations are working to make society a better place in one way or another.  Working to ensure equality of opportunity within our organisations will mean that we are respecting and valuing people, helping them to achieve their full potential and access services that are available to them.  It also ensures that your organisation is working positively to help create a more equal society.

The business case
There are many ways in which the work of your organisation can benefit from a positive approach to equality, including:

· A positive approach to equality and diversity should help you to achieve your overall mission, which as an advice organisation is likely to include access to justice or access to equal rights.

· You will be more likely to attract staff from a wider pool of talent.

· Staff and volunteers are more likely to perform well, feel motivated and be retained.

· You will make the best use of your resources by ensuring that your services are relevant and accessible, and conversely you will avoid wasting resources through the provision of inappropriate services.

· People will be more likely to use your service if they believe that they will be treated fairly and with respect.

· Your organisation will be more likely to meet the equality requirements of funders and quality marks, e.g. Legal Services Commission or the General Help Quality Mark.

The legal case

The main provisions of the Equality Act 2010 will come into force in October 2010.  The Equality Act merges all the existing anti-discrimination laws, e.g. Race Relations Act, Disability Discrimination Act, etc., aims to harmonise and simplify legal definitions and extends protection in certain areas.  The Equality Act 2010 makes it unlawful to discriminate against people because of certain protected characteristics, which are:

· age

· disability

· gender

· gender reassignment

· marriage or civil partnership

· pregnancy and maternity

· race

· religion or belief

· sexual orientation

People are protected from discrimination because of these protected characteristics in employment, training and the provision of goods, facilities and services, apart from age and marriage or civil partnership where the protection only applies to employment and vocational training.  Under the Equality Act 2010 protection from discrimination on the basis of age in the provision of goods, facilities and services is due to be introduced in 2012.  
Information about the Equality Act 2010, including guides for voluntary and community organisations, is available from the Government Equalities Office website at www.equalities.gov.uk/equality_act_2010/equality_act_2010_what_do_i_n.aspx.  A full copy of the Act with explanatory notes can also be downloaded from the website at www.equalities.gov.uk/equality_bill.aspx.  You can also get information on the Act from the Equality and Human Rights Commission (EHRC) website at www.equalityhumanrights.com. 

If your organisation is under contract to a public body to provide public functions (services that are a statutory requirement) you should also comply with the public sector equalities duties to promote race, disability and gender equality.  The Equality Act 2010, is due to introduce an extended single Public Sector Equality Duty which covers 8 of the 9 protected characteristics (excludes marriage and civil partnership) listed above from April 2011.  Organisations providing public functions should also be aware of the Human Rights Act which also applies to all public bodies.  Information about the public sector duties and the Human Rights Act can be found on the EHRC’s website www.equalityhumanrights.com. 

If your organisation doesn’t comply with equalities legislation you run a greater risk of litigation, which can be both time consuming and costly.  And it is worth noting that the risk of litigation may be greater for not-for-profit organisations.  In 2006, Third Sector magazine reported that third sector employees are more likely than other employees to take their employers to court if they feel that they have been unfairly treated at work. 

Some useful definitions
Equal opportunities is the development of practices that promote the possibility of fair and equal chances for all in every aspect of life and the removal of discrimination and disadvantage.  Equal opportunities is sometimes seen as focusing on the grounds that are recognised by legislation, e.g. race, gender, disability, sexual orientation, religion or belief and age.  

However, this paper promotes a more inclusive approach to equal opportunities which aims to take into account all aspects of people’s diversity, including difference in values, attitudes, cultural perspective, learning style, background, knowledge, etc.  This approach is often called managing diversity.
In the context of these guidelines, equality is an all-inclusive term for work that promotes equal opportunities and values diversity.
What should an equality and diversity policy include?

Developing your policy will help clarify the main issues and priorities for your organisation.  It is a basis for making and monitoring changes, and will send a clear message to everyone involved with your organisation about your approach to equality.  

Your equality and diversity policy should create an equality framework which ensures:

· a clear commitment to equality and valuing diversity throughout the work of your organisation

· all your opportunities and services are available and accessible to all potential participants

· that discrimination and disadvantage is effectively challenged
· a clear commitment to user involvement.

