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Introduction 

The purpose of this report is to update the Committee on the development of a Code of 
Practice for Tenant Participation. 

Background 

The Housing (Scotland) Act 2001 sets out the statutory requirement for the development of 
a Tenant Participation Strategy. As part of North Lanarkshire Council's tenant Participation 
Strategy there was a commitment to develop a Code of Practice that sets out the principles 
and standards for tenant participation in North Lanarkshire. 

The Code of Practice has been developed over some time and agreed through a positive 
working partnership between tenants representatives, Housing Services staff and North 
Lanarkshire Tenants and Residents Development Support Project. 

The Code reflects the principles of the 'National Standards for Community Engagement' and 
'Partners in Participation' and reflects the commitment of the Council and its partners to 
tenant participation and to good communication based on partnership and mutual trust. 

The Code of Practice will be the subject of future joint training sessions for staff and will be 
the subject of regular monitoring and review. 

Recommendation 

It is recommended that the Committee note the content of the Tenant Participation Code of 
Practice which is attached at Appendix A. 

. h 

Monica Patterson 
Head of Housing Services 

For further information on this report please contact Pamela Humphries, Development Manager on 
(01236) 812522 
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Appendix A 

Tenant Participation 
Code of Practice 

for tenants, tenant and resident associations 
& umbrella organisations 

In 
North Lanarkshire 

March 2007. 
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Tenant Participation Code of Practice 

North Lanarkshire Federation of Tenants’ & Residents’ 
Ass oc i a t i on s 

North Lanarkshire Council 

Statement of Aims and Obiectives 

This code represents the agreement between the Council, its tenants and their 
representatives on how a relationship of mutual trust and partnership will be 
achieved between all partners and stakeholders in the activities and services of the 
Council. 

It outlines the standards of communication which will be undertaken in ensuring that 
information is given which will allow tenants and representatives to reflect informed 
judgements, and opinions which will clearly be considered and can influence the 
outcomes of services. 

The Code embodies the Council’s commitment to developing and maximising tenant 
involvement in continuously improving service standards and in ensuring services 
represent resident needs and aspirations. 

This statement and the Code have been achieved through a great deal of effort by 
all parties and this is acknowledged. However, it is the foundation for building sound 
relationships and will constantly change as needs, expectations and circumstances 
change. 

2 
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Preface 

1. This Code of Practice has been produced in partnership with the Coatbridge 
Federation of Tenant and Resident Associations, North Lanarkshire Council’s 
Housing and Social Work Services Department, and in consultation with tenant 
and resident associations throughout North Lanarkshire. 

2. The Code of Practice adopts the Key Principles of the document “Partners in 
Participation’ and reflects the wide range of principles and guidance on tenant 
participation and community engagement such as Housing (Scotland) Act 2001 
and the National Standards for Community Engagement produced by 
Communities Scotland. 

3. The Code of Practice sets out guidelines for developing tenant participation and 
involvement. It should be read in conjunction with North Lanarkshire Council’s 
Tenant Participation Strategy and Community Engagement strategies. 

4. It has been produced to reflect the commitment of both North Lanarkshire 
Council’s tenants and residents and Housing and Social Work Services to 
encourage, develop and support tenant participation of a high standard across 
North Lana rks h ire. 

5. It is envisaged that the key principles and details of this Code of Practice will, in 
the fullness of time, be the adopted practice of all North Lanarkshire Council 
Departments and the North Lanarkshire Federation. 
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Background and Acknowledgements 

John Colquhoun Chairperson 
Peter Winnie Vice Chairperson 
Joyce McGlinchey Committee Member 
Jennifer Murphy Strategy Officer 

Brendan Sherry Area Manager 

Bob Brownlie Area Manager 

1. The production of this Code of Practice would not have been possible without the 
drive and commitment shown by the Coatbridge Federation of Tenant and 
Resident Associations. 

Coatbridge Federation 
Coatbridge Federation 
Coatbridge Federation 
Housing and Social Work 
Services 
Housing and Social Work 
Services 
Housing and Social Work 
Services 

2. Coatbridge Federation of Tenant and Resident Associations compiled the first 
draft of the Code of Practice in December 2003. This was a reflection of the 
commitment and drive of the Federation who wanted an agreed Code of Practice 
in place as a promise of standards of communication and practice between both 
tenants and residents and the Housing and Social Work Services Department. 
This commitment and drive is mutually shared and endorsed by Housing and 
Social Work Services. This mutual understanding led to tenants, residents and 
staff working together to produce this final document. 

