
Quest 2012 – Gplus 10 
Access & Equity 
Outcomes  

¶ To provide access and equality to all  

¶ To assist Centres to comply with equality regulations and legislation 

¶ To create an environment and programme that retains and encourages disabled customers 

        July 2012 Issue 2                                     Gplus 10 Access & Equity Guidance Notes                                                          Page 1 of 4 

          

PLAN 
  How do you plan to maximise the use of your building by disabled people? 

EXAMPLES OF BEST PRACTICE 

¶ Research local demographics 

¶ Research partners plans and priorities 

¶ Create inclusive service standards/ policies 

¶ Corporate & centre specific objectives 

¶ Work towards awards specifically for disabled people 

GUIDANCE 

¶ Does the Management know how many disabled people there are in local catchment 

¶  Which Disabled People Organisations exist within your community and can you work with them 

¶ The local Social Services disability register will guide you to organisations and people that will help 
structure your plans 

¶ County Sports Partnerships can provide guidance and links to disability sports clubs 

¶ Service standards and programming need to reflect the needs of disabled people 

¶ The English Federation of Disability Sport, Scottish Disability Sport, Federation of Disability Sport Wales, 
Disability Sport Northern Ireland and Interactive all provide quality guidance. 

¶ Ensure inclusive policies are put in place and implemented e.g. Parking, fire evacuation, assistance dogs. 

¶ Does the Centre have objectives targeting impairment groups most prevalent in the community and are 
these documented in a business plan, marketing plan or action plan 

¶ Awards and accreditations can be gained such as IFI (Inclusive Fitness Initiative) Mark accreditation 

DO 

How do you communicate your commitment to retaining existing disabled users and encouraging non-users 
into your facilities? 

EXAMPLES OF BEST PRACTICE 

¶ Consult and working with local groups 

¶ Communicate with customers, using appropriate methods 

¶ Customer charter 

¶ Commitment to Equality pledge 

¶ Equity statement 

¶ Buddy schemes 

¶ Marketing / Outreach 

GUIDANCE 

¶ Creating forums and attending local disability groups can help communication on a one to one or group 
basis 

¶ Braille signage, induction loops, large print documentation, speak aloud web sites, tactile maps and 
simple programme lists for customers to point to, may aid communication 

¶ Images used on promotional material reflect the target community 

¶ Promotion of concessionary schemes that offer discounts to disabled people 

¶ Local authorities could produce a Commitment to Equality pledge (or similar) for display (in London this 
ǎƘƻǳƭŘ ōŜ ƛƴ ǘƘŜ ŦƻǊƳ ƻŦ άLƴŎƭǳǎƛǾŜ ŀƴŘ !ŎǘƛǾŜ нέ ƻǇǘƛƻƴ ŀƴŘ ǘƘŜ ǇǊƻŘǳŎǘƛƻn of an Action Plan) 

¶ Customer charter should consider the needs of disabled customers 

¶ Set up and manage a Buddy Scheme for users to achieve goals 

¶ A comprehensive outreach programme can often reach people with disabilities more directly than other 
methods  
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What legislation, statutory or best practice have you considered? 

EXAMPLES OF BEST PRACTICE 

¶ Building regulations 

¶ British Standards 8300:2009 

¶ W3 web accessibility standards 

¶ British Standards 8878/2010 

¶ Equality Act 2010 

¶ Other centres 

GUIDANCE 

¶ Ensuring all new builds and refurbishments comply with Approved Document Part M:2004 of the 
Building Regulations  

¶ 9ƴǎǳǊƛƴƎ ŀƭƭ ƴŜǿ ōǳƛƭŘǎ ŀƴŘ ǊŜŦǳǊōƛǎƘƳŜƴǘǎ ƘŀǾŜ ǊŜǾƛŜǿŜŘ {ǇƻǊǘǎ 9ƴƎƭŀƴŘΩǎ !ŎŎŜǎǎƛōƭŜ {ǇƻǊǘǎ CŀŎƛƭƛǘƛŜǎ ς 
2010 guide ς or relevant home countries guidance 

¶ Delivering the standards of BS 8300:2009, will make access easier  

¶ Making web sites comply with the Web Content Accessibility Guidelines, could generate more 
customers 

¶ Achieving the legislation contained within the Equalities Act 2010   

¶ Visiting other centres that have addressed access, communication and programming issues for disabled 
groups can generate many new ideas, particularly those which are IFI accredited or built specifically for 
disabled customers 

Are the staff trained and right for the job? 

EXAMPLES OF BEST PRACTICE 

¶ IFI Disability equality training 

¶ Disability Inclusion training 

¶ Level 3 YMCA Fit, IFI Exercise and disability 

¶ Emergency evacuation  

¶ Sport specific coaching 

¶ Safeguarding 

¶ Employ disabled people 

¶ Recruit disabled people as volunteers to act as role models 

¶ Provide work experience opportunities for disabled students 

¶ Ensure all staff have an inclusive approach 

GUIDANCE 

¶ IFI Website 

¶ Ask local organisations to train the staff, especially in specific  conditions 

¶ Training the team to deal with emergencies with particular reference to Group and Personal emergency 
Evacuation Plans 

¶ Impairment specific training such as from Mencap, Mind, The MS Society, Scope 

¶ Have coaching staff completed specific CPD on working with disabled people 

¶ Have staff received training in safeguarding children and vulnerable adults 

¶ Disabled people are excellent role models to encourage usage by other disabled people and those with 
medical conditions.   

