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Executive summary

This document builds on our 2018 People and Equality 
Impact Assessment (PEIA) and captures the lessons 
we’ve learned, the action we’ve already taken and 
the further action we plan to take. We’re totally 
committed to supporting people and we want to make 
sure we’re doing all we reasonably can to help our 
colleagues. Through our programme-level working 
group, including trade unions and staff network 
representatives, we’ll continue to identify new impacts 
and to monitor and take action to minimise both 
these and existing impacts as they evolve. We also 
remain committed to updating and publishing our PEIA 
document annually. 

Main findings this year
In 2015, we said that, across the UK, we expected around 90% of colleagues 
at that time would either be able to move to a regional centre or see out their 
career in an existing HMRC office. Our latest analysis indicates that the final 
percentage will be very close to that figure. 

Our data still shows that the programme isn’t having a less favourable 
(disparate) impact on most groups with protected characteristics but as 
expected with a programme of this size and duration there are some impacts 
which we are seeking to limit. 

Last year, we recognised that however good the flexible working options we 
offer are, if a move to a new location involves a longer journey, then it may 
be more challenging for disabled colleagues and colleagues who work part-time 
or who need to fit travel around caring responsibilities. 

Since last year, we’ve made changes to provide better support to disabled 
colleagues, including providing earlier and more tailored support for people 
with complex needs and developing our inclusive design guide. We know some 
people think that the programme is having a less favourable impact on disabled 
colleagues, however, so far, our data analysis shows this is not the case. We’ll 
continue to monitor the situation closely and take action to minimise any 
impacts as far as possible.
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We’ve improved the migration planning and the data we hold about those 
leaving HMRC by capturing information about caring responsibilities and any 
new or existing reasonable adjustments as part of the one-to-one conversation. 
Our analysis shows a higher proportion of part-time colleagues – particularly 
those over fifty – are leaving HMRC as a result of locations moves. In affected 
offices, part-time females make up 28% of the workforce but 39% of the leavers. 
Part-time males make up 6% of the workforce and 8% of the leavers. This shows 
there is an increased impact on both part-time women and men; and on part-time 
women particularly. 

We know there are many factors that influence people’s decisions about whether 
they can make a move and that the impacts on people vary. Some might be 
able to move with more support, but for some colleagues outside of reasonable 
daily travel, it may mean difficult, life-changing decisions; for some an exit may 
open up the possibility of new opportunities. 

We’ve continued our move to more modern and flexible ways of working, 
improving not only how we work, but how it feels to work in HMRC. We’ve 
updated our technology and policies and launched our smarter working 
programme to help give colleagues and customer groups more choice in 
how, when and where they work. These changes help us better support the 
individual needs of our people, particularly those with caring responsibilities. 
We’re working with departmental trade unions to further develop our thinking 
on flexible working opportunities. 

We still want to do more. Over the next four to six months, we’ll gather more 
evidence to better understand why there’s a less favourable impact on part-time 
women, and whether there’s more we can reasonably do – over and above what 
we’re already doing – to reduce the impact on all colleagues who work part-time 
or have caring responsibilities in the future.

Last year we also said that we would:

• work with customer groups and professions to identify the skills needed 
in regional centres and understand any gaps. This year we set up the new 
Strategic Workforce Planning Steering Group to make sure we have the 
right number of roles and people with the right skills in each location. We 
recognise we have more to do in this area and will keep monitoring this over 
the year to come.

• work with the Construction Industry Council to develop an inclusive design 
accreditation. This year we have continued to implement more inclusive 
working environments and became the first recipients of the Construction 
Industry Council’s ‘Inclusive Environments Recognition’ accreditation for 
helping to raise the bar across the industry.

• develop a detailed understanding of what smarter working means for each 
business area. This year, we’ve involved over 4,000 colleagues in smarter 
ways of working pilots. We’ve delivered over 100 smarter working workshops 
across HMRC. We’ll use the evidence and insight gathered to create the 
smarter working standard we will publish in autumn 2019.

• improve people’s experience of moves to regional centres through our 
employee journey work. This year we’ve used lessons learned from previous 
location moves to make sure our support offer meets our people’s needs, 
including updating and developing policies and processes. We’ve improved 
the way we run one-to-one discussions and we’re putting much more focus 
on earlier HR support and workshops; giving more support to those who 
need it; and avoiding unnecessary bureaucracy for those that don’t by 
enabling them to ‘opt-in’ to move.



Last year, we also recognised that there were different impacts in different 
regions. This year each region has continued to understand, monitor and 
manage local people and equality impacts – feeding this into our overarching 
impact assessment. We’re planning to publish regional PEIAs on our regional 
intranet pages in autumn 2019. 

Delivering our Locations Programme remains a key priority for HMRC and is 
vital to our aspiration to become the world’s leading tax authority. We know 
that realising this aspiration will have a real impact on our people, but overall, 
our analysis shows that the people impacts we’re seeing are in line with 
expectations. There is no evidence of less favourable impacts on most groups 
with protected characteristics. We’re reassured that, so far, there is no evidence 
of less favourable impact on disabled people – and will continue to monitor this. 
We know there is work still to do, particularly to understand the underlying 
causes of less favourable impact on women who are part-time. We’ll do everything 
we reasonably can to support all our people to move, particularly those who 
are part-time or who have caring responsibilities.
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Introduction

HMRC is undertaking one of the biggest organisational 
transformations in Europe. Our goal is to get the tax 
system right for all our customers and become the 
most digitally-advanced tax authority in the world. 
To do that, we’re modernising pretty much every 
aspect of what we do. Everything from the systems 
and technology that we use, to where and how we 
work, through to the skills we have and what we ask 
of our leaders and managers. 
Our transformation will also help us to deliver the efficiency and revenue 
targets we committed to in the 2015 Spending Review – as well as supporting 
the deliverables of Spending Review 2019 and beyond. 

In 2014, we set out our long-term vision for the future, describing how we planned 
to transform over the coming years, including the types of workplaces we need 
for the future. Our Locations Programme is responsible for delivering those 
workplaces – ultimately, we’ll operate from 13 large, modern regional centres 
serving every part of the UK, five specialist sites and a London headquarters. 

We want as many people as possible to stay working with us for as long as 
possible. In 2015, we made a commitment that if someone can get to a regional 
centre, transitional site or specialist site and has the skills we need, or is able 
to develop them, we expect there will be a role for them. That was our 
commitment in 2015 – and it’s still our commitment today. 

To support all our people, we’ve a range of HR policies, processes and support 
networks in place. These include flexible working, workplace adjustments, carers’ 
passports and daily travel assistance. We also have a range of training and 
support in place to develop the skills our people need now and in the future.

We know that some people who would prefer to stay working for us, won’t be 
able to make the journey to the nearest regional centre. We also want to make 
sure that we’re supporting those who will eventually leave HMRC. We’re working 
with other government departments to find roles for colleagues who want to 
stay in the Civil Service as well as providing bespoke support for colleagues at 
risk of redundancy and introducing a range of support, guidance and training – 
including a career development package – to help colleagues seeking new roles.

Soon after the Locations Programme launched in 2015, we published a 
summary of our high-level People Impact Assessment and in 2018 we published 
the initial full PEIA for the programme. These documents identify the potential 
impacts of our move to regional centres on our people and on equality. They 
have helped us to plan how we deliver the programme, while supporting 
people and helping as many colleagues as possible to move with us.
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Aims
The aim of this PEIA is to build on last year’s and provide an update on the 
actions we committed to deliver last year. We also assess the effectiveness 
of our actions to date, capturing further things to enable us to continue to 
reduce, but not totally remove, the potential people and equality risks of the 
programme on our people. 

We are committed to managing people and equality impacts as an ongoing 
process. This PEIA will help us add to the support we’ve already put in place, by 
identifying gaps and additional actions to further support people. It helps us to 
make sure we not only meet the legislative requirements of the Equality Act 
2010 and Section 75 of The Northern Ireland Act 1998, but are considering 
any wider people impacts, for example on part-time colleagues, or those with 
caring responsibilities.

What is a People Equality Impact Assessment?
Public bodies have legal duties to eliminate unlawful discrimination, 
advance equal opportunities and promote good relations between 
people. HMRC uses equality analysis (EA) to consider the effect of policies 
and practices on different groups protected from discrimination by the 
equality legislation. They also improve or promote equality.

EA may identify potential risks or disparate impacts. Disparate impact 
is a legal term that covers the less favourable treatment of a group 
considered to have protected characteristics such as gender or race. 
This means that although public bodies may still implement the decision, 
they should consider what they can do to mitigate impacts of it. In this 
document we have used the term ‘less favourable’ when referring to risks 
or actual disparate impacts. 

HMRC introduced people impact assessments to help us think through the 
implications of change and build mitigating actions into its project plans. 
They are specific to HMRC and were introduced to help us manage change.

There are many similarities between the processes and impacts raised in 
both EA and People Impact Assessments – so we thought it made sense 
to merge both together and produce a consolidated people and equality 
impact assessment (PEIA) for our Location Programme. That way, it gives 
us the fullest possible picture of impacts to help us take action 
to minimise them.
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HMRC workforce plans
Today, we have just under 59,000 full time equivalent (FTE) colleagues, up 
from 57,000 FTE in 2015. This increase has been driven by a number of factors, 
such as extra funding to tackle non-compliance and tax evasion, changes to 
workforce plans relating to the rollout of Universal Credit, plus additional 
resource to help us prepare for EU Exit.

Right now, we expect HMRC will have just under 59,000 FTE at the end of 
2020-21, although this will depend on the eventual number of people we take 
on to support EU Exit. 

In 2015, we said that we expected around 90% of colleagues at that time would 
either be able to move to a regional centre or see out their career in an existing 
HMRC office. Our latest analysis, which includes the results of the early one-to-
ones, indicates that from that 2015 baseline, the final percentage will be very 
close to that figure. However, this is an overall UK figure and will vary office by 
office and people’s personal circumstances, which won’t be fully known until all 
one-to-ones have been completed. 