Clare Reynolds 

John Taylor 

Audrey Cameron 
Sharon Donohoe 
Philip Arnold 

3. It is important that the following people are acknowledged for their input into the 
Code of Practice: 

Communications Co-ordinator Housing and Social Work 
Services 

Service Manager Housing and Social Work 
Services 

Community Worker Community Services 
Development Manager Tenants Information Service 
Development Officer NL Tenants and Residents 

Development Support Project 

4. Both the Council and tenants and residents groups are committed to the 
principles of this guidance and the associated Codes of Practice in relation to 
the statutory duties under the Housing (Scotland) Act 2001. 
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National Tenant Participation Strategy - Key Principles 

Partners in Participation - the national strategy for tenant participation, 
underpin tenant participation practice in North Lanarkshire and in particular 
by the key principles detailed below. 

1. 

2. 

3. 

4. 

5. 

Tenant participation requires a culture 
of mutual trust, respect and 
partnership between tenants, elected 
and committee / board members, and 
housing officers at all levels, working 
together towards a common goal of 
better housing conditions and housing 
services. 

Tenant participation should be seen as 
a continuous process where 
information, ideas and power are 
shared, common understandings of 
problems are striven for and a 
consensus is worked out. 

Good tenant participation allows all 
parties to contribute to the agenda. All 
participants require to have all the 
information needed to consider the 
issues properly; that information 
requires to be clear, timely and 
accessible and to take account of 
equal opportunities concerns . 

Processes of decision making should 
be open, clear and accountable. 

Adequate time should be given to 
tenant representatives to consider the 
issues properly. Tenants should have 
the opportunity to work out a common 
view in advance of meeting landlord’s 
representatives. 

6. 

7. 

8. 

9. 

Good tenant participation requires the 
landlord to recognise the 
independence of tenants’ 
organisations. 

Good working relationships evolve 
gradually and are flexible to adapt to 
local circumstances. 

Tenants organisations req u ire 
adequate resources for organisation, 
training and support 

Tenant participation in rural areas must 
be tailored to suit the particular needs 
of tenants in such communities. 

10. Tenant participation must meet the 
requirements of the legislation 
surrounding equal opportunities. Good 
practice in participation removes 
barriers to effective participation 
arising from ethnicity, geographic 
location, special needs, language 
difficulties, learning difficulties, age, 
sexual orientation or disability. 

Scottish Executive 1999 
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Introduction 

1. North Lanarkshire Council is 
committed to encouraging and 
supporting tenants, residents and all 
service users to participate actively in 
all areas of our work. 
This document sets out minimum 
standards that the Housing Service will 
meet when consulting and involving 
tenants in policy development. We will 
ensure that we meet the statutory 
requirements of the Housing 
(Scotland) Act 2001 in respect of our 
tenants. We will also and carry out 
more detailed work during strategy 
implementation to develop clear, cross 
departmental procedures and 
appropriate ways of consulting all 
services users. We will ensure that 
existing ”good practice” informs the 
development of any future guidance. 

2. It is important to note that there is 
already a wide range of approaches to 
consultation and tenant participation in 
operation at local level with tenants 
and residents groups, at area umbrella 
group / federation level with the 
Coatbridge Federation of Tenant and 
Resident Associations and Newmains 
Tenants and Residents Federation and 
at an authority wide level with the 
North Lanarkshire Federation of 
Tenant and Resident Associations. 

3. Following on from the introduction of 
the National Tenant Participation 
Strategy, “Partners in Participation” in 
1999, the Scottish Executive produced 
five codes of practice on different 
aspects of tenant participation. These 
codes describe how to apply the key 
principles of the National Strategy (see 
Page 4) 

4. The Housing (Scotland) Act 2001 
Guidance on Tenant Participation 
reminds us that the new legislation 
rather than replacing the National 

5. 

Strategy, underpins it and we must 
apply its principles and the associated 
Codes of Practice in relation to our 
statutory duties under the new Act. 
The Codes of Practice are as follows: 
0 Tenant participation at Local Level 
0 Tenant participation at Best Value 
0 Tenant participation in 

Regeneration 
0 Tenant participation at Stock 

Transfers 
0 Tenant participation at Rural Areas 

North Lanarkshire Council Housing 
and Social Work Services will apply 
the principles of the National Tenant 
Participation Strategy and the 
associated codes of practice in relation 
to our statutory duties under the new 
Housing Act. In addition we meet the 
following minimum standards. 

