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Workplace	Equality	Index	Application
Created:	18/07/2019	•	Last	updated:	15/08/2019

Please	choose	the	option	that
best	describes	your	organisation:

A.	Public	or	third	sector	with	service	users

9A.1	In	the	past	3	years,	has	the
organisation	examined	the
service	user	journey	to	ensure
there	are	no	barriers	to	access
for	LGBT	people?

GUIDANCE:	This	should	be	a	formal
mapping	process	of	the	touch	points	of
the	service	user	and	the	service.
	

No

Routing	question	Section	9

Section	9:	Clients,	Customers	and	Service	Users

This	section	comprises	of	between	3 5	questions	and	examines	how	the	organisation	engages	with
clients,	customers,	services	users	or	partners.	This	section	is	worth	8.5%	of	your	total	score.

In	order	to	begin	this	section,	choose	which	sector	best	describes	the	organisation	below.

Clients,	Customers	and	Service	Users:	PS	SU	P1

Public	or	third	sector	with	service	users



2	/	5

9A.3	Has	the	organisation
consulted	with	LGBT	service
users	in	the	past	3	years	to	tailor
the	services	to	their	needs?

GUIDANCE:	The	consultation	should
have	involved	all	LGBT	identities.
	

Yes

9A.2	Does	the	organisation	collect	LGBT	monitoring	information	for	service	users	to
allow	for	the	following	analysis?	Tick	all	that	apply.

Tick	all	that	apply

GUIDANCE:	You	should	demonstrate	how	you	collect	the	data	and	how	it	is	analysed.
	

A.	Assess	whether	LGBT	people	are	accessing	your	services

Describe	the	options	selected:

A.	Assess	whether	LGBT	people	are
accessing	your	services:

Acas'	Helpline	provides	free	and	impartial	advice	about
employment	rights	and	rules,	best	practice	or	you	may	need
advice	about	a	dispute.	

Although	Helpline	call	handlers	do	not	ask	callers	for	any
data	relating	to	there	identity	for	example	gender,	ethnicity,
sexual	orientation.	They	do	record	they	type	of	query.	For
example	if	the	caller	has	a	query	in	relation	to
discrimination,	the	call	handler	will	record	what	type	of
discrimination,	for	example	sexual	orientation	or	gender
identity.	

We	are	then	able	to	run	reports	to	enable	us	to	establish	the
type	of	queries	we	receive,	and	then	break	these	down	via
the	protected	characteristics	as	per	the	Equality	Act

Upload	analysis	reports	for	option	A:

please	be	aware	only	one	file	is	allowed	per	answer

Clients,	Customers	and	Service	Users:	PS	SU	P2
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Complete	the	following.	Please	include	specific	dates	or	time	periods.

A.	Describe	the	consultation	process: Our	training	team	at	the	Nottingham	Office	has	developed	a
gender	identity	in	the	workplace	training	course.	

This	was	done	in	consultation	with	the	civil	service	a:gender
network.
a:gender	is	the	inclusive	support	network	for	staff	in
Government	Departments	and	Agencies,	covering	all	aspects
of	gender	reassignment,	gender	identity,	gender	expression
and	Intersex.

Our	Nottingham	Training	team	spoke	to	a:gender	about	the
training	and	they	advised	what	changes	needed	to	be	made
in	order	for	the	content	to	be	more	inclusive	from	a	gender
identity	perspective.

These	conversations	with	a:gender	occurred	throughout
2018.	

In	addition,	the	Nottingham	training	team	attended	an
Eversheds/a:gender	event	in	Birmingham	which	took	place
on	January	16th	2019.	

The	information	that	was	learnt	at	this	event	was	extremely
useful	in	devising	the	gender	identity	in	the	workplace
course.	

The	Nottingham	training	team	also	met	with	former
Stonewall	Executive	Director	 	who	shared	his
views	of	the	course.	

B.	Describe	the	outcome	and	how
services	were	tailored	to	the	needs	of
LGBT	people:

The	training	was	amended	as	a	result	of	the	consultation
with	a:gender.

9A.4	What	percentage	of	frontline	employees	have	been	trained	on	reducing	bias	and
discrimination	towards	LGBT	service	users?

Select	the	completion	rate	for	the	training

GUIDANCE:	The	training	should	reach	as	many	frontline	employees	as	possible.	Training	content	should
explicitly	mention	examples	of	discrimination	and	bias	towards	LGBT	service	users.	Content	should	also
include	the	steps	frontline	employees	can	take	in	eliminating	this	discrimination	and	bias.	Examples	of
content	you	could	upload	are	case	studies,	e learning	screenshots	or	powerpoint	presentations.
	
A.	76	 	100	per	cent
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Describe	how	you	estimate	completion	rates:

Acas	colleagues	have	worked	with	their	delivery	department	to	ensure	that	all	front	line	operational
colleagues	have	been	given	face	to	face	training	on	reducing	bias	and	discrimination	towards	all	groups
including	LGBT+	Service	users.	

Acas	received	a	very	public	complaint	at	a	conference	in	2018	in	relation	to	the	poor	advice	they	have
received	on	gender	identity	via	our	helpline.	The	D&I	team	within	Acas	were	able	to	convince	their
delivery	colleagues	to	carry	out	this	training	as	a	result	of	our	obligations	under	the	Public	Sector	Equality
Duty.	Our	delivery	colleagues	were	persuaded	in	large	part	due	to	the	complaint	that	we	have	received.	

As	the	course	was	mandatory	we	worked	internally	with	our	national	operations	team	and	front	line
delivery	managers	to	release	front	operational	staff	to	attend	this	course.	This	course	was	given	the	title
	'Understanding	our	diverse	customer	needs'.	

We	delivered	a	more	concise	face	to	face	session	for	our	helpline	and	Early	Conciliation	staff	which	was
lasted	three	hours.

We	delivered	a	4.5	hours	face	to	face	to	our	more	senior	Conciliation	staff.	This	was	because	the	relations
they	build	with	their	customers	last	for	a	much	longer	period	of	time	as	there	will	be	an	ongoing	case	and
they	are	trying	to	resolve	dispute	between	different	parties.	Whereas	our	helpline	staff	will	only	be
dealing	with	customers	on	a	call	by	call	basis	and	is	not	linked	to	an	ongoing	case.	If	the	same	customer
were	to	call	back	(as	calls	are	routed	nationally	it	is	very	unlikely	the	customer	would	be	speaking	to	the
same	helpline	adviser).

Describe	the	format	of	the	training	and	the	content	you	have	uploaded:

The	training	is	face	to	face	in	nature	and	explains	trend	analysis	of	our	services	over	the	past	years.	This
is	broken	down	by	volumes	and	proportions	for	each	of	the	protected	characteristics	including	gender
reassignment	and	sexual	orientation.	

This	data	is	then	presented	to	staff	to	explain	how	often	they	are	dealing	with	diverse	customers.	This
provides	the	context	and	evidence	base	of	our	interactions	with	our	different	service	users	including
those	from	the	LGBT+	community.

The	second	half	of	the	training	goes	through	the	different	protected	characteristics	and	how	we	use	an
array	of	case	studies	on	how	this	could	impact	our	Helpline	advisers	and	Conciliators	in	their	day	to	day
interactions	with	our	different	service	users	(including	those	from	the	LGBT	community).	We	have	also
included	content	on	gender	identity	and	how	this	could	be	presented	as	a	discussion	topic	in	the	working
environment.



5	/	5

9A.5	In	the	past	year,	has	the
organisation	communicated	or
promoted	its	services	as	being
explicitly	LGBT	inclusive?

GUIDANCE:	The	communication	can	be
digital	or	physical.
	

Yes

Upload	training	content:

please	be	aware	only	one	file	is	allowed	per	answer

Upload	training	content:

please	be	aware	only	one	file	is	allowed	per	answer

Describe	the	reach	of	the	communication.	Please	include	specific	dates	or	time
periods.

Yes	 	we	issued	a	flyer	and	tweets	during	our	presence	at	Nottingham	and	Norwich	Pride	w/c	27	July.	This
highlighted	four	times	of	discrimination	within	the	protected	characteristic	of	gender	reassignment	under
the	Equality	Act	2010.

They	are:	Direct	Discrimination	|	Indirect	Discrimination	|	Harassment	|	Victimisation

Upload	an	example	communication:

please	be	aware	only	one	file	is	allowed	per	answer




