[image: image1.png]C

The
Consumer
Council

The Consumer Council




The General Consumer Council

Public Authority 2009 – 2010 Annual Progress Report on Section 75 of the NI Act 1998 and Section 49A of the Disability Discrimination Order (DDO) 2006 to the Equality Commission for Northern Ireland.
This document is available in other formats.  

Contact:

Nóra Quigley

The Consumer Council

Elizabeth House

116 Holywood Rd

Belfast

BT4 1NY

Telephone:
028 9067 4803
Textphone:
028 9067 2488

E-mail:

nquigley@consumercouncil.org.uk
Equality Commission for Northern Ireland
Public Authority 2009 – 2010 Annual Progress Report
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This report template includes a number of self assessment questions regarding implementation of the Section 75 statutory duties from 

1 April 2009 to 31 March 2010.  This template also includes a number of questions regarding implementation of Section 49A of the DDO from the    1 April 2009 to 31 March 2010.  Please enter information at the relevant part of each section and ensure that it is submitted electronically (by completing this template) and in hardcopy, with a signed cover letter from the Chief Executive or, in his/her absence, the Deputy Chief Executive to the Commission by 31 August 2010. 
In completing this template it is essential to focus on the application of Section 75 and Section 49. This involves progressing the commitments in your equality scheme or disability action plan which should lead to outcomes and impacts in terms of measurable improvement for individuals from the equality categories.  Such outcomes and impacts may include changes in public policy, in service provision and/or in any of the areas within your functional remit. 
1.
Name of public authority (Enter details below)

	The General Consumer Council for Northern Ireland (The Consumer Council)


	


Equality Officer
	S75 and DDO:  Carol Edwards (Head of Education)

Nóra Quigley Senior Consumer Affairs Officer (Social Needs)
The Consumer Council

Elizabeth House

116 Holywood Rd

Belfast

BT4 1NY


	


2.
S75 Executive Summary 

What were the key policy/service developments made by the authority during this reporting period to better promote equality of opportunity and good relations and what outcomes were achieved? 

2.1 In line with our Corporate Plan 2008-2011, the Consumer Council’s (CC) key priority issues include:       

· Affordability and the cost of living;
· Responsible consumerism;
· More accessible and better public services (including transport);

· A fair deal in utilities and in the marketplace; and

· Better consumer and financial education skills.
2.2 In 2009-2010, consumers faced an extremely difficult and uncertain time.  There were high levels of unemployment and real fears over job security.  The speed and depth of the recession has added greater financial and social hardship to disadvantaged consumers and created a new group of vulnerable consumers who are struggling to make ends meet.  
2.3 The CC responded with help and information for our ‘priority groups’.  Our work impacted on all consumers including our priority groups.  These were: 

· Parents (including lone parents);

· Older people;

· People with disabilities;

· Ethnic minorities;

· Younger people; and

· Families.

2.4
The CC’s work impacted on people and groups with diverse needs including: 



· Section 75 groups (nine equality areas);  

· Rural Communities;

· People living in deprived areas (highest Super Output Areas); and  

· People with literacy and numeracy problems.

2.5 Our approach to consumer vulnerability is shaped by our duties under Section 75 of the NI Act and by the Disability Discrimination Act.  Our research shows that we are delivering real and meaningful outcomes that are meeting our duties.  

2.6 The CC’s operational plan shows how the CC’s management and staff have made a real difference to the lives of all consumers in Section 75 groups.  Please see Appendix One – Key Impacts in the Operational Plan 2009-2010.  
3. What are the main initiatives planned in the coming year to ensure the authority improves outcomes in terms of equality of opportunity and good relations for individuals from the nine categories covered by Section 75? 

3.1 In line with our current Corporate Plan, we aim to continue work to meet the needs of all consumers, especially our priority groups - on the key priority issues they have asked us to concentrate on.  We will place greater emphasis on outputs and outcomes in line with the advice and guidance provided by the Equality Commission.  We have used our Corporate and business plan and set ten objectives for the year.  We plan to: 
1. Increase the level of financial capability in Northern Ireland.
2. Be a socially responsible organisation through our work with the local community.
3. Enhance the CC’s reputation for being in touch with consumers and as a credible and authoritative consumer representative body.
4. Work with Regulators and Government to develop consumer focused regulation and legislation that respects all consumers.
5. Ensure consumers receive a reasonable and fair outcome when redress is required, where supplier redress systems are accessible, easily understood, fair and effective for consumers.
6. Work with utility, transport and other service providers to ensure more consumer focused and consistent policies.
7. Influence all markets to work better for consumers.
8. Implement initiatives and measures to protect consumers who are experiencing financial hardship.
9. Improve consumers’ ability to be price sensitive and make better choices about goods and services.
10. Implement business improvement frameworks to support a high performing and dynamic organisation best placed to make the greatest impact for consumers.
3.2 The CC will:

· Begin the new corporate planning cycle for 2011-2014.  This will involve:

· Consulting with our key stakeholders and social partners, all Section 75 specialist groups and their users;

· Identifying priority groups and their users;

· Developing a new equality scheme to coincide with our Corporate Plan;  

· Reviewing the recommendations made by the equality Commission in delivering our duties under the Disability Discrimination Act; and

· Embedding the recommendations made by the Equality Commission in new reporting methods of Section 75.  
3.4 
The CC will:

· Make our publications sufficiently accessible to people with disabilities, those with specific learning needs and children and young people;

