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“It's about universal access for

You may not know this, but there
are over 3.6 million people in
Australia that have a disability.
That's nearly 20% (or one fifth) of
the population. Together with their
friends and families, the number
of people affected by a disability is
bigger still - and every one of
them is a potential customer.

out on —
disability.

As a small business, quality
service is one of the most
important things you can
offer. This guide aims to
help you, the small

everyone. It not just about people
with a disability, good access
benefits the aged, people with
prams and young children”
Debra Dean, Brunswick Resident
and member of Moreland’s
Disability Advisory group

business owner, understand how
to improve access to your goods
and services for a large part of our
community you may be missing

customers who have a

In Moreland alone there are over
22,000 residents who have a disability
to some degree. These residents
along with their family and friends will
make choices on where to live, shop
and socialise based largely on how
accessible a place is.

Additionally, Moreland is home to
almost 25,000 people over the age
of 65. Many of these residents have
difficulty with mobility, sight and
hearing. Though these residents may
not identify as having a disability, an
accessible business is likely to benefit
them greatly.

Providing good access to your

business will benefit:

e people who are blind or partially
sighted

e people with learning or
intellectual disabilities

e people who are Deaf or
hearing-impaired

e people with a physical disability who
may use a wheelchair/scooter or
walking frame or have arthritis

e people with long-term illnesses

e people with mental health or
psychological difficulties, and

e people with an acquired brain injury

Good access also benefits:

* parents or carers of young children —
particularly those with strollers or prams

e older people

e delivery people

* shoppers with heavy bags

* every customer — particularly when
it's busy.

Can you afford to miss out on
all this business?



As potential customers, these people
will make choices about your business
based on how easy it is to use.

If a person uses a wheelchair and there
is a step at your front entrance, they,
and the people who accompany them,
will probably go to another business in
your area which has a flat entrance or a
ramp. If they find your staff unhelpful
they probably won't come back to your
business.

But if you make an effort to provide
corridors that arent cluttered with
boxes that get in the way or cause
falls, then people will appreciate the
ease of shopping at your business. If
you train your staff to be respectful
— not patronising — then people with

a disability are more likely to become
regular customers.

Remember: what you do to improve
accessibility doesn't have to be
extravagantly expensive — a combination
of providing easier entry and improving
staff training will go a long way to
making your business more attractive

to many people including people with

a disability.

Improving your access will also help
your business to meet your legal
responsibilities

In Australia, the law says that customers
with disabilities should be able to access
your goods or services just like any other
customer. If a customer with a disability

cannot get into your building or cannot
access your goods or services they could
make a complaint of discrimination
under either State or Territory anti-
discrimination laws, or the Federal
Disability Discrimination Act.

Making your business more accessible is
also likely to make it safer for customers
and staff and could have a beneficial
effect on your public liability and
workplace safety responsibilities.

For more information on your
legal obligations see Further
Information at the end of
this guide.




Footpath Trading Amenity Branch can visit you and . Four Way s to

provide assistance and support to help Improve access

you meet the requirements. www.morelandbusiness.com or by
fOf a” y our contacting Council on 9240 1111.

You can advertise your accessibility on

In line with these Laws, Council has in o5 | VEInGES (YTl fy Vst

place Local Laws regarding the use of
footpaths for trading. A clear footpath  If you would like more information, cuystomers
is important for vision-impaired people  please contact Council's Civic Safety

who often use the front of buildings and Amenity Branch on 9240 1111 or

e Ensure external signs are clear and well
positioned to help people with vision
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as a guide to the passage through visit www.moreland.vic.gov.au _ impairments or learning difficulties identify C>D
shopping precincts. 1. Make it easy for people what your shop is. =

Ensuring that th ted ol et =

ouring that INEre are no Unexpecte o Make the entrance easy to see =

obstacles hindering the path of travel To attract customers who have a disability T )

and keeping the path clear so that you can take simple steps to make your * Choose a cqlor to distinguish the entrgnce +
people in wheelchairs or people with business easier to find and get to. of your busmes; that contra;ts vyell with o}

other mobility issues have no trouble Advertise vour advantages the general environment. This will make ©

using the footpath, or gaining entry to y 9 it stand out for people W|th.a vision =

your store, will assist you in meeting o If your business is accessible, let people impairment. Highly contrasting colours =

Councils requirements. know. For example, if you have wheelchair ~ also make it easier to tell the difference o

. access include this in your promotions between the immediate door surrounds L

If you use the footpath outside your s and the doorway itself.

business for goods, signage or tables , , :
and chairs, then a permit is required o If your business has wheelchair [l o If there are multiple entrances, make sure
and Councils, Civic Safety and access, contact Council to obtain ( there are clear directions to where each

a universal access sticker entrance is.
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Be aware of reflective glass in your shop
front. People with a vision impairment often
find this presents them with a confusing
picture of reflections, light and shadows.
One good solution is to put safety markings
on the glass so people don't walk into it.
This makes it easier to tell the difference
between the window display and the
doorway.

Avoid obstructions

* |deally, remove dangerous obstacles such
as advertising boards, displays or furniture
from the entrance so that people in

wheelchairs, older people, or people with |

a vision impairment don't have to risk
falling over them.

e |f you are permitted to have advertising
boards, display items or furniture outside
your business, make sure there is a clear
pathway leading to the entrance.

Tip: think about your surroundings
It also pays to look at the surroundings of
your business. You will probably need to

talk to Council about the following matters.

Carparks Think about making at least one
customer car space wider for a person with
a disability to use.

Pathways Make sure the path from the
carpark to your entrance is accessible for a
person using a wheelchair (e.g. wider and
more even) and less slippery for someone
older or using walking aids.

Lighting Would better lighting make
carparks and pathways safer?

Hazards Make sure overhanging trees or
signage do not cause a hazard to a person
who is blind or vision impaired.

2. Make it easy for people to get in
In new buildings all customers, including
people using wheelchairs, must be able to
enter the shop independently but in many
older buildings the main entrance may

have one or several steps, or be difficult

in other ways. Here are some ideas on

how to make it easy for customers to get

in to your business.

While many of these ideas are easy to put
into practice, some may require technical

advice to ensure they are done correctly
(see Further Information at the end of
this guide).

Level access

e |deally, get rid of steps and provide a
level entry.

e |f you can't provide a level entry,
build a ramp.

Tip: If you are building your own ramp, you
may need to contact Council to get advice
and permission to do this. Keep in mind that
if a ramp is to steep it cannot be safely used.
To find out how long to make your ramp,
multiply the height of your step by 14, that
will give you the length of ramp that you
need to be safe and meet the Australian
Standard of 1:14. i.e: Step is 25cm high,
25¢m x 14 = 350 cm or 3.5 metres.
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For advice on building an accessible ramp,
contact Council's Urban Planning Branch
or Building Surveyor on 9240 1111.




o [f either of the above options are not * Make sure any doormats are secure and For people who are blind or
possible for technical or financial reasons, only use them if they can be made flush have vision impairments
consider moving the.main entrance to with the surrounding ﬂoqr. e Signs. Make sure signs and product
another more accessible position. e Put in a handrail if there is a level change. oricing labels are clear, well positioned
* Remember to advertise any secondary Clear sight lines and use high contrast colours.
entrance that may be more accessible. o If possible make sure there are clear sight Ensure overhanging signs do not cause

lines between the entry and the counter a hazard.

Better doors and doorways 50 that staff are aware when a customer

¢ Information. Ensure board menus in
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. F;g;)sggc;ir; rt?; i;r;]ttrance door handles nifgﬁaaszsis‘éaon;se to enter the premises or cafgs or product imformatﬁon displays
« Make the door easier to open by " - 3. Make it easy for people easui;]to reaéi. P{qv:cde Wrt|.tten. mlenus
KE the : or other product information in large
adjusting it to be lighter to push, or “I have noticed that a lot of people using to get arof’”d | print versions (e.g. 18 point Arial) or have
installing an automatic door. wheelchairs or scooters as well as parents Ideally, once inside your shop or premises staff read information out to customers.

e Make the doorway wide enough to with prams and elderly people will come to customers _W|th disabilities should be able Consider the possibility of providing
allow a person with a walking frame or ~ the shop as its easy to get into and do your 2 ;'r_‘d theltr way dto g”, Sali; arez;s, tl?]rowseh information such as menus in Braille.
someone who uses a wheelchair to pass Uit and vegetable shopping” and IN>pect goods, bring them 1o the cas oo : : NI
throuah with ease g , desk or receive services in the same way as  ® Lighting. Think about improving lighting,

9 ' George Dacowich, Manager people without a disability. especially around service counters.

e If the door has a lot of reflective glass Lygon Fresh, Brunswick.

attach safety markings so people do not
walk into it.

The following tips are designed to assist you ® Layout. Avoid having dangerously
to better understand and meet the needs of ~ placed fittings and fixtures that can cause
customers with a range of disabilities. difficulties for customers who are blind.
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Make sure your aisles provide a clear path
of travel and do not have displays sticking
out into them.

® EFTPOS. Provide electronic payment
systems and EFTPOS machines that have
the features that are user friendly for
people who are blind.

For people who may have
difficulty hearing

e Noise. Find ways to reduce the amount
of background noise and turn down the
music when necessary, or if required.

e Hearing loop. Investigate installing a
'hearing loop’ or other system to assist
people using hearing aids at counters,
especially if there is a screen for the public
at the counter. A hearing loop allows
persons using a hearing aid with a telecoll
switch to have a direct feed of sound to
their hearing aid.

For people with
mobility impairments

e Aisles. Make sure shopping aisles are wide
enough (preferably 1.2 metres).

e Cafes and restaurants. Provide a clear
path between tables, use available space
efficiently and offer a little extra room for
wheelchair users.

e Counters. Ensure at least part of your
customer service area is at a height that is
suitable for people using wheelchairs (750-
800mm from floor level). Make sure that
at least one of your checkout aisles is wide
enough, has a lower checkout counter
(750-800mm) and is always open.

* Reach. Try to place goods, particularly
the most popular ones, within reach of
someone using a wheelchair. If this is
not always possible, make sure staff are
trained to offer assistance.

e Chairs. If your customers need to wait,
make a chair available for someone who
may be older and frail, use crutches or
have poor balance

® EFTPOS. Ensure that electronic payment
systems and EFTPOS machines are on
a long enough cord to pass over to
someone using a wheelchair.

e Surfaces. Make sure the floor surface is
free from trip hazards and is non-slip.

Should you be providing
accessible toilets?

Where toilets are provided for the public
(e.g. in cafes or in other situations where
customers may be on the premises for a
period of time) an accessible toilet should
be provided where possible. Under building
laws a unisex accessible toilet counts as a
male and a female toilet.

If you do not have an accessible toilet make
sure all staff know the location of the
nearest accessible toilet and, if necessary,
get approval for your customers to use it.

For information on your nearest accessible
public toilets try www.toiletmap.gov.au

If you decide to make your toilet accessible you
should get technical advice on how to do so.

Also if you install an accessible toilet
ensure that there is level path or
ramped path to access the facility.
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4. Make the most of
customer service

When talking about ‘improving access’ it's
easy to think only in terms of installing
ramps, toilets and other fixtures. But one
of the simplest and cheapest solutions is to
change the way you think about customer
service for people with disabilities. It's
not difficult to train your staff on how
to communicate effectively with all your
customers and how to give practical
assistance when it's needed.

For support and advice on
communication contact Council's
MetroAccess Officer on 9240 1111.

Tips for Good Communication

RESPECT

You and your staff should treat
customers with disabilities as you
do all customers — with respect:

* Focusing on the person. Treat each

customer with a disability as an individual
customer with their own likes and dislikes.
Always focus on the person, not their
disability. Always address the customer
directly, not the other people who may be
with them (such as a Deaf sign interpreter
or carer/support worker).

* Giving assistance. Always ask the
customer first if they want help;

do not assume they need assistance.
Always accept the answer if the
customer declines your help. If you have
a conversation that will last more than a
few moments with a customer using

a wheelchair, bend to eye level or pull up
a chair.

* Asking questions. And remember:
ask customers with disabilities how they
would like goods and services to be
provided particularly where there are
barriers to equal access.

COMMUNICATION

For people who may have a learning
difficulty, an intellectual disability or
brain injury:

* Being clear. Address the customer
directly, listen carefully, speak clearly and

check for understanding. Always use clear

language without being patronising.

Allowing time. Allow your customer
time to ask questions and try not to rush
them. Try not to overload people with
an intellectual disability with information.
Reassure your customer you are there to
help if they forget the information.

For people who have a hearing
impairment or are Deaf:

Lip reading. Always face the customer
so they can read your lips. Try to make
sure there are no bright lights behind you
that may limit their ability to see your lips.

Sound. Use your normal tone of voice
and volume. If possible, move out of the
way of background noise.

Interpreters. If your customer is there
with a sign language interpreter always
address your comments directly to your
customer rather than to the interpreter.
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* Pen and paper. Have a pen and paper

on hand to help you communicate with
your customer.

For people who have a vision
impairment or are blind:

* Using names. Always identify yourself by

name. If appropriate, ask for their name
50 you can address them directly and so
that they know you are talking to them
and not to someone else.

Giving assistance. If a customer asks for
assistance to go somewhere ask which
side you should be on and offer your arm
so they can hold just above your elbow.

Guide dogs. Never pat or distract a
guide dog or offer it food while it is in
harness, it is a working animal under the
control of its owner.

Finding alternative ways to
provide service

The best way of attracting business and
fulfilling your legal responsibilities is to

make your business as accessible as possible.

Where it is not possible to provide full
access in the short term, you might also
consider alternate ways of providing the
same service. Here are some examples:

e A butchers shop might consider operating
a telephone, mail order or local delivery
scheme.

e A florist might have a call bell at the
entrance and have staff put together an
order and bring the goods to the front
door or the nearest easy collection point.

e A hairdresser might consider offering a
home visiting service for a customer with
a disability.

* An estate agent might consider providing
their service in an alternative, accessible
location either by appointment or on a
reqular basis.

Alternatives such as these will not provide
full equality for people with disabilities, but
they will assist in reducing the chances of a
complaint.

What's the best language to use?

If you are making the effort to make your

business more accessible it is also important
to make sure your staff and the signage you

use is part of that effort.

Use signage that identifies:

* ‘Accessible Toilet’ not ‘Disabled Toilet’

e ‘Accessible Parking’ not ‘Disabled Parking’
* ‘Accessible Entry’ not ‘Disabled Entry’

And always refer to:

* a person with a disability rather than a
disabled person

® a person who uses a wheelchair rather
than someone confined to one

= © a person who is blind rather than a

person who suffers blindness.
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Where to get
more

information

For more information on planning issues, building approvals
and local access requirements:

Contact the Planning Officer, Building Surveyor or

MetroAccess Worker at Council phone 9240 1111.

For more information on design ideas and technical

requirements contact an Access Consultant:
Association of Consultants in Access Australia Inc
WWW.access.asn.au

For more information on legal issues and responsibilities:

Human Rights and Equal Opportunity Commission
Phone: 02 9284 9600 or 1300 369 711 (toll free)
www.hreoc.gov.au

Victorian Equal Opportunity and Human Rights Commision
Phone: 1800 134 142
www.humanrightscommission.vic.gov.au

Standards Australia

for copies of the relevant standards
Phone: 1300 654 646
www.standards.com
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Checklist

General access
issues to consider

Clear aigles
See page 12
Footpaths clear
see page b service desk
7
Level entr // %/
Qe&v Pag-:i'////{%/// ////

7

o ///?

.

~ Parking close to premises

~ Public transport close to premises

~ Clear signage of shop front and accessibility
~ Clear pathway in and out of premises

~ Good lighting for surrounds

~ Provide level entry, e.g. no steps

~ Wide self-opening or easy-to-open doors
- Shop entrance and doorway easy to find

_ Clear sight lines between entry and counter
~ Low counter heights for service area

| Clear and wide internal aisles

~ Low height counters
~ Slip resistant flooring
_ Ensure signs and pricings are clear

~ Provide alternative information for
vision and hearing impairments

 Be mindful of noise levels
| Location of accessibile toilet

~ Provide customer service through staff
using good communication

~ Consider alternativee ways to
provide services
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This Guide aims to help small business owners
to understand how to improve the accessibility
of your business to people with a disability,
their family and friends. There are approximately
23,000 people in Moreland with a disability.
This Guide provides practical information about
how you can attract this large customer base

to access your business. Information is provided
in the Guide about physical changes you can
make to your business premises and about other
ways which will assist to make your business
accessible to people with a disability.

For more information about this guide

in languages other than English please
contact the Community Development and
Social Policy Unit on 9240 1111.

Guide Greek

2t cavt Uty ONy U elvar 101)0€L Ik ETTL ELQTOELS VO
XATOAG VUV TOG VO, ENTLAOC VY TNV TTQ O CLOT) OTNV ETTL ELQNOT)

T UG O€ OT L0 LE AVOLTTNQLL, OTLS L% YEVELEG XOL OT VG (LA UG

T vg. 1t Moreland vrtdp vv mepim v 23.000 AT po pe ®AT L
avoTTNELa. AVT S dNY G TOEE £L TEAXRTIXES TANQ ¢ Qleg

YLOL TQ 7T UG UE T UG TT L UG WIT QELTE VO TTQ 0EARVOETE OUTT T
peyain mehateia oty €L elgnon oag. [lagé vrol wine ¢ oleg
0TV Oy aUT YLa TLG PUOLRES AANAYES T U WUIT QELTE VO, XAVETE
OT OXIVNT TNG ETL ELQNOTG OAG %OL YLC AAA VG TQ TT UG UE T UG
7T L UG WUIT QELTE VA MOTNOETE YLO VO RAVETE TV ETTL ELOT|O OO
L TTQ O GLOLUY) O€ OT JLOL LE CIVOLTT| QLA

To eQLoo TeQeg TANQ ¢ Qleg 0 eTXd peTv dMy avt ot
AANES YADOOES EXT G TNG QY YALXTG, LLIT QELTE VOL ETTLX LV VI OETE
pe ™ M vada K wv tiung Avasttu ng xou K ivoverng IT Mtunng
ot 9240 1111.

Citta di Moreland

La presente Guida vuole assistere i propietari di piccole entita
commerciali a capire come migliorare I’accessibilita della propria
attivita commerciale a persone con disabilita, alle loro famiglie e
amici. A Moreland vi sono circa 23.000 persone con disabilita. La
Guida mette a disposizione delle informazioni pratiche su come
attirare questa considerevole fascia di clienti ad accedere alla
vostra attivita commerciale. Le informazioni che troverete nella
Guida prendono in considerazione eventuali modifiche pratiche
che potreste apportare ai locali della vostra attivita commerciale

e altri modi in cui potreste rendere la vostra attivita commerciale
accessibile a persone con disabilita.

Per ulteriori informazioni riguardo alla presente guida in lingua
non inglese, contattare I’Unita di sviluppo comunitario e di Politica
sociale (Community Development and Social Policy Unit) al
numero 9240 1111.

Muc dich ctia tip Huéng din nhim gitp d& cho nhitng chi
nhén tiéu thwong biét phutong céch cai tién dé nhitng ngudi
bi khuyét tat, gia dinh va than hitu c6 thé tiép can dé dang
vé&i doanh nghiép cta ho. Tai Moreland hién cé khoang 23
ngan ngudi bi khuyét tat. Trong tdp Huéng din nay c6 ghi
cac théng tin rat thuc tién vé cach thitc dé ban 6 thé thu hat
s6 lugng khach hang 16n lao nay tiép can dugc v6i doanh
nghiép ctia minh. Trong tap Huéng din cé cac thong tin lién
quan dén viéc thay dbdi ngoai hinh cho dia diém kinh doanh
ma ban c6 thé thyc hién va vé cac phuong cach khac nhim
gitip nhitng ngudi bi khuyét tat tiép can dé dang v&i doanh
nghiép ctia ban.

Mubn biét thém théng tin vé tap Huéng din nay bing cic
ngdn ngit khac ngoai tiéng Anh, xin lién lac v6i B6 phan
Chinh Sach X3 héi va Phat trién Cong déng qua dién thoai s6
9240 1111.

o3 831 Undg) Wes pumlpss 1aglo Uaalp Meghss Uospes edis
(RIS dssng N soasd U‘;&B@’) Sloussa sloaalisea WU ‘:,_,QUCA\; .
8ol s edled spoings b Uit g lass po IEI3 B andlos. [ edl
Usdisd sy Upgulsple Ugadisd o) disdisd g o3l U Udaags 0
Ul Mis poadrade: dol sty Uaded Upgdsple ool Ul Uplusd
W cosabge 1o @ ool S soadred sgad b3 s wosles gl zpd
somJred unds Usmsd Jog s

de"x:gd 20 U‘s&b‘sb ood 8l U_U‘:;J S LU&E; &:;) UL;@]@__;; Izl
Uleoald o spss Wobsg Ulzesls slouslos Ulzeals s (Community
Development and Social Policy Unit) g sless

23s 9240 1111

GUIDE TURKISH

BU KILAVUZ, KUCUK IS YERI SAHIPLERINE, OZURLU
KISILERIN, AILELERININ VE ARKADASLARININ IS
YERLERINDEN YARARLANABILMELERINI GELISTIRME
YOLLARINI KAVRAMALARINDA YARDIMCI

OLMAYI AMACLAR. MORELAND'DA YAKLASIK
23,000 OZURLU KISI VARDIR. BU KILAVUZ, IS
YERINIZDEN YARARLANMALARI ICIN BU KADAR
BUYUK TUKETICI SAYISINI IS YERINIZE NASIL
GEKEBILECEGINIZ HAKKINDA PRATIK BILGI SAGLAR.
KILAVUZDA SAGLANAN BILGILER HEM IS YERINIZE
YAPABILECEGINIZ FIZIKSEL DEGISIKLIKLER, HEM

DE OZURLU KISILERIN IS YERINIZDEN KOLAYLIKLA
YARARLANABILMELERINDE YARDIMCI OLMAK ICIN
DIGER YOLLAR HAKKINDADIR.

INGILIZCE'DEN BASKA BIR DILDE, BU KILAVUZ
HAKKINDA BILGI EDINEBILMEK ICIN LUTFEN, TOPLUM
GELISME VE SOSYAL POLITIKA BIRIMI (COMMUNITY
DEVELOPMENT AND SOCIAL POLICY UNIT)'NI 9420
1111 DEN ARAYIN.
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Mark Fidel, El Mirage, Café Bellino and the Lygon Fruit
Market for their contribution to this publication.
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If you would like this publication in Braille, audio
or in larger print please call Moreland City Council's
MetroAccess Officer on 9240 2366.

For information in languages other than English

Language Link

5 I O (T O
AR i

9280 1910

Za nformacije o Opénskom vijecu

Opéine Morcland nazovite 9280 1917

Per informazioni sul Comune
di Moreland telefonare a:

9280 1911

Po informacie na temat Rady Gminnej
Moreland nalety drwonié pod

9280 1918

T mimpoyogies oxEvmd pe To
Afjpo Moreland tylegovijore oro

9280 1912

) 40 By oo b s e grasnld
31 e

9280 1913

Moreland Belediyesi haklanda bilgi

Moreland City Council

All other languages Moreland City Council

almak ¢in aranabllecek tekefon 9280 1914 induding »i5eal, HEHE, Ph: 9240 1111
NEu mudn bigt thém chi gt vé Hji Béng {'HJI“:' Kurdi' Maltl" TTY 9240 2256
Thinh Ph6 Morcland, xin quy vigoiss 9280 1915 Maxeoucks, Cprcks, Fax: 9240 1212
Para mayor informacidn sobre la bt I’, Tet . 0

Miuicpaidad de Morsod e 9280 1916 2O =T 9280 1919 Info: www.moreland.vic.gov.au




