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Guest Service

for Guests

with Disabilities
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Principles for Communicating with

Persons with Disabilities

1. RELAX: Treat people with respect and consideration. Do not be

embarrassed to use common expressions such as “See you later” or

“Did you hear about…”

2. Speak directly to the person rather than through a companion or

sign language interpreter who may be present.

3. When introduced to a person with a disability, it is appropriate to

offer to shake hands. People with limited hand use or who wear

an artificial limb can usually shake hands. Shaking the left hand is

OK as well.

4. When meeting a person, who is blind or has partial sight,

always identify yourself and others who may be with you. When

conversing in a group, remember to identify the person to who

you are speaking. Remember, just because the person is blind or

has low vision it does not mean they have a hearing impairment so don’t shout.

5. If you offer assistance, wait for the offer to be accepted.

Then ask/listen for instructions.

6. Treat people as people. Use first names only if appropriate and do

not pat people on the head or shoulder. Avoid that ‘sing-songy’

tone of voice often used with children and puppies.

7. Leaning or hanging on a person’s wheelchair is invading their

 personal body space. Avoid this unless you have permission.

8. Listen carefully when conversing with a person who has

difficulty speaking. Do not interrupt or correct the person. Ask

short questions that require short answers. Do not pretend you

understand if you do not, repeat what the person has said and

allow the person to respond. Do not be afraid to say you do not

understand.

9. When speaking to a person, who uses a chair or crutches, place

yourself at eye level. Be aware not all people are alike and some

folks are uncomfortable with this.

10. To get the attention of a person who is deaf or hard of hearing, tap

them gently on the shoulder or wave your hand. Look the person

in the face and speak clearly so if they want they can read your

lips. (Remember that not all people read lips.) Avoid putting food

or cigarettes near your mouth.

People First Language –

Speaking with Awareness

Language is a living entity that reflects our culture, our attitudes, and

conveys the respect we have for others. Words create subtle and not so

subtle attitudinal barriers.

The use of appropriate language that is both sensitive and accurate

conveys awareness about disability and is an important tool in

building an inclusive community.

VSAFL promotes the use of “people first” language—language that

puts focus on individuals rather than on a disability. People first

language helps us remember that people are unique individuals and

that disability is only a part of a whole person.

Key to Quality Guest Service Interactions

Guests will continue to patronize businesses that:

welcome them,

are helpful,

are accessible, and

provide quality services.

The key to providing quality services to guests with disabilities is

to remember that all guests are individuals. Persons with disabilities

come in all shapes and sizes with diverse personalities, abilities, interests, needs
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and preferences. The following are some basic tips for interacting with guests who

have disabilities. However, in most cases the best way to learn how to assist guests

with disabilities is to ask them directly. As always, don’t take offense if your

assistance is refused.

Offer the guest the opportunity to state what assistance they may

prefer. This will provide you with an easy way to accomplish your

responsibilities as a guest service agent. If necessary, practice a few

good sentences in your head and be ready to use them. Other examples

include: “May I be of assistance?”; “Would you like assistance?” You will

encounter people who appreciate your assistance and others who may

reject your every effort to be helpful. There are numerous reasons why

an individual may not want or need your assistance.

Always ask:

“May I assist you?”

Follow up by asking:

“How may I assist you?”

Guidelines and Principles

Etiquette considered appropriate when interacting with guests with

disabilities is based primarily on respect and courtesy. Listen and learn

from what the guest tells you regarding his or her needs.

Remember these general tips for quality guest service:

• See the person who has a disability as a person, not as a disability.

• Relax. You are there to assist all of your guests, with or without

disabilities, to enjoy their visit.

• Listen to the guest.

• Maintain eye contact without staring.

• Treat the guest with dignity, respect, and courtesy.

• In an effort to be helpful, people tend to talk much louder than

necessary. Remember there is no disability which is served in this

manner; don’t yell.

• Don’t “talk down”. Avoid responding to people with disabilities

out of “gratefulness” for not having a disability yourself.

• DO NOT touch or otherwise distract a service animal.

Dog guides, hearing dogs, and service dogs are all working.

• Speak directly to the individual, not to a companion or an

interpreter.

• Extend the usual social courtesies. If you shake hands, offer your

handshake to all.

• Ask the guest to tell you the best way to help and listen

to their response.

• Offer assistance, but do not insist on providing it.

• Be considerate. Let the guest set the pace walking and talking.
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• Keep the guest informed … communicate! Let them know what

is going on if there is a delay or other unexpected situation.

• Deal with unfamiliar situations in a calm, professional manner

and get assistance from a co-worker if necessary.

Guidelines and Principles (continued)

Mobility disabilities cover a wide range, from the person

who has difficulty walking great distances to the person

who uses a wheelchair all the time. “An estimated 19

million people have mobility impairments or 6.9%of the

national population. The mobility may take the form of

paralysis, muscle weakness, nerve damage, stiffness of

the joints, or lack of balance or coordination.” Florida’s

population with mobility impairments is 1.3 million.

A wheelchair may be the most visible sign of a disability but it is

important to remember that the wheelchair is a tool. The guest using

the chair may or may not be able to walk without crutches, canes,

braces, other aids, and may be using the wheelchair because it is faster,

to conserve energy, or for increased mobility and greater access.

Keep In Mind So You Can Inform Your Guests:

• Where the accessible restrooms, water fountains, and phones

are located? What are the routes to these and other amenities.

Does it involve stairs? Ramps? Doors?

• What is the evacuation procedure for guests who use

mobility devices?

Assisting People Who Use Wheelchairs

Types of Wheelchairs

There are several forms of mobility aids that have wheels: Motorized

power or battery operated wheelchairs, manual wheelchairs, and threewheeled

scooters.

A person using a power wheelchair will generally not need to be

pushed. Remember there might be a rare exception to this rule.

Always ask the guest.

A person using a scooter will not need to be pushed. Usually when the

motor of a scooter is turned off, it is very difficult to move. The guest, if

they are transferring and there isn’t room for the scooter by their chair,

may wish to leave the scooter nearby. Never ride or try to “drive” a guest’s

scooter. This can be dangerous to you and other guests.
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Assisting People with Mobility Disabilities

Individuals in manual chairs may or may not want assistance

having their wheelchair pushed. Always ask first. You will see a

type of wheelchair, commonly known as sports chair, that doesn’t

have handles on the back of the chair. These chairs are definitely

intended to be maneuvered by the person sitting in them and not

by someone pushing.

Use of Service Animals

Service animals serve a great variety of functions beyond “guide dogs.”

They can fetch dropped items, alert owners of sounds, and even pull

wheelchairs. These animals are defined by their function. Never call

or distract service animals away from their owners and do not pet

them without asking first. Remember, they are working animals.

Remember these basic tips:

• Don’t lean, hang on, or touch a person’s wheelchair. It is an

extension of the persons body. If you bump into it, remember

that a jolt may cause pain or discomfort.

• If a person is sitting or is short in stature, get on an eye to eye

level if the conversation continues for more than a few minutes.

Don’t force someone to physically look up at you.

• If the front desk is too high, come around to the guest side of the

during your interaction.

• Allow a person who uses a wheelchair or other mobility device to

keep them within reach if they transfer to a seat.

• Consider distance, weather and surfaces such as stair, curbs or

inclines when giving directions.

• When pushing the wheelchair, be gentle and don’t start, stop, or

turn corners abruptly. When going up or down a slope, warn the

person in the chair.

• Don’t ever try to maneuver a chair with a person in it if you feel

that you will lose control. Get assistance and use two people, if

necessary.

• If you have to “bump” a chair up or down a curb or step, ask the

individual what direction they prefer. Some may wish for you to

lead so that you take the person and the chair backwards.

• Never lift, transfer, or carry a person in a wheelchair up or down

a flight of stairs, or in and out of their seats. This could present a

safety hazard for you and the guest.

• If you are pushing someone in a wheelchair through a noisy

area be aware that they may not hear you speak if you’re directly

behind them.
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Assisting People Who Use a Walker,

Cane, or Crutches

Remember these basic tips:

• Offer your arm, never grab or take their free hand or arm.

This could cause them to stumble or fall.

• Always ask the individual if they would prefer for you to stand

to their right or left.

• If they have a mobility aid such as a cane, crutch, or walker, the

guest may be safer using those than holding on to you. Never

grab a cane or walker to assist someone.

• Warn guests about changes in level or texture of the floor.

Be aware of modifying your pace. Walk slower, so that you

aren’t rushing the guest.

• Warn the guest about changes in light. If you are moving from

an area that is brightly lit to a dark space, or vice-a-versa, give

the guest’s eyes time to adjust.

• Offer your arm when going up or down stairs or a ramp

without handrails.

Assisting People with Mobility Disabilities (continued)

Assisting People Who Are Blind or Have Low Vision

There are approximately 6.8 million blind and visually

impaired people in the United States or 2.3% of the total

population. Florida has 437,000 individuals with visual

impairments with the largest prevalence being ages

18-64 and 75 and older. (American Foundation for the

Blind, October, 2008)

A person who is legally blind can see at 20 feet what a person with

vision can see at 200 feet. Total blindness is the complete absence of

vision and light perception. Guests with vision loss will range from

those who are completely blind to those who can’t adjust quickly to

changes in lighting conditions. However, many people with vision loss

have light perception or may see various images or fields of images.

Remember These Basic Tips:

• Introduce yourself. State your name and position. Use a normal

tone of voice, there is no need to yell or exaggerate your speech.

• Use the person’s name, or touch their arm when starting a

conversation so they know you are talking to them and they can
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determine your location in the room. Tell the person if you leave or

move away from the conversation.

• It’s always appropriate to offer your help; just don’t be surprised if

he’d rather do it himself. And when he does do it, it isn’t necessary

to applaud.

• If a person gives you permission to walk with him, don’t grab his

arm—let him take yours. After that, it’s something like dancing;

from the motion of your body, he can tell when you come to curbs,

or steps, or turns. To avoid surprises he may walk a half step

behind you.

• When sitting down, guide the person’s hand to the back of the

chair and tell him or her whether the chair has arms.

• When giving directions, be as clear and specific as possible.

For example: Instruct the individual to “move forward or

continue in your path of travel” rather than “go straight” or

“straight ahead”. Identify landmarks that their cane may

encounter like a potted plant, water fountain, or noises like a

humming soda machine. Estimate the distance in steps. Point

out obvious obstacles in the direct path of travel as well as

changes in surface level such as stairs or ramps, and floor textures

such as carpet and wood floors.

• Announce when you enter or leave a room, especially if you’re

wearing sneakers.

Assisting People Who Use Dog Guides

or Canes

There are basically three ways people who are blind or have low vision

travel: With a dog guide, with a cane, and without adaptive assistance.

Dog Guides. While the dog is in harness that dog is “working” and you

should never pet, talk to, feed, or otherwise distract it. Some people

prefer that you walk behind their left or right shoulder and give verbal

direction. Others may wish you to walk on the opposite side, away

from the dog. Always ask the guest which he or she prefers.

The guest may opt to have the dog follow you or else ask you to be

a sighted guide. If the dog follows you, be aware that it is easy to

get separated in a crowd and that it is useful for you to give verbal

directions and warnings.

People who use canes will either follow you or ask you to be a sighted

guide. Walk on the side opposite the cane. Guests detect objects and

potential obstacles by swinging the cane in a wide arc but cannot

detect overhangs (i.e. exhibit cases, wall mounted signs, etc). You

need to verbally warn them of these potential obstacles.

People who don’t use dog guides or canes frequently do not

appear blind. It is important not to make assumptions concerning
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how much a person can see simply by the way they look. The person

still may benefit from the use of a sighted guide. They may have

limited vision or difficulty with light and shadow perception.

Making Information Accessible:

How to Prepare Large Print, Taped

and Braille Materials.

Large Print

• Do not use paper any larger than the standard 8 ½” x 11”.

• Use black ink on white, opaque, matte finish paper.

• Use right hand margins that are “ragged” and not flush.

• The minimum font size should be 18 point bold.

• Best typeface is Helvetica or Arial or similar sans serif fonts.

• Use lower case letters with initial capital letters rather than

all capitals.

• Lines of text should be no longer than six inches.

• Use one-and-one-half or double spacing between lines.

Braille

• Local volunteer tapes and Braille services can often transcribe

copies of brief information in Braille, provided the volume needed

is small.

• Keep in mind that they may need a fair amount of advance notice.

• For more information on Braille, large type, and tape-recorded

materials, contact the local Lighthouse for the Blind.

Assisting People Who Are Blind or Have Low Vision (continued)

Assisting People Who Are Deaf or Hard Of Hearing

Over 10.3 million people have hearing impairments or

3.5% of the national population. Florida reports 680,140

individuals who are deaf or hard of hearing. Many

individuals have hearing that enables them to benefit

from the use of assistive listening systems.

Hearing loss ranges from mild to profound. One person may be able

to hear everything but very high-pitched sounds while another may

hear only the roar of a jet engine and another hears nothing. A hard

of hearing person may have difficulty developing his or her speech

depending on the degree of hearing loss and when it occurred. The
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range of hearing loss included the person who has age-related mild

hearing loss to the person who is congenitally (born) deaf.

Remember These Basic Tips:

• Get the person’s attention tactfully. Wave your hand, gently tap

their shoulder, or flash the lights.

• Be a lively speaker. Use facial expressions that match

your tone of voice, and use gestures, body language and

pantomime to communicate.

• Look directly at the person while speaking. Even a slight

turn of the head can obscure the deaf person’s vision.

Other distracting factors affecting communication include

moustaches obscuring the lips, smoking, pencil chewing and

putting hands in front of face.

• Some people who are deaf or hard of hearing will read lips,

but it is generally believed that approximately 30% of what is

spoken can easily read and understood.

• Don’t be embarrassed about communicating via pencil and

paper. Getting the message across is more important than the

medium used.

• Try to rephrase a thought rather than repeating the same words. If

the person doesn’t understand you, try to re-state the sentence.

• Be flexible with language. If the person does not understand

you, rephrase your statement using simpler words. Do not keep

repeating the same phrase over and over. Try writing it down.

terminology:

Hard of Hearing: Used to describe people who have usable

residual hearing or who use hearing aids to amplify sounds.

Deaf: Used to describe people who have little or no usable

residual hearing.

• Speak clearly and slowly, but don’t exaggerate or shout. This does

not help the person to hear. Keep your sentences short.

• If a sign language interpreter is involved, speak directly to the

person who is deaf – not the interpreter.

• Be sure only one person is speaking at a time in a group situation.

When the speaker changes, indicate so with a visual cue.

• Don’t assume that a person wearing a hearing aid can hear you.

Sometimes hearing aids are used to increase general sounds like

traffic alarms, etc.

• Keep your hands and hair away from your mouth. Be aware if you

are a full-mustached or bearded man that you may be difficult or

impossible to lip read.
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Telephone Communications:

Telephone Typewriter (TTY ): This device is a text-based telephone

used for communication between deaf, hard of hearing, speech

impaired, and/or hearing persons. Ideally, it is placed near public pay

 phones and is clearly marked.

Relay Services: If there is no TTY available, then guests may ask

for your assistance calling a Relay Service at 711. This service

enables individuals with and without TTY’s to communicate via

an operator or Communications Assistant (CA). The CA voices the

typed conversation to the person without a TTY and types the

voiced conversation to the TTY user. You may serve as a liaison

between the guest and Communications Assistant, reading the

written messages and responses given to you by the guest into the

telephone for the CA to relay.

Volume Controlled Telephone: These telephones have handsets

with amplified sound and/or adjustable volume controls.

Assisting People Who Have Speech Difficulties

According to the 2005 U.S. Census, 328,700 people fifteen

years old and older experience severe difficulty with

speech. The causes of these difficulties are varied. People

with speech disorders often have perfect hearing. Raising

your voice to communicate with guests who have speech

difficulties is unnecessary.

Achieving effective communication is more important than the

method used and there are many ways to facilitate conversation, such

as writing back and forth to each other or typing a conversation on a

computer. Use techniques like repeating the part of the sentence that

you understood—“Now let me see… I understood you to say that

you would like to buy a soda”. Or you can try phrasing things so that

the answer is yes or no—“Would you like to buy a soda”? Followed

by “do you know where the concession stand is located?” or “Would

you like assistance?”

You may see someone using a communication board. A communication

board can be as simple as someone pointing to various pictograms

(pictures that represent concepts such as the figure of a woman or man

found on signs at restrooms) or commonly used words or phrases, cut

out and pasted on a piece of cardboard. There are also computerized

communication boards that an individual uses to type out words,
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phrases, or sentences that are converted into computerized speech or

text. Using a communication device can take longer, so be patient and

allow the individual to finish before you try to respond.

Remember These Basic Tips:

• Give your complete attention to the person who has difficulty

speaking.

• Be patient. Do not correct and do not speak for the person. Allow

extra time for the person to articulate what they are trying to

convey.

• If you do not understand something do not pretend that you do.

Ask the guest to repeat what he or she said and then repeat back

the parts that you understand.

• Ask for assistance only after making every effort to understand

the guest. People tend to give up too quickly when encountering

persons who have speech difficulties. Seek assistance from

another docent, volunteer or staff person as a last resort. Always

be respectful of the guest when asking for assistance.

• Keep your manner encouraging. The longer you talk the easier it

will become to understand. People with speech disorders want

to be understood as much as you want to understand. Often

the guest is used to having to repeat things in order to be better

understood.

• Ask questions that require short answers, a nod or shake of the

head, when necessary.

• Consider writing as an alternative means of communicating, but

first ask the person if that is acceptable. Understanding what is

being said is more important than the method of communication.

• If no solution to the communication difficult can be worked out

between you and the guest, perhaps he or she has an attendant,

companion or spouse who could interpret on the guest’s behalf.

Once again, it is important that you always speak directly to the

guest—not the companion.

• Are pens and paper readily available should you need them to

communicate?
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Assisting People Who Have Cognitive Disabilities

The reported numbers of individuals with cognitive

disabilities are 13.5 million or 4.8% of the total U.S.

population. Florida is reported to have 827,000. As with

all other disabilities, cognitive disabilities have a wide

range of manifestations, from the individual with dyslexia

whose reading speed may be slower to the individual who

requires a personal assistant to accomplish daily tasks.

Remember, people with cognitive disabilities often have

good hearing and vision, but the message is not sorted

properly once it is received. The category of intellectual

disabilities (the proper term for mental retardation) is

included in this category.

Remember These Basic Tips:

• Speak slowly and distinctly. Support what you are saying with

body language and other visual cues.

• Give specific instructions and set simple guidelines. Don’t

underestimate the individual’s potential to understand you.

• Phrase instructions in the positive. For example, “Walk carefully

and slowly inside, it is very dark” is more easily understood than

“Don’t fall”.

• Help the person feel comfortable. Maintain a pleasant voice and

facial expression.

