Vulnerabilities
and Reasonable
Adjustments Policy

This is about making sure that we meet customers’
different needs. We will give everyone fair and equal
access to our services.



What is an easy read?

An easy read has information you need to
know. It uses words and pictures to explain.

Some words are in bold. These are thicker
and darker because they are important.

Words in blue are links to websites and
email addresses. You can click these on
your computer, phone or tablet.

About this document.

Onward provide homes to 35,000 households. We want to
make sure that we give equal and fair services to everyone.

We know customers have different needs, or vulnerabilities.
We will sometimes need to change what we do to meet your
needs.

This is called a reasonable adjustment. Reasonable
adjustments are changes we make so that everyone can use
our services fairly.

This is our vulnerabilities and reasonable adjustment policy.
A policy sets out our general approach. This applies to all our
customers.



Why do we need a policy?

The Equality Act 2010 is a law that makes
sure people are treated equally. It protects
people from being treated differently
because of protected characteristics. These
are:

. Age

- Disability

- Gender re-assignment

- Marriage and civil partnership
« Pregnancy and maternity

+ Race

- Religion or belief

. Sex

- Sexual orientation

Customers may be vulnerable for different reasons. This can
be long-term or happen at a point in time, like grief or money
worries.

A vulnerability is when someone has characteristics which
mean they need help in daily tasks. This could be extra help
paying rent or with home visits.



Checking for vulnerabilities.

We will use what we know about customers
to give equal access to services. We will use
equality impact assessments. These help
us to make sure we are fair and think about
the needs of protected groups.

To do this we will look for vulnerabilities every time we speak to
a customer. We will change what we do as we need to.

We will check that customers are using services equally and
how we can help if they are not. For example, if our disabled
customers telling us about repairs less than non-disabled
customers. We will look at why this may be the case and what
extra help customers might need.

What we will do.
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Keep our records up to date to make sure we
understand your needs.

Check for any agencies and/or people who can act on
behalf of customers.

Be clear when we speak to you and do this in a way
that meets your needs. We will also make sure you know
how to use our services.

Ask customers how are doing so we can learn and get
better.

Train our staff to understand vulnerabilities and how to
ask for adjustments.

In line with the Mental Capacity Act 2005, we will
speak to those with authority to act for customers who
lack capacity.



When we will make a reasonable adjustment.

We will check for vulnerabilities and make reasonable
adjustments where these are needed. These could be:

Visiting you at
home instead
of using the
telephone.

Reading letters
to you in person
or on the
telephone.

Giving you more
time to get to the
door when

we Vvisit.

Sending someone
of the same sex
to visit you at
home, or visiting
in mixed pairs.

Asking a support
worker from
another agency
to help explain
issues or offer
support.

Visiting on a day
and time that is
good for you.

Sharing information in your first language,
for example translating letters or using an
interpreter.

If you have a vulnerability you can have a representative or
advocate with you when you speak to us. This is someone who
can help to listen and speak for you.



How you can tell us about
vulnerabilities.

When you speak to us we will check if
there is anything that has changed in
your life.

We need to know if you or someone
you live with becomes disabled and/or
vulnerable.

If you think we need to do anything differently it’s important
to tell us. You can let us know by:

[':' Calling us on 0300 555 0600 or messaging us on
WhatsApp at 07418 344 603 between 8am - 6pm
Monday to Friday, and 10am - 6pm on Wednesdays

P& Fortenants, emailing us at
customerservices@onward.co.uk

For leaseholders and shared owners, emailing us at
homeownership@onward.co.uk
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If you need any help understanding this document, please give us a call
on 0300 555 0600, send us a message on WhatsApp to 07418 344 603,
or send an email to customerservices@onward.co.uk.
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555 0600, wyslij nam wiadomos$é na WhatsApp na numer07418 344603 lub wyslij e-mail
na adres customerservices@onward.co.uk.
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Sivous avez besoin d'aide pour comprendre ce document, appelez-nous au 0300 555
0600, envoyez-nous un message sur WhatsApp au07418 344603, ou envoyez un e-mail a
customerservices@onward.co.uk.
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Se necessitar de ajuda para compreender este documento, contacte-nos para o numero
0300 555 0600, envie-nos uma mensagem para o WhatsApp para o numero 07418 344603,
ou envie um email para customerservices@onward.co.uk.