· Embed Section 75 and Disability Duties in project planning and service delivery among staff through training and by inviting Section 75 representatives groups to the CC Staff Policy Research Forum; 
· Embed Section 75 and Disability Duties among our board members through training; and
· Maximise our engagement with consumers by using our consumer panels network to gather opinions in order to reach all Section 75 groups.
4. Please give examples of changes to policies or practices which have resulted in outcomes. If the change was a result of an EQIA please tick the appropriate box in column 3 and reference the title of the relevant EQIA in the space provided below:  
	
	Outline change in policy or practice which have resulted in outcomes
	Tick if result of EQIA

	Persons of different religious belief
	· 
	

	Persons of different political opinion
	·  
	

	Persons of different racial groups
	· Policy: Produced an Accessibility  

Guide for staff

· Policy: Produced Complaints Handling Policy for Consumer Support staff
· Practice: Produced Money Tips for Parents in five languages  

· Practice: Produced Home Contents Insurance in Polish
· Practice: Produced Home Budget Planner in three languages
	

	Persons of different age
	· Policy: Produced Complaints Handling Policy for Consumer Support staff
· Practice: Produced Home Contents Insurance in large print
	

	Persons with different marital status
	· 
	

	Persons of different sexual orientation
	· 
	

	Men and women generally
	· 
	

	Persons with and without a disability
	· Policy: Produced Communications and Accessibility Staff Guide 
· Policy: Produced Complaints Handling Policy for Consumer Support staff
· Practice: Produced Home Contents     Insurance Guide in large print
· Practice: Produced Access to Air Travel  
	

	Persons with and without dependants
	· Policy: Produced Complaints Handling Policy for Consumer Support staff
· Practice: Updated and produced Money Tips for Parents
	


· Title/s of EQIAs referenced: N/A
5. Strategic Implementation of the Section 75 Duties
     Please outline evidence of progress made in developing and  meeting equality and good relations objectives, performance indicators and targets in corporate and annual operating plans during 2009-10.
5.1 Overall responsibility for taking forward the implementation of the CC’s Equality Scheme obligations lies with the Chief Executive of the CC.  The Director of Corporate Services represents the CC in working with the Department of Enterprise Trade and Investment (DETI), the CC’s funding department, on the implementation of its Section 75 obligations.  The Senior Consumer Affairs Officer for Social Needs is a member of the inter-departmental Equality and Diversity Steering Group at DETI.
5.2 The Chief Executive arranges for staff to support her in implementing and monitoring the Equality Scheme. The Director of Corporate Services’ post includes responsibility for the management of the CC's statutory duties and is supported in this role by a Senior Consumer Affairs Officer for Social Needs.   Equality and diversity issues runs as a regular agenda item at monthly senior management team meetings.   
5.3 Every job description stipulates the need for staff to be aware of their obligations in relation to equality.   
5.4 Despite the CC’s limited budget it has invested much to ensure compliance with statutory Section 75 duties.   There is no dedicated equality unit, the officers named have committed the optimum resource possible to fulfill their equality duties alongside other roles and responsibilities.
5.5 Please see Appendix One – Key Impacts in the Operational Plan 2009-2010.  
6.
Screening
Please provide an update of new/proposed/revised policies screened during the year. 

	Title of policy subject to screening 
	Was the Full Screening Report or the Result of initial screening issued for consultation? 

Please enter F or R
	Was initial screening decision changed following consultation? Yes/No
	Is policy being subject to EQIA? Yes/No? If yes indicate year for assessment. 

	Communications and Accessibility Staff Guide
	R
	No
	No

	Complaints Handling Policy – Consumer Support
	R
	No
	No


7.
Equality Impact Assessment (EQIA) 
7.1
Please provide an update of policies subject to EQIA during 2009-10, stage 7 EQIA monitoring activities and an indicative EQIA timetable for 2009-10

EQIA Timetable – April 2009 - March 2010
	Title of Policy EQIA  
	EQIA Stage at end March 09 (Steps 

1-6)
	Outline adjustments to policy intended to benefit individuals, and the relevant Section 75 categories due to be affected.

	N/A
	
	


7.2 Where the EQIA timetable for 2009-10 (as detailed in the previous annual S75 progress report to the Commission) has not been met, please provide details of the factors responsible for delay and details of the timetable for re-scheduling the EQIA/s in question.

An update of the Outreach Policy was extended to take account of restructuring and strategic direction of the organisation.  The Communications Section are implementing this, supported by the Education Section.
Ongoing EQIA Monitoring Activities   April 2009-March 2010
	Title of EQIA subject to Stage 7 monitoring


	Indicate if differential impacts previously identified have 

reduced or increased 
	Indicate if adverse impacts previously identified have reduced or increased 



	N/A
	
	


7.3 Please outline any proposals, arising from the authority’s monitoring for adverse impacts, for revision of the policy to achieve better outcomes the relevant equality groups:

In line with the guidance and advice provided by the Equality Commission, the CC will undertake an audit of inequalities among Section 75 groups.  We will look at this in the context of our statutory remit as a consumer body, key areas identified by the Corporate Plan 2011-2014 and draw from this a set of recommendations to be embedded at a high strategic level.   
2010-11 EQIA Time-table 
	Title of EQIAs

due to be commenced during 

April 2010 – March 2011
	Existing or New policy?
	Please indicate expected timescale of Decision Making stage i.e. Stage 6 

	Education Outreach Policy
	Existing


	March 2011



8.
Training 

          Please outline training provision during the year associated with the                  

          Section 75 Duties/Equality Scheme requirements including types of  

          training provision and conclusions from any training evaluations.

8.1
Please see Appendix One - Key Impacts in the Operational Plan 2009-2010, point nine.

9. 
Communication 

         Please outline how the authority communicated progress on delivery        

         of the Section 75 Duties during the year and evidence of the  

         impact/success of such activities.