• Treat the adult who has a cognitive disability as an adult, not a

child. Don’t “talk down” to the individual.

• Consider moving to an area with fewer distractions allowing for

more direct focused contact.

• Some information processing problems may affect social skills

such as an unconventional or complete lack of response. Do not

confuse this with rudeness

myth:

A person with a cognitive disability should be pitied and treated with

special attention.

fact:

If an individual is at your facility, she is expecting the same enjoyable
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experience as all the other guests. Having knowledge of different

accommodations and communication aides will assist you to provide

effective and satisfactory services. Flexibility and creativity in

communication are the common keys to respectful communication.

Assisting People Who Have Mental Illness

One in 6 Americans has a severe mental illness. Mental

illnesses are medical conditions that disrupt a person’s

thinking, feeling, mood, ability to relate to others and

daily functioning. Mental illnesses are medical conditions

that often result in a diminished capacity for coping with

the ordinary demands of life.

Having a mental illness can create an inability to learn that cannot

be explained by intellectual, sensory or health factors. Some mental

illnesses can generate erratic behavior. Reacting in a negative manner

or punishing the person for behaviors that they may not be able to

control does not assist individual gain control over their behavior.

However, incidents when guests behave in a confrontational or

otherwise difficult manner will be very rare.

Remember These Basic Tips:

• Speak slowly and distinctly. Support what you are saying with

non-verbal expressions (i.e., smile, positive body language.)

• Listen in a supportive way by keeping good eye contact and

maintaining a relaxed body posture.

• Help the person feel comfortable. Maintain a pleasant voice and

facial expression.

• Explain the rules and procedures and follow them gently

but firmly.

• Keep alert to body language and gestures. These can replace

speech if the individual is experiencing difficulty conveying

information with words. Don’t insist that an individual verbally

respond to you.

• Consider moving to an area with fewer distractions allowing for

more direct, focused contact.

• Think ahead. Plan your response to a situation if a guest creates a

disturbance in the audience.

• If the person appears to be in crisis or is exhibiting behavior

you do not understand, ask them if there is some way you can
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assist them. Do not automatically assume they are dangerous

or call 911.

Older guests love to travel. The older population is

expected to comprise 21% of the population by year 2030

(U.S. Senate Special Committee on Aging). 

This significant figure emphasizes the importance of learning more about

older adults and working to meet their needs.

Twenty percent of the population over the age of 65 has some degree

of disability. Of the remaining 80% who are not disabled, many

experience sensory changes that many affect their ability to enjoy

a museum exhibit. Most people will experience some sensitivity to

sensory stimulation as they age. When reaching age 70 or older,

individuals may discover that their vision, hearing, taste and smell are

not what they used to be. These individuals may be a large portion

of your guests as we also know that as people age they expect to

continue to do the things that they have always done. Although many

older adults may not need specific assistance, they can benefit by your

understanding their specific needs.

The changes a person may experience in mobility, vision, and hearing

vary according to the person. In addition to sensory changes, older

adults may also move more slowly and have less stamina. Almost 50%

of older adults have arthritis and most individuals have some degree

of weakening in their muscles. Therefore, they may have difficulty

standing or walking for long periods without a break.

As with any disability, the manifestation of that disability can range

from imperceptible to pronounced. Do not make assumptions about

what assistance is required based on a guest’s age.

Assisting Older Guests

Remember These Basic Tips:

• Be respectful. All people deserve to be treated with courtesy

and respect. Someday you may also experience limited mobility,

sight, hearing, or a slow down of cognitive comprehension.

• Pride often prevents older guests from asking for assistance, so

be alert for any signs of fatigue or confusion and offer assistance.

Don’t take offense if they refuse.

• When providing directions to guests, be sure to give them from

the person’s point of view (i.e. from their right or left, etc.).
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Training for Staff, Board

Members, Volunteers

and Constituents

A cultural organization’s most important accessibility asset is its people—

staff, board members, volunteers and constituents (including applicants and

grantees). The time and energy invested in training people to understand

and accommodate those with disabilities can make the difference between

simply fulfilling legal obligations and providing a truly welcoming experience

for everyone.

The goal of any training program is to better educate participants on how

to be more inclusive—to be comfortable involving individuals with disabilities

in their activities.

Always include people with disabilities when developing and delivering

training programs (i.e., members of the accessibility advisory committee)

because such first-hand learning increases awareness and encourages

cooperation. Individuals with disabilities add a valuable perspective, can

recount experiences they have had as staff, participants or visitors, and

demonstrate effective techniques to increase accessibility. Be sure to

leave enough time for questions and discussion.

Trainings should model accessibility. Hold trainings in accessible spaces,

provide handouts in large print, have a sample in braille, be sure videos are

captioned and/or audio described, and provide sign language interpreters

so that people can experience accessibility.

Provide anyone unable to attend training with training materials and keep

them abreast of the organization’s accessibility efforts. Offer training on a

regular basis to accommodate newcomers and to provide a refresher on the

basics and information about new services.
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Components of an Effective Training Program

The following are eight key components that should be included in every

effective training program or workshop.

1) The Organization’s Commitment to Accessibility

and Etiquette

Discuss the organization’s commitment to providing superb service by

treating all people with courtesy and attentiveness while complying with the

Americans with Disabilities Act, Section 504 of the Rehabilitation Act and

applicable state and local laws.

Offer general tips on courteous behavior and good customer service.

People with disabilities themselves are the most effective in covering such

issues, including:

• See the person, not the disability. Don’t “talk down.”

• Speak directly to the individual, not to a companion or an interpreter.

• Treat adults as adults. Be considerate. A person with a disability may

take extra time to say or do things.

• Relax. Do not worry about using common expressions such as “See you

later” or “I’ve got to run.”

2) Define “People with Disabilities”

Discuss what the word “disability” means and how people don’t always

conform to stereotypes. Many disabilities are hidden, invisible and not easily

detected. People with disabilities range from the person who has difficulty

walking great distances to the person who uses a wheelchair; one who is

blind and uses a guide dog to the person who cannot adjust quickly to

changes in lighting conditions; someone who has age-related mild hearing

loss to the person who is congenitally deaf.

3) Needs of Older Adults

While older individuals may not need specific assistance, they can benefit

by others understanding their needs. Aspects of the organization and its

facility may be frustrating for older people, such as:

• The distance one has to walk from the car or front door to one’s seat.

• Finding one’s way around a Docent with Visitors large and confusing building.

