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EXE 12.06.07 

Item 10 
 
Accessible Information Policy and Guidance  
 
EXECUTIVE MEMBER: Deputy Leader Councillor G Clements 

Councillor N Williams 
LEAD OFFICER: Jane Salt, Head of Customer Services  
REPORT AUTHOR: Jane Salt, Head of Customer Services  
 
Summary and Recommendation: To approve the Accessible Information Policy 
and Guidance                                                                         
 
 
 
1. INTRODUCTION 
 
1.1 The policy has been written to give guidance to Members, staff and 
customers on the protocols for making information accessible to all.  
 
2. ARGUMENT 
 
2.1 The policy provides the framework to ensure that people have equal 
access to all Council information.  
 
2.2 The guidance provides the framework to ensure customers have equal 
access to services. 
 
3. OPTIONS TO BE CONSIDERED 
 
3.1 To approve the Accessible Information Policy and Guidance 
 
4. CONCLUSIONS 
 
4.1 The policy is required in order to ensure that the Council supplies 
information on an equal basis to all its customers.  
 
4.2  The guidance is required to allow equal access to services. 
 
5.      FINANCIAL AND HUMAN RESOURCES IMPLICATIONS (INCLUDING      
SOURCES OF FINANCE) 
 
5.1 The only cost of producing the policy and guidance will be that of printing 
which will be covered by existing budgets. However there will be further costs of 
translating, interpreting etc. once the policy and guidance has been adopted and 
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this will have to be covered from existing budgets by the section requiring the 
service.   
 
5.2 The human resource implication is in respect of adopting the policy and 
guidance.  
 
6.      PROJECT AND RISK MANAGEMENT 
 
6.1 None 
 
7.       IMPACT ON CORPORATE PLAN 
 
7.1 The adoption of the policy and guidance will promote equal opportunity 
throughout Copeland. 
 
 
 
List of Appendices  
 
Appendix A – Accessible Information Policy 
Appendix B – Accessible Services Guidance 
 
List of Background Documents: None  
List of Consultees: Leader, OSC Chairs/Vice Chairs, Corporate Team 
 
 
CHECKLIST FOR DEALING WITH KEY ISSUES 
 
Please confirm against the issue if the key issues below have been addressed. 
This can be by either a short narrative or quoting the paragraph number in the 
report in which it has been covered. 
 
Impact on Crime and Disorder Will ensure information is accessible to 

all 
Impact on Sustainability None 
Impact on Rural Proofing None 
Health and Safety Implications None 
Impact on Equality and Diversity Issues 4.1 
Children and Young Persons 
Implications 

Will ensure information is accessible to 
all 

Human Rights Act Implications Will ensure information is accessible to 
all 

 
 
Please say if this report will require the making of a Key Decision     NO 

�
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Undertaking as to Secrecy 
 
In carrying out an interpretation/ translation ( pl delete as appropriate) service 
(“the Service”) for Copeland Borough Council ( “the Council”) I undertake:- 
 

(i) Not at any time during or after the contract to divulge or allow to be 
divulged to any person any confidential information relating to the 
documents to be translated / information acquired during interpretation 
( pl delete as appropriate) other than to persons who have signed a 
secrecy undertaking in a form approved by the Council; 

 
(ii) Not to permit any persons to assist in the provision of the Service 

unless such person has signed a secrecy undertaking; 
 

(iii) Without prejudice to Clauses (i) and (ii) above any information which I 
have obtained or will obtain from the Council, whether directly or 
indirectly, shall be kept strictly confidential at all times and used solely 
for the purpose of its performance. Unless the prior written consent of 
the Council has been  obtained, no matter arising from the 
performance of the Service may be communicated to the media or any 
other outside person, nor may it be published or circulated to the 
media or any other outside person, whether orally, in writing, 
electronically, by photograph or otherwise. I shall ensure that anyone I 
employ or engage in connection with the Service is aware of these 
provisions as to confidence and that a contractual obligation is placed 
upon them to observe them. Once any particular job of work is 
concluded I shall return all documents, whether originals or copies, to 
the Council. 

 
 
Signed… 
 
 
Dated… 
 
If customers have difficulty in accessing our services because of disability, 
understanding or language, it is our problem, not theirs. 
 
Giving customers assistance to meet their specific needs is helping them to 
exercise their rights, not doing them a favour. 
 
• Ask what help the customer needs and offer a solution. 
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• Wait until the customer has accepted your offer of help before giving it. 
 
• Only give the sort of help that the customer is asking for. 
 
• Do not underestimate a customer’s ability.  Something that might seem a 

great problem to you may be something that they are very used to 
dealing with. 

 
• You should always treat the customer the way in which they want to be 

treated. 
 
Difficulty speaking English 
 
• Never ignore someone if you don’t understand him or her. 
 
• Speak more slowly than usual, using short sentences 
 
• Ask “open” questions such as “when”, “why”, “what”, “where”, “who”.  

Answers to these types of questions will let you know if you have been 
understood.  Don’t shout. 

 
• Use clear gestures to show what you mean. 
 
• Get help from an interpreter if possible. 
 
 
Mobility Problems 
 
• Always talk to wheelchair user/disabled person not their carer. 
 
• Address the customer at their level, where possible sit at the same level 
as the wheelchair user 
 
• Only push a customer’s wheelchair if they ask you to 
 
• Ask if you can help customers on crutches or with other mobility 

problems – offer them a seat. 
 
 
• Ask how you can help customers who have breathing or heart problems.   

 
Hearing difficulties 
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• Tell customers about our facilities for those with hearing difficulties e.g. 
induction loop and British Sign Language (BSL) interpreter service   

 
• Find out how the customer wants to communicate 
 
• Do not shout.  Speak clearly and slow down slightly 
 
• To enable customers to lip read, make sure that you have the customer’s 

attention and they are looking at you.  Attract the customer’s attention by 
a wave or touch on the shoulder. 

 
• When speaking, talk in a well-lit area with the light on your face.  Look 

directly at the customer and don’t turn away while talking.  Don’t obstruct 
your face.  Keep background noise to a minimum. 

 
• Rephrase what you’re saying if it isn’t understood 
 
• If a sign language interpreter is used, continue to talk to the customer 
 
• Be polite – don’t finish a deaf person’s sentences 
 
• Write things down if necessary 
 
 
Visually impaired 
 
• Introduce yourself and anyone else clearly.  A name badge will be of no 

use. 
 
• Ask the customer whether they want to use your arm for guidance and if 

so offer it, do not assume they can see where it is.  Gripping above the 
elbow will enable the customer to be guided more easily. 

 
• Be absolutely clear when giving directions or information and mention 

any obstacles 
 
• If you are guiding the customer to a seat, put their hand on the back of 

the chair, so they will know which way the chair is facing 
 
• State what you are going to do before doing it 
 
• Don’t leave a blind or partially sighted person alone without explaining or 

saying goodbye 
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• Let the customer know that we can provide information on audio tape, in 
Braille or in large print.  The Communications Officer will be responsible 
for providing materials in the desired format.  

 
 
Learning and speech difficulties 
 
• Don’t correct or speak for someone with speech difficulties.  Always wait 

until they have explained what they want. 
 
• If you don’t understand a person with learning difficulties, ask them to 

repeat what they have said.  Be patient. 
 
 


