


Integrated Impact Assessment (IIA)
Stage 1 Scoping and Assessing for Relevance

Section 1	Details of the Proposal
A. Title of Proposal:  CASS and Business Support Review

B. What is it?   

C. Description of the proposal: The CASS and Business Support Review aims to deliver a financial saving of £1.2million across the CASS and Business Support teams over a 3 year project. A number of significant changes will be delivered as a result, largely technological solutions to create more efficient ways of working and longer term reduce the number of staff required to deliver the same workload.  Included in the list of technological implementations are: Introduction of a new system to automate the council tax process. A digital agent driven by AI technology which helps customers self serve better therefore reducing the number of enquiries Text messaging technology to chase council tax arrears and reduce debt (income generating) Transcription technologies for meeting minutes and actions to hugely reduce time taken in minute taking amongst Business Support staff This IIA will assess each workstream and determine if any of the projects require a stage 2.

D. Service Area: Revenue and Benefits, CASS
     Department: Resilient Communities

E. Lead Officer: Young, Gillian

F. Other Officers/Partners involved: (List names, job titles and organisations) 
Nicki Tait, Business Support Manager

Michael Curran, Program Manager

G. Date IIA completed: 30/01/2026



Section 2	Will there be any impacts as a result of the relationship between this proposal and other policies?

No

If yes, - please state here

11/12/2025 

No impact - council tax forms will be accessed in the same way, just may be presented differently.

Section 3	Legislative Requirements

3.1 Which groups of people do you think will be or potentially could be, impacted by the implementation of this proposal?  
(You should consider employees, clients, customers / service users, and any other relevant groups).

In considering the impact of your proposal on people with equality characteristics, you should take into account the fact that the Equality Act 2010 covers:
A. Elimination of discrimination (both direct & indirect), victimisation and harassment.  (Will the proposal discriminate? Or help eliminate discrimination?)
B. Promotion of equality of opportunity? (Will your proposal help or hinder the Council with this)
C. Fostering good relations? (Will your proposal help to foster or encourage good relations between those who have different equality characteristics?)
Protected Characteristics:
Please describe the potential impacts, and how any negative impacts could be mitigated. Some negative impacts may not be capable of mitigation, but the proposal as a whole may still be regarded as a proportionate means of achieving its outcomes.  

Age: Older or younger people or a specific age grouping

30/01/2026 

Streamlined digital services may make processes faster and more consistent for all age groups.

Improved customer intelligence and engagement supports tailored communication and support.
Increased shift to digital channels and reduced physical estate may disadvantage older people or anyone less confident with digital access.

Younger people in some staff groups may adapt more readily to new digital processes, potentially widening the experience gap.
Mitigations

Retain supported access channels for those unable to use digital services.

Provide clear guidance, training for all staff to manage the change to new technology and alternative access routes (e.g., assisted digital support
11/12/2025 

No impact - council tax forms will be accessed in the same way, just may be presented differently.

Disability: A physical or mental impairment that has a substantial and long term adverse effect on a person’s ability to carry out normal day to day activities.  This may be visible or invisible, progressive or recurring.

30/01/2026 

Automation and improved design may allow more accessible and flexible service pathways.

Opportunities to build digital services that embed accessibility standards from the start.
Heavy reliance on digital channels may disadvantage customers with visual, cognitive, learning or physical impairments.

Staff with certain disabilities may require workplace adjustments as processes and tools change.
Mitigations

Accessibility testing and compliance checks as part of digital redesign.

Adjustments, training, and tools tailored to staff needs.
11/12/2025 

No impact - those who are unable to complete forms may still access customer support services by telephone or email.

Sex: Women and men (girls and boys)

 30/01/2026 

Greater flexibility created by digital processes can benefit women, particularly those with disproportionate caring responsibilities.
Emphasis on process improvement supporting equal opportunity and good relations.

Reduction in repetitive or manual tasks (via automation) can ease workload in teams that are predominantly female (e.g., Business Support and CASS). Impact on the workforce due to the need to reduce the number of staff across the services - management of this via turnover of staff , creation of new more modern roles , which will support staff opportunities in the organisation should the role they are in change.  Succession planning to plan to the effects of change and people planning.

Training, reskilling, and supported transition into new digital roles to ensure no gender group is disadvantaged as tasks shift

Ongoing consultation and engagement, ensuring women—who make up the majority of affected staff—are fully represented in decision‑making and redesign processes.
Highlighted in discussions about updating the IIA and ensuring equality considerations remain dynamic. 

This is consistent with IIA comments about improved efficiency and role evolution.

More consistent online access routes may help younger service users or families seeking straightforward processes.
Digital access improvements are flagged as a general positive across IIAs
11/12/2025 

Not applicable

Gender Reassignment: Anybody who is proposing to undergo, is undergoing, or has undergone a process (or part of a process) for the purpose of reassigning the person's sex by changing physiological or other attributes of sex.

30/01/2026 

No direct impacts highlighted, but the IIA stresses that improved engagement and customer intelligence will help ensure fair treatment and accessible support for trans customers and staff.

Mitigations

Maintain inclusive communication and safe reporting pathways.
11/12/2025 

Not applicable

Marriage or Civil Partnership: People who are married or in a civil partnership

30/01/2026 

No specific direct impact. - Unless both parties in the relationship could be affected by the impact of change.
11/12/2025 

Not applicable

Pregnancy and Maternity: (refers to the period after the birth and is linked to maternity leave in the employment context. In the non-work context, protection against maternity discrimination is for 26 weeks after giving birth).
Answer: 30/01/2026 

Flexible working and automation can support staff with caring responsibilities.

Better workflow tools may reduce repetitive workload and enable improved work–life balance.
Any reduction in physical contact channels may create barriers for customers who feel safer or more comfortable with face‑to‑face interactions.

Disproportionate impacts are possible in predominantly female workforces (Business Support is typically female‑dominated).
Mitigations

Equality‑sensitive workforce planning.

Continued hybrid and flexible working arrangements.
11/12/2025 

Not applicable


Race: including colour, nationality, ethnic origins, including minorities (e.g. gypsy travellers, refugees, migrants and asylum seekers)

30/01/2026 

Digital-first approaches may disadvantage individuals for whom English is not their primary language.

Reduced in‑person contact reduces opportunities for bespoke support.
Mitigations

Provide translation and interpretation support embedded into digital channels.

Maintain access routes for customers who need person‑to‑person support.
11/12/2025 

Not applicable

Religion or Belief: different religious or philosophical beliefs, customs (including atheists and those with no aligned belief) e.g. Christianity, Islam, Hindu, pacifism, vegetarianism, gender critical.

30/01/2026 

No direct impacts identified; however, the shift to self‑service and digital channels may intersect with cultural expectations around communication or gender.

Mitigations

Continue culturally aware communication practices.
11/12/2025 

Not applicable

Sexual Orientation: e.g. Lesbian, Gay, Bisexual, Heterosexual

11/12/2025 

Not applicable



3.2	Fairer Scotland Duty
This duty places a legal responsibility on Scottish Borders Council (SBC) to actively consider (give due regard) to how we can reduce inequalities of outcome caused by socioeconomic disadvantage when making strategic decisions.
The duty is set at a strategic level - these are the key, high level decisions that SBC will take.  This would normally include strategy documents, decisions about setting priorities, allocating resources and commissioning services.
Is the proposal strategic? 
Answer: No
If No go to Section 4
If Yes, Please describe the potential impacts, and how any negative impacts could be mitigated. Some negative impacts may not be capable of mitigation, but the proposal as a whole may still be regarded as a proportionate means of achieving its outcomes.  

Low and/or No Wealth: enough money to meet basic living costs and pay bills but have no savings to deal with any unexpected spends and no provision for the future.



Material Deprivation – being unable to access basic goods and services i.e. financial products like life insurance, repair/replace broken electrical goods, warm home, leisure and hobbies



Area Deprivation – where you live (e.g. rural areas), where you work (e.g. accessibility of transport), see rural proofing guidance



Socio-economic Background – social class i.e. parents’ education, employment and income



Care experienced people
Answer: 


Carers paid and unpaid including family members



Homelessness



Addictions and substance use



Those involved within the criminal justice system





3.3 Consumer Duty
This duty places a legal responsibility on Scottish Borders Council (SBC) to have regard to the matters listed below. 
This applies to strategic matters so only complete this section if you have marked “Yes” in Section 3.2 
How will the proposal impact on users or potential users of the service? E.g. Will the proposal affect the way in which people can access services, will it improve the range of choice accessible to service users, will it improve or hinder access to information for service users?



If there are any negative impacts, do you intend to mitigate these and, if so, how?



3.4 Armed Forces Covenant Duty (Education and Housing/ Homelessness proposals only)
This duty places a legal responsibility on Scottish Borders Council (SBC) to actively consider (give due regard) to the three matters listed below in Education and Housing/ Homelessness matters. 
This relates to current and former armed forces personnel (regular or reserve) and their families. 
Is the Armed Forces Covenant Duty applicable? 

No

If Yes:
For each of the following Covenant Duties, You should cover these two points:

The unique obligations of, and sacrifices made by, the armed forces; 
The MOD Statutory Guidance gives the following examples – Link for this can be found here: MOD Statutory Guidance
· Danger
· Geographical Mobility
· Separation from Family
· Service Law
· Unfamiliarity with Civilian Life
· Hours of Work
· Stress
How is the proposal impacted by the following principles?