Workforce numbers aren’t static. Although our overall locations strategy 
remains the same, we’ve been careful to build in flexibility as we’ve acquired 
each building. Our decision to have transitional sites and to keep some offices 
open for longer, also gives us flexibility.
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What we’ve done 
since 2018

Since July 2018, we’ve continued to monitor and 
manage people and equality impacts closely. We’re 
developing equality impact assessments for each 
regional centre and working with stakeholders to 
manage the particular local risks that have been 
identified. We’ve also worked with trade unions and 
colleague support networks who have provided key 
insight into potential issues.
This updated PEIA reflects that work. It includes input from the consultations 
we’ve carried out, lessons learned from one-to-ones, the experiences of our 
early moves and the experience of developing project-level PEIAs.

We’ve separated internal and external impacts and included a critical assessment 
and red-amber-green (RAG) rating of our mitigating actions in the tables at the 
end of this document. We want to be absolutely transparent about the potential 
impacts on individual groups, our assessment of the actions we’ve taken in 
response and where we believe further work is still needed. We’ll continue to 
review our actions and embed lessons learned throughout the delivery of 
the programme.

Our data still shows that the programme isn’t having a less favourable impact 
on most groups with protected characteristics.

To give you an overview of that detail, since 2015 we’ve held more than 
13,000 one-to-ones (as at the end of May 2019) for people moving offices and 
improved our policies and processes over this time, such as: 

• amending our daily travel assistance (DTA) policy and reasonable daily travel 
rules and guidance to provide increased support to colleagues

• increasing DTA payable to colleagues in line with inflation 

• running a ‘Help to move’ trial to support colleagues facing more 
difficult journeys

• updating and maintaining regional centre intranet pages, including travel 
pages, to support people in making decisions

• amending how we run one-to-ones, helping people to ‘opt in to move’ and 
collating better data on reasonable adjustment requirements and caring 
responsibilities to help us understand any less favourable impacts, particularly 
on female part-time colleagues and how we can better support them

• providing better guidance and support on the one-to-one process for 
colleagues, managers and decision-makers

• training managers in change management to better support people 
through change.
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Other key activity during this period includes:

• launching a smarter working programme to support the development 
of smarter ways of working for HMRC

• updating our remote working policy to encourage colleagues and to consider 
more flexible working options

• setting up eight test and learn areas, which more than 8,000 colleagues 
have visited or worked in – with five more planned to open later this year 
to help people familiarise themselves with the regional centre locations, 
working environments and furniture and to inform their reasonable 
adjustment requirements

• updating our approach to inclusive design and being recognised by the 
Construction Industry Council for our work in this area, including our updated 
inclusive design guide, that’s setting the standard across the industry

• rolling out a new reasonable adjustment process that captures complex 
needs of disabled colleagues much earlier, so we can alter our design of 
regional centres to be much more inclusive and meet their needs

• providing support for colleagues who are unable to move with us – working 
with other government departments to find roles for those who want to stay 
in the Civil Service as well as providing bespoke support for colleagues at risk 
of redundancy and introducing a range of support, guidance and training – 
including a career development package – to help colleagues seeking new roles.

We’re beginning to see the benefits of our Locations Programme become the 
everyday reality for our people.

Colleagues who’ve moved into our Croydon and Canary Wharf locations are 
reporting high satisfaction with the building, estates services and IT – feeling 
more respected in the workplace. We’ve seen an increase in our people’s 
engagement and colleagues can now work more flexibly and collaboratively. 
We also have some evidence of colleagues needing to travel less. 

We still have more to do to maximise the benefits that regional centres offer 
and we’re working hard to help our people get ready for some of these changes 
before their moves to regional centres.

To make sure that colleagues are prepared for the move to regional centres and 
can make informed decisions, we’ve been working with customer groups to:

• help colleagues understand the new regional centre environments by 
providing test and learn areas across the regions

• give colleagues the opportunity to test their journey to the regional centre

• pilot remote working, including increasing the use of digital collaboration 
tools – such as Office 365.
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Updating the PEIA:  
further work

Data from colleagues leaving HMRC as part of exit 
schemes shows a higher proportion of part-time 
female colleagues – particularly those over fifty – 
leaving HMRC as a result of locations moves. 
Overall, in the affected offices, part-time females make up 28% of the colleagues 
based there, but 39% of the leavers. Part-time males make up 6% of the 
colleagues based there, but 8% of the leavers. So we’ve seen an increased 
impact on both part-time women and men; and a less favourable impact on 
part-time women particularly. 

We’ve made changes to how we run one-to-ones so that they now capture 
information about caring responsibilities and new or existing reasonable 
adjustments. But this isn’t as yet providing enough information to help us 
analyse the detailed reasons why this might be happening – to help us make 
the right changes.

We know there are many factors that influence people’s decisions about whether 
they can make a move, right up until they accept an exit. We understand that 
the impacts on people vary. Some might be able to move with more support, 
but for some colleagues outside of reasonable daily travel, it may mean 
difficult, life-changing decisions; for some an exit may open up the possibility 
of new opportunities. 

We’ve continued our move to more modern and flexible ways of working, 
improving not only how we work, but how it feels to work in HMRC. Over the 
past year, we’ve updated our technology and policies, launched our smarter 
working programme to help give colleagues and customer groups more choice 
in how, when and where they work. By doing this we can better support the 
individual needs of our people, particularly those with caring responsibilities. 
We’re also working with departmental trade unions to further develop our 
thinking on flexible working opportunities. However, we still want to do more 
to support part-time workers and those with caring responsibilities where that 
is reasonably practical. 
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Over the next four to six months we plan to gather more data and evidence 
to better understand why there is a less favourable impact on part-time women, 
and whether there is more we can reasonably do – over and above what we’re 
already doing – to reduce the impact on all colleagues who work part-time 
or have caring responsibilities in the future. 

We know that some colleagues continue to think the programme is having 
a less favourable impact on disabled colleagues. We’re reassured that, so far, 
our data analysis indicates this is not the case. We’re not complacent though 
and will continue to take action to minimise any impacts as far as possible.

In addition, we recognise we have more to do to identify the skills needed in 
the future regional centres and to understand any gaps. We’ll continue to drive 
work to make sure we’re taking the steps we need to have the right number of 
roles and people with the right skills in each regional centre location and we’ll 
keep monitoring this over the year to come.
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How inclusive design supports 
a great place to work

We want our regional centres to be places where 
everyone feels welcome. That means making our 
new buildings inclusive and accessible in their design 
and the way they operate. All of our regional centres 
are being designed so they create an inclusive 
environment from the outset, rather than bolting 
on accessible features. 
Last year we said that all our regional centres will achieve a Building Research 
Establishment Environmental Assessment Method (BREEAM) rating of excellent 
(new build) or very good (where we’re refurbishing a building) meaning they 
will be healthy, sustainable working environments that support wellbeing. 

We’re using industry best practice in the workplace design, including modern 
technology and installing the digital infrastructure we need for digital solutions 
that allow more flexible working options. 

As the Locations Programme impacts everyone in HMRC, we understand how 
important it is that we manage these impacts effectively and sensitively. It 
matters to us that we’re doing all we reasonably can to reduce them. To make 
sure our regional centres are inclusive as they can be, our regional centres will 
also have: 

• enhanced and accessible furniture, using height-adjustable desks and 
ergonomic chairs that will meet a much wider range of needs

• building signage that’s more accessible by using tactile signage and graphics 
as well as text 

• better quality of heating, lighting, ventilation and acoustics, providing 
a much more comfortable working environment 

• personalised security access, meaning that our internal access control gates 
will be open for longer for colleagues who need extended entry time

• different height kitchen work surfaces, print hubs and cloakroom facilities

• reflection space for people to pray, meditate or simply use as a quiet space

• space for nursing mothers 

• gender-neutral washrooms as well as gender-specific washrooms 

• wellbeing rooms to promote and support our wellbeing agenda

• dedicated toilet areas for assistance dogs

• areas where visual and tactile distractions are minimised.

All this is underpinned by our inclusive design guide, which is the first in the UK 
to be accredited by the Construction Industry Council.
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Case studies

Everyone in HMRC will experience the work of 
the Locations Programme in some way. We asked 
colleagues whose offices have closed, are due to close, 
or who provide support during the process, to share 
their personal thoughts and experiences. 

A tale of two test and learn experiences
“I’m a parent who works part-time. I recently trialled the test and learn in 
Leeds over three days. I trialled the journey on two days by train travelling 
from Bradford Moor to Castle House, Leeds. There were no issues with the 
train. It got me there on time.

I also trialled the journey by bus too. The bus was on time but it was 
surprisingly packed for so early in the morning. On my journey back the bus 
was delayed and took longer to get me home. As I’ve caring responsibilities 
I decided that wouldn’t be ideal.

Testing the journey and working from the test and learn area was very 
beneficial. It helped me decide which public transport is best, what time 
I need to get out of the house in the morning and got a feel for the area 
and what it would be like working in Leeds.”

Sabina Begum, 
Corporate Finance Operations

“
”

Working from the 
test and learn area 
was very beneficial.

“I completed a test and learn week to the Leeds office in April.

I’ve worked in the Sheffield office since 2012 and I currently spend 50 minutes 
to an hour travelling from home to work and back again. I choose to come 
into Sheffield on an early train as it’s less crowded.

Instead, I caught the fast train home from Leeds to Barnsley on both days, 
but at different times. I enjoyed networking with other colleagues in HMRC 
face-to-face and trying the different desks and furniture. But out of the 
whole experience I found the travelling very tiring and I don’t want to 
complete such a long journey on a daily basis.

I’m glad I took the opportunity to visit the test and learn to try out my 
journey, because I’ve been able to make the decision that I don’t want to 
spend three hours per day travelling backwards and forwards to Leeds. 
It’s not for me.”

