Customer Impact Assessment  

	Name and brief description of policy being analysed

Overpayments
To administer the collection of overpayments created by overpayment of Housing Benefit by ensuring the correct amount is recovered from future Housing Benefit payments. A decision is made on how much we collect from the customer by information they provide to us on an income and expenditure form so that every decision is fair and based on an affordable amount.


	Information used for customer analysis
All feedback/comments are welcome from customers and we take appropriate action where necessary through our 3c’s department.


	
	Could particularly benefit
	Neutral
	May adversely impact
	Explanations
	Is action possible or required?
	Details of actions or explanations if actions are not possible

Please note details of any actions to be placed in your Service Plan



	Race


	□
	□
	□
	Race:

We offer a service where someone speaking a different language to English can visit our shop in Wisbech and speak to our migrant advisor who can speak multiple languages and give advice. We would also signpost them to Rosmini centre in wisbech where they can receive language assist free of charge

We welcome a variety of methods for contacting us if English is not the first language such as Email/Phone/Writing/Web Forms



Disability: 

We offer a service where customers can visit our libraries/shops to speak to someone about arrears where we have adaptions in place to assist customers with disabilities such as ramps, wide doors and hearing loop systems etc.
We offer a range of methods for making payment such as online or over the telephone for those unable to visit us to pay in cash.

We signpost customers who are vulnerable and with a disability to Scope for advice on money matters.

We ensure our letters/bills are of easy read for those with learning disabilities.

We signpost older people to +Age UK for information and advice on money matters. 




	N
	

	Sex


	□
	□
	□
	
	N
	

	Gender reassignment
	□
	□
	□
	
	N
	

	Disability


	□
	□
	□
	
	N
	

	Age

	□
	□
	□
	
	N
	

	Sexual orientation


	□
	□
	□
	
	N
	

	Religion or belief


	□
	□
	□
	
	N
	

	Pregnancy & maternity
	□
	□
	□
	
	N
	

	Marriage & civil partnership
	□
	□
	□
	
	N
	

	Human Rights

	(
	(
	(
	
	N
	

	Socio Economic
	(
	(
	(
	
	N
	

	Multiple/ Cross Cutting
	(
	(
	(
	
	N
	

	Outcome(s) of customer analysis

a) Will the policy/ procedure impact on the whole population of Fenland and/ or identified groups within the population;  negative (  neutral  (  positive   (
No major change needed  □           Adjust the policy  □                 Adverse impact but continue □                 Stop and remove / reconsider policy □

	Arrangements for future monitoring:
We are always welcoming customers feedback and act upon them when necessary 



	Details of any data/ Research used (both FDC & Partners):

FDC Customer Service feedback information and 3c’s



	Completed by: 
Name: Charley Parmenter
Position: Council Tax Billing & Recovery Manager


	Approved by (manager signature): 

Andrew Rose – Operations Manager

	Date published: This should be the date the analysis was published on the website



	Details of any Committee approved by (if applicable):


	Date endorsed by Members if applicable:


