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Accessible Customer Service - Good Practice Guidelines 

 

 Talk to disabled people about the service you provide and what might help. If 

they are with someone (a PA for example), talk to the disabled person 

directly. This applies to a deaf person accompanied by a Sign Language 

Interpreter 

 

 Be fair. You should treat disabled customers in a way that is fair, comparable 

and appropriate.  Show that you value their custom 

 

 Disabled people are individuals just like everyone else. Don’t make 

assumptions about their abilities or their needs. Don’t forget that some 

conditions and impairments are hidden, for example epilepsy and mental 

health issues and they will still have access needs and might require 

‘Reasonable Adjustments’ 

 

 When talking to a deaf person, find out whether they can lip-read, in writing 

if necessary. If they do, make sure your face is in the light, look directly at the 

person, speak clearly and naturally, remembering to keep your hands away 

from your face 

 

 Introduce yourself when you first meet a blind person. When you are going 

to move away, tell them. Don’t leave them talking to an empty space 

 
 

 When guiding a blind person do not push or pull them. Ask if they would like 

to take hold of your arm. If there are steps tell them whether the steps go up 

or down  
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 When you are talking to someone with a speech impairment, concentrate on 

what is being said, be patient and don’t try to guess what they want to say. If 

you don’t understand, don’t pretend you do 

 

 Be patient. If someone has difficulty understanding – perhaps because they 

have a learning disability – be patient and be prepared to explain something 

more than once. Concentrate on using straightforward language and keep 

sentences short 

 

 When talking to a wheelchair user, ensure that you make eye contact, sit 

down if it’s going to be a longer conversation. Kneeling or squatting is 

unnecessary and can come across as patronising.   Don’t lean on the 

wheelchair – it is part of the user’s personal space 

 

 Avoid asking personal questions about the person’s impairment, such as 

“Were you born like that?”  It is irrelevant and can be offensive.  But you could 

ask “How can we meet your access requirements?” 

 

 Avoid staring. If someone looks “different”, concentrate on what they are 

saying, not on the way they look 

 

 If you are talking to an adult, treat them like an adult 

 

 Offer assistance if someone looks as if they need it, but wait for them to 

accept before you help 
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 Remember that guide dogs for blind people, hearing dogs for deaf people 

and other assistance dogs are working animals, not pets. They should not be 

fed, patted, or distracted when they are working. 

 

As a final point, remember that all the guidance is based on good practice in 

customer service and principles of inclusion. There really isn’t any mystery about any 

of it! 

 

Access and Reasonable Adjustments 

 

Context 

The Equality Act 2010: The main aim of the Equality Act 2010 is to strengthen and 

streamline the law related to equality and to support wider work to promote 

equality. Nine major pieces of legislation and around 100 other measures were 

replaced by this single Act.  

 

Equality Act: Key principles  

 Everyone has the right to fair treatment and to be free from discrimination 

 Reasonable adjustments should be made so everyone can do a job or use a 

service 

 No harassment or victimisation 

 The Act applies to all employers and service providers, including the arts and 

cultural sector and its employees 
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Disability and the Equality Act 2010 

From 1 October 2010, the Equality Act replaced most of the Disability Discrimination 

Act 1995 (DDA). The Equality Act aims to protect disabled people and prevent 

disability discrimination. It provides legal rights for disabled people in the areas of: 

 Employment  

 Education  

 Access to goods, services and facilities including larger private clubs and land 

based transport services  

 Buying and renting land or property  

 Functions of public bodies, for example the issuing of licenses. 

 

The DDA and now the Equality Act both specified a duty on all employers and service 

providers to make ‘Reasonable Adjustments’. 

 

The Equality Act also provides rights for people not to be directly discriminated 

against or harassed because they have an association with a disabled person. This 

can apply to a ‘carer’ or parent of a disabled person.  

In addition, people must not be directly discriminated against or harassed because 

they are wrongly perceived to be disabled. 

 

   Examples of Reasonable Adjustments: 

 

 Making adjustment to the premises such as improving access routes and 

ensuring that they are free of clutter, or redecorating part of your premises to 

provide better colour/texture/lighting contrast to make movement easier and 

less stressful for people with a visual impairment 
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 Providing appropriate or additional training for staff who may come into 

contact with disabled customers to assist them in the provision of services and 

become familiar with the varying requirements of people with different types 

of impairments 

 

 Equipment changes, such as acquiring or using appropriate equipment, e.g. 

Automated doors; publicising mobile phone numbers for public use so that 

Deaf customers can text or Instant Message you 

 

 Making publicity, information, literature and instructions properly accessible 

e.g. providing a large print version for visually impaired customers; or ensuring 

that your website is compatible with WC3’s Web Accessibility Initiative (WAI) 

criteria for usability. 

 

 
 
 
 
 
 
 

For more Information Contact: 
 

Shape 
Deane House Studios 
27 Greenwood Place 

London, NW5 1LB 
Telephone: 020 7424 7347 (direct) 

 
Email: training@shapearts.org.uk 

Website: www.shapearts.org.uk 
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