• Lack of a place to sit with armrests while waiting.

• Poorly lit areas or floor levels that change unexpectedly.
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4) Language

Talk about the importance of language and its power to include or exclude.

People with disabilities want to be viewed with respect and dignity like

anyone else. Insist upon language that promotes inclusion. Equip staff

and volunteers with appropriate “people first” language information.

Keep in mind that there are regional differences regarding acceptable

use of language. Members of the cultural organization’s accessibility

advisory committee can advise and talk about politically correct language

in the community.

5) Communication

Recommend good communication practices such as the following:

• Give the individual your complete attention.

• Always introduce yourself by name and say that you work for the

organization and in what capacity (e.g., staff, docent, volunteer, usher

or tour guide).

• Always face the individual. Never carry on a conversation while standing

behind someone or turn away from someone while speaking.

• Speak clearly and distinctly but do not exaggerate or shout.

• Give clear and concise directions.

• Be flexible with language. If the person does not understand, rephrase

the statement using simpler words.

6) Offering Assistance

Talk about the important responsibility of offering assistance.

Never be afraid to ask someone, “May I assist you?” If the offer

for assistance is accepted, ask the person, “How may I assist

you?” or “What can I do to assist you?” Most people will

appreciate the offer, while others may neither need nor want

assistance. Nevertheless, the offer to assist is never wrong.

Do not insist if help is refused.

If a person states a need, trust their explanation and respond

respectfully. An individual’s safety and comfort are always

important considerations.

Discuss with staff and volunteers what is appropriate in

assisting people with disabilities. The law prescribes some of

this and the organization’s policies should dictate the remainder.

For example, a theater might direct its front-of-house staff and volunteer

ushers to follow specific guidelines in assisting patrons with disabilities,

such as:
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DO Hold or stabilize wheelchairs

while patrons transfer to a

conventional seat.

DO Push peoples’ wheelchairs to

the restroom if requested.

DO Assist a patron in purchasing

beverages or getting to a water

fountain if requested.

DO Help people to be comfortable.

DON’T Lift or carry people.

DON’T Accompany them into the

toilet area.

DON’T Feed or administer

medication.

DON’T Do anything to jeopardize

your own or patrons’ safety.

7) Describe and Demonstrate Services and Auxiliary Aids

Describe and demonstrate all available accommodations, including

services and auxiliary aids. Never assume that staff, volunteers, ushers

and docents know what services and accommodations are available or

how they work. If the organization uses multiple facilities, be specific as to

which accommodations are available (and where) in which facilities. Discuss

not only what is provided, but what a patron or visitor with a disability may

bring with them, such as different types of equipment and service animals.

8) How to Respond to Emergencies

Staff and volunteers should know the organization’s procedures for

evacuating the building and handling medical emergencies.

For example, a museum might direct its security staff and docents to follow

specific guidelines during emergencies, such as:

• Do not make physical contact with any visitors, even if the intention is to

calm them. They may find even solicitous physical contact frightening or

disorienting.

• Be considerate of all individuals but do not allow inappropriate behavior.

• In the event of a medical emergency, injury or visible illness, call for

trained medical personnel. Unless the situation is life threatening, do

not attempt to render first aid and do not move the ill or injured

person unless the environment is life threatening.

• Take necessary steps to accommodate medical personnel (i.e., clear

theater aisle and turn on house lights so they may safely evacuate

the person).
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• Know where all accessible emergency exits are located and be prepared

to evacuate people from the building calmly and safely.

Producing an Accessibility Conference

or Workshop

With regard to arts and humanities service organizations, access issues

should become an integral agenda item of your conferences, workshops,

seminars and orientations. For example, include someone with a disability to

discuss: access issues on an audience development panel, universal design

on a facilities panel or audio description in a media presentation. Having

cultural administrators who conduct accessible programs present their

success stories is highly effective. Presenters should include the planning

process, funding, marketing as well as any problems and successes they

experienced.

Training for Staff, Board Members, Volunteers and Constituents 
Think about what an accessibility workshop at a conference should include:

• The focus of all access education should be inclusion: integrating older

adults and people with disabilities into the cultural mainstream for full

and equal participation.

• The workshop/conference itself should be a model of an accessible

meeting.

• Although the meeting may be condensed into a one-day workshop, these

activities should be presented over a two-day period for best results.

The agenda for a conference or workshop on accessibility should be

comprehensive. The following is a sample agenda:

1) Opening Remarks by a key member of your organization

(director, chairman, board member).

2 Opening Panel  chaired by board member:

“Access from the Artists’ or Humanities Scholars’ and/or

Cultural Administrators’ Perspective”

At least three panelists with disabilities and older adults who are artists,

scholars or administrators of a cultural organization:

• What the arts or the humanities mean to them.

• Examples of their personal experiences in gaining access to the

humanities or arts (both positive and negative experiences).

• Their advice to cultural administrators on how to better serve people

with their particular needs.

3) Panel 

“The Americans with Disabilities Act and Section 504”

• A speaker (i.e., lawyer) presents an overview of the laws translated

into how they apply to cultural groups, including rented/donated
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space, touring and other relevant subjects. • A cultural administrator discusses his/her organization’s access

policies and grievance procedures and (if applicable) experience in

resolving a grievance or formal complaint. (10 minutes)

• Questions and answers. 

4) Speakers at Luncheon and Dinner 

One speaker per meal who may be an artist, humanities scholar, head of

a cultural organization or a board member who is actively engaged in

access issues; or a performance by professional artist(s) with disabilities.

5) Concurrent panel sessions 

The number, topics covered and frequency of panels will depend on the

length of your conference. Each panel should include no more than three

speakers and at least one panelist with a disability. Question and

discussion time must also be included in each session. Suggested

topics are:

• “Making Access a Reality”: discussion of policy, access advisory

committee, public affairs and marketing issues.

• “Education and Outreach”: model programs that reach and include

people with various disabilities.

• “Access: It’s More than a Ramp”: designing for increased access

through the self-evaluation process.

• “Universal Design”: the concept of going beyond minimum standards

and making access features an integral part of all design, including

programs and facilities.

• “Adapting Existing Facilities and Historic Preservation Issues.”

• “How to Hold an Access Training Workshop.”

• “Technologies that Advance Accessibility” (i.e., audio description,

captioning, assistive listening systems).

• “Resources for Change”: funding opportunities (i.e., Community

Development Block Grants) and organizations that provide technical

assistance on accessibility (i.e., Independent Living Centers,

VSA arts).

