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Basic disability etiquette guidelines
Disabled people require the same customer services as non-disabled people and disability etiquette training is about good customer service.  Understanding exactly what your customer wants requires you to concentrate on the person rather than their disability.  It is important to see the person first and foremost, their needs may be different, but your approach should not be.  
The disabled people your staff will meet will either be colleagues in the stadium to work or supporters in the stadium to have a great time. They are not people worried about their disability who require pity. 

It’s important to remember that not all disabled people use a wheelchair.  Disabled people may have any one of a range of other physical or intellectual impairments.  For example, there will be partially sighted and blind people, people with limited mobility who may use a walking aid such as a stick, frame or crutches, and learning disabled people.  In addition, there are many more people with invisible or hidden disabilities, such as arthritis, heart or breathing conditions or hearing loss. 
Communicating 
Good communication is important when assisting any customer and this is particularly important for some disabled people, such as partially sighted and blind people and hard of hearing and Deaf people.  Please see section 8 for more information.   
It is important to always address the disabled person directly and not to speak to somebody accompanying a disabled person about an issue concerning the disabled person.  Also ensure that the manner in which you address a disabled person is respectful.  Take a step back, so that a wheelchair user can see you easily without straining their neck when they are looking up at you.  You may also need to move to a quieter location to assist the disabled person in communicating with you.
Be sure to listen.  If the disabled person has a learning disability or speech impairment, be aware that it may be necessary to wait longer than you are used to for them to explain themselves, make a request or ask a question.  You should never finish someone’s sentences for them.  Always listen carefully and patiently to what the person is saying and if you don’t understood them at first, don’t be afraid to ask the disabled person to repeat themselves for you.  Alternatively, repeat back to them what you think they have said to make sure that you’ve heard them correctly. 
Hard of hearing and Deaf people may need to lip read.  If so, face them directly when you are talking and do not conceal your mouth and face.  Be aware that bright sunlight or shadow can obscure expressions, making lip-reading difficult.  Speak clearly at your normal speed and tone of voice, unless the person specifically asks you to speak louder or slower.  Be sure to use straightforward, shorter sentences.  If the disabled person has not understood you, do not be afraid to repeat what you have said or to try to re-phrase what you are saying.  Some hard of hearing and Deaf people, and learning disabled people may find it easier if you also use hand gestures to clarify directions and using a map to show directions also helps.  If you haven’t been understood, offer to communicate using a pen and paper instead.  When speaking with a learning disabled person, be sure to use positive and straightforward sentence construction, such as “Are you looking for the seating area?” rather than “You’re not looking for the seating area are you?” 
Assisting a disabled person
Do not assume that a disabled person needs assistance because they have a disability.  What might look like a struggle to you may simply be someone managing perfectly well at their own pace and in their own way.  Always ask first, and if the disabled person tells you that he or she does not require your help then simply accept the response.  Do not impose your assistance and do not take offence if your offer is refused.  

Never touch a disabled person or their mobility aid without their permission.  It is impolite and may also affect their balance.  Be proactive and offer assistance if you think it is required.  If a disabled person requests assistance to their seating area or other facilities in the stadium you should call one of your colleagues for assistance if you are unable to leave your position. 

If a wheelchair user requests your assistance, first ask the person where he or she wishes to go and then inform the person that you are about to push them. 

When escorting a partially sighted or blind person you should allow them to grip your elbow & walk beside you.  Always describe your path or the route you are walking, e.g. “Another few feet and we will be turning left” or “We are just about to reach some steps”.  When you reach the destination, let the disabled person know where they are and you may need to ask another member of staff to take over.  

If the disabled person has a guide or assistance dog, he or she may prefer to walk independently beside you.  Assistance dogs are highly trained and you should not touch, pat, feed or distract the dog whilst it is working.  
Most of all do not be afraid of disabled people, they will not mind if you make a mistake as long as you are prepared to treat them with respect and understanding. 
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