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Our Vision  

Our Housing Service vision is that all homes in East Suffolk are safe, suitable, and sustainable, in 
communities where residents are proud to live.    

This vision supports the Sustainable Housing theme in the Council’s Corporate Strategy: Our 
Direction 2028.  

Equality and Diversity Statement  

East Suffolk Council is intent on ensuring people or communities do not face discrimination or 
social exclusion due to any of the following protected characteristics: age; disability; sex; 
marriage & civil partnership; race; religion or belief; sexual orientation; gender reassignment; 
pregnancy & maternity and socio-economic deprivation. 

This document complies with the Council’s equality & diversity policy.   
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1. Purpose 
 

1.1. East Suffolk Council (ESC) is committed to providing fair, inclusive and accessible services 
to all residents. 
 

1.2. This policy sets out how the Council will identify, record and deliver reasonable 
adjustments to ensure that individuals are not disadvantaged when accessing housing 
services due to disability, vulnerability or other individual needs. 
 

1.3. This policy supports ESC’s aim to provide services that are accessible, responsive and 
centred on the needs of our residents. 
 

2. Scope 
 

2.1. This policy applies to: 
• Council Tenants, leaseholders and applicants 
• Individuals accessing housing related services 
• Anyone interacting with ESC housing services 

 
2.2. It applies across all housing functions including: 

• Tenancy Management 
• Repairs and Maintenance 
• Housing Investment 
• Regulatory Compliance 
• Complaints and feedback 
• Tenant Engagement 
• Access to information and services 

 
3. Legal and Regulatory Framework 

 
3.1. This policy supports compliance with: 

• Equality Act 2010 
• Public Sector Equality Duty 
• Social Housing (Regulation) Act 2023 
• ESC’s commitment to Equality, Diversity and Inclusion  
• Data Protection Act 2018 and UK General Data Protection Regulation (UK GDPR) 
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4. Definitions 
 

4.1. Advocate 
A person acting on behalf of, or supporting, a resident in their interactions with the 
Council. 
 

4.2. Alternative Format 
Information provided in a format other than standard printed text, including large print, 
braille, easy read, audio or translated materials. 
 

4.3. Disability 
A physical or mental impairment that has a substantial and long-term adverse effect on 
a person's ability to carry out normal day-to-day activities, as defined by the Equality 
Act 2010. 
 

4.4. Housing Management System 
The Council's housing management system used to record tenancy information and 
agreed reasonable adjustments. 
 

4.5. Personal Data 
Information relating to an identified or identifiable individual, processed in accordance 
with applicable data protection legislation. 
 

4.6. Reasonable Adjustment 
A change to a policy, procedure, practice, communication method or service delivery 
arrangement that assists a resident to access Council services and removes or reduces 
barriers arising from disability or other individual circumstances. 
 

4.7. Resident 
Any tenant, leaseholder, housing applicant or other individual accessing East Suffolk 
Council housing services. 
 

4.8. Vulnerability 
Personal circumstances that may affect an individual's ability to access, understand or 
engage with Council services. 

 
5. Our Approach to Reasonable Adjustments 

 
5.1. A reasonable adjustment is a change or an adaptation to the way a service is delivered to 

remove or reduce disadvantage experienced by an individual. 
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5.2. Adjustments will be: 
• Based on individual needs 
• Proportionate and practical 
• Reviewed regularly 

 
5.3. Examples include (but are not limited to): 

• Providing information in alternative formats (large print, easy read, braille, translation) 
• Using different communication methods (telephone, home visit, advocate support) 
• Flexible appointment times 
• Adjustments to service delivery processes 
• Additional support during interactions 

 
5.4. ESC will ensure that reasonable adjustments are: 

• Person-centred; tailored to individual circumstances 
• Proactive; identifying needs at the earliest opportunity 
• Accessible: enabling fair access to services 
• Confidential; respecting privacy and data protection 
• Free of charge 

 
6. Identifying the need for adjustments 

 
6.1. ESC will identify reasonable adjustment needs through: 

• Customer Data (Obtained through Tenant Census, Tenancy Audits) 
• Information provided directly by the individual 
• Staff recognising and discussing potential needs 
• Feedback, complaints or engagement activities 

 
  

7. Recording and Sharing Adjustments 
 

7.1. Where a reasonable adjustment is identified, details will be recorded on ESC’s Housing 
Management System. Records will include the nature of the adjustment required, any 
agreed actions and any relevant information needed to ensure services can be delivered 
appropriately and consistently. 
 