6) Closing Session “Planning for the Future

In the closing session, participants discuss “where do we go from here,”

and “what is needed to do it?” This valuable session will help your

organization identify next steps, and ways that you may work together

to advance access in your community.

Training for Staff, Board Members, Volunteers and Constituents 
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Effective Communication

and Program Access

Five Steps to Effective Communication

This chapter looks at auxiliary aids and services that provide

effective communication and make programs inclusive, enjoyable

and accessible to everyone.

In addition to physical access to programs, arts and humanities

organizations must provide access to the content of their programs

for audiences, instructors, artists, interns, participants, staff, docents,

visitors, patrons and volunteers. Everything the organization produces

or presents must be accessible, including exhibitions, lectures, films,

videos, interactive computer displays, plays and concerts, as well as

the materials about the programs—catalogues, labeling, scripts,

libretti, brochures, maps and publicity.

Effective communication allows people with disabilities that affect

their hearing, vision, speech and cognition to participate in services,

goods and programs. Auxiliary aids and services include a wide

range of communication techniques and devices.

Keep in mind the five steps to achieve effective communication:

First: Understand that there is no “one-size-fits-all” solution.

Second: Explore ways to accommodate the diverse needs of each

population.

Third: Be prepared with well thought-out policies and procedures for

accommodating the diverse needs of each population.

Fourth: Train all staff and volunteers who come in contact with the

public to be knowledgeable about auxiliary aids and services.

Fifth: Inform the public about auxiliary aids and services through

signage, advertising, Web sites and other means available.

For People Who Are Blind or Have

Low Vision

Information regularly provided in visual formats must also be available in

alternate formats. The “blind community” is not one large homogeneous
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group. People who are blind, legally blind or have low vision have a range

of sight and loss of sight. Some people are blind from birth while others

become blind later. People may have reduced or limited vision because

of loss of visual acuity as they age. This diversity is reflected in the variety

of possible ways to make visual information accessible.

Audio Describer Patron Using

in Booth Audio Description

Audio and Video Description

Audio description and descriptive video provide concise, objective

descriptions of the settings, costumes, action, physical appearance and body

language of the characters in a play,film, video or television program or

the size, shape, colors, textures, composition, subject and content of

visual art or other exhibited materials. Describers undergo extensive training

to attain proficiency. Not everyone has the skills or qualities to be a good

describer. For example, describers are trained to slip descriptions in-between lines of dialogue. They also avoid qualitative judgments. A well-trained describer would not say,

“He is angry,” or “She is sad.” Rather, they would say, “He’s clenching

his fist,” or “She is crying.”

Audio description for performances and tours is usually delivered live

and transmitted to listeners via infrared or FM assistive listening devices.

Audio description for museums and exhibits is usually pre-recorded

and available to visitors on audiocassette or via random access digital

playback systems.

Video description is pre-recorded and, in the case of recorded television

programs, videotapes and DVDs (Digital Video Discs), is available on

television with a SAP (second audio program). Broadcasts of live events,

such as parades, are described live. Description for films can be

recorded or delivered live.

Audio Alternatives for Print

Some people who are blind or have low vision cannot read braille or large

print and find recorded information more useful. Also instances exist where

some people with motor impairments or learning disabilities cannot use

traditional print and prefer hearing information rather than reading it. A

braille or large print version of label text might be too cumbersome to carry

around a historical exhibit.

Text information can be provided via audiocassette tapes and other

technologies such as random access digital playback systems or

FM/infrared systems. In museums and exhibitions, locate listening

stations with speakers, handsets or earphones adjacent to printed

information (explanatory information, legends, labels, etc.) to provide

prerecorded playback of the printed materials.

Effective Communication and Program Access 
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Braille

Braille is a system of touch reading that employs embossed dots

evenly arranged in cells. In each cell, it is possible to place six dots,

three high and two wide. Not all people who are blind or have low

vision read braille, but those who do will benefit from receiving print

materials in this format. Studies over the past three decades agree that

80,000 to 85,000, or eight percent, of people who are blind in the

United States use braille for reading.An experienced person using a

braille writer, a mechanical device similar to a typewriter, can produce

single copies of braille. A more efficient method is to use a computer

with specialized braille software and a printer called an embosser. With

training, someone who has minimal knowledge of braille can format and

Braille Alphabet translate simple text documents into

braille using this system. If purchasing the software and printer are beyond

an organization’s financial resources, contact state or local organizations

for people who are blind or have low vision for recommendations on local

resources to produce braille materials. Always have braille material and

signs checked by an experienced braille reader.

Large Print

Many people who are legally blind or have low vision can read large

print. Large print documents are easy to produce using a scaleable,

non-italic, sans serif font (such as Helvetica or Arial) in 14 to 18 point

size with a space and a half between lines. For effective exhibit labels

and displays, print should be a minimum of 24 points or larger, depending

upon the distance from which people must read the print.

This is 12 point Helvetica type.

This is 14 point Helvetica type.

This is 16 point Helvetica type.

This is 18 point Helvetica type.

This is 24 point Helvetica type.

Helvetica Type Font Sizes

A 70 percent minimum contrast (black on white is 100 percent), between the

print and the paper is critical for best results. Avoid using bright or glossy

white paper because it produces glare, or the enlargement option on a

photocopier, which usually yields inconsistent and distorted font sizes and blurry copies.
Readers

If braille or recorded materials are not available, designate someone to

read information aloud to people who are blind or have low vision. This is

usually effective for short meetings, such as a panel meeting or review
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session, if the material to be read is not lengthy.

Tactile Materials

Tactile materials, raised line drawings and diagrams, models and maps,

such as scale models of buildings, exhibit layouts or stage settings

provide orienting information to someone who is blind or has low vision.

Organizations can use models to reproduce objects, artifacts and exhibit

pieces that are too large, too delicate, too old or too valuable to handle.

Consider the following when creating tactile maps, models and

reproductions:

• Size • Original textures

• Shape • Detail

• Scale • Orientation

Another matter to consider when producing touchable materials is to

select items that convey the complex theme of the exhibit or environment.

For instance, if the exhibit is about quilts, but a doll happens to be in the

exhibit, providing touchable quilts, rather than replicating the doll, might

be more appropriate. The key is to avoid random object availability. Involve

the curator in selecting tactile items that are significant.

