Disability Inclusive Etiquette and Communication

· Use people first language like “person with a disability.” 

· Don't ask questions about a person's disability unless they bring it up themselves.
· Ask the person you are assisting what they need or want.

· If you offer assistance, wait until the offer is accepted. 

· Listen, ask for instructions, and respect the individual’s wishes.

· Do not move on lean on a person’s equipment. People living with disabilities consider their equipment and devices part of their personal space. 
· Speak directly to persons with disabilities even when if accompanied by a companion.

· Be clear in describing what a person will encounter and allow people to decide for themselves about participating. 

· Be patient, attentive, and understand that some people need more time to express themselves or process information.

· If you don’t understand someone, don’t pretend you do; ask questions to understand.

· Speak clearly, face the person, and don’t cover your mouth. 
· If you are ever unsure how to interact with a person who has a disability, just ask. 

· If the service counter is too high for a person to see over, step around it to provide service. Have a clipboard ready if a person is filling out or signing forms.
· Sit down at eye level, if possible, to converse with a person who is of short stature or seated.

· If speaking through an interpreter, direct your attention to the individual with a disability, not to the interpreter.

· Exchange written notes if someone has difficulty with verbal communication. 

· When speaking with a person who is blind or has low vision, identify yourself and others who are with you, and let the person know if you are leaving. 

· Use specific words to give information or directions (remember a person may not be able to see you pointing, nodding, etc.) and offer to read printed material or power points out loud.

· It is okay to use common expressions like “see you later” to someone who is blind or “are you walking this way?” to someone who uses a wheelchair. 

Adapted from: Mid-Atlantic ADA Center, ADA Quick Tips - Customer Service for Front Line Staff
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