Equality and diversity policies can differ in layout, length and style, and you should develop a policy that meets the needs and is appropriate to your organisation.  However, there are some essential areas that you need to ensure are covered.  A standard approach is to develop your policy in two parts 1) policy and mission statement and 2) strategy and action plan:
1) Policy and mission statement
This statement is a public promise which aims to ensure that everyone involved in your organisation understands where you stand on equality.  It should link equality into your organisation’s overall mission or vision and explain why equality is important to your organisation, giving a key statement of principles and stating what you are trying to achieve.  
The first paragraph of your policy statement should be a standalone mission statement that can be used in publicity, recruitment advertisements, etc.  Your equality and diversity statement should also include an overarching statement of non-discrimination, which, at the very least, lists the grounds covered by existing discrimination legislation.  We would recommend, however, extending the list so it includes non-justifiable discrimination on any other grounds.  
2) Strategy and action plan

Your strategy should outline how you are going to keep your public promise and show how equality and diversity are going to be implemented across your organisation.  In order for your equality and diversity policy to be effective there needs to be clear commitment from the Management Committee, the manager and other staff.  It is important that your policy is developed in consultation with all workers, paid and unpaid, and Management Committee members.  You could consider forming an Equal and Diversity Working Group to put the policy together.

You should start the strategy with some general statements about how your organisation has developed its equality and diversity policy and how it will implement its approach across the organisation.  
Your equality and diversity strategy should then go on to cover the different areas of your organisation’s work, including employment practices and service delivery practices.  Specific information on thinking through the different aspects of employing staff and delivering services is given in the following sections.  A general approach is to think through:
· How your organisation currently works.
· What your organisation needs to do to ensure equality in this area of work, including consideration of how you will:

· Show a clear commitment to equality and valuing diversity.
· Ensure that all employment opportunities/ services are available and accessible to all potential participants.
· Ensure that discrimination and disadvantage can be effectively challenged.

· Show a clear commitment to user involvement/ reflecting the needs of your users.
· What you already do to ensure that an equalities approach is embedded, including reference to any existing relevant policies, and any further action that you need to take.
· A SMART (Specific, Measurable, Achievable, Realistic and Timed) action plan which will ensure that action is taken where needed, including plans for training staff/management committee members and monitoring and evaluating the effectiveness of your approach.
· A process for accountability making it clear who is responsible for ensuring that actions are taken and who can be contacted by clients or staff who have enquiries about your equality and diversity policy.
Developing equality and diversity in service delivery
An effective equality and diversity policy should cover all aspects of service planning, development and delivery.  If some of the relevant areas are already covered in other policies within your organisation, e.g. complaints policy or user involvement policy, there is no reason to duplicate them as part of your equality and diversity strategy.  Instead, you should review any relevant policies to ensure they meet equality standards and refer to them at the appropriate point within your equal and diversity strategy.  

When developing and delivering services you need to consider the following:
a) Providing appropriate services 

Your strategy should show that you have processes in place to ensure that clients receive appropriate services that meet their needs.  Your staff should be aware that client needs will differ and that an option suitable for one person will not therefore necessarily suit another.  Consideration needs to be given to:
· Ensuring that you make reasonable adjustments to enable disabled people to use your services – this is a legal requirement.

· Ensuring that all clients are given an appropriate service when first contacting your organisation and that your reception/ front line workers are diversity-aware, use inclusive language and adapt the service where possible to meet the needs of clients.  One such example of good practice is not assuming that clients are heterosexual, so using the word partner when asking about marital status instead of husband/ wife or girlfriend/ boyfriend.  Another is offering to book an appointment with a deaf client by text rather than via a phone call.
· Using appropriate language that is accessible to your client, e.g. explaining legal terms.
· Possible extra support needs that your client may have and how these may be met, for example:

· Some clients may be housebound and only be able to access your services if you provide a home visit.  You need to consider whether your organisation has the resources to provide home visits and if you do ensure you have the relevant health and safety procedures in place.
· Providing access to interpreters for clients who do not speak English.  You need to consider ways in which your organisation is able advise clients who do not speak English, e.g. LanguageLine, interpreters from the Local Authority or other source, use of volunteers with language skills.