Try to incorporate tactile experiences as a part of the general environment

or exhibition. Signage and placement of items indicate what may or may not

be touched. Many visitors will benefit from tactile experiences—those who

are blind or have low vision, have different learning styles and learn from

touching and handling things.

Touch Tours

Touch tours may be developed to enhance the experience of visitors

and patrons who are blind or have low vision. Plan the tour so that

the visitor has the opportunity to experience things that represent the

central themes of the exhibit or environment. Train docents and tour

guides to give clear and concise descriptions along with providing tactile

and other sensory experiences.

For People with Hearing or Speech

Disabilities

People who are deaf or hard-of-hearing have a range of hearing loss. Some

people are congenitally deaf while others lose their hearing later in life. The

diversity of this community is reflected in the variety of ways available to

make audible information accessible.

Many communication access improvements are inexpensive and easy to

implement. Useful communication tools may be as simple as providing

paper and pencil for writing brief messages. Include a specific person for

whom the organization will be providing communication aids, such as an
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employee or a conference attendee, in determining the type of auxiliary aid

that will provide the most effective communication.

Assistive Listening Systems

Assistive listening systems (ALS), in most cases, must be provided for

assembly areas where audible communication is integral to the use

of the space (concert and lecture halls, live theaters, movie theaters,

meeting rooms). Accessibility standards require permanently

installed systems if (1) an assembly area accommodates at

least 50 persons or has an audio-amplification system, and

(2) has fixed seating. Other assembly areas may permanently

install an ALS or provide a portable system. The minimum

number of receivers available must be equal to four percent

of the total number of seats, but not less than two receivers.

Signage must tell patrons that a listening system is available.

Assistive Listening Systems

An assistive listening system (ALS) minimizes background noise, reduces

the effect of distance and overrides poor acoustics. There are three basic

types of ALS technologies: audio loop, FM systems and infrared systems.

• Audio loop systems work by transmitting an electromagnetic

field to a receiver or directly to an individual’s hearing aid. These

are often used in small classrooms, lecture halls or conference rooms.

The audio loop is usually a permanently installed system.

• FM systems work by transmitting radio waves to receivers. They

are commonly used in classrooms, movie and live theaters, large

arenas and convention halls.FM systems can be portable

or permanently installed.

• Infrared systems work by transmitting sound via light waves

to receivers worn by users. They are commonly used in courtrooms, movie and live theaters, convention halls and lecture halls. Infrared systems can be portable but tend to be permanently installed.

The receivers worn by the user must have an output jack to accommodate

attachments such as monaural or binaural earpieces, induction neck loops and 

cochlear implant adapters. The type of attachment required by individuals

depends on the severity of their hearing loss and whether they want to use

the receiver with or without their hearing aid. Provide an assortment of

attachments so that patrons may choose the options that best suit them.

The same equipment used for an assistive listening system may be used

to provide audio description for people who are blind or have low vision.

Multi-channel versions of these systems can also be used to deliver

simultaneous translations from one language into multiple languages,

or one channel could be used for an ALS and another channel used for

audio description.
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Captioning

Captioning is the visual display of spoken material. Captioning should

also identify who is speaking and indicate non-verbal cues such as sound

effects, laughter and music. Individuals who are deaf or hard-of-hearing,

who do not know sign language and cannot use assistive listening systems

will benefit from captioning.

Open Captioning is always visible, preferred by most people and

much more user-friendly. With open captioning there are no buttons

to push and it is less likely to be subject to technical difficulties and

mechanical breakdown. Open captioning also benefits children

learning to read, people learning English as a second language,

as well as the general public in a noisy environment.

Closed Captioning allows the display of captions to be either on

or off. Closed captioning is frequently used for television broadcasts,

videotapes and DVDs. Cultural organizations often use closed

captioning for video presentations with a sign next to the video

display stating, “Press the button to view this video with captioning.”

Computer-Aided Realtime Reporting (CART)

Captioning for live performances, lectures, presentations and meetings

is sometimes called CART or Computer-Aided Realtime Reporting.

Technology changes rapidly, but current CART uses technology developed

for the courtroom. Realtime reporters type in a shorthand that specialized

computer software instantly translates into full English words and sentences.

Then a video monitor, projection screen or LED sign displays the text almost

simultaneously. In a small meeting where the system is used by only one

individual all that is needed is a laptop computer or two laptops linked

together so that what is being typed on one shows up on the screen of

the other.

Sign Language

People who are deaf or hard-of-hearing use a variety of communication

methods. Many people who are deaf or who lose their hearing use

American Sign Language (ASL) and are very proud of the deaf culture

that accompanies the use of ASL. American Sign Language is a

complete language, with its own grammatical structure and syntax.

Other communication methods include Cued Speech, Manually Coded

English, Pidgin Sign English (PSE) and Signed Exact English (SEE).

Someone who knows and understands ASL may not understand SEE or

Cued Speech and vice versa. Other deaf or hard-of-hearing individuals may

use speechreading (commonly known as lipreading). To ensure effective
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communication, consult the person who is deaf or hard-of-hearing on their

preferred method.

Interpreters

People who are deaf or hard-of-hearing may request interpreting

services to ensure full participation in events, meetings and

conversations. Interpreters will interpret between spoken English

and American Sign Language (ASL), Manually Coded English, or

Cued Speech.

Several interpreters may be needed for long programs. The average time

a person can comfortably interpret is about 45 minutes. Most interpreters

in lecture, workshop and meeting situations work in teams of two and trade

places every 20 minutes. In a theatrical or performance setting, two or more

interpreters typically work at the same time to convey a sense of dialogue

between characters.

Interpreter Positions

A common location for an interpreter in a classroom, meeting or lecture is

at the end of the speakers’ table or beside the speaker. In a theatrical

setting the best placement of interpreters will vary depending on the

performance and the size and shape of the theater. Illuminate the interpreter

with light focused on the interpreter’s face and upper body and angled to

reduce the amount of shadowing on the interpreter’s face.

To assure the availability of a qualified interpreter, request the service as soon

as the meeting or event is scheduled.Interpreter fees vary from region to

region. Interpreters usually charge by the hour with a two-hour minimum;

sometimes they will negotiate a flat fee, especially for theatrical or

performance interpreting.A word of caution: someone who

knows sign language, but is not a certified or qualified interpreter may

not adequately translate the message or provide effective communication.