Information 

1. In addition to the Tenants Information 
Pack, we will provide the following 
information on our policies, procedures 
and rules as a landlord on request; 
0 The terms of the tenancy 

agreement 
0 Right to buy rules 

Rent setting and charging policies 
and procedures 

0 The housing allocations policy 
0 Repairs and maintenance 
0 The Tenant Participation Strategy; 

0 Decision making structures and 
and 

procedures 

2. We will ensure that new tenants are 
provided with information on tenants 
and residents groups operating in their 
area. 

3. In addition we will regularly update and 
publish our Registered Tenant 
Organisation (RTO) database, as 
under the Housing Scotland Act 2001. 
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4. 

5. 

6. 

7. 

8. 

9. 

When writing we will make all our 
letters clear and easy to understand as 
stated in our Customer Care Charter. 

In line with our Customer Charter we 
will acknowledge your letters and e- 
mails within 14 days of receiving them, 
or keep you updated if an answer will 
take longer. 

We will arrange for letters to be 
translated, interpreted over the phone 
or made available in large print or 
Braille if you ask us. 

Annually all tenants will receive one 
North Lanarkshire wide newsletter and 
two local area newsletters. Copies of 
the newsletter will be made available in 
a variety of formats on request. 

The newsletter will be used in 
conjunction with other means of 
communication, to notify all tenants in 
advance and provide information on 
forthcoming tenant participation and 
consultation issues and opportunities 
that will affect them or their tenancy. 

All existing and new tenants will be 
issued with a copy of the Tenants 
Information Pack that includes details 
of tenants’ rights under the Housing 
(Scotland) Act 2001. This information 
will be available in a variety of formats 
as required. 

1 O.All existing and new tenants will be 
issued with a copy of the North 
Lanarkshire Council Complaints 
Procedure. In addition this will is 
available via the Council website and 
in all First Stop Shops. 

1 1, Tenant Organisations (TOs) will be 
notified and provided with information 
on any consultation proposals affecting 
their area by letter. Individual tenants 
will be notified via specific letter or the 
Tenants Newsletter as appropriate. 

Relevant information will be forwarded 
to the participating or affected tenants 
or tenants and residents groups prior 
to the consultation events / sessions. 

12. North Lanarkshire Council will provide 
information on Committee Meetings, 
council Committee Meetings and any 
other relevant meetings that may arise. 

13. RTOs will also be provided with a 
contact number of other Council 
committees and dates and times of 
when those committees meet. 

14. While providing information regarding 
the RTO database, NLC will provide 
tenant organisations with a North 
Lanarkshire wide contact list for Key 
Housing staff. This will be regularly 
updated. We will inform TOs of any 
staff changes as soon as practically 
possible. 

15. The Council will provide tenant 
organisations with information 
regarding planned capital works in 
their area for the forthcoming year (i.e. 
a year in advance). 

16. Updates on particular Capital 
programmes, including any significant 
delays (i.e. 3 or more months) will be 
provided to tenant groups by the area 
office at Chairpersons’ meetings. 
Information on the Capital programme 
will also be provided via the local 
newsletters. 

17. Staff will be available to attend tenant 
group meetings to discuss any aspect 
of the capital programme on request, 
as long as sufficient notice is given and 
it is clear what the topic matter for 
discussion is. 

18. Where capital programme work is 
being considered that is not part of the 
current programme, i.e. future 
environmental improvements, 
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demolitions etc then the council will 
encourage participation with tenants 
and tenant representative 
organisations for the area in 
developing proposals. 

19. The Council has previously agreed a 
North Lanarkshire Standard in terms of 
the scope and standard of work to be 
carried out. Where it is proposed to 
develop this standard or undertake 
work not included in the standard, 
tenants and tenant organisations will 
be encouraged to participate in 
developing the proposal before 
decisions have been made. 

20. The council will review, in conjunction 
with tenant groups, the information that 
it currently supplies to tenants and 
residents regard i ng the capital 
programme, e.g. standard letters; 
leaflets; website etc. This will include 
writing out to groups to provide written 
comments and arranging workshop 
sessions and/or meetings to discuss. 

