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Equality Impact Assessment (EIA)  
Customer Contact Services – 1 Time Square 

 

Section 1 – Details of the service, service change, decommissioning of the service, strategy, function 
or procedure. 
Assessment Lead Officer, Email, 
Telephone Number 
 

 
  

Directorate and Department 
 

Corporate Services 
Finance and Customer Contact 

Date of Assessment 
 

October 2023 

Details of the service, service 
change, decommissioning of the 
service, strategy, function or 
procedure.  

The council provides a wide range of public services and social care to Warrington residents. The initial point of 
contact for residents to make enquiries about public services is through the Council’s customer contact function. 
Prior to the pandemic residents could make enquiries by visiting the contact centre in person without a prior 
appointment, by online form, by email, or by telephone.  In addition to specific contact information there is a 

wide range of information on all council services and functions on the Council’s website. 
 
 
The pandemic has changed the way many services operate and the way in which some customers and 
residents interact with the council. In September 2020 the Council’s Senior Leadership Team approved a future 
for the Contact Centre which enabled the use of the ground floor and face to face services to be operated in a 
much more streamlined way to take account of these changes. The underlying aim is to improve the council’s 
customer contact services to ensure that they are person centred, accessible and effective. The council will 
encourage a digital first approach to ensure face to face and telephony services are always available to those 
who need them most.  
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The future customer contact function is as follows: - 
 
Self Service Options via Digital/Website/social media  

• Residents will be able to access information and make enquiries about council services on their own 
devices 24 hours a day, 7 days a week via the Council’s website and social media platforms. 

• Self-service PC’s will be available in 1 Time Square during the opening hours of 8.45 am to 5.00 pm. 

• Self-service PC’s will be available in community hubs, libraries and other community facilities. 
 
Telephone assistance 
Assistance to residents will be available Monday to Friday 8.30 am to 5.00 pm. Assistance will either be offered 
immediately or via a call-back service. A telephone appointment service will also be introduced, customers will 
be offered a telephone appointment within 3 days of their enquiry.  Telephone assistance will be available to 
those residents that have either none or very poor IT provision, some residents with none.  The telephone 
assistance will also be provided to our most vulnerable residents supporting form filling, payments etc that they 
are unable to complete themselves.  
 
Face to Face Appointments 
A new appointment only service will be introduced for residents who prefer to speak in person to a customer 
service advisor. Non urgent appointments will be available Monday to Friday 8.45 am to 5.00 pm within 3 days 
of the initial enquiry. Appointments for urgent enquiries and/or vulnerable customers will be offered an 
appointment on the same day as their enquiry.  
 
The customer contact service will work with services over the longer term so that new or changing models of 
service delivery are reflected in the customer contact function.  
 

Who is Affected? All residents and businesses in Warrington 
Customer Contact employees 

Links and impact on other 
services, strategies, functions or 
procedures. 

This service is incorporated within the draft Customer Contact Strategy 2020-2024 and demonstrates the wider 
ambitions for customer contact in support of the Council’s Corporate Strategy 2020-24. The service also links 
closely to two of the council’s equality objectives “providing opportunities to improve life chances” and “working 
with partners and businesses to improve accessibility and tackle discrimination”. 
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member who is fluent in Spanish and Italian has helped customers engage with our services. In the event of language being a 
barrier, we liaise with the communication team to access the Council’s translation service provider.  A member of the team has been 
trained in the use of British Sign Language (BSL) and is able to assist customers who have a hearing impairment. This training is 
going to be rolled out, to other advisors in the near future.  In addition, a hearing loop facility is installed in all areas of the ground 
floor.   
 
All Contact Warrington staff undergo bespoke tailored communication skills training. This training has also been delivered by the 
team to the following other teams; Registrars, One Front Door, ICT helpdesk, First Response and Carecall.   
 
Quarterly team meetings are held with customer service staff along with staff from Registrars and the Premise Management Team.  
 
New starters also undertake the online Equality, Diversity and Inclusion (EDI) training will all customer service staff annually 
completing online EDI courses, Dementia Awareness and basic autism awareness. Staff are also advised on how to access the 
interpretation service. 
 
All staff support one another by using Microsoft Teams chat, to get help and advice not just from peers but from their supervisors, 
Team Leaders and Managers.  
 
It is envisaged in the next 12 months that all the customer service team will have completed the Mental Health First Aid training, and 
all have completed the Happy, Ok, Sad mental health training.  
 
Current ground floor risk assessments are being reviewed, with engagement with the property services team. After the risk 
assessment has been signed off it is shared with the Growth and Corporate Health & Safety Committees. 
 
 
All the services provided by the team are accessible for all.  
 

Gaps in 
consultation 
and 
engagement 
feedback 

Ongoing consultation will take place with stakeholders and the Senior Leadership Team via quarterly reviews. These will include the 
views of services and customer feedback in order to enhance the customer services offer. 
 
 

 
