· Providing access to British Sign Language interpreters, Lipspeakers or Palantypists for deaf people at events or in meetings.

· Finding out about local advocacy schemes that may be provide additional support to disabled or older clients and who you can work with to get the best outcome for your clients. 
· Making appropriate referrals to organisations that can meet the needs of your client.  This will involve building up your knowledge of the organisations that you refer to.
Your action plan needs to outline any awareness raising, training or systems that you need to put in place to ensure that you are providing appropriate services. 
b) Using accessible venues

Your strategy needs to show that your organisation considers the accessibility of the venues it provides services from or uses for events and has assessed what can be done to make them as accessible as possible.  This links into the legal requirement to make reasonable adjustments for disabled people.  Some of the things you need to consider when assessing/ choosing a venue are:
· Public transport access
· Disabled parking
· Clear signage
· Access for wheelchair users to all rooms
· Accessible toilets
· Well lit rooms
· A suitable room to use as a prayer room
· Acoustics and induction loop.
Your action plan needs to state any awareness raising, training or systems that you need to put in place to ensure that you are using accessible venues.
c) Publicising your services

Where and how you advertise your services will affect who knows about your services and therefore who uses them.  The aim of most advice services is to help those most in need, so you need to think through how to advertise your services so they reach the most disadvantaged people. Your equality and diversity strategy should make a commitment to reaching the most disadvantaged people within your target community, with examples of who those people are and how they can be reached through publicity and awareness raising. 
Your action plan should how and where you will publicise your services and state how you are going to reach the most disadvantaged people, e.g. advertise through local disability groups to work to ensure that people with disabilities are aware of your services or produce and distribute leaflets in a community language.
d) Producing accessible information
In order to communicate effectively you need to ensure that all the information you produce is easy to read and understand, and is available in relevant formats where possible.  This applies to how your organisation communicates in writing (e.g. emails, letters and website), publicity material, as well as public legal education material aimed at informing clients about their rights and action that they can take.  Your equality and diversity strategy should make a commitment to the following when producing information: 
· Using plain language – avoiding jargon and abbreviations, using language or graphics that are relevant to your intended audience and avoiding any words graphics that could cause offence (for further guidance go to the Plain English Campaign’s website www.plainenglish.co.uk). 

· Having a clear purpose and structure  - stating who the information is for, stating who has produced the information with contact details, stating the date the information was produced and breaking down large chunks of text into relevant headings (for further guidance see Advicenow’s Better Information Handbook www.advicenow.org.uk). 

· Using easy to read print – using a ‘sans serif’ font that does not have feet on letters like arial, verdena or comic sans, using at least a 12 point font size for all text, using unjustified text which is aligned to the left and avoiding large areas of capitalised, bold, italic or underlined letters (for further guidance see the RNIB’s See it Right Guidelines www.rnib.org.uk.
· Considering whether you need to produce material in alternative formats in order to reach your intended audience or those who are particularly disadvantaged within your target group.  Formats to consider include large print, Braille, audio cassette, in electronic format by email or CD, or in other languages.  You also need to consider which alternative formats you have the resources to provide and how you will advertise the alternative formats available. 
Your action plan should state how you will ensure that staff are aware of good practice when producing written information, how any new publicity or public legal education will be monitored according to these standards and how any existing information/ publicity material will be reviewed.
e) User involvement

Your strategy should ensure that your services are responsive to the needs of your diverse clients by involving clients in the development and planning of your services.  

· One obvious way for not-for-profit organisations to ensure user involvement is through user-representation on management committees.  Your strategy should state how you work to ensure that the Management Committee is diverse and representative of your client group.

