How we adapt services to individual customer’s needs
‘No Barriers’ is Derwent Living’s strategy to ensure that no customer is excluded in terms of access to services or suffers unlawful discrimination in respect of the Equality Act 2010. 

All services that affect customers are tested for equality in respect of ‘protected characteristics’ set out in ‘No Barriers’. 

The tests that we use are called Equality Impact Assessments (EIAs) and if a risk is highlighted we will make changes to improve the service. Equality Impact Assessments are available on request and some of the changes are set out here. 

	Service Area
	Changes 

	Anti-Social Behaviour Strategy
	We monitor all cases to make sure that everyone has equal access to our service and that no group is at higher risk. 

	Allocations
	We make sure that we understand the needs of individuals so that we can set up support packages for new tenants. We always arrange accompanied viewings and visit 4 weeks after sign up to help with settling in. 

	Allocations
	We will consider the needs of individuals in terms of the type of accommodation that we offer. For example, a single person may only need one bedroom but a disabled person may need another room for a carer. 

	Rechargeable repairs
	We will use discretion to waive a repair charge where the tenant is responsible for damage by considering whether this is related to a ‘protected characteristic’. For example damage caused by a wheelchair or an assistance dog. 

	Harassment and Racial Harassment Policy
	We offer translation services to assist victims who have need for support with communication, for example, sign language support for hearing impaired customers. 
We monitor trends in terms of service provision to ensure that no group is more at risk of suffering harassment. 

	Local Lettings Policy
	We sometimes use a local lettings policy to achieve a balanced community. To ensure equality the policy does not permit blanket bans of any group based on a ‘protected characteristic’, for example age or gender. 

	Transfer policy
	We will consider ways to remove barriers to transferring to a new home associated with a ‘protected characteristic’, for example, a disabled person who requires adaptations in their new home will be offered advice on how this can be arranged. 
We have increased the ways in which transfer properties are advertised to encourage access for all customers. 

	Domestic Violence Policy
	We provide advice and support to both male and female victims and adapt our service to provide support that is based on individual needs. 

	Resident Involvement Strategy
	We will adapt meetings to support the needs of individuals, for example, providing information in a different format to assist with a disability. 

	Breach of Tenancy Policy
	We will try to assist customers who are in breach of their tenancy due to a ‘protected characteristic’, for example, a customer who cannot maintain their garden due to age or disability.  

	Customer Insight Strategy
	We use a community census to build understanding of all our customers and use this information to enable better targeting of resources based on customers’ needs and preferences. 


