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Introduction 

There are a great many businesses which are dog-
friendly or child-friendly: we’d like to introduce you 
to the next big thing in the hospitality industry - the 
concept of being ‘hearing loss friendly’. 

Being hearing loss friendly involves: 

 Having an awareness of the needs of people with 
hearing loss 

 Having an understanding of how to meet their access 
needs 

 Making provision for people with hearing loss in terms 
of information, communication, facilities and specialist 
equipment 

 Providing comfortable listening environments and 
quiet areas 

 Making people aware of your hearing loss friendly 
status and your establishment’s accessibility features 

Did you know? 
10 million people in the 
UK have hearing loss 



 
 

 

Sometimes, it only takes 

one small thing 
to make a world of 
difference – like a 
working hearing loop or 
a friendly smile 

 

Why become hearing loss 
friendly? 
According to Action on Hearing loss, there are 
approximately 10 million people in the UK with 
hearing loss and many of those people with hearing 
loss have access needs in terms of communication 
and safety.  
Many people with hearing loss frequently experience 
difficulties with face-to-face communication. Unfamiliar 
environments can be difficult to negotiate and having a 
hearing loss may mean that key information is missed or 
misheard. Some simple changes can make a huge 
difference and improve the ‘visitor experience’. 

Improving accessibility for people with hearing loss does not 
necessarily mean costly alterations. There are many simple 
and relatively low-cost changes you can make. Good, clear 
communication costs nothing and it’s better for everyone.  

 
 
 



 
 

  

Legislation 
There are several UK laws relating the access needs of 
people with hearing loss and there are simple, often 
inexpensive, measures you can take to comply with 
these laws.  
All service providers in the UK must comply with the Equality 
Act 2010 and should familiarise themselves with their duties 
under the Act regarding meeting the needs of guests with 
hearing loss.  

Our focused access audits will help you identify compliance 
issues and areas for improvement, based not only on 
legislation but also on best practice. 

Our training course, ‘Doing the right thing: legislation, policies 
and procedures’ highlights the relevant aspects of the 
Equality Act 2010, UK Fire Safety legislation, the ‘Gas Safety 
(Installation and Use) Regulations 1998 (GS (IU) R 98) and 
Carbon Monoxide Alarms’, equipment, and the need for Fire 
Risk Assessments and evacuation plans.  

Email us to commission a training session: 
info@accesssolutions.info 



 
 

 

 
  Growing market 

Experts predict that the number of people with hearing loss in the UK 
will rise to 14.5 million by 2031,  

With the numbers increasing, now more than ever, it makes good 
business sense to understand how you can take positive action to 
attract more customers with hearing loss. This is a valuable and 
rapidly expanding target market for the hospitality industry. 

Business-wise, it is important to be accessible to people with hearing 
loss because: 

 Over £2 billion is spent in England by disabled visitors and their 
companions each year 

 Disabled people tend to take longer holidays than average and 
spend more money per trip 

 If your business is accessed by people over 50, it is worth noting 
that 42% of people in this age group have some degree of 
hearing loss 

 By 2025, more than a third of the UK‘s population will be over 55  

 The overseas market is huge: in America, 36 million adults report 
some degree of hearing loss 
Sources Visit England, Action on Hearing Loss and NIDCD 

 
 
 



 
 

 
 
 

 
  

Growing your business 
Access Solutions works with the hospitality industry to help 
improve accessibility for people with hearing loss via training, 
consultancy, audits and the supply of specialist equipment.  

We work collaboratively with our clients to find the best 
solution for their business. Some relationships require us to be 
Advisors whilst others require us to act as a ‘critical friend’ but, 
whatever we do, we do it in a nurturing way to help you grow 
your business. 

Our ‘Sounds Good’ charter mark and membership website, 
www.hearinglossfriendly.com, are set to revolutionise how 
people with hearing loss search for accessible places to visit, 
stay or do business. 

The charter mark gives recognition to businesses which excel 
in accessibility for people with hearing loss. Once accredited 
with the charter mark, businesses are invited to feature on 
www.hearinglossfriendly.com – a web-based resource for 
people with hearing loss. 
 



 
 

  Our credentials 
We are award-winning deafened entrepreneurs with 
backgrounds in hospitality, travel, tourism, training, marketing, 
and event management.  

In 2015, as part of a consortium called, Access Unlimited, we 
co-developed and co-delivered Visit England’s ‘Access for All’ 
training. We are proud to have achieved the inclusion of the 
access needs of people with hearing loss as a major 
component of the training. 