Christine Arnold, 
Fraud Investigation Service
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Leading the way in inclusive design
“It’s great to see the inclusive design guide (IDG), which sets out the standard 
for all regional centres being published. I was one of the Disability Network 
volunteers who visited Croydon Regional Centre to provide feedback on the 
building a couple of years ago. It’s reassuring to know that our feedback 
was taken on board and working closely with Estates, this work grew into 
developing the IDG. The power-assisted doors throughout the main circulation 
routes in the new regional centres will make the buildings far more inclusive.”

Gemma Cross, 
Disability Network representative in Individuals and Small Business Compliance

“As I’m profoundly deaf I currently have to rely on my work buddy to alert 
me when the fire alarm goes off in my current office. Knowing that I’ll be 
able to see a visual alarm when we move to the Bristol Regional Centre is 
great and will give me a sense of independence I didn’t have before. 

I’m also looking forward to using the new collaborative workspaces to deliver 
British Sign Language sessions for colleagues.”

Vicky Coles, 
Wealthy Mid-sized Business Compliance

How smarter working has helped me
“Smarter working has been a real ‘game changer’ for me and a number 
of my colleagues. 

As a full-time working parent, the hours I could work were previously 
restricted. I’d need to be in the office every day and anxiety levels travelling 
to work after the school run would be high. Surface Pros and smarter 
working were introduced and have really improved my work/life balance, 
wellbeing and productivity. 

I now log on in the morning before the kids get up and plan my priorities. 
I can now collect the kids from school more regularly and will often log back 
in afterwards to continue working. 

If I have a busy day of calls I can work from home, freeing up rooms at work 
for face to face meetings. I can flex my day around these calls and often 
visit the gym at lunch, improving health and wellbeing. With Skype and 
Teams, I can keep in touch with colleagues throughout the day, maintaining 
interaction which I crave and enjoy most about work.”

Michelle Rooney,  
Risk & Intelligence Service
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Making the move 
“I worked in the Derby tax office for 29 years until it closed earlier this year. 
I now work at Castle Meadow in Nottingham. As well as getting used to 
a new journey and location, I’m getting used to a new job and directorate. 

Our manager encouraged us to trial the journey and new roles by arranging 
the opportunity to shadow colleagues at Castle Meadow ahead of the move. 
Along with helping to get us used to the site and the new job, I tried different 
commutes to see which worked best with my part-time hours. As a result, 
most of us are using the ‘tram2work’ scheme which HMRC has signed up to. 
This offers discounts and free parking and is a big help.

Our manager also arranged for us to be introduced to all teams on the floor, 
which helped us build relationships and feel more comfortable. She also 
supported us to embrace more flexible ways of working to balance the time 
spent on longer journeys, such as working from home one day a week. 

The thought of moving office was actually far scarier than the reality. 
I’m now very happy to be a member of the Nottingham workforce and 
I’m looking forward to embracing any changes and challenges as we move 
towards the regional centre.” 

Yvonne Fogg, 
Counter Avoidance

“When Southampton’s closure was confirmed, I looked at the regional centre 
locations and decided that Croydon was too far but Bristol might be possible. 
I live just outside Salisbury which has a direct rail link with Bristol. It would 
be four hours of commuting each day – quite a change from my 30 minute 
drive – but I wanted to stay with HMRC.

I started looking at jobs in Bristol and was very pleased to be successful in 
an application to join Solicitor’s Office and Legal Services (SOLS) as an HO 
review officer. Now in my third year in Bristol the journey is still long and 
tiring, but SOLS embraced the smarter working principles and I am now able 
to work from home two days a week. This has helped my work/life balance 
and my health. Early starts and long journeys, even on a train, are tiring and 
having the opportunity to break up my week is brilliant. 

The step into the unknown was daunting but I have to say it was the best 
move I’ve made in my 34 years in HMRC. There are so many opportunities 
for promotion or sideways moves in Bristol which didn’t exist in Southampton. 
I’m currently on a temporary promotion to SO managing a team of reviewers 
and really enjoying my new role as a manager.”

Rick Wheatley, 
SOLS
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Office closure to new adventure 
“When they announced the date Worcester was closing 12 months earlier 
than expected, I was incensed and irrational for the rest of the day – as were 
many others. It felt so cruel. For the next few weeks, I went from being calm 
one minute to sheer anger.

I had to get my 1-2-1 information together. Worcester to Birmingham is 
clearly outside RDT, but every step was scrutinised. This farce annoyed me 
beyond reason. The office atmosphere completely changed and morale 
dropped to an all-time low. I was confused and annoyed with myself for 
being indecisive. 

Before the announcement, I’d applied for a promotion. When I was offered 
the job, it made the move more affordable – but the journey was still 
very long.

As the date grew closer, support kicked in – CV writing classes, LinkedIn 
overview and union support. Our on-site managers were great – despite 
many being in the same boat. Those transferring to Birmingham were able 
to trial journeys over a longer period.

As more colleagues started to leave it got harder. I was dismayed at the lack 
of empathy shown by some people – we were grieving but there was little 
support at this late stage. 

I am now settled in Birmingham and my new colleagues made me very 
welcome. There are many more opportunities here, but the whole decision 
making process and experience was very difficult.”

Sandra Poole, 
Counter Avoidance

The benefits of a carer’s passport 
“I work in Bootle and I’m a carer for my wife and also my two children. 
My wife has fibromyalgia and my two children are autistic. Being a carer 
takes up time and this often means juggling work and caring commitments. 
It may be that my wife has a problem and I need to get home quickly to her, 
or that I need to go and pick my children up from school because they’ve 
had a meltdown or similar problem. 

Within HMRC I’ve completed a carer’s passport and this has given me some 
flexibility to be able to fulfil my caring responsibilities. My manager is very 
supportive and knows of my problems and I can just say that I need to go 
and then we have a chat afterwards. Also, HMRC has special leave and carer’s 
leave, which again, allows flexibility in my work. This is what I called being 
included – if I have to go off and I have to miss a meeting, team meeting 
or something similar, my manager will always come in and tell me what’s 
happened in the meeting so that I’m up to speed with everything. My 
manager is also very supportive of my caring role.”

Andrew Stonham,  
Personal Tax Operations
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Time and space to pray
“Being part of the Croydon community, we come together often as one 
to practice our religion, be open and talk freely. Raising awareness of our 
religion is something the Croydon Muslim Society have done through events, 
including everyone in an encouraging and happy environment. 

I think having the reflection room as a place to pray – a place we feel we 
can call our own – helps us share and work better together. Especially as our 
prayer times change between the summer and the winter months. We work 
closely with all other societies and people who also use the room about 
these changing times, helping us all be more aware and respectful of each 
other’s beliefs and faiths.”

Hajra Sheikh, 
Debt Management
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How we’re supporting  
our people

We have and will continue to put in place a range 
of activities that help us to manage the people and 
equality impacts of the Locations Programme on our 
people, although we recognise that there will be some 
impacts. A significant proportion of these activities 
apply equally across multiple groups and 
are summarised below. 

We’ve increased certainty and colleagues’ understanding 
of what the move means for them, by: 
• announcing the locations of all regional centres and confirming the closure 

dates for all offices closing before April 2021

• developing regional PEIAs to capture, monitor and ease local concerns. 

We’ve delivered a range of tailored events, campaigns and 
communications products, including: 
• HR roadshows 

• daily travel assistance workshops – in 2018, these took place across 33 offices 
and more than 10,000 colleagues attended

• ‘Inclusion Confident – bring your whole self to work’ campaign

• regional intranet sites, bringing together tailored travel information and HR 
support to help colleagues more easily make informed decisions 

• guides for colleagues and managers – such as “Top 20 Questions”, addressing 
common concerns; and My Move – a product to support colleagues 
throughout the move process 

• our intranet portal Support with Location Changes covers a range of topics, 
including what to expect, where they can access personal support, how 
managers can support their teams, one-to-one conversations, support with 
moving, developing skills, finding a new job, leaving HMRC and outplacements.
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We’ve delivered a range of specialised training and 
development opportunities, providing colleagues with 
a variety of support, both internally and externally, by: 
• making sure colleagues have access to an external employee assistance 

provider, helping them manage changes that affect their work and/or 
personal lives 

• developing and implementing HMRC’s Diversity and Inclusion (D&I) strategy 
and action plan, including allocating a D&I Lead within each regional centre 
as well as support through specialised D&I network groups 

• training managers in the one-to-one process, making sure informed decisions 
are made. Since the start of the Locations Programme, we’ve trained more 
than 3000 line managers and decision makers 

• making sure colleagues have access to mentoring and coaching – increasing 
the availability of this support in regional centres. In February 2018, HMRC 
rolled out a mentor match tool to support colleagues across all locations 

• developing manager and leader training on how to support a diverse 
workforce; handle difficult conversations, build resilience; make sure work-
life balance is achieved and how best to support colleagues with alternative 
working patterns and caring responsibilities through our more modern and 
flexible ways of working 

• training managers in change management, helping them better support 
colleagues going through change 

• working with other government departments to find roles in the wider Civil 
Service for colleagues who can’t move with us. 

We’ve given colleagues more choice in where, when and how 
they work, by: 
• investing in modern, mobile technology – the majority of colleagues in HMRC 

now have a Surface Pro

• rolling out digital collaboration tools, such as Office 365 

• extending our regional centre opening hours 

• increasing core space in regional centres through strategic design – 
colleagues can match their tasks to the space that best suits their needs

• reducing travel through the inclusion of onsite training facilities in all 
regional centres 

• launching our smarter working programme and running pilots with a focus 
on remote working and Office 365 

• refreshing our remote working policy and piloting different ways of remote 
working to support our move to more modern and flexible ways of working. 
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We’ve designed, refreshed and improved a range of policies 
and processes to: 
• make sure we meet colleagues’ specific needs through appropriate 

adjustments – our reasonable adjustments policy now includes the use 
of workplace adjustment passports to make sure individual requirements 
are understood, regularly reviewed and effective solutions put in place 

• make sure our display screen equipment (DSE) guidance reflects regional 
centre design 

• help colleagues make informed decisions, including by having the 
opportunity to try the new journey to their regional centre

• make sure effective solutions are put in place for colleagues by better 
capturing individual requirements through our one-to-one process 

• give colleagues direct experience of our new workplaces and how these 
will improve the way we work and what it feels like to work here – we’ve 
delivered test and learn or showcase facilities to more than 8,000 colleagues 
across the UK 

• increase accessibility and inclusivity in our buildings and delivery, including 
amending our regional centre blueprints and design; bringing this together 
in our inclusive design guide – all our regional centres will include adjustable 
furniture; tactile signage; gender neutral washrooms; reflection spaces for 
colleagues to pray, meditate or simply use as a quiet space if they experience 
sensory overload; space for nursing mothers and better heating, lighting, 
ventilation and acoustics

• increase colleague choice around working hours and location while 
supporting organisational needs through smarter working

• improve the moving experience for colleagues, learning lessons from 
Croydon and Canary Wharf 

• provide tailored support and reassurance to colleagues with complex needs. 