Speechreading and Oral Interpreters

Speechreading (often called lipreading) is the ability to perceive speech by

watching the movements of a speaker’s mouth; observing all other visible

clues including facial expressions and gestures; and using the context of the

message and the situation. According to the National Association of the

Deaf, on the average, even the best speechreaders only understand 25

percent of what is said. Do not assume that someone can speechread.

To effectively speechread, however, individuals must have an unobstructed,

well lit view of the speaker’s face. Speechreading is most effective one-onone.

It is not effective in group situations, at large meetings or where the

speechreader is seated or standing far away from the person speaking.
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People who speechread may ask to be seated close to the speaker or the

stage to improve their ability to understand what is being presented. Some

speechreaders use oral interpreters who use clear articulation, facial

expressions and natural gestures to silently mouth the speaker’s words,

conveying both the message and the emotion.

TTYs

TTYs are text-based telephones used by people with hearing or

speech disabilities to communicate with other TTY users. The first

text telephones were teletypewriters, hence the nickname “TTY.”

Today’s TTYs are small, lightweight electronic devices with a keyboard,

a visual display and/or a printer connected to a telephone line.

Equip ticket offices with a TTY so that patrons who are deaf or hardof-

hearing may call to order tickets or get information.

 Advertise the TTY number along with other

ticket office numbers.If there are public phones available,

these should not only be wheelchairaccessible, but there should also be 

TTY and TTY Hooked Up provisions made for the public to

have access to a TTY. There are specific requirements in the Americans with Disabilities Act Accessibility Guidelines (ADAAG) for the number of public TTYs required and phones requiring amplifiers or individualized volume controls when there are public pay phones available 

Telecommunication Relay Services

Telecommunication Relay Services allow a person using a TTY to

communicate with someone who uses a voice telephone by calling

through a relay operator. A trained operator speaks the words typed by

a TTY user and types the words spoken by a voice telephone user.

Because of the low cost of a TTY and the efficiency and desirability of

one-to-one communication, cultural organizations that conduct a high  

volume of business by phone or who have staff or volunteers who are

deaf, should consider making themselves directly accessible through

TTYs rather than relying on relay services. After October 1, 2001, dialing

711 anywhere in the United States will connect the caller to a relay

operator who will place a voice or TTY call for the caller.

Telephone Amplifiers

Many telephones come equipped with a volume control switch or

amplifier. When requested, local telephone companies can install

amplification devices on pay phones. Portable amplifiers for individual

use are also available.
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For People with Cognitive Disabilities

The most important service is to provide clear information. People with

cognitive disabilities especially appreciate the use of graphic symbols, color

and other supplements to clarify the meaning of verbal information. For

example, illustrations next to written instructions are easier to comprehend

by someone who does not read well and also can be useful to foreign

language speakers. Train all staff and volunteers to provide information

clearly and to have patience with people who might not understand the

first way it is presented.

Environment

Some people who have developmental or cognitive disabilities may be

extremely sensitive to the environment around them. Environments that are

too noisy or have too much activity may cause the individual to lose focus or

become distracted. Creating areas or zones that are quieter and have fewer

visual distractions may enhance some visitors’ ability to appreciate an

exhibit, presentation or activity.

Flexibility and Language

Adapting to the needs of the individual visitor or patron is important. If

someone has difficulty understanding or appears distracted, try a different

way of presenting the information. These tips may help:

Focus on one topic.

Keep remarks short.

Show or demonstrate instead of giving detailed verbal or written

descriptions, directions and information.

Rephrase, simplify or break down concepts into smaller components

if necessary.

Make associations with already familiar ideas and objects.

Provide objects that people can touch and that appeal to as many

senses as possible.

Use pictures and other visual aids.

Inform people before transitions to a new location or program.

Respond to interest or lack of it.

Pictures

Pictures can often supplement or substitute for written material. Many ideas

can be explained more clearly if accompanied by illustrations. Signs for

restrooms, telephones and first aid should use standardized pictographs or

symbols.
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ASSISTIVE LISTENING DEVICES

Hearing Loss of Association of America (HLAA)

National Office

7910 Woodmont Avenue, Suite 1200

Bethesda, MD 20814

(301) 657-2248 voice

(301) 657-2249 TTY

(301) 913-9413 fax

www.hearingloss.org

Technical Assistance Bulletins for Consumers, Installers and

Providers

United States Access Board

1331 F Street NW, Suite 1000

Washington, D.C. 20004-1111

(800) 872-2253 voice

(800) 993-2822 TTY

(202) 272-0081 fax

info@access-board.gov

www.access-board.gov/adaag/about/bulletins/als-b.htm

“Assistive Listening Devices for People with Hearing Loss: A

Guide for Performing Arts Settings”

The John F. Kennedy Center for the Performing Arts

2700 F Street NW

Washington, D.C. 20566-0001

(202) 416-8727 voice

(202) 416-8728 TTY

access@kennedy-center.org

www.kennedy-center.org/accessibility
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COMPUTER-AIDED REALTIME REPORTING (CART) and SIGN

INTERPRETERS

National Court Reporters Association

8224 Old Courthouse Road

Vienna, VA 22182-3808

(800) 272-6272 voice

(703) 556-6289 TTY

(703) 556-6291 fax

msic@ncrahq.org

www.ncraonline.org
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Association of Late-Deafened Adults (ALDA)

8038 Macintosh Lane Suite 2

Rockford, IL 61107

(815) 332-1515 voice

info@alda.org

www.alda.org

Registry of Interpreters for the Deaf

333 Commerce Street

Alexandria, VA 22314

(703) 838-0030 voice

(703) 838-0459 TTY

(703) 838-0454 fax

www.rid.org
BRAILLE AND LARGE PRINT

National Library Service for the Blind and Physically Handicapped

(NLS)

Library of Congress

1291 Taylor Street NW

Washington, D.C. 20011

(888) 657-7323 voice

(202) 707-0744 TTY

(202) 707-0712 fax

nls@loc.gov

www.loc.gov/nls
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 (212) 821-9707 fax

PREPARING TACTILE MATERIALS

Tactile Graphics Resources

Texas School for the Blind and Visually Impaired

1100 West 45th Street

Austin, TX 78756

(800) 872-5273 voice

(512) 206-9451 TTY

(512) 206-9450 fax

http://www.tsbvi.edu/math/107-graphics/3189-tactile-graphics-resources

RNIB National Centre for Tactile Diagrams

RNIB Centre for Accessible Information

58-72 John Bright Street

Birmingham, B1 1BN, UK

44 121 665 4257 voice

44 121 665 4201 fax

