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PROGRAM QVERVIEW

This program is designed to help you teach all your employees how they can properly provide superior

customer service to customers with disabilities. This includes:

o (ustomer who are blind or have low vision
e People who are deaf or are hard of hearing

e Patrons with mobility impairments, including custo 0 have

It also includes customers who have hidden disabili
e People with cognitive disabil;

e People with emotiona

e And other disabili e, and head injuries

o Chapter 5: Pegpi@ef Short Stature/Vertically Challenged
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In this program, you will learn about the four major interactions you'll have with customers with disabilities,

including:

Greeting

Product Assistance

Sales Transaction
Addressing Other Needs

delivering the best service pos
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IMPORTANT LEGAL NOTICE

An ADA Customer Service Course for Employeesis intended as a resource to help organizations communicate

their policies and expectations to their employees and managers and to help them r

providing superior service fo customers with disabilities.

It is not intended to provide legal advice or to answer specific leg

All legal questions should be referred to the organization's
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USING THIS PROGRAM IN A TRAINING SESSION

An ADA Customer Service Course for Employees provides a practical set of guidelines far anyone who has

way to deliver superior service to customers with disabilities. Audiences w ' parficularly

useful include:

universal one. Any employe

view the progr
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SUGGESTED TRAINING AGENDA

The agenda provided below will help you prepare for your training session. It can easily be modified to fit

your needs and or desired fimeframe. On the following page, we have also provide ith an untimed

agenda so that you may customize your own training agenda.
1.5 Hour Agenda

1. Infroduce the training session fo participants
2. Watch the DVD

Break

3. Discussion and participate
4. Post Training Test
5. Session Debg 10 15
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CREATE YOUR OWN AGENDA

You may wish to plan your own customized agenda that is different from the ones on the previous page.

Here is a blank agenda for you to use.

ACTIVITY TIME

&
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CHECKLIST FOR FACILITATOR

This checklist will help you gather everything you need to complete this training session.

MEETING PREPARATION
e  Write down your training objectives.
e If you would like, you can send the Program Overview (pa 0 you

training session.

LOCATION

e Book the room in advance.

MATERIALS
o Leader's Guid
o DVD of “An ADA Customer Service Course for Employees'
e Paper and pens or pencils and nametags

e Print employee post-test copies fo distribute
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MESSAGE TO THE FACILITATOR
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TRAINING AGENDA 1:
INTRODUCING THE TRAINING SESSION

Time Required: 5 Minutes

Remind each nt that they will be given a test at the end of the training session.
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TRAINING AGENDA 2:
SHOWING THE DVD

Time Required: 35 minutes

Objective: To learn about delivering optimal service to customers with disab

Customer Service Course for Fmployeesto work for each participant

Watch the DVD: 4n ADA Customer Service Course for Em
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TRAINING AGENDA 3:
DISCUSSION, POST-VIEWING TEST & DEBRIEF

DISCUSSION

Time Required: 15 minutes

You also will find several handou i ge. These handouts can

e post training fest agenda:

e and preferred terms.

knowledge
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TRAINING AGENDA 3:
DISCUSSION, POST-VIEWING TEST & DEBRIEF (CONTINUED)

Post Training Test

Time Required: 15 Minutes
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TRAINING AGENDA 3:
DISCUSSION, POST-VIEWING TEST & DEBRIEF (CONTINUED)

DEBRIEF

Time Required: 10 minutes

Obijective: This final 10- minute segment will allow you to soligi
attendees of your organizations commitment to complian
Act. Your organization’s legal counsel may also w

documentation.
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BLIND OR LOW VISION — KEY LESSONS

Here are some of the key lessons from Chapter 1: Blind or Low Vision Customers:

guiding, go fo the

person’s @

js to have an interactive dialogue with the customer.

The best app
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BLIND OR LOW VISION — KEY LESSONS (CONTINUED)

e There are three challenges for customers who are blind or low vision when oggering food in a café

style restaurant: 1: Knowing when someone is available to take an order, 2: access fo a

menu, and 3: Locating and navigating to a table while carrying a tr

that way the customer knows you're ready fo tak

especially if the customer is alone.

le. You can

e During a creditard transaction, the customer may ask for help positioning their pen for the

signature.
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BLIND OR LOW VISION — KEY LESSONS (CONTINUED)

e ltisimportant fo clearly announce the final checkout amount. Be prepared

receipt, as the customer cannot see the display as items are scanne

e In arestaurant, wait staff should not only announce the

where fo include a tip if a credit card is being used
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BLIND OR LOW VISION — GROUP DISCUSSION QUESTIONS

These questions are designed to generate group discussion following the screening of the program. Use the

lined space below each question to modify the questions or to take notes on releva

during the discussion.

