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Appendix

Helpful International Information Resources

Center for Accessible Environments
cae.org.uk

Centre for Excellence in Universal Design
www.universaldesign.ie

Disability Rights International
www.disabilityrightsintl.org

Disability Rights UK
www.disabilityrightsuk.org

Global Alliance on Accessible Technologies and Environments

www.globalaccessibilitynews.com

Handicap International
www.handicap-international.us

International Association of Accessibility Professionals
www.accessibilityassociation.org

International Disability Alliance
www.internationaldisabilityalliance.org/en/advocacy-work

The Arc
www.thearc.org

UN Enable
www.un.org/esa/socdev/enable/disacc.htm

United States Access Board
https://www.access-board.gov
United States International Council on Disabilities

www.usicd.org

Universal Design
www.universaldesign.com

Universal Designers and Consultants
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Currently, there are also smart phones that deaf and hard of hearing individuals who use hearing aids
can access after these phones have become more compatible with hearing aids so little interference
occurs between the phone and the microphone. Also available in the market at the present time are
smart phones that are operated without the use of hands but by voice only or through private transfer
keys. It is clear that such phones targeted users with motor disabilities.

On the other hand, some companies are developing open source software for the global pointing sys-
tem (GPS) for users who are blind or visually impaired. The program is free and is currently working on
several Nokia devices. The GPS receiver is connected to a cell phone via Bluetooth. This product allows
the blind more independence when navigating if accurate maps of the place are available.
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2. Assessing information and communications processes
Considering things like:

« brochures or catalogues

+ reports and memos

« menus

+ signs

« emergency plans

+  surveys or comment cards
«  website

« email

« telephone

+ meetings

+  presentations

+ announcements

Companies or organizations can look for potential barriers — anything that would make it difficult for
someone with a disability to read, see, hear or understand.

3. Making it accessible upon request

There is no one-size-fits-all solution to making information accessible. People with the same type of
disability may have different needs. For example, only a small percentage of people who are blind use
Braille.

Accessible formats communication support should be flexible, because what companies or organiza-
tions provide will depend on their resources, the type of information, its current format and their cus-
tomer’s individual needs. Here are some ways you can make information accessible:

Accessible Smart Phones

Manufacturers of Smartphone and other high-tech tools in developed countries have become more
interested than ever to provide tools and high-tech devices that users with disabilities can access and
make use of their applications. For example a lot of Apple products, including iPhones, have become
reachable and easy to use products. There is a software in many of these products that is built with spe-
cial facilities for persons with visual disabilities. Through this equipment and its offerings a blind person,
for example, can use the voice features of the device, and a sophisticated reader screen, and zoom the
display to get assistance in spelling and writing, and read the calendar, and so on.

Similarly, the Android platform has an engine that converts text to speech and a screen reader. These
phones can also be highly customized by downloading applications that make almost every function
possible without the use of sight, including phone calls and text messages, e-mail, browsing the Inter-
net, and so on.
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A major advantage of advanced technology is its flexibility. Some technologies can be used at home, in
the workplace, and in school, expanding the ability of the user to participate in various spheres of daily
life. Augmentative and alternative communication technology is one such area of information technol-
ogy progress. It includes inventions such as speech-generating devices, teletypewriter devices, adaptive
pointing devices to replace computer mouse devices, and many others. They can be adapted to create
accessibility to a range of tasks, and may be suitable for different kinds of disability.

Each kind of disability requires a different kind of accommodation. Thus, specialists should analyze
when the disability requires accommodation.

One of the first areas where information technology improved the quality of life for disabled individu-
als is the voice operated wheelchair designed decades ago. Many other technology accommodation
improvements have evolved from this initial development. Missing arms and fingers interferes with the
use of a keyboard and pointing device (mouse). Technology has made great improvements in this area
during the last three decades.

The modern method to deal with speaking disabilities is to provide a text interface for a speech synthe-
sizer for complete vocal disability.

Hearing loss may be accommodated with a hearing aid that amplifies ambient sounds. Portable devices
with speed recognition that can produce text can reduce problems associated with understanding
conversation. The modern method to deal with profound hearing disability is the Internet using email
or word processing applications.