9.1 The Communications Strategy continues to address the needs of our priority audiences in a specific and targeted way.  Please refer to Appendix One - Key Impacts in the Operational Plan 2009-2010, points 2o, 8 and 10.  Examples of communication of our Section 75 duties include:
· Publishing Money Tips for Parents, translating this into five languages and launched during Community Relations Week.  The publications received coverage in the Belfast Telegraph and NICVA’s Community NI website;
· Publishing Shoppers’ Rights cards and Got a Complaint? cards in Chinese.  This was launched with Anna Lo, MLA and received coverage in the Community Telegraph.  The cards were distributed at the Chinese New Year celebrations at St. George’s Market;
· The CC’s online communications continue to become an important element of policy campaigns, education and information programmes, with downloadable publications and consumer tips.  For example, the CC set up a Facebook page to alert consumers to policy developments, launches and publications to reach new audiences and also appeal to younger people; and
· Publishing policy responses to all consultations on the CC website.  This shows our campaigning work on behalf of our priority groups.
10.
Data Collection & Analysis

10.1
Please outline any systems that were established during the year to supplement available statistical and qualitative research or any research undertaken/commissioned to obtain information on the needs and experiences of individuals from the nine categories covered by Section 75, including the needs and experiences of people with multiple identities.

The CC continues to monitor consumer panels and stakeholder engagement on needs and experiences of Section 75 groups and their users.  Please see Appendix Three - Consumer Panels 2009-2010; 
· Presentations and exhibitions provided to Section 75 specialist groups and their users to ensure the CC is in touch with the needs and experiences from the all nine categories;
· Key impacts from the CC Business Plan;
· Education resources and dissemination plans to Section 75 specialist groups; and
· QA/Complaints Reporting. 

10.2
Please outline any use of the Commission’s Section 75 Monitoring Guide.

Information from the Monitoring Guide was used to develop a new reporting template for each Section’s work.  This enables staff to work together to identify policy and practice changes within transport, energy, money affairs, education, complaints and communications.
11. 
Information Provision, Access to Information and Services
         Please provide details of any initiatives/steps taken during the  

         year, including take up, to improve access to services including 
         provision of information in accessible formats.

11.1 The CC’s website meets the standard outlined by the Government’s Web Accessibility Initiative - AA (WAI-AA).
11.2 Systems are in place to ensure that information is made available in accessible formats in a timely manner.  Information is provided in Braille, cd and large print.  Facilities include text phone facilities, a Brailling machine and a loop system in offices and conference facilities.   A text facility with text phone numbers is quoted on all correspondence and business cards.  This reflects the range of services available for people with disabilities.  

11.3 All reports published by the CC include a statement saying, ‘available in other formats’.  All our publications are available via the CC’s website.
11.4 Please refer to Appendix One - Key Impacts in the Operational Plan 2009-2010, points 2, 4, 6 and 8 for more information of accessible formats.
12.
Complaints

12.1 Please identify the number of Section 75 related complaints:

          Received and resolved by the authority (including how this was        

          achieved);

          Which were not resolved to the satisfaction of the complainant;  
          Which were referred to the Equality Commission.

N/A

(Enter text below)

13.
Consultation and Engagement

         Please provide details of the measures taken to enhance the level of   

         engagement with individuals and representative groups during the 
         year. 
13.1
The CC run 26 consumer panels to enhance the level of engagement with individuals and representative groups during the year.  The panels ensure the CC is connected to consumers and their representatives and help guide and shape policies by broadening our understanding of the needs of our priority groups.  Please See Appendix – Consumer Panels 2009-2010. 

Please outline any use of the Commission's guidance on consulting with and involving children and young people.
13.2
We have plans to use this Guidance in next year’s work programme in consulting on the Corporate Plan and in developing transport research with young people.

14.
The Good Relations Duty

          Please provide details of additional steps taken to implement or  

          progress the good relations duty during the year. Please indicate any 
          findings or expected outcomes from this work.  

14.1  
Please refer to Appendix One, point two - Key Impacts in the Operational Plan 2009-2010.
14.2 Please outline any use of the Commission’s Good Relations Guide.

The CC finds the working definition of good relations and key principles of good relations valuable.  The promotion of equality and good relations is critical in delivering a good quality public service.   We have been able to apply this to policy development and service delivery.  It will help the CC in developing a new equality scheme in the next corporate planning cycle 2011-2014.  
15. Additional Comments
15.1 Please provide any additional information/comments 
The CC looks forward to building on diversity and good relations best practice in the future.  We are proud of the impacts and achievements we have made so far but are not complacent about what still needs to be done. We will continue to strive with our partners to make a lasting impact in all of the areas where have influence or can exert our statutory responsibility.  
	CC Beneficiaries/Priority Groups

· Parents (including lone parents)

· Older people

· People with disabilities

· Ethnic minorities

· Young people and students

· Families.

People and groups with diverse needs including: 

· Section 75 groups (nine equality areas)  

· Rural Communities

· People living in deprived areas (Super Output Areas)

· People with literacy and numeracy problems.

Section 75 groups

· Age

· Marital status

· Sexual orientation

· Gender

· Disability

· Dependency

Good Relations

· Religious belief

· Political opinion

· Racial group

DDA duties

· Promote positive attitudes towards disabled people and;
· Encourage participation by disabled people in public life.
	Outputs – prompt questions for staff

1. Which of our priority groups benefited from your work?  

2. What difference did your work make to our priority groups and other Section 75 groups?

3. Describe how you promoted equality of opportunity or good relations by changing a policy or through working with business, Government and/or community or voluntary sector or others?

4. What initiatives/steps were taken, including take up, to improve access to services including provision of information in accessible formats?  Did any individual consumers or groups take this up? 

5. Name any staff training courses delivered with Section 75 Duties/DDA/Equality Scheme requirements and conclusions from any training evaluations.  Give numbers that attended.  

6. Did you set up any new systems to supplement available statistical and qualitative research among the nine categories? Eg QA, consumer panels, consumer research, knowledge management?  

7. Did you undertake or commission research to get information on the needs and experiences of individuals from the nine categories covered by Section 75 and DDA?  

8. What did you do to encourage others to promote the two disability duties: promote positive attitudes towards disabled people and encourage participation by disabled people in public life?  
9. Say how you have used the Equality Commission's guidance on consulting with and involving children and young people. 




Appendix One – Key Impacts in the Operational Plan 2009-2010  

Appendix One – Key Impacts in the Operational Plan 2009-2010  
	No
	Key Operational Action
	Outcomes/Impact 


	Beneficiaries/Outputs

	1
	Implement strategy to empower all consumers and enhance their skills to take control and meet cost of living challenges in ever changing economy.   
	· Developed robust links with the community and voluntary sector to target relevant information where it matters most – in to the heart of communities all over Northern Ireland.  


	· Gave 70 talks/ exhibitions on consumer rights, role of the CC delivered to 7,970 people, specifically targeting and tailoring our work to CC priority groups.

Beneficiaries from Section 75 groups included:

· Older and younger people;
· Women;
· Parents and their children;
· Carers;
· People with disabilities; and
·  People with various religious beliefs and political  opinions.

	2
No

2
No

  2

2   
	Embed key consumer skills in our priority groups and Section 75 groups by targeting our social partners’ frontline staff in education, business, youth, voluntary and community sectors with training and information to tackle current consumer challenges. 
Key Operational Action
Continued 
Key Operational Plan

Continued

Key Operational Plan


Continued


	· The CC reached priority groups by working with MLA constituency offices, advice centres, credit unions, local libraries, children’s organisations, parents’ organisations and housing associations and community and voluntary sector to disseminate consumer information.

· The CC reached lone parents by publishing consumer advice on prepayment protection for Gingerbread NI magazine Gingerbread Times.
Outcomes/Impact 

· CC made consumer information more accessible by translating and publishing Money Tips for Parents in five languages and making it available on the CC corporate website or in hard copy.  We publicised this work in the local press to promote good relations on two occasions. CC worked with ethnic minority specialist groups to identify their clients’ needs on consumer and money matters.  

· Delivered post-Christmas information campaign to help consumers manage post Christmas debt and personal budgets in 2010.

· Produced Consumer Skills for Life teaching resource.  The lesson plans aims to raise awareness of money and consumer matters.  This addresses gaps identified in CC consumer proficiency research which showed younger people, people living in areas of deprivation and people 
Outcomes/Impact 


living in rural areas were less consumer proficient that other groups in the population.  For example, every post primary and special school maths department received copies of CC Consumer Skills for Life resource.   Mervyn Storey, DUP MLA Chair of Education Committee and Robin Swann the Ulster Unionist’s Consumer Affairs spokesman both praised the publication in the press.  It also received coverage on the following websites: BBC, Disability Action, Rural Development Council, NICVA, EGSA and the Learning Skills Development Agency.

· The CC worked in partnership with CCEA to reach younger people and their teachers.  The CC:

· Installed an Ecoworld kiosk in W5 at the Odyssey, Belfast.  The resource helps young people learn more about sustainability;

· Promoted our consumer education and skills resources to all post primary schools; 

· Organised three home economics conferences to support teachers delivering GCSE syllabus.  
Outcomes/Impact
· Developed sets of posters promoting CC information leaflets and education resources for post primary schools, EOTAS and training organisations. 
	The following publications were disseminated to our Section 75 priority groups:  

· 50,000 copies of ‘Protect Your Pound’ Christmas card; 

· 14,000 copies of the Christmas Budget Planner; 

· 32,000 copies of Safer Ways to Pay leaflet.  

· 2000 Money Tips for Parents, as part of Money Week in Fermanagh
· 62 per cent of our education resources impacted upon the highest areas of deprivation in Super Output Areas.

Beneficiaries from Section 75 groups included:

· 1,500 lone parents and their families.   

Beneficiaries/Outputs
Beneficiaries – ethnic minorities living in NI:

This can potentially benefit 31,000-40,000 people who have came to work in NI who speak Chinese, Portuguese, Polish, Lithuanian and Slovakian.  CC translated and published:  

· Money Tips for Parents (Chinese, Portuguese, Polish, Lithuanian and Slovakian versions translated and placed on website);

· Home Contents Insurance guide (Polish) and large print;

· Home Budget Planner (Portuguese, Polish, Lithuanian);

· Got a complaint? card  (Chinese); and

· Shoppers’ Rights cards (Chinese) for distribution at Chinese new year celebrations. 

Beneficiaries

· 300 advice and community workers and basic skills tutors working with beneficiaries; and

· Younger people, parents (and lone parents), people with disabilities and diversity groups: people with literacy and numeracy needs, people living in areas of deprivation and in rural areas.

Beneficiaries
· 1, 850 health workers, teachers and literacy and numeracy tutors and their clients.  

· Younger people, women, parents (and lone parents), travellers, people with disabilities, people with literacy and numeracy needs, people living in areas of deprivation and in rural areas.

Beneficiaries/Outputs
Supporting other organisations

· Supported Adult Learners’ Week run by Educational Guidance Service for Adults (EGSA) by developing resources to for literacy and numeracy tutors to use with their learners.
· Worked in partnership with the Office of Fair Trading (OFT) to promote their Skilled to Go Toolkit among literacy and numeracy tutors in Northern Ireland. 

