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1. Purpose 
 

1.1 Under the Equality Act (2010) all public sector organisations have a duty to 
ensure that their services are accessible to everyone that needs to use them.  
This means that adjustments may have to be made to a service to ensure that 
someone who has a disability can still access and benefit from that service.   

 
1.2 Not providing a `reasonable adjustment’ to enable an individual or group with 

a disability to gain access to a service may be considered indirect 
discrimination. 

 
1.3 This policy provides guidance on how to identify how and when to make 

`reasonable adjustments’ to our services, to ensure the authority to meet its 
obligations under the Equality Act (2010).   

 
2. Scope 

 
2.1 The duty to provide `reasonable adjustments’ is `anticipatory’, therefore we 

are required to think and plan in advance of any adjustments that may need to 
be made to a policy or function. 

2.2 Corporate format recommendations in font size, style, and format and 
prepared in `plain English’ should be adhered to for all corporate documents 
to allow for wider communication amongst residents of the borough. 
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2.3 It is not acceptable to wait until someone tries to use our service for us to 
realise that it is inaccessible or ineffective. 

2.4 On occasion, making an adjustment may result in a person or group with the 
disability receiving a better service than someone that does not have a 
disability; this is acceptable within the Equality Act (2010). 

2.5 Adjustments may be identified during the formulation, procurement or revision 
of a policy or function, when the Equality Questionnaire is completed.  In 
cases such as these it may be possible to make a permanent adjustment to 
how that policy or function is implemented. 

2.6 ‘Reasonable adjustments’ are adjustments that are made specifically to 
remove barriers or disadvantage enable someone that has a disability to 
access a service.  For example:  

• An alteration to how someone accesses the building, for example a 
ramp.    

• A change to a policy or training to ensure someone with a learning 
disability can access a service, this may include giving additional 
assistance in booking an appointment or paying a bill. 

• How we communicate with specific individuals, this may include 
booking a sign language interpreter when meeting a customer with a 
hearing impairment. 

2.7 Not all disabilities are the same, different people with different or similar 
disabilities may have their own preference.  It is therefore important to 
communicate effectively with individual customers to ensure that they have 
the opportunity to tell us how best we can serve them.   

3. Policy Aims 
 

3.1 This policy aims to equip employees with the knowledge and the confidence 
on how to apply reasonable adjustments when required within our services.   

 
3.2 Not all customers will directly ask for adjustment or volunteer information 

about their disability.  This policy provides a procedure for employees to follow 
to identify if a service user requires a `reasonable adjustment’ and how the 
adjustment may be implemented. 

 
3.3 With this policy in place it is our intention to deliver a fully accessible service 

to local residents, removing barriers and disadvantage they may otherwise 
encounter. 

 
3.4 The policy procedure will signpost officers for further advice. 

 

4. Identifying a Reasonable Adjustment 

4.1  Communication 

4.1.1 When contacting a customer, their records should be checked to see if their 
preferred method of communication has been previously recorded.  If there is 
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no method recorded, this should be established in your first contact with them; 
and their records updated accordingly.   

4.1.2 If the customer discloses to you that their preferred method of communication 
is because of a disability you should ask them if they would like this recorded 
to enable all service areas to have this information. If the customer agrees to 
this, you should ask them which other services that they use within the 
authority. Once you have this information you should inform those areas 
accordingly to enable them to update their own records. 

4.1.3 When receiving communication from a customer, whether via phone, email or 
letter they should be asked their preferred method of communication.  As 
above (4.1.2) this should be noted on their records and communicated as 
appropriate to colleagues. 

4.1.4 Preferred methods of communication should be established for all our 
customers.  It is especially important when the customer has a disability or 
impairment that restricts the type of communication that they have available. 

4.2  Meetings 

4.2.1 When arranging a face to face meeting with a customer, they should be asked 
if there are any adjustments that they will require for the meeting to take 
place.  Meeting rooms with hearing loops, and rooms that are fully accessible 
should be used for external meetings. 

