Accessibility and
Inclusivity Training Manual

Promoting Equity and Inclusion in Every Environment
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Introduction

Accessibility and inclusivity are fundamental components of creating environments that embrace diversity and
ensure equity for all individuals. This manual serves as a guide to understanding, implementing, and
maintaining practices that support accessibility and inclusivity in the workplace.

Understanding Accessibility and Inclusivity

What is Accessibility?

Accessibility refers to designing and providing environments, products, or services that can be used by
everyone, regardless of physical, sensory, or cognitive abilities. It encompasses removing barriers to
participation and ensuring equal opportunities for individuals with disabilities.

What is Inclusivity?

Inclusivity means actively fostering environments where all individuals feel valued, respected, and able to
contribute equally. It goes beyond accessibility by acknowledging and celebrating diversity in race, ethnicity,
gender identity, sexual orientation, age, religion, socioeconomic background, and more.

The Importance of Accessibility and Inclusivity

Accessibility and inclusivity are not only moral imperatives; they also yield practical benefits. Diverse groups
bring a wealth of perspectives and ideas, fostering innovation and collaboration. Adhering to accessibility laws
and inclusive practices can improve reputation, attract talent, and increase customer satisfaction.

Encouraging Open Communication

Communicating well, being kind and offering proactive assistance through a great welcome, a caring approach
and good communication. Speak directly to the person requiring assistance, not other customers they may be
with. Using terminology rooted in accessibility and inclusion, rather than disability, is a positive way to engage
with more customers, regardless of how they identify.

Face-to-Face communication

When communicating face-to-face with customers who have accessibility requirements, it’s
important to be clear and purposeful whilst adapting to individual needs:

e Don’t speaktoo quickly, or patronisingly slowly.

e Introduce yourself at the start of the conversation. Ask your customer two important
questions: if they would like assistance, and how you can help.

e Be patient, listen, and ask questions that will enable your customer to tell you what they
require. Speak directly to the person requiring assistance, not other customers they may be
with.

And remember, body language gives away a lot so appear calm, warm and professional at all times
using gestures to provide context, where needed.



The importance of positive language

Avoid using language that suggests having access requirements is a negative thing and encourages
pity, such as ‘suffers from’, ‘is a victim of’, ‘handicapped’, ‘invalid’, ‘crippled by’ or ‘wheelchair bound’.
This perpetuates harmful stereotypes and suggests that you know how a person feels about their
impairment. Some people see it very much as a positive thing that has enhanced their life and
therefore are offended by such language. Remember empathy is important, but sympathy shouldn’t
be used. Use the table below to help you:

(the) handicapped, (the) disabled

Disabled (people)

Afflicted by, suffers from, victim of

Has [name of condition or impairment]

Confined to a wheelchair, wheelchair-
bound

Wheelchair user

Mentally handicapped, mentally defective,

With a learning disability (sinqular) with

retarded, subnormal

learning disabilities (plural)

Cripple, invalid

Disabled person

Able-bodied

Non-disabled

Mental patient, insane, mad

Person with a mental health condition

Deaf and dumb; deaf mute

Deaf, user of British Sign Language
(BSL), person with hearing loss

The blind

People with visual impairments; blind
people; blind and partially sighted people

An epileptic, diabetic, depressive, and so

Person with epilepsy, diabetes,

on

depression or someone who has

epilepsy, diabetes, depression

Dwarf; midget Someone with restricted growth or short
stature
Fits, spells, attaches seizures




Focusing on access requirements

Asking someone to ‘declare’ their impairment can be unhelpful as there may be several reasons why
they don’t wish to share this information. A better approach is to ask about any access requirements
that someone may have, as it is less intrusive whilst still giving you the information you need

Inclusive communication hints and tips

Regardless of how much experience you have communicating with customers who have accessibility
requirements, it’s natural to be a bit concerned about coming across as patronising or using the
incorrect terminology every now and again.

Body language and clear communication are very important, especially in responding to non-visible
disabilities and neurodivergence with sensitivity.

Supporting inclusive communication

Not everyone speaks or understands English perfectly, and the way in which you communicate should
allow for this. Present material clearly and simply. Avoid words you would never use in everyday
speech e.g., use ‘near’ instead of ‘in the vicinity of’.

I have undertaken the above training. | have been given a copy for myself and will continue to refer to it
whenever necessary.

I understand the importance of this training and how it helps our customers and the business by
undertaking my job with consideration to this training.