Beneficiaries – young people

· 362 post primary schools received Ecoworld promotional postcards to help key stage three pupils;

· 383 resource packs were disseminated to home economics departments in all post primary schools; and 

· 4,700 GCSE and A' Level Home Economics students were supported by resourcing 400 Home Economics teachers.

· 150 GCSE Home Economics teachers.

· 2,400 posters to help teachers in post-primary schools.  

Beneficiaries/Outputs


	3
	Ensure compliance and creative corporate approach to equality and diversity legislation, anti-poverty and other Government strategies.  Lobby and challenge where change is needed to protect all consumers facing difficulties relating to cost of living.
	· The CC formally inputted into Lifetime Opportunities Strategy Departmental Action plan.  The CC supported the NI Assembly in addressing the needs of lone parents and other vulnerable consumers under the Government’s Lifetime Opportunities strategy which acknowledges that lone parents have higher risks of poverty.  CC research “Managing Money How does Northern Ireland add up?” shows that lone parents scored significantly lower in relation to making ends meet than two parent households.  

· CC gave a written response to the OFMdFM Committee’s inquiry into child poverty.  We highlighted our ongoing actions and our initiatives in reducing poverty in fuel poverty, transport, financial needs of parents, insurance and financial capability.
· In relation to financial capability, fuel poverty, water charges, the CC helped our elected representatives by:
· Providing briefings, information and research on the issues facing consumers;
· Engaging with a wide range of consumers to identify needs; 
· Providing support to programmes and policies aimed at tackling the issues which consumers face; and
· Consulting and provide evidence based opinion on policy proposals. 
· Produced Communications’ Accessibility Guide for all staff.  The guide helped CC staff understand how to provide information and services in accessible formats to all consumers under equality law.  CC ran a consumer panel with disability specialist groups and their users.  They helped the CC identify good practice in accessibility.  

· Provided feedback to NI Water on codes of practice and improve accessibility.  
	Beneficiaries

· lone parents
· People of different political opinion.
Beneficiaries 

·   Younger people and their families

Beneficiaries

· Politicians

· People with disabilities, older people, ethnic minority groups, people with literacy and numeracy problems 

· CC staff, graphic designers/printers, utility companies that we work with. 

Beneficiaries
· People with disabilities, older people, ethnic minority groups, people with literacy and numeracy problems 

· CC staff, graphic designers/printers, utility companies that we work with. 

· Beneficiaries included older people and people with disabilities.  


	4
	Broker corporate approach to engage with consumers via consumer panels and to inform the development of CC policy and ability to respond to consumer opinion.  
	· The CC made strong connections with people across Northern Ireland through our consumer panel network.  It helped the CC to represent the needs of consumers to utility providers, banks, Government and retailers.  Examples include:

· Researching attitudes to social tariffs in the eight areas most effected by fuel poverty

· Examining awareness of utility companies vulnerability registers; 

· Researching banking needs and cash machine access.  An Easy Read version of the panel meeting’s agenda was produced.
· Engaging with young rural people on transport issues who tell us that a lack of access to public transport is a key factor in social isolation.

· Researching prepayment and Christmas spending habits.  We have an ongoing education programme to educate and protect vulnerable consumers on the risks associated with prepayments.
	· 26 consumer panels were run with consumers across NI 
Beneficiaries

· All consumers, older people, people with disabilities including those with a long-term disability or illness, lone parents, people with large or young families, those in receipt of benefits, travellers, ethnic minorities.
Beneficiaries

· People with disabilities and their representative groups 

Beneficiaries

· Younger people living in rural areas
Beneficiaries

· Lone parents 

· Women with young families who live on a low income 



	5
	Maximise corporate approach to Staff Policy Research Forum's contribution to policy work, consultation responses and thought leadership. 


	· Helped CC staff to better understand the needs of policy issues affecting our priority groups including the equality implications and build positive working relationships with Government organisations and the voluntary sector.  Received presentations and engaged in discussions on policy issues affecting vulnerable consumers from DARD, the Equality Commission, NI Housing Executive and Gingerbread NI.

· Represented the interests of our priority groups under Section 75 and groups with diverse needs by responding to Government consultations.

· Developed a key role for CC in UK wide campaign for better prepayment and deposit protection for consumers.  Our practitioner work has influenced BIS and key UK consumer bodies’ work on prepayment problems in a recession.

	Beneficiaries

· CC staff working on policy issues and on services to benefit our priority groups.

· Responded to 79 public consultations 

Beneficiaries

All consumers (particularly for our priority groups)

Beneficiaries

· Lone parents 

· Women with young families who live on a low income 



	6
	Evidence-based approach to lobby Fuel Poverty Task Force, suppliers and Assembly for the adequate and targeted protection of those least able to afford to pay energy bills. Participate in key consultations and implementation of recommendations on Social Action Plans.
	· Responded to the NIAUR consultation on Social Action Plans (SAP).  The CC recommended to:

· Make information (including bills) in accessible formats, eg Braille, large print and audio format;

· Establish a group of key organisations that represent vulnerable consumers to regularly review performance of the SAP

· Review licence conditions to ensure they adequately provide for vulnerable consumers needs

· Publicise SAP initiatives to target audience.

· Hold early and meaningful engagement with stakeholders prior to development of the consultation on social tariffs.

· Lobbied politicians and calling on them to consider an affordability energy tariff.

· Influenced the utility regulator during tariff reviews for electricity and gas, cross utility debt management project, help vulnerable consumers take advantage of market opening of domestic electricity and gas markets. 