21 .Annually TOs will receive information 
on performance (specific to their area 
and North Lanarkshire wide), the 
management of empty homes, any 
satisfaction survey reports published 
and other relevant research findings. 
Performance information will also be 
published in the local Tenants’ 
Newsletter and North Lanarkshire’s 
Tenants News. We will develop 
performance procedures to enable 
tenants (local and North Lanarkshire 
wide) to participate in monitoring. 

22. More generally North Lanarkshire 
Council staff will be required to follow 
Council guidelines when providing 
information, particularly with respect to 
equal ities issues. 

Consultation 

1. Biannually NLC we organise a public 
meeting to identify key issues and 
develop a consultation programme for 
the year. We also listen to other forms 
of communication. 

2. Taking account of responses received 
we will agree, in consultation with the 
umbrella organisations and North 
Lanarkshire Tenants & Residents 
Federation, a timetable of main events, 
including deadlines for responses by 
tenants. This will be published in the 
Tenants’ Newsletter and confirmed to 
the TOs by letter. This will assist 
tenants and TOs to plan and prepare 
for consultation exercises / events. 

3. In cases where a proposal only affects 
certain tenants in certain areas, the 
tenant organisations representing the 
area concerned will be consulted on 
the local specifics. All tenant 
organisations will be consulted on the 
broader improvement work 

4. We will consult with tenants, 
individually and through tenants 
organisations, on: 

0 Any changes we propose to 
make to the Tenancy 
Agreement 

0 Any modernisation or 
improvements we are planning 
to make to your home 

0 Any changes to how we 
manage the housing service to 
you, for example, how you 
report a repair or repair 
responsibilities 

0 How we plan to involve tenants 
in decision-making 
Any proposals to transfer 
management and ownership of 
housing to a new landlord, and 

0 Any proposals for demolition 
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5. Where we have proposals to consult 
on, we will notify individual tenants and 
registered tenant organisations by 
letter or via the Tenants Newsletter. 
Home visits will be offered to those 
who require specific assistance where 
appropriate. 

6. We will encourage a variety of 
approaches to consulting with both 
individuals and RTOs, for example 
using the Tenant Newsletter, leaflets / 
posters, public meetings, conferences / 
seminars, open days, home visits, 
focus groups, questionnaires / surveys 
and through our web-site. The method 
of consultation agreed will depend on 
the scale and significance of the 
project and taking full account of RTO 
and umbrella organisations’ views on 
how this should be carried out. 

7. Detailed information will be provided to 
tenants and RTOs on any proposals 
we are consulting on, including: 

0 How and when the final decision 
will be taken 

0 How the proposal will affect 
tenants 

0 How and within what timescales 
tenants can make their views 
known to us 

0 The contact officer dealing with 
the consultation and 

0 Information on how and where 
to complain 

We will have due regard of the 
views expressed by tenants and 
TOs 

8. Where possible individuals will be 
given not less than 4 weeks to respond 
to proposals. All associated 
paperwork will be forwarded prior to 
the consultation to ensure participants 
have all information prior to giving any 
feedback. If for any reason we have to 
give a shorter timescale we will explain 
why. 

9. Consultation exercise results will be 
reported to all individuals and groups 
who participated and in future editions 
of the Tenants Newsletter. 

10. Section 25 of the Housing (Scotland) 
Act 2001 requires us to give each 
tenant not less than 4 weeks notice, in 
writing, before increasing rents or other 
charges. If we propose to increase our 
rents we will first consult with those 
tenants who will be affected. 

1 1. The views of tenant organisations, and 
individual tenants will be sought from 
the outset of proposal development 
including views on the consultation 
methods required and timescales. A 
consultation plan and timetable will be 
developed and agreed with Registered 
Tenant Organisations and local 
cou nci I 10 rs . 

12. Tenant Organisations will be built into 
the consultation and participation 
process as early as possible on 
matters that they have identified as 
effecting them. This will ensure that 
their views are represented as part of 
the Committee process and any 
relevant Committee reports. 

13. North Lanarkshire Federation of 
Tenant and Resident Associations 
(NLF) will be considered within the 
Council administrative scheme and 
committee papers will be circulated as 
and as when required within the 
statutory time framework. 

14. We will take into account the fact that 
tenant organisations may wish to 
obtain independent advice on 
proposals and will ensure adequate 
time is allowed for this to happen and 
provide resources, as appropriate. 

