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BRIEF
To audit the Greensward/\Walkway administered by Willowhayne Residents
Association, and report on:

1 Likely compliance and noncompliance with the spirit of the Disability
Discrimination Act (DDA) part 1l (October 1999) and part 1ii (2004)
(now part of the Equality Act 2010)

2 Actions proposed to prioritise potential improvements.

ABBREVIATIONS used in this report:
Part M:1999 = Part M of the Building Regulations: 1999 edition

Part M:2004 = Part M of the Building Regulations: 2004 edition
DDA = 1995 Disability Discrimination Act (now the Equality Act)
BS:8300 = British Standard 8300

BT Countryside For All = Guidance by Fieldfare Trust and British Telecom on
Access in The Countryside
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1 BACKGROUND

This repert gives information on the physical accessibility of the Greensward
at the time of the audit and makes recommendations on what could be done
to make improvements. In addition, it gives some background to the Disability
Discrimination Act, guidance on the provision of services, including publicity,
ways of communicating and assisting people with disabilities. Much of this is
not relevant on a day to day basis but may be of use in the future if
preparing for public meetings or meetings with disability groups if such
occasions occur.

Providing an accessible service is more than just widening doors and
providing ramps. It requires a positive attitude and preparation.

1.1 THE DISABILITY DISCRIMINATION ACT

The 1995 Disability Discrimination Act came into force in December 1996.
Since then it has been unlawful to treat a disabled person less favourably for
a reason related to that person's disability.

In addition, under part 11l of the Act, which came into force in October 1999,
service providers must have taken reasonable steps to:

change any policies, procedures or practices which make it impossible
or unreasonably difficult for disabled people to make use of a sService;

provide auxiliary aids or services which will enable disabled people to
make use of a service,

provide services by alternative methods where physical features make
it impossible or unreasonably difficult for disabled people to use them.

By 1 October 2004, service providers should have taken reasonable steps to
remove, alter or provide means of avoiding physical features that make it
impossible or unreasonably difficult for disabled people to receive a service.

Requirements of the Act are decided by law cases but there are codes of
practice indicating types of action that could be taken to improve service
provision that could be considered to be reasonable.

A code of practice was published in February 2002, which included guidance
on what may be considered to be reasonable action to have taken on physical
features by the 2004 deadline.

At present, the main guidelines for physical features are Part M of the Building
Regulations (Access and Facilities For Disabled Pecple), 1999 edition, Part M
of the Building Regulations (Access to and use of buildings), 2004 edition, and
the recommendations of the Centre for Accessible Environments. There are
also recommendations by bodies such as The Royal National Institute for the
Blind and RADAR (Rovyal Association for Disability and Rehabilitation).




The British Standard (BS) 8300, published in November 2001, gives new best
practice guidance on approaches and access to buildings. Parts of it have
been incorporated into the revised Part M of the Building Regulations, 2004,
The main relevance of Part M and BS:8300 fo the Greensward is the width of
access points into the area.

The Disability Discrimination Act is now included within the 2010
Equality Act.

The other source of reference is the ‘Good Practice Guide to Disabled
People’s Access ion the Countryside’ published by British Telecom with
support from the Fieldfare Trust. This was first issued in the late 1980s
but is stiil relevant today.

1.2  PRINCIPLE OF EQUAL ACCESS

The main principle of equal access is that a disabled person can get into and
around environments as independently as their disability will allow. In many
cases, this means that the disabled person should be able to enter and use
the environment without assistance or having to ask for help.

1.3 ACCESS FOR ALL

Access improvements benefit everyone, particularly parents with buggies,
shorter people, people with partial impairments, such as reduced hearing and
vision, and people with temporary impairments such as bad backs and broken
or sprained limbs. Ease of access and use of facilities will generally make
them more attractive to everyone.

1.4 FUNCTION AND AMBIENCE

The recommendations in this report are made on the basis of best practice to
improve accessibility for people with disabilities. The Disability Discrimination
Act makes the qualification that environments need to consider their function.
For instance, it cites that it would be unreasonable to provide bright lights in a
nightclub. Recommendations need to be considered in keeping with the
relevant environment.




SUMMARY

GENERAL QVERVIEW

The East Praston greensward is one of a series of similar spaces along
the coast in this area of West Sussex. They are under local authority
or local resident control or a combination of both. They are open to
public access which is covered by local council and County Council bye
laws.

The East Preston greensward under the control of the Willowhayne
Residents Association is owned by Arun District Council and ileased
back to the residents association for day to day supervision and
maintenance.

There is no nearby car parking facility serving access {o the open
space. Parking on the Willowhayne estate roads is discouraged. During
the audit, use was noted as principally being by walkers, dog walkers,
families with children and a few cyclists. Activities did not appear to
take place on the greensward other than passing along it. Access was
principally through the gates at the West and East ends of the
greensward, with some users appearing from the connecting links to
Tamarisk Way. The East end is under the control of Southern Water.
Issues at the East end are referred to only in as much as they affect the
ability of users approaching the greensward from that end. They are
not the responsibility of the Willowhayne Residents Association.

The greensward was grass surfaced with high walls or fences on the
North side and a metre high bank with high tamarisks on the South
side. It provided a pleasant environment for walking, sheltered from
southerly winds and open to sunshine. There were a few, narrow ‘rat
runs’ through the bank and tamarisks that served beach huts on the top
of the shingle beach that have long since been removed.

There appears to be little or no misuse or abuse of the space by
picnics, ball games or noisy activities. There was only one bench seat
along the route, near the East end gate. There were o cycling’ signs
at the various entry points to the greensward but these seem o be
ignored. There were slightly worn tracks along the grass towards the
centre of the greensward but no evidence (during the summer
inspection) of unwarranted cycle ruts, though a few cyclists were
observed along the route.

Research by Richard Kirch indicates that the 'no cycling’ signs may be
incorrect as they are for traffic routes. An alternative is noted in the next
section on Kingston Gorse as provided by West Sussex County
Council. Richard Kirch was alsc advised by the local authority that
councils around the UK are considering abolishing no cyciing bye iaws.
This is likely to particularly apply to coastal routes, such as the
greenswartls.




2.2

2.3

24

NOTES FROM KINGSTON GORSE GREENSWARD

This is by Ferring, some distance to the East of East Preston. It has
unobstructed views to the sea and beach on the South side and some
properties have lower walls or fences on the North side, leaving them
more vuinerable to disruption from the public passing by.
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They have a large board at the East end, by the Blue Bird Cafe, that
explains the situation and prohibits such things as picnics, ball games
and playing of radios. This does not appear to be so necessary for the
East Preston greensward.

There was a County Council no
cycling sign that is occasionally
ignored but cyclists cannot get
through their high ‘kissing gate’

W.S.C.C.
Public Footpath

Cycling th'}itﬂ from the Blue Bird Café car park,

: I though they can wheel past the

l I . fence on the shingle to get to the
grass.

PART M OF THE BUILDING REGULATIONS
Width of the access gate at the East end of the greensward is the
principal shortcoming against Part M of the Building Regulations.

COMPLIANCE WiTH THE SPIRIT OF THE 1995 DISABILITY
DISCRIMINATION ACT

The DDA Code of Practice (February 2002) indicates that standards at
least equal to the requirements of Part M of the Building Regulations
should be sufficient to items to which they relate when making
premises and environments accessible. It also indicates the practices
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and procedures in service delivery, which are likely to be considered
acceptable by the courts.

Guidance from the 'Good Practice Guide to Disabled People’s Access
to the Countryside’ of BT and the Fieldfare Trust may be an acceptable
standard under the DDA for items not covered by the Building
Regulations.

The methods of giving out information and considering in advance the
needs of disabled people, as required by the DDA since 1996, need to
be considered and policies and procedures on giving equality of service
to disabled people also need to be considered.

IMPORTANT RECOMMENDATION

A record should be kepi of all changes to the environment's
accessibility, no matter how small, as proof of continuing
improvements and as a means of monitoring progress.

The Willowhayne Residents Association should have policies and
procedures, which consider disabled people. These should
include communicating with disabled people at meetings and
when making any alterations to provisions and services.




3 THE AUDIT
Headings, items outside regulations and guidelines, plus
recommendations, are in highlighted text.

Items are highlighted so that they can be born in mind in any future
refurbishments or alterations.

ltems that are within recommendations are underlined.

3.1 APPROACH

There was no car parking in close proximity to the greensward. Sea Road to
the East was the nearest vehicular route and this had no specific parking
facility. The recads inside the Willowhayne Estate had no pavements and
parking on the road was clearly pronibited.

There were restrictive gates at the West and East ends. There were three
connecting links from Tamarisk Way. The West End gate opened from a
greensward area that had views to the South of the sea and beach. The gate
to the East was from the end of Sea Road.

3.2 WEST END GATE

This was a kissing type gate but was constructed so that the open gate
allowed a straight through passage, whereas this type of gate usually requires
a chicane type maneuver to pass through. This would normally prohibit the
passage of prams, cycles, wheelchairs and other vehicles, such as
motorcycles or mobility scooters.

The gap on the West side was 1060mm wide and on the East side was
940mm wide. These were wider than the minimum 800mm recommended for
doorways for the passage of wheelchair users. The gate could be difficult for a
wheelchair user on their own to swing open. The adjoining fence had large
gaps that would not prevent children or dogs passing through.

As the swing gate leaf at the West end is of little use in restricting
access or egress, it is recommended that it is removed.

The ground on the East side, within the Willowhayne greensward was worn,
sloped and had evidence of ponding.
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The ground on the East side of the West gate should be refurbished to
provide a gradient not steeper than 1 in 12 and to prevent ponding. At
this heavily used point, it may be worth considering a short iength of
concrete with a ramped, siip resistant surface. The portion through the
gateway is already concreted.

3.3 EASTENDGATE

(NB: This is the responsibility of Southern Water and not the
Willowhayne Residents Association. Details are given here as the
access to the WRA greensward is directly affected by the conditions at
the East end. These may become an issue if there are later pressures to
complete coastal waltkway routes).

This was also a kissing type gate but it was operating correctly and so
prohibited the passage of prams, cycles, wheelchairs and other vehicles, such
as motorcycles or mobility scooters. The West side gap was 945mm wide and
the East side gap was 920mm wide but, as noted, it did not open to provide
direct through passage. Uniike at the West end, the adjoining gate and
fencing did provide a barrier to children and dogs that might wander towards
the end of Sea Road.

The prohibitation of wheelchairs is discrimination under the Equality Act. It
may give difficulties later if bye laws against cycling are rescinded.

If the gate is still required to prohibit easy passage for children or dogs,
a solution may be to provide an alternative gate for wheelchair users on
the South side of the existing gate. This should have a ciear open width
of at least 800mm and could be secured with a RADAR padiock. Nost
whieelchair users will have a RADAR key for accessing public toilets.
Alternatively, the existing swing gate could just be removed.

The area of the greensward next to this gate has covenants from the water
company. Their presence was shown by concrete pads and metal inspection
covers in the area. A limited amount of mesh reinforcing had been provided to
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the surface and this was not covered. This might provide a tripping hazard,
particularly if it becomes more exposed.

Regular monitoring of the ground surface in the area of the East gate
should be carried out, particuiarly to ensure the surface conditions do
not become tripping hazards.

3.4 NORTH SIDE ACCESS POINTS

These were extensions of the greensward with similar grass surfaces. There
were three from Tamarisk Way. At the access points by Tamarisk Way there
were bollards to prevent vehicle access and notices proclaiming Willowhayne
jurisdiction over the greensward and prohibiting cycling.

The gaps between bollards were wide enough for wheelchair users to pass

through. The bollards were white and readily visible against their
backgrounds.

V:ua-;'-' o

The surface noted at the West end was sloped from the road surface and
without the high kerbs used elsewhere, so wheelchair users would be able to
move onto the grass.

