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———————————————— REASONABLE ADJUSTMENTS FOR TENANTS AND CUSTOMER POLICY
Purpose

This policy helps all employees and tenants understand the legal duty placed on Flagship Group
to make reasonable adjustments available to disabled tenants, and other situations where a
reasonable adjustment may be required to meet a tenants need which may not be covered by
the Equality Act 2010. It demonstrates our commitment to delivering outstanding customer
service and applies to anyone that lives within a Flagship Group Home.

Equality Act 2010

The Equality Act 2010 protects people from discrimination and replaces previous anti-
discrimination laws with a single Act. As a social housing provider, we have a responsibility to
eliminate discrimination, ensure equality of opportunity and promote good relations between
people that have protected characteristics (age, disability, gender reassignment, marriage and
civil partnership, pregnancy and maternity, race, religion or belief, sex, and sexual orientation)
and those who do not.

Under the Equality Act 2010, the legal duty to make reasonable adjustments arises in three
circumstances:

e Where there is a provision, criterion or practice which puts a disabled person at a
substantial disadvantage in relation to a relevant matter in comparison with persons
who are not disabled.

e Where a physical feature puts a disabled person at a substantial disadvantage in
comparison with persons who are not disabled.

e Where a disabled person would, but for the provision of an auxiliary aid, be put at a
substantial disadvantage in comparison with persons who are not disabled.

This means that where reasonably practicable, a tenant is entitled to ask for reasonable
adjustments and/or auxiliary aids (temporary adaptations or portable support aids) to allow
them to enjoy their home. However, this does not provide the tenant with the right to remove
or change the physical features of their home, but they are still able to enquire if it is possible.

In addition to our legal responsibility, we are also committed to ensuring a high standard of
accessibility and experience to all of our customers. Where possible, we extend our approach
to reasonable adjustments to other groups alongside disabled groups, and offer a change of
service to those that have individual needs

What is a reasonable adjustment?

‘Reasonable adjustment’ is a legal term introduced under the Equality Act 2010 referring to
Flagships legal duty to make adjustments to services, homes and/or physical premises to avoid
placing a disabled person at a substantial disadvantage. An adjustment can only be determined
as reasonable in relation to the individual’s circumstances, and an adjustment which is
reasonable for one individual, may not be considered reasonable for another that has a different
set of circumstances. As recommended by the Equality Act’s code of practice, we will be using
the below to decide if an adjustment is considered reasonable:

e Effectiveness: how well does the adjustment in question remove or at least minimise the
disadvantage?
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e REASONABLE ADJUSTMENTS FOR TENANTS AND CUSTOMER POLICY

Training Statement

Employees within relevant business areas will be assigned e-learning on how to meet individual
needs depending on the systems they use. Line managers within relevant areas of the business
will receive additional training to support their teams.

Equality impact assessment statement
An Equality Impact Assessment was undertaken for this policy on 02/05/2024 and all identified
impacts have been mitigated.

Measuring Effectiveness

The following will be considered to measure effectiveness:
e Appeals related to reasonable adjustments
e Data which supports that we are meeting our tenants’ needs e.g INTRAN usage data.
e Customer satisfaction measures and feedback.

Review period

This policy will be reviewed as necessary, and at least every three years, by the Heads of
Housing, and the Equity, Diversity and Inclusion Manager. It will be reviewed by the customer
committee as appropriate.

Linked Documents

Equity Diversity and Inclusion Policy

Safeguarding Adults Policy

Safeguarding Children Policy

Reasonable Adjustment Guidance

Aids and Adaptations Guidance

Communication Adjustment Guidance

Disability, Neurodivergent Condition and Long-Term lliness Guidance
Accessibility Standard

PAGE 4



