
                                         

 

Sensory loss: know your healthcare rights 

A guide for Deaf, hard of hearing, blind, partially sighted and 

deafblind people using health services 

Surgeries, hospitals and emergency services have to make sure they meet your 

communication and information needs when you use healthcare services. They 

are required to do this by law, under the Equality Act 2010.  

The Welsh Government and NHS Wales published ‘All Wales Standards for 

Accessible Communication and Information for People with Sensory Loss’ to help 

healthcare services comply with this law.  

This short guide tells you about the services you have a right to receive as a 

person with sensory loss. Demand and exercise your rights! 

 

Know your rights  

These rights apply to children, young people and adults.  

These rights apply if you are the patient or if you are the parent or carer of 

a patient.  

You shouldn’t have to wait for a service any longer than anyone else 

because of the way you communicate or receive information. 

You can communicate and receive information in the way you want to in 

Welsh or in English.  

 

Communicating your way 

You should be given an opportunity to tell your health provider how you 

prefer to communicate and how you like to receive information.  

This usually happens when you register with a new service. Your existing health 

services should also make sure they collect this information.  



The surgery or hospital should record your preferences in a practical way. For 

example, saying that you need to receive written information in Arial 18pt on 

yellow paper and that you lipread and need someone to use clear speech.  

Health services should make sure that your communication and information 

needs are recorded on their system so that you don’t have to tell them every time 

you have an appointment.  

When you get referred to another healthcare service, the new service should 

automatically be told about your communication and information preferences.   

Once you’ve told a service what your communication and information 

needs are, you should receive this support or adjustment every time, 

whenever this is reasonable.  

This means that if you need a BSL interpreter for your appointment, this should 

be arranged for you. It may not be possible for small surgeries to provide 

information in all formats all of the time but they should always try to provide the 

information in a way that you can understand.  

Your medical notes should say how you prefer to communicate or receive 

information so that the healthcare worker you have your appointment with should 

know how to communicate well with you.  

 

Staying informed 

You should be able to make an appointment through a variety of methods. 

This could be face to face, by email, text or through a website.  

You should also receive your appointment letter in a format that’s accessible to 

you.  

You should leave your appointment knowing and understanding what the 

doctor or nurse has said to you.  

All standard information leaflets should be available in accessible formats, 

such as large print, braille and audio. 

 

In the building 

Staff in reception should be trained so that they can communicate well with 

you.  

The service should make sure you know when it’s your appointment.  



They may have sound and visual alert systems at bigger services that let you 

know when it’s your turn. At other services a member of staff might come and 

guide you to your appointment.  

All reception and consultation areas should be fitted with a hearing loop 

induction system for people who use hearing aids.  

It should be easy for you to find your way around.  

Signs and directions on the doors and walls should be clear and easy to 

understand. Rooms should have good lighting and colour contrasts.  

 

Not getting what you deserve?  

You can give feedback or raise a concern about a service that doesn’t meet 

your communication and information needs.  

If you feel able to do so you should raise your concern by speaking to a member 

of staff at the time. They may be able to make changes ‘on the spot’.  

You can also report a concern directly to your Local Health Board or through 

NHS Wales’ Putting Things Right scheme.  

You can feedback or raise a concern about a service you’ve received in any 

way that’s accessible to you.  

Remember, you are able to feedback or raise a concern in an accessible format 

about any service you’ve received – it doesn’t have to be feedback about a 

service related to your sensory loss.  

 

Still not sure whether you’re getting the right support?  

Contact one of these specialist organisations who will help you demand your 

rights.  

Action on Hearing Loss Cymru: wales@hearingloss.org.uk or 02920 333 034 

(phone) 02920 333 036 (textphone) 

RNIB Cymru:  cymrucampaigns@rnib.org.uk or 029 2082 8500 

Sense Cymru: cymruenquiries@sense.org.uk or 0300 3309 281 (phone) 0300 

3309 282 (textphone)  
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