Technology products that are available to deal with visual impairment include screen magnification for
monitors, mouse-over speech synthesis browsing, Braille displays, printers, and cameras, voice oper-
ated phones and tablets.

Another product that makes ordinary computer displays available for the blind is the tactile display.
This provides a raised surface corresponding to the bright and dim spots on a conventional display.

Web Accessibility

Web accessibility benefits users with disabilities, it also benefits people without disabilities, like people
using a slow Internet connection or people with changing abilities due to aging. Making information
accessible means considering the needs of people with disabilities.

«  When companies or organizations create new information, they may think about what might help
someone who has low vision, hearing loss or a learning disability to understand it.

« To make their existing information more accessible, companies or organizations can recreate it in
an accessible format; for example, use large print for someone with vision loss.

« Companies or organizations can also help someone to understand the information; for example,
reading a menu to someone who is dyslexic or using written notes to communicate with someone
who is deaf.

Making information and communications accessible doesn’t have to be complicated or time-consum-
ing. Following are steps to do that:

1. Thinking about accessibility from the start

Thinking about accessibility when new information is created will not only make it easier when some-
one asks for it, it makes companies or organizations more accessible to customers and staff.
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Persons with disabilities often need long-term services to meet their needs and to help them live as
independently as possible. This is a long-term service that includes assistance with activities of daily
living, such as dressing, eating and medication, preparing meals, managing money. The vast majority of
long-term services in an informal and provided by family members.

Family Support refers to various types of support for caregivers of persons with disabilities. These in-
clude counseling, support groups, respite, training, cash assistance, and information and referral. For
caregivers of people with disabilities the levels of responsibility are great and frequently lifelong. It is
essential to meet the needs of those caregivers to continue providing care in the community instead of
more costly and unwanted institutions.

Life-long care-giving for individuals with disabilities can have long-term negative economic impacts on
families. In addition to sacrificing employment opportunities for their care-giving roles, many families
incur significant expenses. Respite care is the most frequently requested type of family support. Lim-
ited training and poor reimbursement rates for respite providers contribute greatly to the problem of
limited quality.

Benefits for people with disabilities and their families from the social security system may be:
+ Disability Insurance — assists workers with disabilities, their children, and spouses.
+ Retirement Insurance — assists retirees with disabilities

« Survivors Insurance — assists survivors of a deceased worker including and disabled widows.
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Standards for Civil Rights and Long-Term Services

People with disabilities have the same basic legal, civil and human rights as other citizens. Laws and
regulations should establish these rights. Procedures for overcoming poor enforcement of the laws,
limited funding of programs, and societal prejudices that keep many people with disabilities from being
included in society need to be implemented.

Laws should prohibit discrimination on the basis of disability in programs conducted by governmental
agencies, in programs receiving governmental financial assistance, and in governmental employment.
It also requires the government to ensure that electronic and technology information is accessible to
people with disabilities.

Laws should give specific agencies the authority to monitor and investigate abuse and neglect and
treatment issues in publicly run special education and rehabilitation facilities. Unnecessary segregation
of individuals with disabilities in institutions should be prohibited. Services and supports to people
with disabilities should be provided in the most integrated setting appropriate.

Further, laws and regulations should prohibit discrimination in air transportation by domestic and
foreign air carriers against qualified individuals with disabilities. Requirements should address issues
such as boarding assistance and certain accessibility features in newly built aircraft and new or altered
airport facilities.

People with disabilities often need long term services to address their needs and their desire to live as
independently as possible. These long term services include assistance with activities of daily living,
such as getting dressed, taking medication, preparing meals, and managing money. The vast majority
of long term services are provided informally by family members.
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In general, people with disabilities are less likely to socialize, eat out, or attend religious services than
their non-disabled counterparts. Advocates for persons with disabilities can partner with specific
agencies to provide inclusive activities.

People with disabilities usually have additional challenges finding recreational activities that work for
them. Some reasons for this are:

« Many recreational places aren't accessible to people with disabilities. A lot of people need sign lan-
guage interpreters, wheelchair ramps, barrier free environments, sighted guides, Braille, etc.

« A lot of accessible recreation is expensive. The cost of equipment, membership fees, and other
things all add up.

« People with disabilities often have limited transportation to get to the site.

« People with disabilities don't often think about recreation for themselves because society has “in-
cluded them” by letting them watch, rather than finding a way for them to participate.