15. Where possible Registered Tenant 
Organisations will be given not less 
than 12 weeks to respond to major 

130 
9 



proposals made. If it is more 
reasonably practicable to have a 
shorter timescale this will be informed 
in advance. A written summary report 
of the outcome of any consultation, 
detailing how registered tenants 
organisations’ views have been taken 
into account and why these views have 
either been incorporated or 
disregarded will be sent directly to 
those Registered Tenant 
Organisations that respond. The 
report will also be provided to the 
Tenant Participation Strategy 
Monitoring and Implementation Group. 

16.To ensure there is an effective link 
between the political process and 
tenants organisations , q u a rte rl y 
meetings will take place with the 
Convenor of Housing and Social Work 
Services Committee and 
representatives of the North 
Lanarkshire Federation (NLF to 
designate representatives) to jointly 
review Housing activity and consider 
future work. 

17. In addition to these quarterly liaison 
meetings and where circumstances 
demand, NLF will also have the right to 
approach the Convener and request 
ad hoc meetings to discuss certain 
housing issues further before a final 
decision is made by committee. 

Participation 

1. North Lanarkshire Council tenants 
currently participate in a variety of 
ways (see tenant participation 
strategy). We will continue to build on 
national good practice to involve 
tenants in policy formulation. 

2. The Council will encourage a variety of 
approaches to participation (see tenant 
participation strategy). The method of 
participation chosen will depend on the 

3. 

4. 

5. 

scale and significance of the project. 
The approach will be developed and 
agreed in conjunction with relevant 
TOs , including umbrella groups and 
the North Lanarkshire Federation. 

We will involve tenants at the earliest 
agenda setting stage, seeking views 
on what we should be discussing as 
well as views on any proposals we 
may already have (see Consultation 
7). We will develop and refine ways of 
working to assist tenants to identify 
issues of concern, develop proposals 
and participate in working groups. 

Working Groups are a tried and tested 
method of involving tenants. At the 
start of any working group, guidelines 
will be discussed and agreed with the 
RTOs and any individual tenants to 
ensure adequate tenant representation 
and influence as well as clarity of 
purpose and focus, including: 

Membership of the group 
Continuity of membership or fully 
briefed replacements 
Who will chair 
Who will produce minutes and 
agenda 
Role and remit including decision 
making powers 
When and where meetings will be 
held 
Access to independent advice, and 
Timetable. 

Where a working group is set up to 
review policy, the umbrella 
organisations will be offered 
membership. The Group can 
recommend changes to the policy with 
the umbrella organisations having the 
opportunity to endorse them or come 
up with alternatives. North Lanarkshire 
Federation’s views will be reported to 
the Housing and Social Work Services 
and the full Council. 
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6. 

7. 

8. 

9. 

Where meetings are used to involve 
tenants, the Housing Service will 
confirm which officials will attend 
ensuring that they are fully briefed and, 
where possible, with sufficient 
seniority to take decisions at the 
meeting without reference. If it is not 
possible for a decision to be made, the 
official will agree a timescale for a 
response to be made. 

If the Housing Service wishes to invite 
tenants to a meeting, it will provide 
details of the time, place and purpose 
of the meeting 28 working days in 
advance where possible. RTOs will 
confirm whether or not they will attend. 

Creche facilities, interpreting services 
and other support services will be 
made available on request at meetings 
organised by the Housing Service. All 
meetings will be held in fully accessible 
venues . 

If an RTO wishes to invite councillors 
or officials to a meeting, the RTO 
should provide details of the time, 
place and purpose of the meeting, 
including any issues on which a 
decision will be required (ten working 
days in advance where possible) 

10. RTOs will be asked to provide officials 
and councillors with copies of any 
minutes taken of meetings attended. 

Urn brella Organisations 

1. NLF is recognised by North 
Lanarkshire Council as the authority 
wide representative body for its 
tenants. 

3. 

4. 

5. 

6. 

tenants. This will include service 
delivery, policy development and day- 
to-day housing management issues. 
NLF can also request that consultation 
take place on issues of concern. 

NLF will encourage and assist all 
tenant organisations to conduct 
meetings in a fair manner in which all 
representatives are respected and not 
subject to any form of abuse. 

The Federation and umbrella 
organisations are also RTOs and the 
above standards apply. 

NLF’s membership and the groups 
registered with the council overlap. We 
will liaise with NLF on planned 
consultation to ensure that we make 
the best use of our resources and to 
avoid duplication of effort. 