3.5 SURFACES

The surface of the greensward and side connecting routes was generally
grass, except at the West and East end gates. This was well maintained and
cut at the time of the inspection. However, it was naturally undulating and
would be difficult for wheelchairs to move over, particularly if manually
powered.

The ‘Good Practice Guide to Disabled People’s Access in The Countryside’
states that ‘People expect different levels of accessibility away from the towns
and less easy access is acceptable in the countryside’.

To provide a smooth surface for wheelchair use would require a tarmac,
concrete or paved path. This would change the character of the greensward.
it could also create other problems, such as blocking natural drainage routes
and thereby form extra ponding, particularly in rainy periods.

A partial solution might be to provide mesh reinforcement a short depth below
the grass surface along the well-used central route. However, this also may
give drainage problems and might not completely alleviate the undulation of
the top surface.
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Consideration should be given to retaining the grass surface as it is,
except for, say, iocalised reinforcement at the key points of the West
and East end gates. This would retain the character of the greensward.
This may need reconsideration if cycling is permitted later.

3.6 SEATS
There was one bench seat towards the East end of the greensward. This
faced North with its back towards the tamarisk barrier and the sea.

o

Consideration couid be given to providing a further four seats
distributed along the Wiliowhayne greensward. These help people with
mobility or stamina impairments to rest aiong the route. If there was
found to be an issue of these being used inappropriately, such as
sleeping at night or as congregating points, they could just be single
seats rather than bench seats. The greensward to the West, beyond the
Willowhayne area, has bench seats that look out to the sea. Seats along
the Willowhayne route wouid not have the sea view but could be on the
North side, facing South, to give the benefit of facing the sunshine while
being sheltered from southerly winds. They shouid not be too ciose to
the property walls so that they don’t provide a security or nuisaiice
hazard.

3.7 PUBLICITY, PROMOTION AND INFORMATION
This section is particularly relevant when holding meetings.

Any timetables and handbills/posters should include a statement, in
large print, offering selected areas of the information in big print or on
audiotape on request. Areas of particular interest can then be enlarged
by photocopying or reading into a cassette recorder.

People with hearing impairments may prefer the use of fax machines to
telephones and, if available, this service should be clearly promoted. This
particularly helps where sign language, rather than English, is the person’s
first language. Using a fax to send written queries or information can allow
the person to communicate at their own pace.

Some people with hearing impairments may use a ‘text phone’ which has a

screen and a keyboard to relay messages. Previously, both the calling and

the receiving phone had to have a text facility. However, there is now a “Text

Talk’ service offered with support from British Telecom. A non text phone

user dials 18002 and the number of the text phone user being called. The

call is then routed through a third party at Text Talk who will text the recipient
12



and talk to the caller. This service will be more commonly experienced where
a text phone user dials 18001 and your number. Text Talk will then call you
to explain the process and then continue as the intermediary in the
conversation.

Approximately 4% of blind people read Braille. This is a good system for
providing reading matter for a blind person to enjoy a range of text. Local
Braille conversion services can sometimes be found through a local library
service or, more often, through the local society for blind people. If a local
society cannot help, a regional group, such as a county association for blind
people, may have more contacts. It is worth making contact {o assess
possible sources before you receive a request for Braille material. If Braille is
not feasible, more consideration should be given to audio information that can
help a greater range of people with vision impairments.

The different means of communicating information should be
considered before they are requested.

Consideration is needed to displaying and maintaining information so
that it is readily accessible to everyone.

Information printed on a pale yellow background can help some people
with dyslexia to read the information more easily.

Important notices and information are often too high for wheelchair
users and shorter peopls and lower alternatives should be provided.
Smailer print items should be provided at lower ievels with boider items
only at higher leveis.

A bowl should be kept readily available at meetings for providing water

for guide, hearing or assistance dogs. Signs should make it clear that
such dogs are welcome.

13




A

ACTION PLAN

The Action Plan is divided into three categories:

Works with a high priority that shouid be done to improve safety and
compliance with Part M of the Building Regulations and with the spirit
of the Disability Discrimination Act;

Works that are comparatively easy to undertake in the short term;

Works that should be considered in any future refurbishments or
alterations.