We’ve improved our daily travel assistance (DTA) policy to 
support colleagues who’ll have longer journeys to work or 
relocate, by: 
• increasing DTA to five years for colleagues outside reasonable daily travel 

• offering DTA for all roles advertised in regional centre locations and 
transitional sites to make sure existing colleagues can access financial support 

• providing a salary advance scheme to support colleagues who need to pay 
a rental deposit on a new home 

• giving colleagues more choice by providing a contribution to a home move 
as an alternative to DTA 

• allowing DTA to continue for eligible colleagues who move to a different line 
of business within the same permanent office 

• including pedal cycles within the DTA lump sum policy

• increasing DTA payments by 3%, in line with inflation (applied subject to 
policy terms). 
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We’ve put in place ongoing monitoring and evaluation – 
and we’ll continue to take appropriate action, adapting our 
approach to make sure colleagues are supported throughout 
our transformation. We’ll continue to:
• help managers and customer groups support their teams through change 

by providing tailored learning and development opportunities, focusing on 
how to have a positive impact through the one-to-ones and the reasonable 
adjustment process 

• roll-out mobile technology and drive the adoption of smarter working 
to provide greater flexibility and choice to colleagues in working patterns 
and locations

• monitor the impact of the Locations Programme on exits, putting in place 
processes to assess the effectiveness of our mitigations and taking action 
where appropriate 

• manage our people’s concerns and equality impacts by putting in place 
processes to assess the effectiveness of our mitigations consulting with 
staff support networks and unions, taking action where appropriate 

• review and improve our communication products and support.



Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

Part-time 
colleagues and 
those with caring 
responsibilities

We know that there may be a greater 
potential impact on some part-time 
colleagues or those with caring 
responsibilities. This may include:
• additional travelling time impacting on 

the hours individuals are able to work
• business areas not being able to 

accommodate requested changes  
to current working patterns 

• a negative impact on those being  
cared for

• additional costs to make sure the level 
of care can continue to be provided 

• carers not being able to continue to 
provide the current level of support due 
to working further away

• increased dependency on outside 
support

• a disparate impact on gender as 
colleagues in this group are more likely 
to be female 

• longer journeys meaning colleagues 
are unable to travel to regional centres 
and fulfil their caring responsibilities – 
which also may impact on health and 
wellbeing 

• colleagues needing to reduce their hours 
or an increase in special leave requests 
to continue with caring responsibilities 

• Colleagues arriving later being 
negatively impacted due to availability 
of core space.

High Amber

• 
To manage this risk we’ve: 
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing Regional PEIAs* 

• encouraged colleagues with caring responsibilities to apply for a carer’s 
passport, helping them record their specific needs so consistent support 
can be provided throughout this change and their Civil Service career

• designed, refreshed and improved a range of policies and processes, 
taking into account the needs of colleagues who work part-time and/or 
have caring responsibilities*

• provided specialised support for colleagues through our carers network, 
including an ExCom-level champion 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues who 
work part-time and/or have caring responsibilities

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work.*

We will continue to:
• adapt our approach and support for part-time colleagues and those with 

caring responsibilities, making sure our people are supported throughout 
the change.* 

30% of HMRC colleagues are part-time and of these, 
78.8% are female. 
Data on those with caring responsibilities are 
significantly limited due to low responses through 
equality declarations. Of those who have made a 
declaration, 6% provide care for a school-aged children 
and 5.2% for a disabled or elderly person. 
We have seen a higher proportion of part-time 
colleagues exit HMRC as a result of the Locations 
Programme when compared to the HMRC 
demographic profile. There is a lack of insight into the 
reasons why individuals in this category have chosen 
an exit, some may also be as a result of life choices 
rather than the specific impact through being  
part-time. Further work will be taken forward to 
increase understanding and mitigations will be 
refreshed accordingly. 
We know that a greater proportion of part-time 
colleagues and those with caring responsibilities are 
likely to be female and any changes as a direct result 
of the Locations Programme could result in a  
disparate impact. 
Going forward we will analyse a range of data sources, 
including data on use of IT to assess the effectiveness 
of our mitigating actions. 
Work continues to minimise or eliminate any disparate 
impact wherever possible. This will be regularly 
monitored through review of data and trend analysis 
however this remains an area of concern. 

Equality – Gender While the move to regional centres is 
theoretically gender neutral – equally 
affecting all colleagues – we know the 
higher proportion of primary carers in 
HMRC are our female colleagues.
Taking this into account, there is a risk  
of a disparate impact on gender.

Medium Amber

•
To manage this risk we’ve: 
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing Regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account the needs of colleagues of all genders*

• provided specialised support for colleagues through our Gender Network, 
including an ExCom-level champion 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

As at 1 April 2019 our employee headcount was 
64,166. There were 34,799 female employees (54%) 
and 29,367 male employees (46%). 
Due to personal circumstances we expect that part-
time colleagues and those with caring responsibilities 
are likely to find it harder to move to regional centres. 
We know that a greater proportion of these colleagues 
are likely to be female therefore there is a risk of 
disparate impact.
We have seen a higher proportion of female part-time 
colleagues exit HMRC as a result of the Locations 

23*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 



Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues – both 
personally and professionally

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work.*

We will continue to:
• adapt our approach and support for colleagues of all genders, making 

sure our people are supported throughout the change.* 

Programme when compared to the HMRC 
demographic profile. There is a lack of insight into the 
reasons why individuals in this category have chosen 
an exit, some may be as a result of life choice. We plan 
to review our exit process to gather greater insight 
into the underlying reasons for exits and will refresh 
our mitigations accordingly to minimise or eliminate 
any disparate impact wherever possible. This will be 
monitored regularly through review of data and trend 
analysis, however this remains an area of concern.

Loss of Knowledge 
and Skills

We know that some colleagues may not 
be able or willing to transfer to regional 
centres and this could result in loss of 
knowledge and skills and associated HMRC 
performance disruption.

High Amber

• 
To manage this risk we’ve :
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres
• worked alongside each line of business/group to:

 — capture the very small number of roles requiring particularly 
specialised skills and experience

 — build ongoing succession planning and knowledge management 
activity into all business-as-usual management – HR directors are 
working with their businesses to support this activity.

 — make sure all business groups and professions have high-quality 
capability plans

 — establish Chief People Officer priority project – retention strategy
 — agree a high-level role allocation for each regional centre

• regularly monitored and evaluated this risk by:
 — using one-to-one data to help identify potential hot spots
 — establishing frequent reviews of data and trend analysis.

We will continue to:
• work with business groups to develop detailed role allocation plans, 

informing our capability and development plans
• refresh the HMRC strategic workforce plan. 

HMRC continues to have a proven track record of 
managing office closures while reducing headcount 
and increasing performance. 
We will continue to monitor this issue regularly through 
data and trend analysis.

24*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 



Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

Leaders and 
Managers

We know there will be additional pressure 
on leaders and managers.
These colleagues will need to lead and 
engage their teams through the moves 
to regional centres, all while dealing with 
impact of this change for themselves.
This group may not:
• feel confident or comfortable having 

difficult conversations 
• be able to balance flexible working with 

business requirements 
• have the skills or experience to 

effectively lead or manage change 
• understand the policies well enough 

to make sure all colleagues are treated 
fairly 

• have the capacity to carry out the one-
to-one process effectively. 

They may also feel pressure to make sure 
performance and targets are maintained 
during a period of uncertainty. 

High Amber 
/Green

•  •
To manage this risk we’ve: 
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing Regional PEIAs* 

• designed, refreshed and improved a range of policies and processes  
to support our managers and leaders* 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools – helping managers balance 
flexible working with business requirements*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for managers*

• delivered a range of tailored events, campaigns and communications 
products to address managers’ concerns and provide reassurance*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• delivered ‘Developing Wellbeing Confident Leaders’ to more than 400 
Senior Civil Service colleagues, developing our wider discussions on 
emotional resilience, mental health and wellbeing and how we can build 
wellbeing into our people plans

• supported managers by introducing a new approval and assurance 
process focusing on recommendations on whether someone can move, 
so that the manager will not feel as pressured to make what may not be 
a correct decision.

• supported managers to deliver by outcomes to maximise opportunities 
offered by regional centres

• established a senior leadership group for each regional centre. 
We will continue to:
• adapt our approach and support for leaders and managers, making sure 

our people are supported throughout the change* 
• review internal communications to managers, making sure they have the 

information and tools needed to support their teams through change.
• help managers lead conversations about emotional resilience, mental 

health and wellbeing by sharing learning and providing training 
opportunities.

16% of HMRC colleagues are managers. We recognise 
that this change will impact on leaders and managers. 
We will continue to train and support them in change 
management and monitor this issue.

25*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

Equality – Age We know the move to regional centres will 
result in major change for all colleagues 
and, for a variety of reasons, may 
adversely impact colleagues across our age 
demographic.

Medium Amber 
/Green

•  •
To manage this risk we’ve: 
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing Regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account the needs of colleagues across our age 
demographics*

• provided specialised support for colleagues through our age network, 
including an ExCom-level champion 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues of  
all ages

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• provided reassurance about the amount of available free space in our 
regional centres – undertaking work so we could demonstrate this to 
colleagues, not just tell them.