We will continue to build on good 
practice participation work with the 
Federation and will ensure that this 
informs future work development. 

Monitoring and Evaluation 

The Tenant Participation Strategy 
Implementation Group will continue to 
meet quarterly to maintain an overview of 
participation work in North Lanarkshire 
and co-ordinate the evaluation and 
monitoring procedures described in Part 
1 1 of the Tenant Participation Strategy. 

This Code of Practice will be reviewed 
annually. 

2. We are fully committed to consulting 
the Federation and local umbrella 
organisations, at the earliest stage, on 
all authority wide housing issues where 
there are proposals to develop or 
change housing services that affect 
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Appendix 1 
Community Engagement Key Principles 

The following key principles are adopted from Communities Scotland’s National 
Standards for Community Engagement published in March 2005. 

Fairness, equality and inclusion 
must underpin all aspects of 
community engagement, and 
should be reflected in both 
community engagement policies 
and the way that everyone involved 
participates. 

0 Community engagement should 
have clear and agreed purposes, 
and methods that achieve these 
purposes. 

Improving the quality of community 
engagement requires commitment 
to learning from experience. 

0 Skill must be exercised in order to 
build communities, to ensure 
practise of equalities principles, to 
share ownership of the agenda, 
and to enable all viewpoints to be 
reflected. 

As all parties to community 
engagement possess knowledge 
based on study, experience, 
observation and reflection, effective 
engagement processes will share 
and use that knowledge. 

All participants should be given the 
opportunity to build on their 
knowledge and skills. 

In summary, these principles highlight 
the importance of equality and 
recognising the diversity of people and 
communities; a clear sense of 
purpose; effective methods for 
achieving change; building on the skills 
and knowledge of all those involved 
and commitment to learning for 
continuous imp rovemen t . 

Both the Council and the tenant and 
resident’s representatives also fully 
endorse the National Standards for 
Community Engagement and are 
committed to strive to meet these 
standards . 

Accurate, timely information is 
crucial for effective participation. 
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Appendix 2 
National Standards for Community Engagement 

1. Involvement 
We will identify and involve 
the people and organisations 
who have an interest in the 
focus of the engagement. 

2. support 
We will identify and 
overcome any barriers to 
involvement. 

3. Planning 
We will gather evidence of 
the needs and available 
resources and use this 
evidence to agree the 
purpose, scope and 
timescale of the engagement 
and the actions to be taken. 

4. Methods 
We will agree and use 
methods of engagement that 
are fit for purpose. 

5. Working Together 
We will agree and use clear 
procedures that enable the 
participants to work with one 
a not her effectively and 
efficiently. 

6. Sharing Information 
We will ensure that 
necessary information is 
communicated between the 
participants. 

7. Working with Others 
We will work effectively with 
others with an interest in the 
engagement. 

8. Improvement 
We will develop actively the 
skills, knowledge and 
confidence of all the 
participants. 

9. Feedback 
We will feed back the results 
of the engagement to the 
wider community and 
agencies affected. 

10. Monitoring and Evaluation 
We will monitor and evaluate 
whether the engagement 
achieves its purposes and 
meets the national standards 
for community engagement. 
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Appendix 3 
Equal Opportunities 

The Housing and Social Work Services will strive to encourage equal opportunities 
and diversity, responding to the different needs and service requirements of people, 
regardless of sex, race, colour, disability, age, nationality, marital status, ethnic 
origin, religious beliefs, sexual orientation or gender re-assignment 

To enable this aim to be met, they will: 

Consult regularly with different 
groups and communities to find 
out if services are appropriate 
and accessible. 

0 Regularly review and improve 
services to ensure equality 
standards are being met. 

0 Share information and good 
practice amongst those who 
work in partnership with the 
council to help eliminate 
discrimination. 

0 Ensure that the department's 
policy is understood by groups 
and organisations. 

0 Ensure all our information 
leaflets are available in other 
formats on request including, 
audio tape, Braille, community 
languages and large print. 

0 Ensure that First Stop Shops 
and other offices are equipped 
with the most up to date 
facilities to assist people with 
disabilities. 

0 Arrange for signers or 
interpreters, as appropriate to 
be present at interviews with 
customers who have hearing 
difficulties. 

0 Make appropriate arrangements 
for communicating with 
customers who have special 
needs such as learning 
difficulties. 

0 Provide the services of an 
interpreter for non English 
speaking customers. 
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