4.2.2 If special requirements are requested, this should be noted on the customers 
record for future reference.  Future meeting invitations should reference the 
adjustments that are on record, and enquiry should be made if any further 
adjustments are required. 

4.3 Providing alternative formats 

4.3.1 When publishing a corporate or service area document it should contain the 
corporate invite (see below), so those individuals who require an alternative 
format to the original may request it. 

If you require this document in an alternative format please contact *** email 
**@corby.gov.uk 

Please note: The contact should be that of the person or team that has 
produced the document. 

4.3.2 We must ensure that any consultation period is not reduced for a disabled 
person due to accessible formats not being promptly available. 

4.4 Alternative Formats 

4.4.1 Different formats will suit one type of impairment more than another, and 
within those impairments people will have their own preference.  Please refer 
to Appendices 1 for further information on alternative formats available and 
the procedures to obtain them. 
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4.4.2 If someone has requested an alternative format you should ensure that they 
receive the new formatted information promptly, keeping them informed of any 
delays. 

4.4.3 Once someone has requested an alternative format, this information should 
be recorded for future contacts.   

4.4.4 In addition, you may follow up their request by contacting them to enquire if 
there is any other adjustments they may require. 

4.4.5 A customer may prefer you to send the document electronically because they 
have their own software or application package to convert it to audio.  This 
may be the case for SMS small messages as well as emailing larger 
documents. 

5. Unable to meet Reasonable Adjustment Request 
 

5.1 If you are unable to meet the request for an `reasonable adjustment’ in a 
timely manner, you should speak with your manager or the Equality Officer to 
seek further advice. 

 
5.2 If an alternative adjustment is available or possible option you should consult 

with the customer to establish whether this is suitable.  
 

5.3 If you are unable to meet the ̀ reasonable adjustment’ request you should inform          
your manager, giving detail of why the request is not able to be met.  Your 
manager, with advice from the Equality Officer will evaluate the request of the 
reasonable adjustment.  If it is found that that the request for adjustment is not 
`reasonable’, an alternative solution will be established in consultation with the 
customer. 
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Appendices 

1. Alternative Formats 

1.1 Large Print 

This type of format may be requested from an individual with a sight 
impairment or a learning disability. 

Large print is defined as print in at least 16pt Arial.  Corporately we do not 
produce this as a standard, but should make it available on request or 
automatically issued where we have recorded that it has previously been 
requested 

When producing `large print’ documents the standard corporate format should 
be applied with the exception of the font size. 

1.2 Audio 

If you receive a request for some information you have produced to be re-
formatted into audio, this may be because that they have a sight impairment 
or a learning disability. 

Northamptonshire Association for the Blind is able to produce audio versions 
of documents.  You will need to contact them for an individual quote. 

1.3 Additional Adjustment Information 

Alternative sources of translation information may be found in the `Translation 
and Interpreting Guidelines’. 

LINK 
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2.  Useful Sources for Further Information 

 

 Government website: 
https://www.gov.uk/service-manual/helping-people-to-use-your-
service/making-your-service-accessible-an-introduction 

 
Royal National Institute of Blind People 
https://www.rnib.org.uk/services-for-businesses 

 
 Northamptonshire Association for the Blind 
 https://nab.org.uk/ 
 
 Action on Hearing Loss 

https://actiononhearingloss.org.uk/ 
 
Scope 
https://www.scope.org.uk/about-us/ 

 
 Mencap  

https://www.mencap.org.uk/ 
 
hft 
https://www.hft.org.uk/ 
 
Mind 
https://www.mind.org.uk/ 
 
Mental Health Foundation 
https://www.mentalhealth.org.uk/ 
 
Alzheimer’s Society 
https://www.alzheimers.org.uk/ 
 
Equality Human Rights Commission 
https://www.equalityhumanrights.com/en 
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