Note: References are item numbers from section 3, The Audit.

4.1

WORKS THAT SHOULD BE DONE AS A MATTER OF PRIORITY TO
IMPROVE SAFETY, PLUS COMPLIANCE WITH PART M OF THE
BUILDING REGULATIONS AS RECOMMENDED BY THE
DISABILITY DISCRIMINATION ACT

3.2 WEST END GATE
As the swing gate leaf at the West end is of littie use in restiicting
access or egress, it is recommended that it is removed.

The ground on the East side of the West gate should be
refurbished to provide a gradient not steeper than 1 in 12 and to
prevent ponding. At this heavily used point, it may be worth
considering a short length of concrete with a ramped, slip
resistant surface. The portion through the gateway is already
concreted.

3.3 EAST END GATE

(NB: This is the responsibility of Southern Water and not the
Willowhayne Residents Association. Details are given here as the
access to the WRA greensward is directly affected by the
conditions at the East end. These may become an issue if there
are later pressures to complete coastal walkway routes).

Regular monitoring of the ground surface in the area of the East

gate should he carried out, particularly to ensure the surface
conditions do not become tripping hazards.
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4.2 WORKS THAT ARE COMPARATIVELY EASY TO UNDERTAKE IN
THE SHORT TERM:

3.6 SEATS

Consideration couild be given io providing a further four seats
along the Willowhayne greensward. These help people with
mobility or stamina impairments to rest along the route. If there
was found to be an issue of these being used inappropriately,
such as sleeping at night or congregating points, they could just
be single seats rather than bench seats. The greensward to the
West, beyond the Willowhayne area, has bench seats that iook out
o the sea. Seats along the Wiliowhayne route wouid not have the
sea view but couid be on the Norih side, facing South, io give the
benefit of facing the sunshine while being sheltered from
southerly winds. They should not be too close to the property
walls so that they don’t provide a security or nuisance hazard.

3.7 PUBLICITY, PROMOTION AND INFORMATION
This section is particularly relevant whsn holding meetings.

Any timetables and handbills/posters should include a statement,
in large print, offering selected areas of the information in big
print or on audiotape on request. Areas of particular interest can
then be enlarged by photocopying or reading into a cassette
recorder. -

The different means of communicating infermation should be
considered before they are requested.

Consideration is needed to displaying and mainfaining
information so that it is readily accessible to everyone.

information printed on a pale yellow background can help some
people with dyslexia to read the information more eastiy.

important notices and information are often too high for
wheelchair users and shorter people and lower alternatives
should be provided. Smaller print items should be provided at
lower levels with bolder items only at higher [evels.

A bowl should be kept readily available at meetings for providing
water for guide, hearing or assistance dogs. Signs should make it
clear that such dogs are welcome.




4.3

WORKS THAT CQULD BE CONSIDERED IN ANY FUTURE
REFURBISHMENTS OR ALTERATIONS:

3.3 EAST END GATE

{NB: This is the responsibility of Southern Water and not the
Willowhayne Residents Association. Details are given here as the
access i{o the WRA greensward is directly affected by the
conditions at the East end. These may become an issue if there
are later pressures io complete coastal walkway roufesj).

if the gate is still required to prohibit easy passage for children or
dogs, a soiution may be to provide an aliernative gate for
wheeichair users on the South side of the existing gate. This
should have a clear open width of at least 800mm and could be
secured with a RADAR padlock. Most wheelchair users will have
a RADAR key for accessing public toilets. Alternatively, the
existing swing gate could just be removed.