· You should also consider other ways of consulting with clients, for example through user forums or questionnaires.  
· Client feedback is also essential, so you need to ensure that you have procedures in place for obtaining feedback from clients and that this is used to review your services.  
· It would also be good practice to ensure that there is a process in place for advisers to flag up any new or reoccurring needs that arising in client work.
· You also need to have a complaints procedure in place, and a clear process through which complaints are fed into the development of your services.  
Your action plan needs to state who is responsible for each aspect of this work and when specific actions will take place.

f) Monitoring 
You need to know who is using your services to be sure that you are reaching the clients you need to reach, or to identify which groups you are not reaching.  Your strategy should draw up a general approach to monitoring across the organisation.  Monitoring your service users is a requirement of many funding bodies, and you need to ensure that the monitoring you collect meets their requirements.  It is good practice to monitor on the grounds of race, gender, disability, sexual orientation, religion or belief and age. You may also want to collect monitoring information on gender reassignment/ trans people, but this should be approached with caution and careful consideration.  For further information on monitoring trans people go to Press for Change’s website at www.pfc.org.uk/node/1408.  You may also want to monitor other factors, e.g. area of residence, which would provide you with useful information when planning services.
Your action plan should detail how your monitoring will be drawn together, analysed and used to review your services.  Stonewall have produced a useful guide explaining why monitoring is important which can be downloaded from www.stonewall.org.uk/at_home/3460.asp.  
g) Challenging abusive behaviour from clients
You should include a section in your strategy, or refer to another policy, which states how you will challenge discriminatory behaviour and comments made by clients.  Staff may need training and support to be able to do this effectively and there should be a clear procedure of when they should refer incidents to a Manager.  If someone is persistently discriminatory or is threatening your strategy should give your organisation the right to withdraw services.

Your action plan needs to state any awareness raising, training or procedures that you need to put in place to ensure that your staff can challenge discriminatory or abusive behaviour by clients.

Developing equality and diversity as an employer
An effective equality and diversity policy should ensure that your staff feel valued, are respectful to each other and are able to develop their skills and abilities.  It should cover recruitment, conditions of service, induction, development and training.
If some of these areas are already covered in other policies or procedures within your organisation, e.g. recruitment policy or annual review procedure, there is no reason to duplicate them as part of your equality and diversity strategy.  Instead, you should review the relevant policies to ensure they meet equality standards and refer to them at the appropriate point within your equality and diversity strategy.  

Further information on delivering equality and diversity within the workplace is available from the Acas website www.acas.org.uk – see their free good practice guide.  When you are considering equality and diversity as an employer you need to cover the following areas.  

a) Recruitment and selection
You need a policy in place that will ensure that all of your recruitment practices are non-discriminatory and fair.   Your equality and diversity strategy (or recruitment policy) should cover the following points:

· Using job descriptions and person specifications for all posts.  The person specification should only list the skills and experience that a person needs to carry out the job.  
· Using a standard application form and information pack in all recruitment.  
· A clear policy on advertising vacant positions including:

· Considering where you advertise jobs and ensure that you are reaching the widest pool of candidates possible.

· Ensuring that the wording of adverts is open to all and includes your equality and diversity mission statement.
· Whether you can choose to invite applications from specific groups, if you have identified through monitoring that they are under-represented in your workforce.

· Identifying any posts that have a ‘occupational requirement’ and need to be filled by a person of with a particular protected characteristic (e.g. a support worker in a women’s refuge may need to be female). You should contact the EHRC for further guidance on how to check that a post fits the legal criteria – http://www.equalityhumanrights.com.
· Ensuring that recruitment panels include people with relevant knowledge and expertise to make decisions about the post you are recruiting to.  You need to think through the number of people who should be on the panel (three is a good number), whether it should always include a management committee member and how you will work to ensure that the people on the panels come from diverse backgrounds.
· Ensuring that you have a fair process in place for shortlisting.  It is good practice to have a front sheet on the application form for personal details which can be removed when the applications are shortlisted.  The essential criteria from the person specification should form the basis of your shortlisting criteria.  A standard approach is to devise a scoring system (e.g. 2=fully met, 1=partly met, 0=not met) and mark each candidate against each criteria.
· Ensuring that interview questions are based on the person specification criteria and that candidates are questioned in a consistent way.  The recruitment panel should agree set questions in advance to score responses against, but it is okay to ask additional questions on the basis of each candidate’s answers.
· Ensuring that monitoring information is requested from all applicants through a standard monitoring form which is separated from application forms on receipt.  You should be able to monitor applicants at each stage of the recruitment process – initial application, shortlisted for interview and successful candidates.  It is good practice to monitor on the grounds of race, gender, disability, sexual orientation, religion or belief and age.