· Participated and contributed to DSD’s Fuel Poverty Advisory Group stakeholders.  The CC called on Government to:

· Eliminate fuel poverty 

· Overhaul of  the Warm Homes Scheme;

· Regulate home heating oil industry;

· Use the Barnett Formula to ensure that funds allocate by Government are spent on fuel poverty; 

· Ensure consumers get the full range of benefits they are entitled to; and

· The CC call on utility providers to  

· Promote the critical care register.
	Beneficiaries

· People with disabilities and their representative groups 

Beneficiaries

· Older people, families with young children, people with disabilities or chronic illness and people living on a low income and struggling to pay and people living in rural areas.  

Beneficiaries

All consumers (particularly for our priority groups)

Beneficiaries

· All consumers (particularly for our priority groups).
· Older people, families with young children, people with disabilities or chronic illness and people living on a low income and struggling to pay and people living in rural areas.  



	7
	Represent consumers in the reform of public transport. Secure role for the CC in new legislation.  Work with key stakeholders on developing the new structures for public transport and functions in terms of regulation, licensing and consumer representation / protection.
	· The CC called for continued regulation of public transport services and fares, greater integration of public transport services across all providers and the development of an agency to specify public transport requirements, award contracts and monitor operator performance.  The CC is included as a key consultee in the future working of the agency to ensure that public transport services are deigned and delivered with the views of consumers included. 
	Beneficiaries

· Evidence from previous equality impact assessments conducted in the public transport field, as well as information from the bi-annual surveys of customers aged 16 and over shows that benefits arising as a result of this will be to the advantage of all Section 75 groups and in particular to women, young people, older people, people with disabilities and those with dependants who are more likely to use public transport.

	8
	Successfully implement and embed the requirements of the Access to Air Travel Regulations.  Work with passengers, airports and airlines to ensure implementation and monitoring of regulations.


	· The CC produced a guide called 'Access to Air Travel'.  The guide outlines the rights of passengers with a disability or reduced mobility when travelling by air. The launch attracted significant media coverage and has led to an increase in contacts from consumers with disabilities.

· CC raised public awareness of passengers’ rights under the Access to Air Travel regulation. 

· A number of positive changes have been implemented by various airports and airlines because of our work on Access to Air travel.  The CC policy work will improve the services provided to disabled passengers at both local and national level.   

· Following site visits at each of Northern Ireland’s airports the CC and Inclusive Mobility and Transport Advisory Committee (IMTAC) have produced an assessment report outlining the progress each airport has made in relation to meeting the requirements of the Access to Air Travel Regulations.  The report highlighted issues raised by consumers during the site visits and provided airports with recommendations on how to improve the service offered to passengers.   This will now be carried out annually.
	· 5000 copies distributed across Northern Ireland
Beneficiaries

· Consumers with disabilities and disability specialist groups;
Beneficiaries

· Consumers with disabilities and mobility needs and disability specialist groups;
· CC informed over 300,000 consumers on the rights of passengers with a disability or reduced mobility when travelling by air through advertorials featured in the main regional newspapers. (Based on reader numbers of 302,061).
· CC received 186 enquiries and complaints regarding the Access to Air Travel Regulation.  


	9
	Meet equality commitments including delivering training, screening policies, ensuring continued consultation and annual reporting


	· Training including the two new disability duties

· Embedding section 75 in policy training


	· 14 CC staff undertook policy training which included the implications for equality screening on the policy cycle process. 

· 7 staff did equality and diversity training which included training in the two new disability duties.

· 8 people attended facilitation skills training;

· 8 people attended plain English training,  

· 21 people attended managing small projects which incorporated Section 75 project planning.
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	Implement and evaluate the consumer support and redress communications strategy
	· Briefed Assembly Committees on seven occasions.

· Sent copies of all news releases and briefings to MLAs, MPs and MEPs, party policy and press officers, Government Department press offices and other stakeholder organisations.
	Beneficiaries

· Political parties (political opinion)


Appendix Two -  Speaking Engagements and Exhibitions attended by the Consumer Council 2009-2010

	Organisation  
	Town/City
	Section 75 Beneficiary Group

	Age - Older People

	Bright Senior Citizen’s group

	Stewartstown, Co. Tyrone 
	Older people



	BCC  Senior Citizen’s convention  
	Belfast
	

	A2B and Age Concern 
	Ballyronan, Co. Derry
	

	A2B Killeshill  Community Centre 
	Dungannon
	

	A2B Broughderg Community Centre, 
	Cookstown
	

	A2B Ballysaggart Business Complex 
	Dungannon
	

	A2B Craigavon Civic Centre
	Craigavon
	

	Age Concern, Pomeroy Community Centre  
	Pomeroy, Co. Tyrone
	

	Moira Venture Group
St. John’s Parish Centre
	Moira
	Older People
Faith based group


	McQuiston Presbyterian Church
	 Belfast
	

	Age – Younger People


	SHAC - UU Coleraine Campus
	Coleraine
	Younger People



	Banbridge High School
	Banbridge
	

	Northern Regional College
	Newtownabbey
	

	Northern Regional College
	Antrim campus
	

	Northern Regional College
	Ballymena 
	

	Northern Regional College
	Magherafelt
	

	Northern Regional College
	Coleraine
	

	University of Ulster
	Jordanstown
	

	Women


	Derry Ladies Group
	Derry
	Women

 

	Women’s Information Group 
	Belfast
	

	Women’s Institute AGM
	Belfast
	

	NI Women’s Rural Network 
	Larne
	

	Women’s Information Group, Indian Community Centre 


	Belfast
	

	Lenaderg Women’s Group


	Lawrencetown Banbridge
	

	NI Women’s Rural Network
	Antrim
	

	Bush Women’s Group
	Coalisland
	

	Women’s Information Group, Chinese Welfare Association
	Belfast
	Women, younger women ethnic minority group