3.5 SURFACES

Consideration should be given to retaining the grass surface as it
is, except for, say, localised reinforcement at the key points of the
West and East end gates. This would retain the character of the
greensward. This may need reconsideration if cycling is
nermitied later.
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7 A GUIDE TO EQUAL ACCESS IN SERVICE DELIVERY
7.1 GENERAL POINTS

7.2  WHEELCHAIR USERS

7.3  MOBILITY IMPAIRMENTS

7.4  BLIND OR VISUALLY IMPAIRED PEOPLE

7.5 DEAF OR HEARING IMPAIRED PEGPLE

7.6 PEOPLE WITH AUTISM or ASPERGER’S SYNDROME
7.7 PEOQPLE WITH MENTAL HEALTH PROBLEMS

7.8 PEOPLE WITH SPEECH IMPEDIMENTS

7.9 PEOPLE WITH LEARNING DIFFICULTIES

7.10 PEQPLE WHO LOOK DIFFERENT

7.11 USE OF LANGUAGE

7.1 GENERAL POINTS
Get to know about all the facilities available within your organization and
premises.

Always ask a disabled person how you can help — do not leave them to ask
and do not assume that you know best.

Everyone is an individual. Do not make the assumplion that all disabled
people have the same needs — such as:
e Ali blind people read Brallie,
¢ You can always write down what you want to say when assisting a deaf
person.
Even though someone may have a disability that appears to be similar to that
of another person, that individual's needs may be quite different.

If you do not understand something said by a disabled person, do not be
embarrassed about asking them to repeat themselves. If you still do not
understand, you can ask them to rephrase what they wani to say. t is betfer
to ask them rather than assume what they meant and get it wrong.

If the customer has difficulty in communicating clearly verbally, ask if they
have a preference for an alternative way of communicating — for example: with
a pen and paper.

Always talk directly to the person with the disability — not to their companion or
carer.

Do not worry or feel embarrassed about using common expressions such as
“see you later” or “I've got to be running aloeng”. Most people use these
phrases, including people with disabilities.

if your premises are not accessible, look at other ways in which your service
can be delivered to include people with disabilities. For example:
Video Links, Home Visits, Web Siteg, e-mail.




Remain calm and courtecus in all situations. Disability does not mean
someone should be treated in a worse or lesser manner than anyone elfse.
People with disabilities must have equal access to services and be treated
with equal respect at all times.

If you are having a long rather than a short meeting with a disabled person,
ensure that you explain any emergency procedure that might occur and how
they will be accommodated.

7.2 WHEELCHAIR USERS
Never lean on a person’s wheeichair.

if you do not have a low level counter, try and come round to the customer's
side of the counter.

Unless specifically requested to do so by the customer, do not bend down or
crouch at their side. This has been commented on as seeming
‘condescending’ and ‘patronising’ by many whesichair users. |t is usually
better to get a chair and sit down in a position of their choosing. This helps
make everyone feal equai.

if you are giving a wheeichair user information leaflets or anything that they
will need to carry, make sure that they can accommodate the items easily and
safely. Offer to put items in a safe place, either on their person o in their
wheelchair. ALWAYS let the wheelchair user decide where items should be
put.

if you are going to have a longer meeting with a wheelchair user, make sure
that they are aware of any emergency procedures that might occur during the
meeting and how they will individually be accommodated.

You must NEVER lift a person in or out of their wheelchair unless you have
been trained to do so, it is part of your current job and you are fully covered by
the correct insurance. Always check with a manager if you are unsure of any
of these points.

7.3 PEOPLE WITH MOBILITY IMPAIRMENT

People who use crutches or walking sticks may find it difficult or tiring to stand
in a gueue for any lengthy of time. Be aware of this and be prepared to help
or provide seating as necessary.

They may not be able to write down details. Be prepared to offer assistance
as necessary.

Always ask if assistance is wanted. Do not make assumptions and do things
for people without asking This is not helpful and could be embarrassing for
both you and the customer.

Be aware that, although seating is available, they may not be able to use it
without help. Ask if they have any seating preferences.
18




If you need to handle money with a mobility impaired person, be aware that
they may have difficulties in holding both money and crutches etc. Be
orepared to help but only with the person’s approval and at their pace.

Best practice is to have clear signs and easily accessibie entrances and exits.
This will aliow people with mobility impairments to comfortably and confidently
come and go. Aisies and reception areas need to be free of clutter and fire
exits should be kept clear at al times.

