


Please delete this page
Instructions for use of this template complaint letter

This document is provided as a template complaint letter for an incident of discrimination against a disabled person whilst using the services of a museum or art gallery. 

The template has been formatted so that you can insert information about your specific complaint. In the template, any text in blue italics and enclosed in [square brackets] should be deleted or replaced e.g. '[your name]' should become 'Harry Smith'. 

Once you have finished drafting the letter, there should be no blue text or [square brackets] remaining. 

Please note that proceedings must be issued within six months of the date of the discriminatory act, so a letter of complaint should be sent well in advance of this deadline.


[your address]
 


[Museum/Art Gallery name]
[Museum/Art Gallery address]
 

[date]
To [Museum/Art Gallery]

Re:	Lack of Reasonable Adjustments 
	Disability Discrimination

[bookmark: _Hlk190950180]This is a letter of complaint in relation to discrimination that I experienced at [name and address of Museum/Art Gallery] on [date]. 

[bookmark: _Hlk188292725]I request that you take immediate action (i) to respond to [each of] my concerns set out in this letter and (ii) to take all appropriate steps to make your venue and services you provide more accessible to customers with a disability. 

Information about my Disability

I have a disability within the meaning of section 6 of the Equality Act 2010 (the "Equality Act"). [Insert brief description of your disability and how it impacts your life in a manner relevant to the incident e.g. "I am a bilateral amputee as a result of septicaemia and use prosthetic legs / a manual wheelchair to get about." There is no need to provide a detailed explanation of the difficulties you face or provide any medical evidence, although your letter should aim to provide sufficient detail so that the recipient can properly assess what adjustments are reasonably required].

Legal basis to this complaint

The Equality Act prohibits unlawful discrimination against people with a protected characteristic. This includes people with disabilities. 

Section 29 of the Equality Act specifically provides that a "service provider" must not discriminate against a person requiring its services. In providing the public with access to a museum or art gallery, you are providing a service that falls within the definition of service provider within section 29 of the Equality Act. You are therefore obliged to comply with the provisions of section 29 which includes the obligation to make reasonable adjustments in accordance with section 20 of the Equality Act.

Factual basis to this complaint

On [date of incident] at [time], I arrived at [name of Museum/Art Gallery]. 

I had chosen this [Museum/Art Gallery] because [provide information on why you chose this Museum/Art Gallery e.g. "it had the latest exhibition of my favourite artist"].

[Provide a description of the obstacles you faced or the discriminatory treatment you encountered and how it made you feel. Examples are provided

a) Step to enter:  "Upon arrival at the art gallery, I was faced with a large flight of stairs. I looked around for a bell to ring to summon assistance but there was nothing visible. To gain access, my personal assistant had to go inside and ask where the accessible entrance was. A member of staff came back outside with her and said I would need to go around the back. To get to this entrance I had to go past all the bins and my personal assistant had to lift bags of rubbish out of the way. The smell was terrible, and I did not think this was an acceptable alternative entrance. It made me feel like a second-class citizen."

b) No accessible toilet: "Whilst looking around the museum I decided to go to the toilet. I couldn’t see an accessible toilet signposted, so I went to ask at the entrance. The lady was very embarrassed and told me they didn’t have one. I had no option but to cut my visit short and leave the museum earlier than I had planned.  This was very upsetting as I had travelled quite some distance and it ruined my visit."

c) Discriminatory treatment: "On arrival at the art gallery, I asked for a ticket for myself and one for my carer. I asked if there was a concessionary rate as, due to my disability, I am unable to go anywhere on my own and always have to have someone with me. I was told we would both have to pay full price. I found this very upsetting as it cost me a lot more than I had budgeted for and so I could not enjoy my visit as much as I would have done or enjoy a trip to the café as I had planned."]

In failing to provide [description of what they failed to provide or do e.g. an accessible entrance or toilet; charging my carer and me both full price], you have discriminated against me by failing to make reasonable adjustments.

Next Steps 

In response to this letter, I request: 

1. A written apology, with an explanation of why you allowed this conduct to occur;

1. An explanation of the adjustments you have made following my complaint. [Provide a request for improvement to their services. Examples are provided (in relation to examples of discriminatory treatment above):

a) [bookmark: _Hlk189674260]Step to enter: Provide a wheelchair ramp at the front entrance, or signpost the accessible entrance at the rear of the building so disabled people know where to go. Move the rubbish bags and bins so this entrance is clear and a pleasant way for people to enter the building.  

b) No accessible toilet: Installation of an accessible toilet in an area of the museum that can be accessed by those with mobility impairments.

c) Discriminatory treatment: A change in practice so that disabled people who need to be accompanied by another person are not charged for their personal assistant.]

1. [If relevant, provide a request to change the policy, practice or way of doing things.]

[To be included if you wish to seek compensation for damage to your feelings in addition to a change of practice and loss suffered: 

[bookmark: _Hlk190950331][bookmark: _Hlk188292272]I also note that I may be entitled to compensation should it be necessary for proceedings to be issued.]

Further Correspondence

[bookmark: _Hlk188293054]I have previously attempted to resolve the matter by [detail any previous attempts at resolving matter] but you have failed to take any action, hence I have felt it necessary to send this formal letter of claim.

A six-month limitation period is held for claims brought under the Equality Act, starting from the date of the discriminatory act. Due to these time constraints, I require a response in writing [to be deleted as appropriate: to the address at the head of this letter/to my email address which is [insert]] within 15 working days from the date of this letter [note that you may wish to shorten the reply deadline if you are nearing the end of the limitation period and wish to issue proceedings]. You should consider notifying your insurers about the content of this complaint, in accordance with the terms of your policy.

[bookmark: _Hlk192253103]If I do not hear from you by the deadline set out above, or if you deny that you are in breach of the Equality Act, I [delete if you will be self-represented: will instruct solicitors to assist in bringing] [delete if you would engage a solicitor: reserve the right to bring] a claim under the Equality Act without further notice to you.

Yours faithfully

[your name]



