
Equality and diversity –
Making our services accessible  
to everyone



What does equality 
and diversity mean 
at Swan?
We will encourage equality and 
diversity in all our services to make 
sure you are not discriminated 
against or disadvantaged. In 
simple terms, equality means that 
everyone should receive the same 
opportunities and diversity means 
valuing people’s differences.  
Equal opportunities are central to 
everything we do and we value and 
respect people from the whole 
community, whatever their age, 
disability, ethnic background or 
race, sex, sexuality or religion  
or belief.

We want to reduce inequality 
and encourage everybody to 
get involved in their local 
community. We welcome 
our responsibility to provide equal 
opportunities, prevent unlawful 
discrimination and promote good 
community relations.

Our equality and 
diversity service 
standards
To make sure we treat you fairly, 
whatever your needs, we will:

•	� do everything we can to  

make sure discrimination  
does not take place in 

    our neighbourhoods;

•	� encourage you to report 
    any problems;

•	� always consider the needs of all 
the different groups of people 
we serve;

•	� train all our staff to create 
    equal opportunities;

•	� provide translation and 
interpretation services, as well 
as information in large print, 
Braille or on CD, for people who 
need it; and

•	� be sensitive about religious and 
cultural dates when we visit you 
in your home.

We have separate service 
standards leaflets about 
antisocial behaviour and 
harassment and about how 
you can make a complaint. 
Please phone 0300 303 2500 
or visit one of our office 
receptions to ask for a copy.

What does this mean  
for residents?
We will make sure everyone has 
equal access to our homes and 
services by:

• �setting service standards for all 
of our services by consulting 

Do you feel that our staff are not treating you 
fairly? Please contact us on 0300 303 2500.



residents and people who use 
our services; 

• �checking that the services we 
provide do not unlawfully 
discriminate against anyone;

• �asking you to fill in a profiling 
form so that we can understand 
your needs; 

• �providing our services 
appropriately to meet individual 
needs wherever we can; 

• �providing information in a variety 
of ways;

• �taking appropriate action 
against people responsible for 
harassment and hate crime; 

• �working with our partners to 
tackle domestic violence; 

• �offering support and referring 
you to professional services if 
you need extra help or advice;

• �providing opportunities for all 
sections of the community to 
take part in our resident and 
customer involvement activities;

• �maintaining an Equality & 
Diversity Committee made up of 
residents and board members to 
monitor our standards; and

• �maintaining Diversity Action 
Forums to develop and monitor 
equality and diversity projects 
that provide direct results  
for residents.

Our service standards
We have agreed each of our 
service standards with residents. 
The service standards tell you 
what level of service you can 
expect from us. We will check  
regularly to see if we are meeting 
these service standards and let 
you know how we are doing. If you 
feel that we are not meeting these 
standards, please phone us on 
0300 303 2500.

Contact us

If you want to discuss 
anything in this leaflet please 
phone 0300 303 2500. 

Equality and diversity:
Text: 07950 961811 
(start your text with the  
word INVOLVE)

You can also contact us 
through our website at 
www.swan.org.uk or at:

Head Office 
Swan Housing Association 
Pilgrim House 
High Street, Billericay 
Essex CM12 9XY.

Or visit our London office at:

Swan Housing Association 
Cygnet House South 
10 Chrisp Street 
London E14 6LL.
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If you would like a copy of this document 
in large print, Braille or on CD please 
call 0300 303 2500.

www.swan.org.uk

Available in other formats and languages
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