We will continue to:
• adapt our approach and support for colleagues of all ages, making sure 

our people are supported throughout the change* 
• help colleagues prepare for office moves by developing our employee 

experience package.

Our initial modelling indicated that there would a 2% 
decrease in representation of colleagues aged 55 or 
over. Compared with 2018, there has been over a 1% 
increase in colleagues aged 50 or over. 
Data will be regularly monitored however evidence 
suggests that at this stage our mitigating actions are 
working. 
Going forward we will analyse a range of data sources, 
including data on use of IT to assess the effectiveness 
of our mitigating actions and ensure we manage  
this risk.

Reasonable 
Adjustments

We know that reasonable adjustment 
information is not stored centrally and 
requirements may not be captured in a 
timely manner.

Medium Amber 
/Green

•  •
To manage this risk we’ve:
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• encouraged colleagues requiring reasonable adjustments to apply for 
our workplace adjustment passport, making sure that their needs are 
captured and regularly reviewed solutions are put in place

• designed, refreshed and improved a range of policies and processes – 
including display screen equipment (DSE) assessments, our reasonable 
adjustments policy, Workplace Adjustment Passport and HMRC’s approach 
to the use of taxis*

• delivered training and support to managers on how to best support their 
teams through these policies and processes

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues 

20% of colleagues moving to regional centres will have 
a reasonable adjustment and of these 5% are likely to 
be complex. 
Changes to the one-to-one and reasonable adjustment 
processes mean that we now capture complex 
individual data at a much earlier stage. We have 
implemented a Locations Programme reasonable 
adjustments team to provide support to colleagues and 
managers and ensure that appropriate solutions are 
implemented. 
The roll-out of test and learn facilities will be 
completed in 2019 ensuring that colleagues in all 
regions will be able to try new furniture and is likely 
to reduce the number of reasonable adjustments 
required. 
We will continue to monitor this issue to ensure 
mitigations remain effective.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance to colleagues with 
complex needs who are making the move to regional centres*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• ensured our regional centre furniture addresses many reasonable 
adjustments requirements through modern and flexible design – such  
as ergonomic chairs and height adjustable desks

• ensured colleagues’ complex needs are captured at the earliest stage  
so, where appropriate, we can factor these into regional centre design

• made sure all regional centres will have drop-off points very close to  
the building

• made sure our regional centres provide an accessible and inclusive 
environment – and, where practical, meet the standards outlined in 
British Standard 8300-2:2018

• amended our regional centre blueprints and interiors to increase their 
accessibility and inclusiveness

• provision of accessible car parking which will be at or near to the regional 
centre

• updated our approach to inclusive design and being recognised by the 
Construction Industry Council for our work in this area, including our 
updated inclusive design guide, that is setting the standard across the 
industry.

We will continue to:
• adapt our approach and support for colleagues and managers, making 

sure our people are supported throughout the change*
• examine the way reasonable adjustments are managed in line with the 

Respect at Work review
• identify reasonable adjustments for work areas by reintroducing data 

sheets
• review our display screen equipment (DSE) guidance to make sure it 

reflects regional centre design
• review our car parking policy, providing a consistent approach around 

accessibility
• review fit-out plans for regional centres and overlay with inclusive design 

guide concepts 
• provide tailored support and reassurance to colleagues with complex 

needs who opt-in to moves to regional centres.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

Equality – Disability Despite the central locations of regional 
centres, we know the moves may be more 
difficult for disabled colleagues due to the: 
• availability of accessible car parking 

spaces 
• accessibility of public transport.
• changes to journeys and office locations 

may negatively impact neuro-diverse 
colleagues or those with mental health 
conditions

• changes to the office and environment 
may negatively impact mental health 
conditions (such as the different 
facilities/colour schemes).

High Green

•
To manage this risk we’ve: 
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account the needs of colleagues with visible and invisible 
disabilities*

• provided specialised support for colleagues through our Disability 
Network, including an ExCom-level champion 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work, including making sure 
disabled colleagues are aware they can apply for tax relief in accordance 
with Section 246 Income Tax (Earning and Pensions) Act 2003*

• delivered training to make sure colleagues in each location are fully 
supported by first aiders and evacuation chair handlers

• understood the impact of the government strategy to increase the 
accessibility of public transport by 2020

• developed and implemented HMRC’s Accessibility Statement, providing 
support to disabled colleagues

• made sure colleagues are better supported by capturing any complex 
requirements at an earlier stage through a refresh of the reasonable 
adjustments process

• identified and managed potential issues by working closely with our 
Disability Network, including inviting the network to visit our first regional 
centre and provide feedback

• driven activity and learning to help more colleagues become disability 
confident

• made sure accessibility is built-in to our digital tools, such as Office 365’s 
ease of access settings 

• provision of accessible car parking which will be at or near to the regional 
centre 

• made sure all regional centres will have drop-off points very close to the 
building to ease access

• made sure our regional centres provide an accessible and inclusive 
environment – and, where practical, meet the standards outlined in 
British Standard 8300-2:2018

Initial modelling in 2015 indicated a 0.5% decrease 
in representation. Work has been undertaken to 
increase declaration rates to provide better insight. 
Representation across HMRC is at 9%. Following 
the move to Croydon we have seen no change in 
representation. 
We recognise that the move to regional centres could 
have a high impact on disabled colleagues however 
we have made significant changes to our policies and 
design to minimise the impact of the move. Despite 
perception, we have not seen a disparate impact on 
disabled colleagues exiting as a result of the Locations 
Programme.
We will continue to monitor this issue through regular 
review of data and trend analysis and to identify 
any additional steps that HMRC can take to ensure 
it is implementing the Locations Programme in the 
most proportionate way possible and to minimise or 
eliminate any disparate impact wherever possible.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

• updated our approach to inclusive design and being recognised by the 
Construction Industry Council for our work in this area, including our 
updated inclusive design guide, that is setting the standard across the 
industry 

• worked with colleagues to make sure individual personal evacuation 
plans are in place and updated following moves

• supported wellbeing campaigns, signposting colleagues to mental health 
support through communications and local activities.

We will continue to:
• adapt our approach and support for disabled colleagues, making sure our 

people are supported throughout the change* 
• develop a deeper understanding of mental health issues and provide 

clear signposting to specific guidance and support
• develop a deeper understanding of how disability impacts on 

employment opportunities and if there is additional support we can 
provide if colleagues exit the department

• review our car parking policy, providing a consistent approach around 
accessibility

• undertake a programme of work to look at the way reasonable 
adjustments are managed as part of the Respect at Work review

• identify reasonable adjustments for work areas by reintroducing data 
sheets

• review our display screen equipment (DSE) guidance to make sure it 
reflects regional centre design

• review fit-out plans for regional centres and overlay with inclusive design 
guide concepts 

• provide tailored support and reassurance to colleagues with complex 
needs who opt-in to moves to regional centres.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

People who can’t 
move to regional 
centres

We know some colleagues may be unable 
to make the move to a regional centre.
This may be because of:
• new commutes outside of reasonable 

daily travel
• personal circumstances.

High Green

•
To mitigate this risk we’ve:
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account both the professional and personal needs of 
colleagues* 

• provided specialised support for colleagues through our Carers Network, 
including an ExCom-level champion 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues who 
work part-time and/or have caring responsibilities 

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance* 

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work* 

• introduced support, guidance and training – including developing a career 
support package – to help colleagues seeking new roles

• identified alternative opportunities in the local area for colleagues, 
including with other government departments and local government

• provided bespoke support from our HR service centre for colleagues at 
risk of redundancy.

We will continue to:
• adapt our approach and support for colleagues who can‘t move to 

regional centres, making sure our people are supported throughout the 
change* 

• help colleagues prepare for office moves by developing our employee 
experience package

• seek redeployment solutions at the earliest opportunity for colleagues 
who are outside of reasonable daily travel but able to move to an 
alternative HMRC office.

In 2015, we said that we expected around 90% of 
colleagues at that time would either be able to move 
to a regional centre or see out their career in an 
existing office. This figure was for the whole of the 
UK. Our latest analysis, which includes the results 
of the early one-to-ones, indicates that from that 
2015 baseline, the final percentage will be very close 
to that figure. However, this is an overall UK figure 
and will vary office by office and people’s personal 
circumstances which will not be fully known until their 
one-to-ones have been completed. 
We will continue to provide support to colleagues 
and managers throughout the process and review the 
effectiveness of our mitigations.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

Equality – Sexual 
Orientation

We know some Lesbian, Gay, Bisexual and 
Transgender (LGBT+) colleagues may feel 
uncomfortable about moving to regional 
centres.
The colleagues’ concerns may include the:
• loss of current support networks
• pressure to come out to a wider group 
• new journey being more stressful
• risk of verbal or physical abuse by the 

public when travelling – we understand 
this is a particular concern for our 
transgender colleagues

• management of tensions between 
LGBT+ and non LGBT+ colleagues.

Medium Green

•
To manage this risk we have:
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account the needs of LGBT+ colleagues*

• provided specialised support for colleagues through our LGBT+ Network, 
including an ExCom-level champion 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for LGBT+ colleagues 

• delivered a range of tailored events, campaigns – such as “Inclusion 
Confident – bring your whole self to work” – and communications 
products to address concerns and provide reassurance 

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• ensured that our design provides gender neutral toilets in all regional 
centres.

We will continue to:
• adapt our approach and support for our LGBT+ colleagues, making sure 

our people are supported throughout the change.*

Initial modelling and analysis following moves to 
Croydon have demonstrated no change. 
While there appears to be no change, we recognise the 
impact that the move to regional centres may have 
on LGBT+ colleagues personally and will continue to 
monitor this issue through regular review of data and 
trend analysis.