We are Pantou-approved suppliers; #SBS winners; and winners 
of the Dragon’s Den style Yorkshire’s Got Talent. 

Director, Angie Aspinall is a Mystery Shopper for Visit England’s 
Access for All project; the Hearing Ambassador for Accessible 
Derbyshire; a volunteer Speaker and Fundraiser for Hearing 
Dogs for Deaf People; and a Product Ambassador for hearing 
aid manufacturers, Phonak. 

Director, Julie Leggett organised the first International Hearing 
Loop Conference to be held in the UK and has experience of 
organising several regional events for people with hearing loss. 
 



 
 

 

  
Sounds Good 
The Sounds Good charter mark is a ‘kite mark’ for quality 
and accessibility for people with hearing loss.  
The criteria is based on legislation, best practice and an 
understanding of the needs of people with hearing loss. 

The rating system was developed by a team of accessibility 
consultants specialising in access for people with hearing loss. 
All members of the development team at Access Solutions 
have personal experience of hearing loss. 

The charter mark process will develop your ability to:  

 Boost visitor numbers 

 Increase revenue 

 Increase guest satisfaction 

 Improve loyalty and retention  

 Comply with the Equality Act 2010 

 Comply with Fire Safety legislation 

 
 
 



 
 

  

conference centre 
hotel cruise ship b&b 
spa wedding venue 

cathedral cottage 
visitor attraction 

guest house ferry 
aquarium museum 
apartment gallery 
railway  ticket office 

Is the charter for you? 
The Sounds Good charter mark is for any business in 
the hospitality sector: accommodation, visitor 
attractions, transport, conference venues and spas. 
Like Visit England’s National Accessible Scheme (NAS), 
there are different criteria for different types of business 
and there are different levels of awards. But, because our 
focus is entirley around the needs of people with hearing 
loss, our charter mark criteria goes much further than that 
of the NAS. We demand more of providers in respect of 
their offer to people with hearing loss: but we provide help 
and support all the way. 

Once a business has achieved the charter mark, they 
receive free membership of Hearing Loss Friendly and the 
first 12 months’ listing on www.hearinglossfriendly.co.uk is 
also free. 
 
 



 
 

 

 
  

Customer experience 
The Sounds Good audit looks at the whole customer 
journey and examines these aspects of your business: 

 Information 

 Customer Service 

 Facilities, safety and equipment 

Providing up-to-date information on accessibility will appeal to 
your vistors. An Access Statement with a description of your 
facilities and services is a good way to make information 
available.  

It is of paramount importance that your customers have a 
positive receive and have the appropriate serrvice extended to 
them. Ensuring your team has the right communication skills 
and attitudes to confidently welcome people with hearing loss 
will enable the correct and proper assistance. 

Improving accessibility for people with hearing loss does not 
have to mean big structural alterations; small and relatively 
inexpensive changes can make the biggest differences. We 
can advise upon, and in some cases, supply, specialist 
equipment. We can also signpost clients to specialist fire safety 
advisors. 



 
 

 

 

 

 
 

 

 
 

  

 
  

Audit process 
There are ten simple steps: 

1. An enquiry and initial discussion to discuss the terms of 
business and agree a timescale. 

2. Website audit carried out by an Assessor. 

3. A site visit or Skype meeting to provide evidence and 
complete the audit checklist. (Photographic/video evidence 
is required for remote audits.) 

4. Access statement provided/amended (if required). 

5. Feedback via discussion/summary report and 
recommendations for actions. 

6. Action taken and evidence provided. 

7. Decision made as to the level of standard achieved and 
notification made. 

8. Sounds Good Charter Mark certificate presented. 

9. Sounds Good logo provided. 

10. Press release template provided. 

 



 
 

 

Charter Mark Standards 
There are different criteria for the different types of businesses but 
the basic process and awarding mechanism is common to all. There 
are four levels which may be awarded based on the number of 
criteria met. 
 
Bronze Standard 
To achieve the Bronze standard, applicants must be able to 
demonstrate that they meet the six essential criteria. (See overleaf.) 
 
Silver Standard  
To achieve the Silver standard, applicants must be able to 
demonstrate that they meet the essential criteria plus up to six of 
the additional features (particular to their business type). 
 
Gold Standard 
To achieve the Gold standard, applicants must be able to 
demonstrate that they meet essential criteria plus seven or more of 
the additional features. 
 
