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Policy statement

We are committed to meeting our obligations under the Equality Act 2010.
This legislation protects individuals from discrimination on the grounds of
protected characteristics, including disability, and places a legal duty on
housing providers to make reasonable adjustments. We will take proactive
and proportionate steps to remove or reduce barriers, ensuring that our
services, communication, and homes are accessible and that all residents
are treated fairly, with dignity and respect.

Purpose

We are committed to making our services accessible and fair for everyone.
We know that people have different needs, and we want to make sure
our services work for everyone.

This policy explains what reasonable adjustments are, how residents can
ask for them, how we decide what is reasonable, and when an adjustment
may not be possible.

Scope

The policy applies to all employees and stakeholders involved in delivering
customer facing services for Havebury Homes,

Definitions

A reasonable adjustment is a change we make to the way we deliver our
services so that they work for everyone as an individual as opposed to a
blanket approach. These adjustments ensure that people can access our
services fairly and safely.

Policies and procedures do not take precedence over a resident's legal rights
within the Equality Act 2010. Failure to offer reasonable adjustments could
result in a claim for discrimination.

Adjustments can be temporary or long-term and may change over time.
Examples include:

o Communicating with a resident in a different way (for example, by
email instead of phone)

o Giving information in large print, easy-read or in a different language
o Allowing more time for appointments or responses

o Trying to reduce the background noise during appointments

Responsibilities
The following are responsible for monitoring and reviewing the policy.

o Assistant director of housing and customer services
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o Head of customer experience

Reasonable adjustments

We use a “Tell us once" approach. Meaning residents should only need to tell us
about their needs or preferences once.

We will use the information residents share with us to provide an individualised
service where possible.

We will consider what is reasonable and not reasonable when making adjustment
based on the guidance in our reasonable adjustments procedure.

When deciding whether an adjustment is reasonable, we will consider:

o How effective the adjustment would be in reducing disadvantage
for the resident

The individual's specific needs and circumstances

The practicality of making the adjustment

Health and safety considerations

The cost and resources involved

The impact on other residents and our ability to deliver services
We will always try to work with the resident to find a suitable
solution.
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Examples of unreasonable adjustment'’s include:

o Asking for repairs to be carried out immediately when this would
be unsafe or not an emergency

o Requesting only one named member of staff to deal with all
contact when that staff member is unavailable or when the request
is not operationally feasible

o Asking us to change legal or tenancy requirements that we must
follow

o Requesting adjustments that would put staff, contractors, or other
residents at risk

o Ifthe request is not practical or technically feasible

o Requests that provide medical or specialist support that we are not
qualified or authorised to provide

o An emergency situation, as outline in our reasonable adjustments
procedure

Where possible, we will explain our decision clearly and look for an alternative
adjustment. All decisions made will be on a case-by-case basis.

Residents can update their details at any time, via any communication method.
Residents can also request to remove all reasonable adjustments from their
profile at any time.

When a resident requests for communication to be in another language, we use
an external service for the translation.



6.6  Where behaviour is significantly unacceptable when trying to support a resident,
which is not deemed as reasonable and/or takes up an unreasonable amount of
time and resources. We will follow the guidance on managing unacceptable
behaviour in our reasonable adjustments procedure.

6.7 Where the reasonable adjustment or vulnerabilities disclosed sits outside the
remit of an internal service, we should signpost the resident to the area of support
who are best placed to help.

6.8 Wewillensure this policy is applied fairly and consistently to residents, in line with
our Diversity and Inclusion policy. We will ensure no person or group of people
are treated no less favorably than any other person or group of people.

7. References
Related External Documents
Reference Link to reference
o Equality Act https.//www.gov.uk/guidance/equality-act-2010-
2010 guidance
o Human Rights https.//www.legislation.gov.uk/ukpga/1998/42/contents
Act 1998 https.//www.legislation.gov.uk/ukpga/1988/50/contents
o Housing Act
1996
Related Internal Documents
o HSF 003 Lone worker and personal safety policy
o Reasonable adjustments procedure RA-001

8. Document control

Uncontrolled version if printed or emailed
If you are viewing this document from your personal drive, via email or as a hard

copy, it may not be the latest version The current version can be found on the
HIVE.
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