If there are any negative impacts, do you intend to mitigate these and, if so, how? 
Some negative impacts may not be capable of mitigation, but the proposal as a whole may still be regarded as a proportionate means of achieving its outcomes.



The principle that it is desirable to remove disadvantages arising for Service people from membership, or former membership, of the armed forces;
How is the proposal impacted by the following principles?

If there are any negative impacts, do you intend to mitigate these and, if so, how? 
Some negative impacts may not be capable of mitigation, but the proposal as a whole may still be regarded as a proportionate means of achieving its outcomes.



The principle that special provision for Service people may be justified by the effects on such people of membership, or former membership, of the armed forces.
How is the proposal impacted by the following principles?

If there are any negative impacts, do you intend to mitigate these and, if so, how? 
Some negative impacts may not be capable of mitigation, but the proposal as a whole may still be regarded as a proportionate means of achieving its outcomes.





3.5 UN Convention on the Rights of the Child (UNCRC)
Scottish Borders Council (SBC) has a duty not to act, or fail to act, in a manner incompatible with the requirements of the UNCRC.
This only applies to certain matters, where SBC is acting under:
· An Act of the Scottish Parliament.
· Regulations made under an Act of the Scottish Parliament.
· A general (common law) legal duty.

Is the UNCRC Duty applicable? 

No

If “Yes”, please complete below
If you have answered yes for any of the Articles, please specify whether it is positive, negative or neutral, the nature of the impact, as well as any mitigations put in place if the effect is negative.  Some negative impacts may not be capable of mitigation, but the proposal as a whole may still be regarded as a proportionate means of achieving its outcomes.  

Which of the General Principles of the UNCRC are engaged? 
Non-discrimination (Article 2) 

Impact: 
 

Best interests of the child as a primary consideration (Article 3) 

Impact: 


Right to life, Survival and Development (Article 6)

Impact: 


Right to be heard (Article 12) 

Impact: 


Other:

Impact: 



Section 4 	Full Integrated Impact Assessment Required
Select No if you have answered “No” to all of Sections 3.1 – 3.5.

No

If a full impact assessment is not required briefly explain why there are no effects and provide justification for the decision.

Council Tax Automation: The new system implementation will not affect customers particularly as the process will be the same for them. The forms may have a slightly different look than previously, clients will otherwise be completing the forms in the current process or have the option to call/email customer service as usual.  For staff there will be improvements in process through more automation and less manual handling. Overall the system should provide efficiencies in ways of working, which should result in a positive experience for the customer as staff will have more time to focus on higher need clients. Given the changes are not going to impact customers or staff negatively it is agreed that a full IIA would not be necessary for the council tax element of the project.
AI automation - would not require a Stage 2 IIA where the Stage 1 assessment identifies no significant or disproportionate impacts on any protected characteristic groups, and where appropriate safeguards, accessibility measures, and escalation routes are already built into the design. The AI specifications and automation proposals reviewed include clear guardrails, GDPR‑compliant data handling, accessibility features, bias‑mitigation mechanisms, and human‑in‑the‑loop controls, ensuring that service users and staff are not adversely affected by the change. Because the automation merely streamlines existing processes rather than altering eligibility, entitlements, or access to services—and because alternative non‑digital routes and support remain in place - staff will communicated with, roles , adapted to prepare for flexibility and managed through staff turnover.
Co-pilot/ Magic Notes  The introduction of Microsoft Copilot and Magic Notes does not require progression to a Stage 2 IIA because initial testing has shown no evidence of disproportionate or negative impacts on any protected characteristic groups. The tools simply enhance existing transcription and summarisation processes by reducing the time required for minute‑taking and supporting staff to handle complex information more efficiently, without altering access to services, eligibility, or decision‑making pathways. Both technologies operate within established accessibility, security, and ethical guardrails already built into the wider AI specifications, including transparency, GDPR compliance, bias‑mitigation measures, and human‑review controls. Supported access routes and traditional methods of minute‑taking remain available, meaning no group is disadvantaged by their introduction. As the change is operational and low‑risk, enhances staff efficiency, and maintains service equity, a full Stage 2 evidence‑gathering assessment is not required. As with all of the above the staff will be communicated, trained and developed to embrace the changes and roles will develop flexibly to ensure that any efficiency in reduction in resources is managed through STA.

Signed by Lead Officer: Young, Gillian
Designation: Customer Advice & Support Manager
Date: 12/02/2026
Counter Signature Director: Craig, Jenni
Date: 12/02/2026



     