7.2. Information relating to reasonable adjustments will be used to: 
• Support residents to access housing services fairly and effectively 
• Ensure staff are aware of agreed adjustments when interacting with residents 
• Enable services to be tailored to individual needs where appropriate 
• Promote a consistent approach across housing services 
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• Meet ESC’s legal and regulatory obligations 
 

7.3. Information recorded about reasonable adjustments will be: 
• Accurate and relevant 
• Kept up to date and reviewed when circumstances change 
• Accessible to officers on a need-to-know basis 
• Shared only where necessary to support service delivery and in accordance with data 

protection legislation. 
 

7.4. Where necessary to deliver a service, relevant information about a reasonable 
adjustment may be shared with appointed contractors, partners or other organisations 
acting on behalf of the Council. Only the information necessary to enable the adjustment 
to be provided will be shared. 
 

7.5. All information relating to reasonable adjustments will be managed in accordance with 
the UK General Data Protection Regulation (UK GDPR), the Data Protection Act 2018 and 
the Council’s Housing Privacy Notice. 

 
8. Delivering Reasonable Adjustments 

 
8.1. ESC will ensure that agreed adjustments are implemented consistently across services. 

 
8.2. This may include: 

• Adapting communication methods 
• Providing additional support during service interactions 
• Adjusting appointment arrangements 
• Ensuring accessibility of consultations and engagement activities 

 
8.3. Officers will check that adjustments remain appropriate and effective 

 
9. When an Adjustment cannot be made 

 
9.1. In some cases, a requested adjustment may not be considered reasonable because of 

practicality and/or proportionality. 
 

9.2. When this occurs, ESC will 
• Explain the decision clearly 
• Consider alternative solutions 
• Signpost to additional support where appropriate 
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9.3. Tenants can appeal decisions made under this Policy, through ESC’s Customer Feedback 
Policy: Customer feedback » East Suffolk Council 

 
10. Roles and responsibilities 

 
10.1. All staff are responsible for: 

• Identifying and responding to reasonable adjustment needs 
• Applying this policy in day-to-day work 
• Taking reasonable steps to remove barriers to accessing housing services 
• Where appropriate, signposting or referring residents to internal services, support 

organisations or external agencies that may be able to provide additional assistance 
 

10.2. Managers are responsible for: 
• Ensuring staff awareness and compliance 
• Monitoring delivery within their service areas 
• Supporting staff to identify appropriate support, referral pathways and reasonable 

adjustments for residents 
 

11. How Residents Can Help Us Support Them 
 

11.1. Residents are encouraged (but not required) to: 
• Tell us about any communication or access needs they have 
• Let us know if their circumstances change 
• Work with us to agree suitable adjustments where possible 
• Inform us if an agreed adjustment is not working 

 
11.2. ESC recognises that: 

• Some individuals may not wish to disclose their needs 
• Some individuals may not be able to identify or communicate their needs 
• Support may be required to help individuals engage 

 
11.3. The Council will take a proactive approach and will not rely solely on residents to 

identify or request reasonable adjustments. 
 

11.4. The Council will use available data and insight to identify potential needs and will not 
rely solely on residents to request adjustment 

 
 

12. Policy Review 
 

https://www.eastsuffolk.gov.uk/contact-us/customer-feedback/
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12.1. This policy will be reviewed every three years in consultation with staff and other 
stakeholders unless there are any reasons, such as legislative changes, requiring that it 
be reviewed earlier. 
 

13. Version Control 

Version:  Date:  Author:  Rationale:  
1.0  September 2026 Housing Policy and 

Regulation Manager 
New Policy 
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