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Swindon Borough Council and NHS Swindon   
Diversity Impact Assessment for Visitor Information Centre move of Location 
& Management Review 

1  What’s it about?                                                                                     Refer to equality groups 

What is it there for? What is it set up to deliver? What is the proposed change? 

The Visitor Information Centre (VIC) is located on Regents Street and delivers tourist information, 

advice and booking facilities for local attractions, events and businesses including conference 

facilities and hotels.  It also provides information for a wide variety of tourist destinations right 

across the UK.  The VIC sells merchandise including souvenirs, maps, postcards, tickets and 

books covering a variety of subjects ranging from local walks to historic attractions.  The VIC also 

provides basic office functions for members of the public such as faxing, photocopying and 

laminating.     

 

The VIC currently operates from 9.15am to 5pm, Monday to Saturday.   

 

The proposal is to move the location of the VIC to the Central Library and deliver a Tourist 

Information service during core hours of 10am to 4pm, Monday to Saturday.  The Central Library 

hours would not be affected by this change. 

 

Tourist information will be accessible to read during the same hours that the Library is open. 

 

This change would reduce the operating costs within the Visitor Information service both in terms 

of property and staffing.  Following the move, we will continue to review the staffing structure to 

establish whether any further efficiencies could be released between the Library and Visitor 

Information Centre with focus on the management structure. 

 

It’s not envisaged this change will discriminate against equality groups. 

 

What potential is there to meet the equality duties?  

Our analysis has shown that 80% of the customer’s that use the VIC walk into the shop and 

browse the information available, collect any free leaflets and walk out without the need to be seen 

by a member of the Tourist Information staff.   

 

This change will mean the Tourist information will be available for people to read during the hours 

that the Library is open 7 days a week, which is an extension of the current service. 

 

Tourist Information staff will be available during our known busy hours of 10am to 4pm but in their 

absence the Library staff will support in any way that they can.   

 

What equality benefits does it create? 

The Central Library is open from 8am to 9pm, Monday to Friday; 8am to 7pm on Saturday; and 

10am to 4pm on Sunday which means Tourist information will be available 7 days a week. 

The change of location to the Library will provide improved access and facilities for disabled 

customers with level access, and close proximity to Bus Stops and Blue Badge Parking.  

Customers with hearing impediments will benefit from the Hearing Loop System in the Library.  

Customers with mobility issues will benefit with the Library having more space to manoeuvre.  It’s 

envisaged staff will benefit from working in the improved environment of the Library. 

 

What are the barriers to meeting this potential? 

We are reducing the core hours that an experienced Tourist Information Officer will be available.  
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We have found the majority of customer contact is between 10am to 4pm.  Consequently, this 

proposal is to provide an experienced Tourist Information Officer in the Central Library during our 

known busy periods 10am to 4pm, Monday to Saturday.   

 

This proposed change is structured to deliver a cost effective provision of service that is shaped 

according to our customer profile. 

 
 

2  Who’s it for?                                                                                           Refer to equality groups 

Who is expected to benefit or use the service (internal/external)? 

All members of the public can use the service during the new operating hours.   

 

What do you know about them (evidence)? 

Customer usage of the current VIC operation demonstrates: 

 

129,000 annual footfall. 

26,000 of those customers deal with a member of staff. 

5,000 customer enquiries take place over the telephone. 

1,000 customer enquiries take place over email. 

 

This demonstrates that 80% of customer’s obtain the information they need without having to 

interact with a member of staff.  The remaining customer’s seek advice about local events, 

attractions and businesses, and purchase souvenirs, books and tickets. 

 

Customer usage of the Central Library demonstrates: 

 

426,000 annual footfall. 

 

The type of interaction that the Library staff deal with include customer’s who are seeking advice 

about library books but also local events, attractions and businesses, and purchase postcards, 

books and recycling sacks.  This demonstrates that the Library is well suited to managing large 

volumes of customers who make similar requests and purchases to the customer profile of the 

VIC. 

 

Who is missing or may find it difficult to use the service? 

No groups identified. 

 

Do you know why? 

N/A. 
 

3  Impact                                                                                          Refer to dimensions of equality 

How will these services be successfully delivered to a diverse group of people? (positive impact) 

Expert Tourist Advice will still be accessible 6 days a week.  Tourist information will now be 

available 7 days a week over extended hours compared to the current service.  Customer will 

disabilities will benefit from level access, and close proximity to Bus Stops and Blue Badge 

Parking.  Customers with hearing impediments will benefit from the Hearing Loop System in the 

Library.  Customers with mobility issues will benefit with the Library having more space to 

manoeuvre. 

 

We do not believe that implementing this proposal will create an adverse impact on the basis on 

age, sex, gender, disability, race, religion, sexual orientation, maternity/pregnancy or civil 

partnership/marital status. 
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Is there any innovative thinking, working or technology that could improve delivery? 

The Council’s website is currently undergoing work to improve the platform on which it operates 

and this in turn will support work that is expected to start on a Corporate Customer Access 

Strategy.   The Access Strategy will review how services can be made more accessible across a 

range of channels including online access. 

 

Is there anything about the way you deliver your service which may stop people getting involved? 

(negative impact) 

There will be less Tourist Information Officers to deliver the service during the core hours and 

consequently this could lead to longer waiting times for some who wish to seek Tourist advice.  

We will also significantly reduce the amount of resource that is promoting UK-wide destinations 

which may impact those people who have previously utilised the VIC to obtain information about 

locations all over the UK. 

 

Is that reasonable? How can it be justified?  How can it be resolved? 

The reduction of resource being spent to promote UK-wide destinations is because we want to 
focus our time and resource promoting more local events, attractions and businesses.  The 
promotion of UK destinations will continue with Travel Agencies in the local area. 
 
The reduction of Tourist Information Officers is in response to identifying operational efficiency and 
a restructure of the core focus of the Visitor Information service.  We have identified a number of 
overlapping aspects of the VIC and Library services and consequently we aim to deliver the 
Tourist Information aspect of the service with the assistance of the Library staff and their 
knowledge. 
 
Moving forward, the proposed Access Strategy will enable each service area to design the delivery 
of their specific service around the needs of the public.  It’s expected this may lead to more access 
to services via more cost effective channels of communication (for example the web), so in the 
future more of the Tourist Information service may be directly accessible from the Council’s 
website making it more accessible to those who suffer with mobility issues. 
 

What consultation has taken place? How has the consultation influenced the service?  
A public consultation has taken place during November and this has been communicated through 
the Council’s website.  We have received a small number of correspondences expressing concern 
regarding the move but we have been able to address their concerns. 
 
 

4  So what?                                                                                  Link to business planning process 

What changes have you identified?  

No equality implications that necessitate change to the proposal. 

 

What will you do now and what will be included in future planning? 

As work on the Access Strategy continues then we will carry out a full DIA on the said strategy.  

Nick Stephenson will be engaged at an early stage of the design process. 

 

When will this be reviewed? 

Review process will be agreed as part of Access Strategy design. 

 

How will success be measured? 

Customer feedback will be monitored to measure impact. 
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For the record 

Name of person leading this DIA – Leon Barrett 

Names of people involved in consideration of impact – Allyson Jordan, Marion Stevens 

Date Completed 31st October 2011 

Name of director signing DIA – Hitesh Patel 

Date DIA signed  

Date approved by corporate group. 
 