	Whiterock Healthy Living Centre
	Whiterock, Belfast
	Parents and their families

	Surestart 
	Poleglass, Belfast
	Employees working with Women, parents and their children

	Shankill

SureStart (Parents Week)
	Shankill, Belfast
	Women, parents and their children

	St Mark’s Mother’s Union


	Ballymacash, Lisburn
	Women and faith based group

	People with Disabilities


	Equality Commission

Derry
	DDO consultation event
	People with disabilities


	Disability group, Bangor  
	Bangor 
	

	Lagan Valley Hospital Diabetes Support Group
	Lisburn
	

	Cedar Foundation
	Belfast
	

	Prosthetic Users Forum
	Belfast
	

	Men and Women in General


	Stitch & Style event


	Belfast
	Men and women in general


	Bangor Library
	· Recession session
	

	CTNI – Community Transport NI Conference 
	Armagh
	

	NI Railways,

Central Station 
	Belfast
	

	Translink, 

Europa Bus Centre
	Belfast
	

	Belfast International Airport 
	Antrim
	

	George Best Belfast City Airport 
	Belfast
	

	Translink Bus Exhibition
	Newry
	

	Translink Bus/Rail Exhibition
	Coleraine 
	

	Glenview Community Centre, 
	Derry
	

	Strabane Public Library
	Strabane
	

	Meadowlane Shopping Centre
	Magherafelt
	

	Ards Shopping Centre 
	Newtownards
	

	Larne library
	Larne 
	

	BMF - conference 
	Belfast
	Government organisations


	Water NI conference

Hilton Hotel
	Belfast
	

	Arc 21

Recycling reps from 11 councils

Belfast City Council
	Belfast
	

	NIW Senior Management Team
	Belfast
	

	Institute of Water Officers
	Belfast
	

	NILGA conference 

Slieve Donard Hotel Newcastle
	Newcastle 
	

	Common Purpose Programme Day
	Belfast
	

	PSNI
	Belfast
	

	Carers, younger and older people and people with disabilities



	Extra-Care 

Ballymena  
	Ballymena
	Carers and younger and older people and people with disabilities

	Organisations working with disadvantaged consumers



	Upper Springfield Development Trust, Belfast
	Belfast
	Organisations working with disadvantaged consumers


	Advice NI
	Belfast
	

	Craigavon BC – Information Seminar for Community Representatives
	Craigavon
	

	North Belfast Advice Partnership
	Belfast
	

	COSTA Ballymac Lisburn
	Lisburn
	

	Businesses


	Larne Traders Forum
	Larne
	Businesses


	IKEA
	Belfast
	

	Belfast Rotary Club
	Belfast
	

	Presentation to Border People
	Cross-border
	Cross-border

	Glenavy Parish Church
	Glenavy
	Faith based organisation


Appendix Three – Consumer Panels 2009-2010
	Subject
	Location
	Section

	Air Passenger Research
	Belfast
	Transport

	Air Passenger Research
	Derry
	Transport

	Air Passenger Research
	Enniskillen
	Transport

	Air Passenger Research
	Belfast
	Transport

	Air Passenger Research
	Newry
	Transport

	Christmas Savings habits
	Enniskillen
	Education

	Complaints Handling Process
	Belfast
	Consumer Support

	Disability Panel
	Belfast
	Education

	Fuel Poverty Panel
	Ballywalter
	Energy/Water

	Fuel Poverty Panel
	Ballycastle
	Energy/Water

	Fuel Poverty Panel
	Larne
	Energy/Water

	Fuel Poverty Panel
	Cullyhanna
	Energy/Water

	Fuel Poverty Panel
	Cookstown
	Energy/Water

	Fuel Poverty Panel
	Shankill
	Energy/Water

	Fuel Poverty Panel
	Strabane
	Energy/Water

	Fuel Poverty Panel
	Limavady
	Energy/Water

	Future provisions for the gas registration scheme
	Derry
	Energy

	Future provisions for the gas registration scheme
	Belfast
	Energy

	Paying for Christmas
	Belfast
	Education 

	Personal Current Accounts 
	Belfast
	Money Affairs

	Personal Current Accounts
	Armagh
	Money Affairs

	Public Transport Reform
	Coleraine
	Transport

	Public Transport Reform
	Magherafelt
	Transport

	Public Transport Reform
	Armagh
	Transport

	Public Transport Reform
	Bangor
	Transport

	Vouchers and deposit schemes
	Belfast
	Education


Annual Report 1 April 2009 / 31 March 2010
‘Disability Duties’ Questions 

1. How many action measures for this reporting period have been?





      Fully                         Partially                     Not  

      Achieved                 Achieved                    Achieved

2. Please outline the following detail on all actions that have been fully achieved in the reporting period.
2 (a) Please highlight what public life measures have been achieved to encourage disabled people to participate in public life at National, Regional and Local levels:

	Level
	Public Life Action Measures
	Outputs

	Outcomes / Impact
 



	National

	Provide additional rights to passengers with disabilities and reduced mobility as part of the duties under EU regulations.  
	Carried out audits of the airports in association with disability specialist groups and their users to help in delivery of their responsibilities under the new European Union Access to Air Travel regulation.
	Owning to the success of previous airport audits, the CC will now carry out audits on an annual basis.

	Regional

	Successfully implement and embed the requirements of the Access to Air Travel Regulations.  Work with passengers, airports and airlines to ensure implementation and monitoring of regulations.