7.4 BLIND OR VISUALLY IMPAIRED PEOPLE

Some people may use a white cane andfor a working (guide) dog. Red bands
on the cane or dog’s harness indicate that the person has a hearing
impairment as well. People carrying a white cane without red bands may still
have hearing impairments.

Do not assume that carrying a white stick means that the person cannot see
anything at all.

Everyone is different. Do not make assumptions based on appearance.

As you approach a visually impaired person, always announce yourseli as
clearly as possible. Never go off to follow up a query without explaining what
is happening and that you wiil be gone for a short time. Make it clear whether
you will be coming back and where they can wait until you speak to them
again. !t would be helpful to inform a colleague of the action you are taking,
so that, if you are away longer than expected, your colleague can reassure
the visually impaired person.

To guide a blind person, offer your elbow/arm — do not grab their arm or hand
as this can be very disconcerting. Walk slightly ahead and to the side of the
visually impaired person who is holding your arm. Mention obstacles such as
doorways, steps or ramps before you arrive at them. When offering a seat,
put their hand on the back of the chair to allow them to seat themselves.

If they have a working {guide dog) do not fuss or pet the dog while it is
working. Do not address the dog. f they are in a mesting that is likely to run
for some time, it is good to offer to get the dog some water. The owner may
have a bow! with them but check by asking.

Be prepared to read out information. Try to speak clearly and not unusually
slowly. Many hearing impaired blind people have difficulty in following speech
that is halting or too slow.

Where possible, have documentation available in large print and/or Braille, in

case it is requested. It can also be useful to have information available on an
audiocassette.
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If you have a meeting arranged in advance, make sure you know the person’'s
requirements regarding printed informaticn and try o provide it in the
appropriate format.

If you are dealing with money, ask a visually impaired person i they would like
you to count it into their hand.

if you use electronic signage in a queuing system, this may not work for a
visually impaired person. Alternative ways need to be considered for keeping
them informed of their place in the queue.

Always check that a visually impaired person has collected all their
possessions before they leave the premises.

7.5 DEAF OR HEARING IMPAIRED PEOPLE
To attract a deaf person’s attention, use a gentle wave of your hand or a light
tap on their shoulder. Do not shout.

If next number's in gueuing systems are called out, they might not be heard by
a person with hearing impairments. Alternative means need to be found for
keeping people aware of their place in a queue.

Look directly at the person to whom you are speaking. Talk ciearly and at a
steady pace. Do not use a lot of hand movements, as this can be distracting.

Try to keep your face in the light and keep your hands away from your mouth.
Do not eat while communicating.

Do not raise your voice or shout as this distorts your mouth, blurs the sound
and makes it difficuilt for lip reading and hearing aid users.

Try not to use phrases or words that are not in everyday use. It is unhelpful to
use unusual technical expressions. If using an interpreter, make sure that you
still communicate directly with person being spoken to, not the interpreter.

If asked to repeat a statement, repeat it just as you originally said it. The
person listening or lip reading may have understood hailf the words and wants
to receive the missing ones. |If asked to repeat again, it may then be
necessary to try saying the information in a different way.

Only as a last resort, have a piece of paper and a pencil available. This may
not work for people who are profoundly deaf. They may only recognise British
Sign Language (BSL.), not the written word.

7.6 PEOPLE WITH AUTISM or ASPERGER’'S SYNDROME

Autism is a disability that affects the way a person communicates and relates
to people around them. They may not be able to relate to others in a
conventional way.
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it is helpful to remember the following points when relating o people with
autistic spectrum disorders:

They might be only able to focus on one thing at a time. This is one reason
they may find eye contact difficuit.

They may take things literally — so don't say “take a seat’ but say “sit down”.

They may not be good at predicting consequences. Because of this, they do
not like change. It is important to give them time to acclimatise to change.
They need to be warned of things in advance — such as moving seats around.

Many people with autism dislike loud noises, certain sounds or sights.

People with autism, including Asperger's Syndrome, need plenty of love and
acceptance and may be prone o depression.

7.7 PEOPLE WITH MENTAL HEALTH PROBLEMS
Be patient and be prepared to take extra time with people with mental health
problems.

