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 EqIA
	

Equality Impact Assessments (EqIA)

Screening Tool to decide if an EqIA is needed 
 
1. What is your Service Area and Directorate? 

	
	
	

	Service area:       health board wide
	
	
	


Directorate:     Corporate
	Name of Initiative:                   Implementation of the (2026) Listening to People (LTP) –Complaints, Incidents and Redress Process


	
	
	



2. What initiative are you screening for relevance to equality? 

	New Service  
	

	Service Review  
	

	Service change  
	xxxx


	Strategy 
	

	Policy  
	x

	Project  
	x

	Care pathway  
	

	Financial decision/ 
	

	Efficiency saving
	



 







3. Please give a brief description of the initiative including the aims, objectives, who will be affected and what you are trying to achieve
 
	The Listening to People programme introduces a revised standardised and integrated framework for managing concerns[footnoteRef:2], incidents and redress across Swansea Bay University Health Board. It is in response to the National Health Service (Wales) Concerns, complaints and redress (arrangements) Regulations (amended 2025) and the associated published Welsh Government guidance. It aligns and updates the previous Putting Things Right process so that complaints, Duty of Candour, incident management and redress processes are in a single modernised organisational approach designed to improve accessibility, compassionate communication and organisational learning. [2:  For the purposes of this EQIA the terms concerns refer to concerns, patient safety incidents and complaints] 





4. What does the initiative mainly relate to? 

	Direct frontline service delivery e.g. face to face contact with service users  
	x

	 The Listening to People framework introduces Listening Conversations between patients, families and healthcare staff following concerns, complaints or incidents. These conversations involve direct engagement with service users and are designed to provide compassionate, trauma-informed discussions about their experiences, agree investigation scope and timelines, and support early resolution where appropriate.
Clinical teams, investigators operational leaders and patient experience staff will therefore have direct interactions with patients and families as part of the concerns process.





	Indirect front line service delivery e.g. support service provided at a distance
	x

	The initiative also involves indirect service delivery through corporate concerns teams, service group governance teams and the proposed single point of access model. These teams provide telephone, digital and written support to patients and families raising concerns, sharing investigations and provide specialist advice to clinical services and oversight and assurance of the process.
Although these staff may not always interact face-to-face with patients, their work directly supports patient-facing services and influences how concerns are managed, investigated and resolved.




	Indirect back room service delivery e.g. support service with no patient contact
	

	Please explain why       




5. Would this initiative be delivered in partnership with other public sector partner organisations or contractors? 
````Yes 	 	x 	 	 	No 	 	 
The initiative will involve partnership working with advocacy providers, the patient voice organisation Llais, primary care contractors, independent sector providers and Welsh Government programmes.






6. What is the potential impact on the following groups of people including patients or the wider community?  

	Group 
	High Negative 
	Medium Negative 
	Low negative 
	Neutral 
	Positive 
	Unknown 

	Different racial groups 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	x
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment Improved accessibility through a single access point and advocacy support 
	


	Different age groups 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	x
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment Simplified processes improve accessibility for older people and families       
	

	Children 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	x
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment Improved communication and early resolution for families.



	Group 
	High Negative 
	Medium Negative 
	Low negative 
	Neutral 
	Positive 
	Unknown 

	Men, women 
	
	
	 
	
	
	 
	
	
	 
	
	x
	 
	
	
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
: applies equally to all genders








	Group 
	High Negative 
	Medium Negative 
	Low negative 
	Neutral 
	Positive 
	Unknown 

	People with disabilities 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
Regulations include consideration of accessibility reasonable adjustments and advocacy pathways

	Different religions or beliefs 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	X
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
Compassionate engagement respects cultural needs

	Different sexual orientations 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
Inclusive communication standards.

	Gender reassignment 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
No differential impacts identified

	


Welsh language speakers 
	
	
	 
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
Active offer of Welsh language communication





	Group 
	High Negative 
	Medium Negative 
	Low negative 
	Neutral 
	Positive 
	Unknown 

	Pregnant women/women who have recently given birth to children 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
Improved communication following maternity concerns

	Marital or civil partnership status 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
No differential impacts

	Carers 
 
 
 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment  
clearer routes for carers raising concerns     

	 
Different socio-economic groups 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
 
Simplified access and advocacy support



7. What is the potential impact on staff? 

	Staff Group 
	High Negative 
	Medium Negative 
	Low negative 
	Neutral 
	Positive 
	Unknown 

	 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment   - staff will benefit from clearer governance processes, structured training on compassionate communication and clearer expectations around managing concerns and Duty of Candour. however, there is significant training and changes in the way staff work and operate, and this is unsettling and requires adaptation and adjustments. There is also a supervision requirement for those undertaking listening conversations. 



8. What is the potential impact on the Human Rights of individuals and in particular to the principles of: 

	Principle  
	High Negative 
	Medium Negative 
	Low negative 
	Neutral 
	Positive 
	Unknown 

	Dignity 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
Listening conversations promote respectful engagement

	


Respect 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
Compassionate communication standards strengthened

	Fairness 
	
	
	 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
Standardised organisational processes



	Principle  
	High Negative 
	Medium Negative 
	Low negative 
	Neutral 
	Positive 
	Unknown 

	Independence 
	
	
	 
	
	
	 
	
	
	 
	
	X
	 
	
	
	 
	
	
	 

	
	Please describe what existing evidence you have for your assessment       
Advocacy services remain available



9. How visible is this initiative to the general public? 

High visibility to general public  	 	  X
Medium visibility to general public  	  
Low visibility to general public 	
  
10. Does this proposal identify potential negative impacts?  
Yes 	 	X 	No 	 	  	Unable to decide 	 	 
If yes 
Please explain why. Have you fully mitigated these in your plans? If there are residual issues, you will need to proceed to a full EqIA
The programme implements significant organisational change in the way that concerns are responded to and how people are communicated to. There are substantial training and education needs required to support the implementation of the regulations and the new process supported by the guidance. The coming in to force date is the 1st of April 2026 however the implementation programme is set to run for 9 months before completion.  The Welsh Government  and NHS Performance and Improvement have indicated that organisations are expected to develop the implementation over the first year of operationalisation. The detailed implementation and training plans and strategic implementation board recognise and mitigate these risks.
      

If no  
Please explain why and attach an action plan, if necessary, indicating how you will ensure that you will have enough information to review this decision in the future.  
If unable to decide  
Please explain why and indicate what steps you are going to take to be able to reach a conclusion either way.       
11. Decision 

Full EqIA required  	 	 	Full EqIA not required 	 	x 
12. Sign off 
 
Lead for the initiative: 	Elizabeth Rix – Executive Director of Nursing and Patient Experience 
Signature: 	 									Date:
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