Equality – Gender 
identity

While the move to Regional centres 
is gender neutral as all colleagues 
are equally affected, we know some 
colleagues who are non-binary or gender 
fluid may feel uncomfortable about 
moving to regional centres. 
The colleagues’ concerns may include the:
• loss of current support networks
• pressure to come out to a wider group 
• new journey being more stressful
• risk of verbal or physical abuse by the 

public when travelling.

Medium Green

•
To manage the risk we’ve:
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes*
• provided specialised support for colleagues through our Gender Network, 

including an ExCom-level champion
• given colleagues more choice in where, when and how they work by 

developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues – both 
personally and professionally

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance*

• improved our Daily Travel Assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• ensured that our design provides gender neutral toilets in all regional 
centres. 

We will continue to:
• adapt our approach and support for colleagues of all gender identities, 

making sure our people are supported throughout the change.*

As of 1 April 2019, 1.1% of HMRC colleagues declared 
their gender different to that assigned at birth.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Equality – Gender 
Reassignment

We know that the move to regional 
centres could be difficult for colleagues 
undergoing gender reassignment as they 
may feel: 
• current support networks will be lost
• pressure to get to know new people and 

possibly change managers and have to 
come out to a wider group 

• the new journey could be more stressful
• there is a risk of verbal or physical abuse 

by the public when travelling.
• concerned about the distance to 

specialist gender reassignment services 
• worried about being absent from work 

due to gender reassignment process. 

Medium Green

•
To manage this risk we’ve:
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account the needs of LGBT+ colleagues*

• provided specialised support for colleagues through our LGBT+ Network, 
including an ExCom-level champion 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for LGBT+ colleagues 

• delivered a range of tailored events, campaigns – such as “Inclusion 
Confident – bring your whole self to work” – and communications 
products to address concerns and provide reassurance 

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• ensured that our design provides gender neutral toilets in all regional 
centres

• assigned colleagues a personal caseworker for support. 
We will continue to:
• adapt our approach and support for colleagues undergoing gender 

reassignment, making sure our people are supported throughout the 
change.* 

< 1% of people in HMRC have declared gender 
reassignment.
We recognise that the move to regional centres may 
have an adverse impact on some colleagues personally 
and will continue to monitor this issue through regular 
review of data and trend analysis.

Equality – Race We know that some colleagues may feel 
their needs will not be met by regional 
centres and that: 
• local support networks may breakdown
• smaller communities may become lost 
• due to cultural difference, some 

colleagues may find longer journeys/ 
different types of travel more 
challenging. 

Medium Green

•
To manage this risk we’ve:
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes 
taking into account the needs of colleagues from different ethnic groups*

• provided specialised support for colleagues through our Race Network, 
including an ExCom-level champion 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues

• delivered a range of tailored events, campaigns – such as “Inclusion 
Confident – bring your whole self to work” – and communications 
products to address concerns and provide reassurance*

• improved our Daily Travel Assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work.*

Initial modelling indicated the Locations Programme 
would result in a 0.6% increase in BAME representation. 
Compared with 2017 declaration data, there has been 
an increase of 1.5% in BAME representation across 
HMRC.
We recognise that due to local demographics and 
recruitment activity this increase is unlikely to be 
directly linked to the move to regional centres but 
longer term the moves to city centre locations may 
see a positive impact on being an even more diverse 
organisation. We will continue to monitor this issue 
through regular review of data and trend analysis.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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We will continue to:
• adapt our approach and support, making sure our people are supported 

throughout the change.*

Equality – Religion 
or Belief

We know that some colleagues may feel 
that they are a minority and that their 
needs will not be met: 
Concerns may include the:
• availability of appropriate catering 

services 
• breakdown of current support networks 
• increases in travel having a particularly 

negative impact at certain times of the 
year, such as Ramadan

• longer distances to places of worship
• understanding of local religious tensions.

Medium Green

•
To manage this risk we’ve: 
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account the needs of colleagues of different religions or 
beliefs*

• provided specialised support for colleagues through our Staff Support 
Network, including an ExCom-level champion 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues 

• delivered a range of tailored events, campaigns such as “Inclusion 
Confident – bring your whole self to work” – and communications 
products to address concerns and provide reassurance*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• supported the diversity and inclusion calendar through a wider range 
community events in both our Croydon regional centre and Canary Wharf 
Transitional Site

• incorporated reflection rooms and washing facilities into all regional 
centre designs – our initial surveys identified a demand for larger 
reflection rooms and we have factored this into our design decisions

• carefully chosen the locations of our buildings – city centres offering 
colleagues a range of off-site food options nearby

• carried out colleague amenities surveys and factored the feedback into 
regional centre designs – such as the demand for larger reflection rooms.

We will continue to:
• support our diversity and inclusion calendar by holding community 

events
• adapt our approach and support for colleagues of different religions or 

beliefs, making sure our people are supported throughout the change.* 

We recognise that the move to regional centres may 
have an impact on individuals however mitigating 
actions are effective. We will continue to monitor this 
regular review of data and trend analysis.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Health and 
wellbeing

We know that the move to regional centres 
may impact on health and wellbeing of 
some colleagues due to: 
• longer commutes 
• the risks around incorrect use of new IT 

and workspaces
• the impact of change.

Medium Green

•
To manage this risk we’ve:
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account how we can support the health and wellbeing of our 
people – as part of this work we’ve refreshed our Mental Health guidance 
and display screen equipment (DSE) training; published additional 
supporting material and increased the number of mental health 
advocates to around 300 colleagues* 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools to support colleagues’ work-life 
balance*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues 

• delivered a range of tailored wellbeing events, campaigns and 
communications products to address concerns, provide reassurance and 
signpost colleagues to support*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• made sure our regional centre furniture addresses many reasonable 
adjustments requirements through modern and flexible design – such as 
ergonomic chairs and height-adjustable desks

• carried out colleague amenities surveys and factored the feedback into 
regional centre designs – such as the demand for larger reflection rooms

• committed to excellence in health, safety and wellbeing – working with 
our suppliers to develop and agree a health and safety charter

• made sure regional centres provide improved changing and washing 
facilities to support colleagues who cycle or run to work

• designed our regional centre working environments to promote health 
and wellbeing, including tailored spaces for reflection and wellbeing 
rooms

• delivered ‘Developing Wellbeing Confident Leaders’ to more than 400 
senior colleagues, building understanding around emotional resilience, 
mental health and wellbeing

• held engagement events to gain insights into colleagues’ priorities 
around wellbeing and mental health – using this to inform future 
activities 

• delivered ‘Introduction to Mindfulness’ workshops to more than 5,600 
colleagues since 1 April 2018

• put in place a gym discount scheme, giving colleagues access to reduced 
membership rates at more than 3,000 gyms across the UK and Ireland

• supported local wellbeing events and national wellbeing campaigns such 
as Mental Health Awareness Week, World Mental Health Day and Time 
to Talk Day, signposting colleagues to mental health support through 
communications and local activities.

We recognise that the move to regional centres may 
have an impact on individuals however mitigating 
actions are effective. We will continue to monitor this 
regular review of data and trend analysis.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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We will continue to:
• adapt our approach and support for colleagues and managers, making 

sure our people are supported throughout the change* 
• help managers lead conversations about emotional resilience, mental 

health and wellbeing by sharing learning and providing training 
opportunities, such as the ‘Developing Wellbeing Confident Leaders’ 
course

• review fit-out plans for regional centres and overlay with inclusive design 
guide concepts 

• review our car parking policy, providing a consistent approach around 
accessibility.

People who move 
multiple times

We know some colleagues will need to 
move multiple times before moving to 
regional centres.
This may result in these colleagues 
experiencing: 
• change fatigue – leading to low 

engagement and decreased motivation
• increased travel time and costs 
• increased stress, disruption and 

uncertainty.

Medium Green

•
To manage this risk we’ve:
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account this risk and lessons learned from moves to Canary 
Wharf and Croydon* 

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues 

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance – including 
developing a “MyMove” product to support colleagues throughout the 
move process*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• put in place business readiness leads to help drive forward readiness 
activity with support from our business readiness for change team.

We will continue to:
• adapt our approach and support for colleagues and managers, making 

sure our people are supported throughout the change* 
• seek redeployment solutions at the earliest opportunity for colleagues 

who are outside of reasonable daily travel but able to move to an 
alternative HMRC office

• help colleagues prepare for office moves by developing our employee 
experience package.

We recognise that multiple moves will increase the 
disruption for colleagues affected however we do not 
expect colleagues to have to move more than twice. 
Current mitigating actions are in effect, however we 
will continue to monitor this and regularly review data 
and trend analysis.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Internal Support 
Services

We expect an increased demand for 
internal support services, particularly those 
helping colleagues deal with change.
We understand the colleagues working 
within these services will also be 
personally impacted by the Locations 
Programme.

Medium Green

•
To manage this risk we’ve: 
• made sure colleagues have access to an external employee assistance 

provider that offers a variety of support, helping colleagues manage 
changes that affect their work and/or personal lives

• ensured that additional resource/workload to be assessed and mitigated 
locally 

• increased the availability of change management and resilience courses 
• simplified the one-to-one process – providing a new online tool, helped 

to reduce the time spent logging one-to-ones
• delivered training for managers, decision makers and appeal managers 
• put in place a flexible workforce approach in HR to deal with increases in 

demand
• provided tailored support for managers through the creation of a 

Locations Programme reasonable adjustment team.

Effective mitigating actions are in place to manage this 
risk, however we will continue to monitor this risk.

People who can 
move to regional 
centres

Known workforce data indicates that 
most colleagues will be able to move to a 
regional centre or see out their career with 
HMRC.
Colleagues who move may have increased 
travel time and costs which may adversely 
impact on their health and wellbeing.

Medium Green

•
To manage this risk we’ve:
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account increased commutes and colleagues’ health and 
wellbeing*

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of specialised training and development opportunities, 
providing a variety of internal and external support for colleagues

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• put in place business readiness leads to help drive forward readiness 
activity with support from our business readiness for change team

• improved the individual move experience for colleagues by learning 
lessons from our moves to Croydon and Canary Wharf.