	The CC produced a guide called 'Access to Air Travel'.  The guide outlines the rights of passengers with a disability or reduced mobility when travelling by air. The launch attracted significant media coverage and has led to an increase in contacts from consumers with disabilities.

CC raised public awareness of passengers’ rights under the Access to Air Travel regulation. 

A number of positive changes have been implemented by various airports and airlines because of our work on Access to Air travel.  The CC policy work will improve the services provided to disabled passengers at both local and national level.   

Following site visits at each of Northern Ireland’s airports the CC and Inclusive Mobility and Transport Advisory Committee (IMTAC) have produced an assessment report outlining the progress each airport has made in relation to meeting the requirements of the Access to Air Travel Regulations.  The report highlighted issues raised by consumers during the site visits and provided airports with recommendations on how to improve the service offered to passengers.   This will now be carried out annually.
	· 5000 copies distributed across Northern Ireland.
Beneficiaries

· Consumers with disabilities and disability specialist groups;
Beneficiaries

· Consumers with disabilities and mobility needs and disability specialist groups;
· CC informed over 300,000 consumers on the rights of passengers with a disability or reduced mobility when travelling by air through advertorials featured in the main regional newspapers. (Based on reader numbers of 302,061).
· CC received 186 enquiries and complaints regarding the Access to Air Travel Regulation.  


	Local

	Broker corporate approach to engage with consumers via consumer panels and to inform the development of CC policy and ability to respond to consumer opinion.  
	Run a consumer panel with people with disabilities and their representative groups to discuss vulnerability registers of utility companies, banking needs and cash machine access.  

	It helped the CC to represent the needs of consumers with disabilities and influence utility providers and regulators.

	
	Implement strategy to empower all consumers and enhance their skills to take control and meet cost of living challenges in ever changing economy.   
	Gave 5 talks to people with disabilities or representative groups.  

	Developed robust links with disability specialist groups and their users.


2(b) What training action measures were achieved in this reporting period?

	
	Training Action Measures
	Outputs
	Outcome / Impact 

	1
	Meet equality commitments including delivering training, screening policies, ensuring continued consultation and annual reporting.

	· 14 CC staff undertook policy training which included the implications for equality screening on the policy cycle process (including the two disability duties). 

· 7 staff did equality and diversity training which included training in the two new disability duties.


	· Training provided including the two new disability duties.




2(c) What Positive attitudes action measures in the area of Communications were achieved in this reporting period?

	
	Communications Action Measures
	Outputs
	Outcome / Impact 

	1
	Successfully implement and embed the requirements of the Access to Air Travel Regulations.  Work with passengers, airports and airlines to ensure implementation and monitoring of regulations.


	· CC informed over 300,000 consumers on the rights of passengers with a disability or reduced mobility when travelling by air through advertorials featured in the main regional newspapers. (Based on reader numbers of 302,061).

	CC raised public awareness of passengers’ rights under the Access to Air Travel regulation. 




2 (d) What action measures were achieved to ‘encourage others’ to promote the two duties:

	
	Encourage others Action Measures
	Outputs
	Outcome / Impact 

	1
	Successfully implement and embed the requirements of the Access to Air Travel Regulations.  Work with passengers, airports and airlines to ensure implementation and monitoring of regulations.


	Ongoing audit of provision of assistance to people with disabilities and reduced mobility

	Assisted the three airports in their continued implementation of and all the airports in Northern Ireland, under the Access to Air Travel regulation.   


2 (e) Please outline any additional action measures that were fully achieved other than those listed in the tables above:

	
	Action Measures fully implemented (other than Training and specific public life measures)
	Outputs
	Outcomes / Impact 



	1
	N/A
	
	


3. Please outline what action measures have been partly achieved as follows:

	
	Action Measures partly achieved
	Milestones
 / Outputs 
	Outcomes/Impacts
	Reasons not fully achieved

	1
	N/A

	
	
	


4. Please outline what action measures have not been achieved and the reasons why?
	
	Action Measures not met
	Reasons

	1
	N/A

	


5. What monitoring tools have been put in place to evaluate the degree to which actions have been effective / develop new opportunities for action?

(a) Qualitative

· Feedback at consumer panels with disability specialist groups or their users; and
· Feedback from people with disabilities on key policy issues affecting them at events, talks and exhibitions.
(b) Quantitative

Systems set up are already effective

· QA/Complaints Reporting Development Plan  

· Staff Policy Research Forum

· Education Section Records 

· Operational Report/ Work Programme

6. As a result of monitoring progress against actions, has your organisation either:

· made any revisions to your plan during the reporting period or 

· taken any additional steps to meet the disability duties which were not outlined in your original disability action plan / any other changes.

 Please delete:   Yes / No
If yes please outline below:

	
	Revised/Additional Action Measures
	Performance Indicator
	Timescale

	1
	
	
	


7. Do you intend to make any further revisions to your plan in light of your organisations annual review of the plan?  If so, please outline proposed changes?

No.

Signed by:




_____________________



Chief Executive
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� Outputs – defined as act of producing, amount of something produced over a period, processes undertaken to implement the action measure e.g. Undertook 10 training sessions with 100 people at customer service level. 


� Outcome / Impact – what specifically and tangibly has changed in making progress towards the duties? What impact can directly be attributed to taking this action? Indicate the results of undertaking this action e.g.  Evaluation indicating a tangible shift in attitudes before and after training.


� National : Situations where people can influence policy at a high impact level e.g. Public Appointments


� Regional: Situations where people can influence policy decision making at a middle impact level


� Local : Situations where people can influence policy decision making at lower impact level e.g. one off consultations, local fora.


� Milestones – Please outline what part progress has been made towards the particular measures; even if full output or outcomes/ impact have not been achieved.





PAGE  
1

