
Who is this policy for?

This policy applies to:

Council tenants

Leaseholders

	People applying for housing

	Anyone using East Suffolk Council 
housing services

This policy covers:

Tenancy services

Repairs and maintenance

Housing improvements

Safety and compliance checks

Complaints and feedback

Tenant engagement activities

Access to information and 
services

What is a reasonable 
adjustment?

A reasonable adjustment is a change 
we make to help someone access our 
services.

We make adjustments when someone 
may be disadvantaged because of:

•	 A disability
•	 A health condition
•	 A vulnerability
•	 Other individual needs

Each person’s needs are different; we 
will look at each situation individually.

Examples of reasonable 
adjustments

Information in large print

Easy Read documents

Braille documents

Information in another language

Telephone appointments

Home visits

Support from an advocate

Flexible appointment times

Extra support during meetings or 
conversations
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What East Suffolk Council 
will do

We will make sure reasonable 
adjustments are:

Based on individual needs

Practical and appropriate

Reviewed regularly

Kept confidential

Free of charge

Used to help people access 
services fairly

How we find out about 
support needs

We may find out that someone 
needs support through:

Information they tell us

Information we already hold

Tenant surveys and tenancy 
reviews

Feedback or complaints

Conversations with staff

Recording reasonable 
adjustments

When we agree a reasonable 
adjustment:

We will record it on our housing 
system.

We will keep the information up 
to date.

We will only share information 
with people who need it to 
provide the right support

Delivering reasonable 
adjustments

We will make sure agreed adjustments 
are put in place.

This may include:

Changing how we communicate 
with you

Providing extra support

Arranging appointments 
differently

Making meetings and events 
more accessible



If we cannot make an 
adjustment

Sometimes we may not be able to 
provide the adjustment that has been 
requested.

If this happens, we will:

Explain why

Look for other ways to help

Tell you about other support that 
may be available

If you disagree with a decision:

You can ask us to review  
our decision

You can do this through East 
Suffolk Council’s Customer 
Feedback process

What staff must do

Council staff must:

Listen to residents

Identify support needs

Respond appropriately

Follow this policy

Managers must:

Make sure staff understand  
the policy

Check the policy is being 
followed

How you can help us

Tell us about any support you 
need

Let us know if your needs change

Work with us to agree suitable 
support

Tell us if an adjustment is not 
working

You do not have to tell us about 
your needs if you do not want to.