Be prepared to explain things more than once. Make sure that the person has
understood everything that you have told them.

Allow extra time with a person when they are making decisions. Make sure
that you have not raised expectations or given information that could be
misinterpreted,

7.8 PEOPLE WiTH SPEECH IMPEDIMENTS

Be patient. Do not rush or fluster a person. You cannot ask them to wait until
a queue has gone down or other people have had their turn. They must be
dealt with the same ievel of respect given to anyone else.

Do not get distracted by what is going on around you. Concentrate on what is
being said, not on how it is being said.

When a person with a speech impediment is tryving to talk to you, never
interrupt in mid sentence. Do not ask them to hurry up and do not try to finish
a sentence for them or correct them in mid-sentence. Allow them to finish
what they want to say.

If you have not understood what has been said, it is important to clarify
matters. Repeat what you understand to have been said and ask for
confirmation. Do not guess at what has been said.

It can help to ask questions to which a person can nod or shake their head in
acknowledgement.

7.9 PEOPLE WITH LEARNING IMPAIRMENTS

Never treat adults with learning disabilities as if they are children.
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Always talk directly to the person, not to an assistant or companion.

Make sure that you speak clearly. This does not mean slowly or over-
pronouncing your words.

Be prepared to repeal yourseif or rephrase what you have said if the person
does not understand. Do not become defensive or aggressive if you are
continually asked to repeat vourself.

Do not use complicated instructions or complex terminology or jargon. Use
plain English with short, simple instructions.

Be prepared to read out information that you might expect ather people to
read for themselves.

Always check that the person has understood what you wanted to teli them.
Do not shout or raise your voice in an effort to be understood.

If there are restrictions or limitations in a service that you are offering, make
sure the person understands what this actually means to them.

If you are handling money with a person with learning disabilities, count out
the change slowly and clearly so that both sides can see that the change is
correct.

7.10 PEOPLE WHO LOOK DIFFERENT
Do not stare at people whose appearance is different from others.

Always talk directly to the person, irespective of their appearance, and make
eye contact.

Do not try to move them into a separate room of area away from other people
to avoid embarrassment. You are the one who is embarrassed and you are
making assumptions about the person’s attitude.

When you are dealing with a person whose appearance is very different, you
may feel uncomfortable and apprehensive. This is a natural reaction.
However, you must try not to convey those feelings to the person or to any
other people around you.

A person’'s appearance may be different but they still have needs that you
must try to meet as you would for any other customer.

7.11 USE OF LANGUAGE
It is important not to get caught up in political correctness to the extent that
you cannot say anything for fear of ‘getting it wrong’.

Try to make sure that you do not say anything that is knowingly offensive.
The best approach is to inform the person that you do not mean to offend
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them but, if you do, you will welcome them pointing out what is unacceptable
in the way you treat them.

It is important to talk to a person as a person, not as a ‘symplom’ or a
‘disability’. If you know a person’s narme, use it rather than describing as “the

i

person with ....".

The word ‘handicapped’ is no longer an acceptable term. It implies receipt of
charity. Most people prefer “disabled” if they have to be labeled, which is in
itself discriminatory.

Avoid using the term “the disabled” or “the disabled community”. The terms
“people with disabilities” or “disabled people” are more acceptable, although
these may still offend some people. Using a person's name is the most
inoffensive way to address or talk about somecne.

If someone has no hearing and cannot speak, do not refer to them as “deaf
and dumb”. Use the full phrase “without speech or hearing’.

“Disabled toilet” indicates that it does not work and “accessible toilet” is a
more accurate description. Similarly “accessible parking bay” is better than
“disabled parking”.

it goes without saying that expressions such as “spastic’, “cretin®, “Mongol”
are not acceptable when dealing with or about people. The terms “learning
disabiiities” or “learning difficuities” are acceptable.

Do not use the expressions “loony” or “nutcase” to describe someone whose
behaviour is different or strange to you. The person may have mental health
disabilities which are being displayed to you.

A disabled customer is as much an individuai as any other customer.
Individual respect is of paramount importance,