¶ Does the centre employ disabled people 

¶ Does the  management actively seek  disabled staff/ volunteers feedback 

¶ Does the centre market its inclusive workforce through website and promotional images 

¶ How does the centre provide opportunities for disabled people interested in a career in leisure to 
undertake work placements 

What resources have been allocated to achieve these outcomes? 

EXAMPLES OF BEST PRACTICE 
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¶ Partners ς SCOPE, MIND, English Federation of Disability Sport, interactive, local disabled people 
organisations 

¶ Budget 

¶ Specific equipment 

GUIDANCE 

¶ External organisations and partners can provide specific guidance on how to communicate and 
encourage individuals and organisations  

¶ Providing clear budgets for the training of staff, marketing and promotion of the specific targeted 
programme. 

¶ Identification within budgets of the resource required to provide the most suitable equipment or 
resources 

MEASURE 

How do you measure? 

 
EXAMPLES OF BEST PRACTICE 

¶ Key Performance Indicators (KPIs) 

¶ DDA audit 

¶ IFI audits 

¶ Customer feedback 

¶ Customer satisfaction 

¶ Usage and utilisation 

¶ Achievement of objectives 

GUIDANCE 

¶ Measuring usage and income figures from targeted groups. 

¶ Including data capture against the seven groupings to enable totals from each group and attrition or 
retention rates to be targeted and measured 

¶ Data capture for example against: Visual Impairment, Hearing Impairment/Deafness, Physical 
Impairment, Learning Disability, Multiple Impairment, Mental Health Condition, Health Condition 

¶ Audits such as DDA and IFI accreditation can help management  

¶ Are disabled customers feeding back to the centre 

¶ Usage as a percentage of disabled population in area 

¶ Has the centre achieved its objectives, and if not what actions are in place to achieve them 

¶ Are disabled users part of sports pathways, do the courses and clubs encourage excellence as well as 
participation 

REVIEW 

How do you review what you measure? 

EXAMPLES OF BEST PRACTICE 

¶ Return on investment for targeted promotions 

¶ Review KPIs 

¶ Review business plan and targets 

¶ Review financial performance 

¶ Review external evaluations 

¶ Review feedback 

¶ Training programme 

¶ Staff meetings 

¶ External research 

GUIDANCE 

¶ What is the total new inductions and usage by disabled persons against the population within the 
community 

¶ Are disabled users achieving high levels within their sports 
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¶ How well is the targeted marketing and promotion performing, what has it cost, how much additional 
usage has been generated 

¶ Is feedback from partners and disabled participants reviewed; the findings may be used to enhance the 
programme and products.  It may also result in good news stories that can be used to promote 
individual and organisational results 

¶ Does the organisation regularly review what they do; changing programmes, initiatives and key 
ŘƻŎǳƳŜƴǘŀǘƛƻƴ ΨƳƛŘ-ǘŜǊƳΩ ǎƘƻǿǎ ǘƘŀǘ ǘƘŜ ƳŀƴŀƎŜƳŜƴǘ ƘŀǾŜ ŀ ΨŎŀƴ ŘƻΩ ŀƴŘ ǇŀǊǘƴŜǊǎƘƛǇ ŀǇǇǊƻach and 
that they are listening to their partners and customers  

¶ Does the organisation regularly review the business plan targets throughout the year  

¶ Do the management hold regular staff meetings where the disabled peopleΩs programmes are 
discussed; this will inevitably result in changes and progression, these meetings can be invaluable 

¶ Are the KPIs regularly reviewed; this will determine how successful a programme/ initiative is  

¶ Do the management regularly review the training needs for front line staff; training requirements may 
need to be changed to mirror any emerging findings. Reviewing previous training and training providers 
is also important as this will establish if the training was beneficial and has made a difference to the 
delivery of the programme 

¶ Do the management regularly review external research; this may help in benchmarking and determining 
specific data that can be used to compare 

IMPACT 

Has what you have done made a difference? 

EXAMPLES OF BEST PRACTICE 

¶ Increased usage 

¶ Increased income 

¶ Increased retention 

¶ Achievements in disability sport 

¶ Customer advocates 

¶ Partner approval 

GUIDANCE 

¶ Are more disabled customers using your service 

¶ Has income increased  

¶ Are customers staying for longer 

¶ Do customers recommend you to friends and family 

¶ Are you receiving improved qualitative feedback about the service provided 

¶ Are partners satisfied with service outcomes 

¶ Do disabled customers travel a distance to get to you 

¶ Are you making a difference to disabled ǇŜƻǇƭŜΩǎ lives? 

¶ Are disabled users excelling in their sports 

 