We will continue to:
• adapt our approach and support for colleagues and managers, making 

sure our people are supported throughout the change* 
• seek redeployment solutions at the earliest opportunity for colleagues 

who are outside of reasonable daily travel but able to move to an 
alternative HMRC office 

• help colleagues prepare for office moves by developing our employee 
experience package.

In 2015, we said that we expected around 90% of 
colleagues at that time would either be able to move 
to a regional centre or see out their career in an 
existing office. This figure was for the whole of the 
UK. Our latest analysis, which includes the results 
of the early one-to-ones, indicates that from that 
2015 baseline, the final percentage will be very close 
to that figure. However, this is an overall UK figure 
and will vary office by office and people’s personal 
circumstances which will not be fully known until their 
one-to-ones have been completed. 
It remains a forecast and although we’ve put a lot 
of effort into refining our analysis (we now model 
journey times based on real examples, not just based 
on someone’s postcode, for example) much will 
depend on individual decisions and people’s personal 
circumstances. 
We will continue to monitor this through a regular 
review of data and trend analysis. 

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Unions We know the Locations Programme will 
impact all colleagues – the trade unions 
have significant interest.
PCS has publicly declared its opposition 
to the Building our Future programme, 
launching campaigns involving local MPs.
Both unions – PCS and ARC – will be 
opposed to decisions that have a 
detrimental impact on their members.

Low Amber

•
To manage this risk we’ve:
• developed a people and equality strategy to clearly outline roles and 

responsibilities to ensure impacts are managed 
• worked with the unions to improve the management of impacts by 

establishing a people and equality working group, inviting Departmental 
Trade Unions (DTUs) representatives to act as critical friends and provide  
a mechanism to escalate concerns

• made sure local DTUs are invited to regional people and equality 
workshops

• responded to concerns raised by DTUs
• monthly meetings with DTUs nationally and locally to ensure they are 

kept informed of progress and have the opportunity to raise concerns.
• given DTUs early sight of briefings, announcements and so on.
We will continue: 
• to consult locally and nationally with Union colleagues. 

Despite ongoing consultation with trade unions we 
have seen an increase in activity including PCS ballots 
for industrial action in Ealing and Wolverhampton. 
HMRC continues to be committed to working with 
our trade unions and we recognise that the move to 
regional centres may have an impact on individuals. 
We will continue to engage at the earliest opportunity, 
sharing information in advance to allow for meaningful 
contributions from ARC and PCS. We will continue to 
monitor this with regular meetings and discussions. 

Equality – Marriage/ 
Civil partnership

We don’t expect this group to be adversely 
impacted by the move to regional centres.

Low Green

•
While the move to regional centres is not expected to adversely impact on 
this group, these colleagues will benefit from the mitigating actions we’ve 
put in place to support all our people through this change.*

47.6% of HMRC colleagues have declared themselves to 
be married or in a civil partnership. 
The move to regional centres is not expected to 
adversely impact on this group however we will 
continue to monitor through regular review of data 
and trend analysis.

Equality – Maternity 
and Pregnancy

We know there may be additional impacts 
on colleagues who are pregnant or 
currently on maternity leave.
These colleagues may be negatively 
affected by:
• being absent at the time of moves – 

particularly regarding site consultations 
and future roles

• longer journeys to work – and changes 
to modes of transport.

Low Green

•
To manage this risk we’ve: 
• delivered a range of specialised training and development opportunities, 

providing a variety of internal and external support to help colleagues 
manage changes that affect their work and/or personal lives – this 
includes access to an external employee assistance provider 

• designed, refreshed and improved a range of policies and processes – 
colleagues are both supported and protected by our specific pregnancy, 
maternity, paternity and parental leave policies, as well as our keeping in 
touch policy that means they’ll be regularly updated by their manager

• given colleagues more choice in where, when and how they work by 
developing our policies and processes alongside the roll-out of more 
modern, flexible technology and tools*

• delivered a range of tailored events, campaigns and communications 
products to address concerns and provide reassurance*

• improved our daily travel assistance policy to better support colleagues 
who’ll relocate or have longer journeys to work*

• ensured consideration is given to specific health and wellbeing needs, for 
example made sure all regional centres have a private and appropriate 
place for nursing mothers to express milk

• delivered training to managers to build their confidence in supporting 
colleagues with pregnancy-related sick absence as well as maternity, 
paternity, parental and long-term absence – including how best to keep 
in touch, keep colleagues informed and consulted and support colleagues 
on their return to work*

We currently have 567 colleagues on maternity leave. 
Actions are in place to support those colleagues and 
we’re regularly reviewing the overall data and trends 
in this area.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 



38

Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

Other people 
impacts – people 
temporarily absent 
from HMRC.
This includes 
colleagues on: loan; 
secondment; career 
break; sickness 
absence; pregnancy 
-related absence; 
parental and 
paternity leave. 

We know there’s a risk that colleagues on 
temporary leave may not be kept up to 
date with the changes that affect them. 
This could cause them to feel increased 
uncertainty about the move to regional 
centres.

Low Green

•
To manage this risk we’ve: 
• increased certainty and colleagues’ understanding of what the move 

means for them by announcing the locations of all regional centres and 
developing regional PEIAs* 

• designed, refreshed and improved a range of policies and processes, 
taking into account the needs of colleagues temporarily absent from 
HMRC – our keeping in touch policy requires managers to regularly 
update colleagues and our one-to-one process makes sure that these 
colleagues’ needs are captured*

• made sure communications are shared with these colleagues to 
keep them informed of change, addressing concerns and providing 
reassurance.

We currently have 1,100 colleagues on unpaid or 
paid special leave, on loan to other government 
departments and/or secondments. 
Actions are in place to support those colleagues and 
we’re regularly reviewing the overall data and trends 
in this area.

Local Communities Local communities could be impacted – 
positively or negatively – by the opening of 
regional centres or closure of local offices.
For local communities, there is a risk of:
• a negative economic impact on the 

locations we’re leaving – we expect this 
impact to be limited 

• potential impact on diversity groups, 
depending on the local demographics

• reputational damage to HMRC
• fewer job opportunities outside of 

regional centre locations.

Low Green

•
To manage this risk we’ve:
• made sure regional centres offer an economic benefit to the wider 

region – not just the city – and we’ve committed to stay and grow in 
these locations, protecting future jobs and income

• appointed community champions in our Croydon Regional Centre 
and Canary Wharf Transitional Site – these colleagues help increase 
engagement with the local community by building links and providing 
support

• appointed a senior sponsor for each regional centre whose 
responsibilities include building relationships with local communities

• continued to support HMRC’s established volunteering programme 
and tax facts education programme which already helps colleagues to 
support their local communities across our many regions.

HMRC expects the economic impact on locations 
it is leaving to be on the whole limited as those 
taking up posts in a regional centre will continue 
their normal activities where they live and the office 
accommodation HMRC vacates is likely to be re-let or 
redeveloped by the landlords. We appreciate that this 
impact may be more significant in some areas though 
and working closely with local stakeholders to limit 
that.

Existing suppliers 
and contractors

Current contracts may end or change 
impacting on their employees, service 
delivery and business cash flow/viability.

Low Green

•
To manage this risk we’ve:
• made sure HMRC has an effective commercial and procurement policy
• committed to excellence in health, safety and wellbeing – working with 

our suppliers to develop and agree a health and safety charter.

Effective mitigating actions are in place to manage this 
risk, however the issue will be regularly monitored.

MPs MPs will be interested in any changes that 
impact their constituency.
There is a risk of: 
• increased communications to MPs 

from members of the public and HMRC 
colleagues regarding the impact of 
HMRC’s Locations Programme

• increasing scrutiny from MPs and 
other parliamentarians through 
correspondence, parliamentary 
questions or debates.

Low Green

•
To manage this risk we’ve:
• increased MPs understanding of the programme, using round table 

sessions to make sure the Locations Programme is fed into the 
parliamentary engagement plan – we plan to continue this approach

• identified how HMRC can help support local communities through the 
appointment of a senior sponsor and change lead for each regional 
centre – responsible for building local links and engagement

• held regular meetings with MPs and Ministers to update on progress
• facilitated meetings and visits with MPs – supporting eight visits to date 

across a range of regions
• made sure MPs can quickly and accurately reply to their constituents  

by responding to correspondence in a timely manner
• provided regular updates to our planned office closure list in the House  

of Commons as a guide to HMRC legacy office closure timings. 

There is significant regional variation depending on 
whether we are opening a new regional centre or 
closing offices. 
Effective actions are in place to manage responses and 
requests however issue will be regularly monitored. 

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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• attended parliamentary committee hearings to provide evidence when 
requested 

• responded to political scrutiny of the programme at Treasury Select 
Committee and Public Accounts Committee meetings

• prepared more than 30 briefings to support senior leader and MP visits 
to HMRC locations

• supported parliamentary briefings for Secretary of State for Scotland, 
Cabinet Office, adjournment debate, urgent questions to the House, 
Westminster Hall debate and ministerial statement to the House

• issued more than 160 proactive letters to MPs and members of the 
devolved administrations to provide updates on office closures.

New Suppliers The move to regional centres will result 
in the need for new contracts/suppliers to 
deliver required services.
There is a risk of: 
• competition with existing suppliers 
• delay to service delivery due to contract 

negotiation
• delays for security clearance 

requirements.

Low Green

•
To manage this risk we’ve:
• developed an effective commercial and procurement policy
• appointed suppliers at the earliest opportunity
• outsourced contracts in a way that allows local small and medium 

enterprises to bid for and win contracts.
• committed to excellence in health, safety and wellbeing – working with 

our suppliers to develop and agree a health and safety charter
• secured Category A & B fit-out, hard and soft facilities management and 

catering contracts. When we say Category A and Category B, this means 
levels of contracts that refer to different levels of interiors work, such as 
installing toilets, heating/air-conditioning (Cat A) and (Cat B) painting the 
walls and completing the look and feel, furnishing etc.