Ask your group about the lessons and examples found on 1

What did they learn? What, if anything, was new for them?

Discuss how yod Low Vision chapter to the specific space,
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BLIND OR LOW VISION — DVD RECAP QUESTIONS

The following questions are included at the end of the B/ind or Low Vision chapter of the DVD.

1. What is the proper way to guide someone who is blind or has low visi

2. In a cash transaction, how do you give change fo a custo

3. Have you ever assisted a customer or friend who is

4. Do you feel more confident interactin after watching

this chapter?

Your Notes:
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BLIND OR LOW VISION — TRUE/FALSE & MULTIPLE CHOICE QUIZ
QUESTIONS WITH ANSWERS

1. When a customer is blind or has low vision what should you do when you approach that customer?

0. Mention that you are an employee
b. Ask them if they need assistance
¢. Identify yourself by name

d. Al of the above

Answer: d
2. When you are guiding a person who is blind or
help guide them?
a. Counter clock technique
b. Diagonal technique
¢. Clock technique

d. Circular techniqu

Answer: ¢

to request help when making a purchase. TRUE or

0 is blind or has low vision to request help when making a
is alone. Before guiding the customer through the aisles, ask if he
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BLIND OR LOW VISION — TRUE/FALSE & MULTIPLE CHOICE QUIZ
QUESTIONS WITH ANSWERS (Continued)

4. What techniques should be used when guiding a blind or low vision customer whegfscribing the position
of food on a plate?

a. Counter clock technique
b. Diagonal technique

¢. Clock technique

d. Circular technique

Answer: ¢

5. If a customer who is blind or has low vision
a. Your co-worker
b. Their companion
¢. The customer
d. Both the customer a

Answer: ¢

using the “sighted guide technique” you always go to
or FALSE (Circle one)

never grabWpemen’s arm or white cine during the inferaction.)
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BLIND OR LOW VISION — TRUE/FALSE & MULTIPLE CHOICE QUIZ
QUESTIONS WITH ANSWERS (Continued)

7. When a blind or low vision customer is making a purchase most customers will foldf@ich denomination of
currency in a specific way for easy identification. When returning money to that custo

hand him or her the money?
0. All together
b. In large bills
¢. Each bill separately
d. Insingle dollar bills
Answer: ¢
8. During a credit card fransaction you should
to read the itemized receipt. The cust
FALSE (Circle one)
Answer: TRUE

nnounce the a f the bill, but they should also indicate

Answer: e
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BLIND OR LOW VISION — TRUE/FALSE & MULTIPLE CHOICE QUIZ
QUESTIONS WITH ANSWERS (Continued)

10. There are three challenges for customers who are blind or low vision when ordeifi@iood in a café style
restaurant. They are:

1. Knowing when someone is available to take his or her order.

2. Lack of access to a menu.

3. Locating and navigating fo a table while carrying a fra
TRUE or FALSE (Circle one)

Answer: TRUE \
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COGNITIVE OR EMOTIONAL — KEY LESSONS

Here are some of the key lessons from Chapter 2: Cognitively or Emotionally Disabilities:

e Regardless of how the person can communicate, they will always appreciate being talked to, not

talked at.
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e Keep in mind that people with cognitive disabilities can be easily inflenced and dealing with them is

not the time to make a hard sell.

o |f they are purchasing an item of clothing, such as a shirt or sweatshirt, keepdtmind clothing sizes

are not all uniform. Explaining the sizing may be very helpful, such as “this ig or small.”

o |f someone looks very frustrated or

price, ask them if they would J

people to have 0dd behaviors due to low blood sugar. Many fimes, what they need is a snack to

stabilize. If they have an emergency contact listed, call the contact and explain the situation.
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e |f someone has a seizure in your establishment, the most important thing to do is not fo panic. If the
person is traveling with a companion, ask that person what to do and follow that lead. Clear the
area of people, bring a blanket or a few coats for padding underneath the person and try to avoid

medical bracelet. If

asking unnecessary questions. If the person is alone, check to see if they ha
they do and epilepsy is listed, it will probably tell you what to do such as call ter 4 minutes.

Do not put anything into the seizing persons mouth. It is very dange
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