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 shop. 

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]
 


[Shop name] 
[Shop address]
 

[date]
To [Shop]

Re:	Lack of Reasonable Adjustments 
	Disability Discrimination

[bookmark: _Hlk188292725]This is a letter of complaint in relation to the discrimination that I experienced at [name and address of Shop] on [date]. 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 premises accessible to customers with a disability. 

Information about my Disability

[bookmark: _Hlk185242298][bookmark: _Hlk185241455][bookmark: _Hlk188292856]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 have cerebral palsy and use a manual wheelchair to get around." 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 shopping facilities, you are providing a service that falls within the definition of a 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 Shop]. I had chosen this shop because [provide information as to why you were shopping here e.g. "it is a particular favourite of mine / this is the only shop that sells this particular brand"]. 

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

a) Steps to enter:  "On arrival at your shop, I was faced with a large step to enter. I looked around for a bell to ring to summon assistance but there was nothing visible. To gain access, my personal assistant had to tip the wheelchair on its back wheels and push me into the shop. This was such a steep step that the wheelchair had to be tilted back at a significant angle making this a particularly unsafe manoeuvre. In addition, it drew greater attention to me, which made me feel humiliated and embarrassed."

b) Discriminatory treatment: "On arrival at your shop, I opened the door and walked in with my guide dog. The shop assistance started shouting at me that I couldn’t bring my dog in. I explained it was a guide dog, but they said it was a breach of health and safety, and no dogs were allowed in the shop. I felt really upset that I had been treated like this and I now feel anxious going into shops I’ve not been into before."]

In failing to provide [description of what they failed to provide or do e.g. accessible entrance; failing to allow me to enter with my hearing dog], 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: 

a) Step to enter: Installation of a ramp at the door entrance. If this is not possible, then as an alternative a doorbell advising that wheelchair users can ring for assistance and the provision of a portable ramp.

a) Discriminatory treatment: A change in practice so that assistance dog owners are able to enter the shop with their dog and be served like any other customer.]

2. [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 damages to your feelings in addition a change of practice and loss suffered: 

[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.

There is a six-month limitation period for claims brought under the Equality Act 2010, 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.

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]