We will:
• secure our security access services contract.

Effective mitigating actions are in place to manage this, 
however issue will be regularly monitored.

Press The move to regional centres is likely to 
generate media interest in the local areas 
HMRC is leaving.
There is a risk of:
• inaccurate portrayal of the Locations 

Programme causing mixed messages, 
alarming colleagues 

• negative press coverage impacting 
colleagues’ morale and confidence, 
both about work and the Locations 
Programme

• a negative impact on customer opinion
• information being leaked before 

colleagues are informed.

Low Green

•
To manage this risk we’ve:
• put in place press office protocols on media contact
• developed and applied a Locations Programme communications strategy 

– making sure we communicate with the right people at the right time
• successfully announced 13 regional centre locations, making sure 

colleagues were informed before local and trade press 
• developed transparent lines to take, providing an accurate and balanced 

response to press interest
• issued proactive regional press releases, marking relevant milestones
• published an updated Issue briefing in January 2019 to provide an update 

on the progress the Programme has made since 2015. This was following 
the publications to the House of Commons library of the HMRC office 
closure list.

To date there has been limited interest in HMRC plans 
however this issue will continue to be monitored.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Devolved 
Administrations

Devolved Administrations are likely to be 
interested in the closure of buildings in 
their area and the wider impact this may 
have on the community.
There is a risk of:
• an adverse impact on smaller 

communities caused by the moves to 
city centres 

• a loss of language skills and cultural 
awareness.

Low Green

•
To manage this risk we’ve:
• retained a presence in each of the devolved regions
• made sure HMRC understands its obligations by providing clear guidelines 

on central and local government devolved powers
• calculated that the proportion of HMRC colleagues in comparison to 

the population of the devolved regions following our move to regional 
centres, is expected to remain the same

• retained our Welsh language services in Wales, co-locating with DWP in 
Porthmadog

• made sure that devolved offices are both aware and engaged with plans.
• secured funding from the Welsh Government to run Welsh courses and 

registered more than 150 colleagues on a free Welsh language course.

HMRC has committed to staying in each of the 
devolved administrations securing thousands of jobs.
This issue will be regularly monitored.

Local infrastructure 
(transport, services 
etc)

The city centre location of regional centres 
is likely to increase the use of public 
transport and road networks, impacting on 
both colleagues and the wider community.
There is a risk that:
• delays to travel may impact on 

productivity and health and safety
• the public transport infrastructure may 

not be able to support increases in 
traffic.

Low Green

•
To manage this risk we’ve:
• developed regional PEIAs to understand, manage and ease local concerns 
• designed, refreshed and improved a range of policies and processes – 

including those affecting health and safety and risk assessments
• provided ongoing engagement with travel providers in each region
• helped colleagues understand and plan their regional centre journey 

at the earliest opportunity by inviting travel providers into some of our 
regional events.

HMRC expects this impact to be minimal and current 
mitigations are effective.

Other Government 
Departments (OGDs)

Through co-location, regional centres will 
increase the opportunities for collaboration 
across government departments.
There is a risk that: 
• different requirements may lead to 

complexities in build and fit-out 
• different terms and conditions may lead 

to an internal market.

Low Green

•
To manage this risk we’ve:
• identified specialist requirements at an early stage within each project – 

our requirements team continues to work closely with OGDs 
• continued to develop HMRC’s employer brand to make HMRC an 

employer of choice
• increased awareness of the HMRC total reward package to attract new 

people
• made sure OGDs are supported throughout their moves into regional 

centres by providing them with single points of contact.

HMRC will continue to work with OGDs to build 
relationships and understand requirements. We will 
continue to monitor this impact but current mitigations 
are effective.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Group impacted Risk and potential impacts
Impact 

on 
group

RAG Mitigating actions Critical assessment

Future Recruitment We expect the need to recruit additional 
colleagues from local communities.
There is a risk that:
• HMRC’s reputation and the strength of 

the local labour market may negatively 
impact on our ability to recruit

• required skills may not be available in 
local community 

• the balance of recruitment versus exits 
may be affected 

• HMRC may not be an attractive 
employer 

• the need to train new recruits will have 
a performance impact.

Low Green

•
To manage this risk we’ve:
• continued to develop HMRC’s employer brand to make HMRC an 

employer of choice
• developed links with local universities and schools through our senior 

regional sponsors, regional implementation leads and change leads
• designed modern on-site learning facilities into all our regional centres
• promoted HMRC at local job fairs
• developed a learning modernisation programme as part of HMRC’s 

transformation.
We’ll continue to:
• develop our national outreach recruitment strategy
• develop strategic recruitment campaigns, working closely with our 

communications teams to develop content – including for social media
• work with external suppliers to commission labour market insights, 

informing our regional centre recruitment plans and supporting a tailored 
marketing approach.

HMRC will continue to develop its employer brand and 
will work with local communities to build relationships. 
We will continue to monitor this impact but current 
mitigations are effective. 
Our regional centres are in locations near to 
universities and colleges which offer relevant courses, 
so we have access to a sustainable supply of people 
with relevant skills.

*for more information, please see pages 19-22. Diversity data is included at Annex B on page 43-44. 
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Annex A
Stakeholder Engagement 

The following stakeholders have been consulted in the development of this document:

•  Departmental trade union representatives 

•  Staff Support Network co-ordinators 

•  HMRC Diversity team 

•  HR Operations 

•  Locations Programme Business Readiness for Change, Communication and Stakeholder Engagement 

•  Regional Change Leads 

•  Customer Capability and Culture Team 

•  Estates 

•  HR Policy and Employee Relations 

•  HR Inclusion

•  Centre of Data Exploitation. 

Regional and project-level people and equality impact assessments have also been used to identify 
programme level concerns.



Annex B 
Diversity Data Analysis Summary

Group HMRC Diversity Data as at 31/3/2017 HMRC Diversity Data as of 01/04/2019

Working Time Working pattern Female 
(38,245)

Male  
(30,468)

All Colleagues Working pattern Female 
(34,799)

Male  
(29,367)

All Colleagues

Full-time (48,170) 56.7% 87% 70.1% Full-time (45,120) 57% 86% 70%

Part-time (20,543) 43.3% 13.0% 29.9% Part-time (19,046) 43% 14% 30%

Carer Yes No Not assigned Yes No Not assigned

Carer for school aged 
children

N/A N/A N/A Carer for school aged 
children

6.3% 16% 77.7%

Carer for disabled/
elderly person

N/A N/A N/A Carer for disabled/
elderly person

5.2% 17.3% 77.5%

Disability Disabled Non-disabled Chose not to declare Not known Disabled Non-disabled Chose not to declare Not known

8.66% 52.46% 4.77% 34.11% 9% 56.2% 5.1% 29.6%

Gender As at 31 March 2017 our employee headcount was 68,713. There were 38,245 female employees 
(55.7%) and 30,468 male employees (44.3%).

As of 1 April 2019 our employee headcount was 64,166. There were 34,799 female employees 
(54.2%) and 29,357 male employees (45.8%).

Race BAME White Chose not to declare Not known BAME White Chose not to declare Not known

8.1% 67.1% 4.7% 23.1% 9.6% 64.5% 2.6% 21.3%

Age Group % Group %

16-19 0.49% 16-19 0.4%

20-24 6.04% 20-24 4.4%

25-29 9.08% 25-29 10%

30-34 8.85% 30-34 9%

35-39 10.37% 35-39 10.8%

40-44 9.74% 40-44 9.8%

45-49 13.85% 45-49 12.5%

50-54 18.10% 50-54 16.8%

55-59 15.29% 55-59 16.2%

60-64 6.69% 60-64 8%

65+ 1.49% 65+ 1.9%

Sexual Orientation Heterosexual Lesbian/ 
gay/ 
bisexual/ 
other

Chose not to declare Not known Heterosexual Lesbian/ 
gay/ 
bisexual/ 
other

Chose not to declare Not known

49.65% 2.43% 4.7% 23.1% 54.8% 2.8% 8.3% 34.1%
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Group Croydon Diversity Data as at 31/3/2017 Croydon Diversity Data as of 01/04/2019

Working Time Working pattern Female 
(38,245)

Male  
(30,468)

All Colleagues Working pattern Female 
(34,799)

Male  
(29,367)

All Colleagues

Full-time (48,170) 53% 86% 67% Full-time (45,120) 51% 81% 63%

Part-time (20,543) 47% 14% 33% Part-time (19,046) 49% 19% 37%

Carer Yes No Not assigned Yes No Not assigned

Carer for school aged 
children

N/A N/A N/A Carer for school aged 
children

6.3% 16% 77.7%

Carer for disabled/
elderly person

N/A N/A N/A Carer for disabled/
elderly person

5.2% 17.3% 77.5%

Disability Disabled Non-disabled Chose not to declare Not known Disabled Non-disabled Chose not to declare Not known

12% 51% 6% 31% 9% 56.2% 5.1% 29.6%

Gender As of March 2017 our employee headcount was 2,315 female employees There were 1365 
female employees (59%) and 950 male employees (41%).

As of 1 April 2019 our employee headcount was 64,166. There were 34,799 female employees 
(54.2%) and 29,357 male employees (45.8%).

Race BAME White Chose not to declare Not known BAME White Chose not to declare Not known

5% 70% 7% 19% 6% 69% 7% 18%

Age Group % Group %

16-19 Less than 1% 16-19 Less than 1%

20-24 2% 20-24 1%

25-29 2% 25-29 3%

30-34 5% 30-34 4%

35-39 8% 35-39 8%

40-44 10% 40-44 9%

45-49 15% 45-49 14%

50-54 25% 50-54 24%

55-59 20% 55-59 22%

60-64 9% 60-64 11%

65+ 2% 65+ 4%

Sexual Orientation Heterosexual Lesbian/ 
gay/ 
bisexual/ 
other

Chose not to declare Not known Heterosexual Lesbian/ 
gay/ 
bisexual/ 
other

Chose not to declare Not known

70% 5% 7% 19% 52% 3% 13% 33%
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