Your action plan on equality and diversity in recruitment should include consideration of staff and management committee training needs and have a clear line of responsibility for ensuring work is undertaken.
b) Reasonable adjustments

At all stages of the recruitment process and during employment you are required by law to make reasonable adjustments to enable disabled people to work.  For more information you can contact the Employers’ Forum on Disability www.efd.org.uk.

Your equality and diversity or recruitment/ personnel policies need to state that your organisation is aware of these responsibilities and outline the way in which it ensure that they are met.  Areas to cover include:
· Asking all applicants on the application form whether have any specific needs that will need to be met if they are invited to interview.

· Making sure that all managers are aware of reasonable adjustments and what they may entail.

· Making it part of the appraisal process for all staff to be asked whether any changes would help them perform better at work.

Your action plan may include training for managers and making changes to your application forms and appraisal systems.
c) Terms and conditions

There are certain conditions of employment that will have a direct impact on equality of opportunity within your organisation.  Your organisation will benefit if you enable your employees to have a good balance between their work and personal lives.  You also need to ensure that you are meeting all your statutory obligations as an employer, that none of your terms and conditions are discriminatory and ensure that part-time staff have the same rights as full-time staff.  Your equality and diversity strategy (or personnel policy) needs to cover:
· A clause stating that all staff are expected to abide by and implement the equality and diversity policy and state that action will be taken under disciplinary/ grievance procedure if they fail to adhere to it.  You could also consider the need for a Dignity at Work or Anti-Bullying policy.

· Leave (annual, dependants, maternity, paternity, adoption and religious holidays)
· Equal Pay – you need to ensure that men and women within your organisation are getting equal pay
· Redundancies

· Retirement
· Promotion

· Flexible working, e.g. job sharing, flexible hours and working from home.
Your action plan needs to outline any action you need to take to update or clarify your policy on these areas.
d) Developing your staff

In order to ensure that you are developing and getting the best from your staff you should have processes in place which ensure that they all get access to training and development.  Your equality and diversity strategy or other procedures and policies should cover the following:

· Induction of staff and volunteers (including management committee members) – you should ensure that reading the equality and diversity policy is part of this induction.
· Annual appraisals – the development of staff and their training needs should be part of the annual appraisal process.

· Access to external training.

· Encouraging staff to cascade training to each other and share knowledge.

Your action plan should state any steps you need to take to ensure that your staff have access to training and development.

e) Volunteers
If your organisation makes regular use of volunteers, it is also good practice to consider equality in the recruitment and development of volunteers.  This should be done in a separate Volunteer Policy that can be referred to in your equality and diversity strategy.  For more information what to include in a Volunteer Policy is available on the Volunteering England website www.volunteering.org.uk.
Your action plan should state what action you need to take to ensure that you are following an equalities approach in the recruitment and development of volunteers.
What should you do with your policy?

Once you have written your equality and diversity policy you need to make sure that people are aware and have access to it.  You should state how the policy will be publicised in your strategy and action plan and should consider:

· Displaying your policy statement in your waiting room/ reception area – with details of who to talk to clients want more information about your approach to equality.

· Advertising your policy on your website.

· Using equality mission statement in recruitment and publicity.

Your policy should be a living document that is not just written and put on a shelf, but that is referred to regularly, especially when developing new services or recruiting staff.

Checklist for developing your equal and diversity policy
Policy and mission statement

Link into overall mission/ vision

Key statement of principles

Standalone mission statement
Overarching statement of non-discrimination

Strategy and action plan

How policy was developed and how it will be implemented


Service delivery

a) Providing appropriate services

b) Using accessible venues

c) Publicising your services

d) Producing accessible written information

e) User involvement

f) Monitoring

g) Challenging abusive behaviour from clients

Employment

a) Recruitment and selection

b) Making reasonable adjustments

c) Terms and conditions
d) Developing your staff

e) Volunteers

Plans for publicising and using your policy
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