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1.0 Introduction 
 
1.1 Fife Housing Association aims to provide a first class service to all our 

customers.  We want to make sure that all our customers can access 
our services.  This includes those whose first language is not English 
and users who are deaf, blind or partially sighted. 

 
2.0 Policy 
 
2.1 The Association will: 

 
• Provide our customers with information in their first language and 

make every effort to remove any communication barriers. 
• Provide a prompt and efficient service, which is equitable and 

accessible to all. 
• Communicate our policy widely to our customers and staff. 
 

3.0 Interpreting Services 
 
3.1 The Association is a member of Language Line Services.  Staff have 

been trained on the use of this service which is used for telephone or 
face to face interpreting.   

 
3.2 Language Identification Posters are displayed in our reception area to 

make it easy for our customers to identify their first language. 
 
3.3 We will arrange for a suitable interpreter who can speak a customer’s 

language as soon as we can and within three working days. 
 
4.0 Translation Services 
 
4.1 We will make every effort to provide all customers with written 

information in their first language when requested. 
 
4.2 A statement will be attached to all our tenant facing policies and 

documents in community languages (Chinese, Polish, Arabic and Urdu) 
which will explain who to contact within our organisation for assistance 
with translations. 

 
4.3 Once translated we will place tenant facing policies on our website for 

general use by our customers. 
 
4.4 It is the responsibility of our Corporate Services Department to arrange 

the translation of documents through the Fife Community Interpreting 
Service. 

 
5.0 Communication Support 
 
5.1 We will provide an interpreter for deaf customers who use British Sign 

Language.  When requested, we will also arrange for written 
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information to be made available in Braille or on tape for our visually 
impaired customers. 

 
5.2 Copies of documents can also be provided in large print on request. 
 
5.3 The Association use Fife Sensory Impairment Centre for the provision 

of communication support. 
 
5.4 Portable induction loops for hearing impaired customers are available 

for use in interviews at the Association’s office and also in customer 
homes. 

 
6.0 Publicity 
 
6.1 The Association will aim to publicise this Policy as widely as possible.  

The Policy will be: 
 

• publicised on our website 
• the subject of newsletter articles 
• included in sign-up packs for new tenants 
• summarised in the Tenants Handbook 
• displayed at reception 
• available on request 

 
7.0 Training 
 
7.1 We will ensure that all our staff providing front line services know how 

to arrange for an interpreter or to get translations done. 
 
7.2 A Procedure Note to accompany this policy will be produced to give 

clear guidance to staff. 
 
8.0 Recording and monitoring requests 
 
8.1 All requests for translation or interpreting services will be logged by the 

Corporate Services Department.   
 
8.2 We will review this policy every three years or earlier if problems or 

necessary amendments are identified. 
 
8.3 We will welcome feedback from our staff or customers on this policy. 
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