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VISITS UNLIMITED FAQ SHEET  

 

WHAT IS THE DEFINITION OF DISABILITITY UNDER THE EQUALITY ACT 
2010? 

You’re disabled under the Equality Act 2010 if you have a physical or mental 
impairment that has a ‘substantial’ and ‘long-term’ negative effect on your ability to 
do normal daily activities 

What ‘substantial’ and ‘long-term’ mean 

 ‘Substantial’ is more than minor or trivial, eg it takes much longer than it 
usually would to complete a daily task like getting dressed 

 ‘Long-term’ means 12 months or more, eg a breathing condition that develops 
as a result of a lung infection 

There are special rules about recurring or fluctuating conditions, eg arthritis. 

 
Examples include: 

 People who are blind or partially sighted 

 People who are deaf or hard of hearing 

 People who have heart conditions 

 People with epilepsy 

 People who have problems with continence. 

 People who have insulin dependent diabetes. 

 People with Downs Syndrome 

 People with Dyslexia 

 People who have arthritis 

 People who are wheelchair users 

 People who have experienced mental health problems 

 People with learning difficulties. 

Consequently a good proportion of your existing guests may fall into the definition 
used in the Act. Not all disabilities are immediately obvious or visible. 

 

What do we mean when we talk about Progressive conditions? 

A progressive condition is one that gets worse over time. People with progressive 

conditions can be classed as disabled. 

However, you automatically meet the disability definition under the Equality Act 2010 

from the day you’re diagnosed with HIV infection, cancer or multiple sclerosis. 
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What isn’t counted as a disability? 

There’s guidance on conditions that aren’t covered by the disability definition,  eg 

addiction to non–prescribed drugs or alcohol. 

What do we mean by a hidden disability? 

An invisible disability is a disability that cannot be seen, may not require a 

wheelchair, crutches or a blue badge.  

 

Mental Health issues such as depression, stress, anxiety and bipolar can affect 

individuals and their families. The general public can be totally unaware that the 

individual is suffering and just assume and label as "miserable", "attention seeking", 

"pessimistic" and given a wide berth, when what they may just need is a bit of 

understanding and support. 

 

Physical disabilities which do not require the use of wheelchairs or crutches include 

lupus, ME, chronic fatigue syndrome and  fibromyalgia. These are not usually life-

threatening illnesses but can affect the quality of life such as pain 24/7,  limited 

mobility, being unable to enjoy a good day out or extreme fatigue. 

 

WHAT DOES THE EQUALITY ACT 2010 EXPECT YOU TO DO? 

 

Since 1995 it has been illegal to refuse to serve somebody on the grounds that 
they have a disability. For example, it would be illegal to refuse to take a booking 
from a guest simply because they had a disability. 

The Act also covers deliberately providing a poorer quality of service to disabled 
people, for example taking longer to serve a disabled person, or applying terms that 
are unreasonable, such as asking for a higher deposit or charging a disabled 
customer more than non-disabled guests. 

Since 1999 service providers have been expected to provide auxiliary 
aids and services to disabled customers and to amend their policies, practices 
and procedures so that disabled people can better access their services. 

Auxiliary aids could include having an induction loop system on a television in a 
communal lounge so that hard of hearing guests can access television. 

An auxiliary service could include serving a guest breakfast in their room if they 
were unable to access the dining room because of a physical barrier such as steps. 
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Changing policy could include amending a 'no dogs' policy so that guests with 
assistance dogs are admitted. 

Changing practice and procedure could be something as simple as making sure 
that staff leave visually impaired guests belongings in the places that they were left 
rather than tidying away their things when cleaning a room. 

 

What is a Reasonable adjustments? 

The Equality Act 2010 expects service providers to make 'reasonable adjustments' to 
physical premises so that they better meet the requirements of disabled people. 

Deciding what is reasonable includes a number of key factors. Importantly the 
resources of the organisation concerned (financial, human and physical) will be 
taken into account. What this means is that the way in which a major hotel chain 
responds to the requirements of disabled customers may be different to the way in 
which a business run by a sole proprietor operates. This does not mean that small 
businesses can ignore the requirements of the legislation. However it does indicate 
that the law recognises that different approaches can be used that reflect the size 
and nature of a particular business. It is also important to recognise that the law does 
not expect organisations to have to respond to unreasonable requests. 

There is also a code of practice that covers goods, facilities and services which is 
available from the Equality and Human Rights Commission. The code is not the law 
but can be used by the courts to determine cases. The code also states that service 
providers must anticipate the likely requirements of disabled guests not just respond 
to requests from individuals. 

This means that you should have thought through your services from the perspective 
of individual disabled guests. You should have already critically evaluated your 
services from the perspective of disabled guests and considered what additional 
aids, changes to day-to day practices or physical changes could be made to better 
accommodate the requirements of disabled guests. It also means giving reasonable 
consideration to requests for additional services made by disabled visitors. 

 