Platinum Standard 
The Platinum standard will be awarded to providers we feel provide 
everything they can to ensure a safe and welcoming stay and 
where we can make no further recommendations for improvement. 

 
 



 
 

 
 

  

Essential criteria 
 

1. Access statement. An access statement on your website with 
reference to provision for guests with hearing loss 

2. Enquiries. An email address for enquiries and/or an online 
enquiry form which has no requirement to provide a telephone 
number. 

3. Subtitles. Televisions/information screens in public areas with 
subtitles enabled at all times. (For accommodation with 
televisions in guest rooms: televisions should be subtitle 
enabled and clear instructions for use must be provided.) 

4. Hearing Dogs. A logo or statement on your website welcoming 
Hearing Dogs for Deaf People (or Assistance Dogs in general). 
‘Assistance Dogs Welcome’ stickers on entrance doors, where 
appropriate and any fees waived.  

5. Safety. A fire evacuation plan and associated specialist 
equipment for visitors/guests with hearing loss. 
Accommodation providers to enable guests to reserve 
specialist equipment at the point of booking. 

Each category of award, Accommodation, Visitor Attraction, 
Transport, Conference Centre, Spa, etc. has further criteria 
necessary to achieve Silver, Gold or Platinum. Details are 
provided at the first stage of the process. 



 
 

 
  

Benefits 
By working with Access Solutions to become hearing loss 
friendly, you will receive: 
 

 Assistance with compliance with UK legislation relevant to 
people with hearing loss 

 Value for money 

 A professional service 

 A written report outlining strengths and areas for 
improvement 

 A Sounds Good certificate or plaque 

 A logo for use on your website and marketing materials 

 Free membership of Hearing Loss Friendly 

 12 months’ free listing on www.hearinglossfriendly.com  

 Positive PR 

Achieving the Sounds Good Charter Mark demonstrates your 
commitment to providing an environment that is hearing loss 
friendly.  

This recognition highlights your care to customers with hearing 
loss and sends a clear message to them that you have taken 
the necessary steps to cater for their needs 

  
 
 

 

 



 
 

About us 
 

Angie Aspinall is the Director for the North of England and Scotland. She is an 
accessibility consultant, event speaker and qualified trainer with seven years’ 
experience as a learning and development officer in her local council, where she 
won several awards for her innovative training style, before suffering sudden 
sensorineural deafness in 2011. Thanks to discovering Phonak CROS, the technology 
which enables her to hear via the remaining hearing in one ear, and her ability to 
lipread, Angie has gone on to establish two businesses: Access Solutions (in 
partnership with Julie Leggett) and Aspinall Ink (in partnership with her husband). She 
is a travel writer, journalist and blogger. Angie is the Hearing Ambassador for 
Accessible Derbyshire and a volunteer speaker for Hearing Dogs for Deaf People. 
Follow Angie on Twitter: @_AccessSolution and @Hearinglosshour. 
 
 

Julie Leggett Julie Leggett is the Director for the South of England and Wales. 
She is an accessibility consultant, event speaker and trainer with many years’ 
experience in the travel, tourism and hospitality sector. She is the founder of an 
award-winning event management business, Events Matter. Julie was appointed as 
an event consultant to deliver the 3rd International Hearing Loop Conference (staged 
for the first time ever in the UK in 2013), and the Travel, Leisure and Accessible 
Tourism Conference held in Eastbourne in 2013. She has also delivered numerous 
regional events for people with hearing loss. Julie has bi-lateral hearing loss caused 
by Menière's disease, she lipreads and uses hearing aids. Follow Julie on Twitter 
@JulesLeggett1. 
 
 

Our associates 

We have a range of associates who deliver training for Access Solutions, all of whom 
have personal experience of hearing loss.   

http://www.twitter.com/_accesssolution
http://www.twitter.com/hearinglosshour
http://www.twitter.com/@JulesLeggett1
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Email: info@accesssolutions.info 
Julie Leggett (South of England & Wales) t: 01702 477894  

Angie Aspinall (North of England & Scotland) t: 01484 538599 

 
 

Registered business address: The Anchorage, 87D Grand Parade, Leigh on Sea, Essex, SS9 1DR 
Registered in England No. 4049771 VAT Registration Number: 756 9391 78 

© Access Solutions Associates Ltd 

 

www.accesssolutions.info 
 