People with disabilities should be integrated in typical recreation opportunities. They should be pro-
vided an opportunity to participate in extracurricular, educational, and personal development activi-
ties. Recreation programs can take many forms, from sports and fitness activities, to after school play,
to social gatherings and community outings. Recreation promotes fun and also achieves other impor-
tant objectives, including easier adjustment to new environments, a greater sense of personal satisfac-
tion, and personal habits that lead to a healthy lifestyle.

An accessible camp

Similarly, camps should be made accessible to persons with disabilities. Camps are places where abili-
ties can be discovered, independence tested, and friendships made, a number of camps (residential
and day camps) needs to be barrier-free and designed to be accessible to everyone. Camp experiences
also give families much needed respite from the hard work and responsibility that they face every day.
Camping programs serve to let participants discover and explore their interests, values and talents. Ad-
ditionally, these activities provide an opportunity to learn to responsibility. But for children and adults
with disabilities and their parents, finding a fully accessible, adequately staffed camp can seem nearly
impossible. Accessible grounds and facilities, adapted equipment and trained staff make This helps
campers gain self-esteem, develop confidence in their own abilities, and gain a sense of independence.
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+ ltis a great stress reducer and can even help to relieve symptoms of anxiety and depression.

+ It allows people an opportunity to laugh and feel joyful.

Recreation activities are the ones that people do for fun in their free time. There are two types of recrea-
tion: passive recreation and active recreation. Passive recreation is something that is fun and does not
require a lot of energy. Here are some examples:

+ Readinga book

+ Nature observation

«  Watching a movie

« Taking a lunch in an open-picnic area

+ Taking pictures of nature

« Playing a video game

Active recreation is something that is fun and takes more physical energy. Here are some examples:

+  Swimming

« Hiking
+ Skating
+  Running

There are also kinds of recreation that you can do on your own. Some examples may be listening to
music, watching movies, playing an instrument, or surfing the Internet. Recreation can also be done
with a group. Some examples may be going shopping, playing board games, doing art projects, or talk-
ing on the phone.
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Regulations should require medical care providers to make their services available in an accessible man-
ner. Access is required to medical care services and facilities where the services are provided. Public
hospitals and clinics and medical offices operated by state and local governments are covered. Also pri-
vate hospitals or medical offices should be covered as places of publicaccommodation. The regulations
should require that medical care providers provide individuals with disabilities: (a) full and equal access
to their health care services and facilities; and (b) reasonable modifications to policies, practices, and
procedures when necessary to make health care services fully available to individuals with disabilities,
unless the modifications would fundamentally alter the nature of the services.

Like all other buildings, medical care buildings should be subject to accessibility requirements. Existing
facilities should be required to remove architectural barriers where such removal is readily achievable.
Barrier removal is readily achievable when it is easily accomplishable and able to be carried out without
much difficulty or expense. If barrier removal is not readily achievable, the entity must make its services
available through alternative methods, if those methods are readily achievable.

Accessible examination room has features that make it possible for patients with disabilities to re-
ceive appropriate medical care. These features allow the patient to enter the examination room, move
around in the room, and utilize the accessible equipment provided.

Availability of accessible medical equipment is an important part of providing accessible medical care,
and doctors and other providers must ensure that medical equipment is not a barrier to individu-
als with disabilities. Such equipment includes adjustable-height exam tables and chairs, wheelchair-
accessible scales, adjustable-height radiologic equipment, portable floor and overhead track lifts, and
gurneys and stretchers. What is important is that a person with a disability receives medical services
equal to those received by a person without a disability. For example, if a patient must be lying down to
be thoroughly examined, then a person with a disability must also be examined lying down. Likewise,
examinations which require specialized positioning must be accessible to a person with a disability.

Ensuring success requires adequate and ongoing training of medical practitioners and staff. Staff must
also know which examination and procedure rooms are accessible and where portable accessible medi-
cal equipment is stored. Whenever new equipment to provide accessible care is received, staff should
be immediately trained on its proper use and maintenance. New staff should receive training as soon
as they come on the job and all staff should undergo periodic refresher training during each year. Fi-
nally, training staff to properly assist with transfers and lifts, and to use positioning aids correctly will
minimize the chance of injury for both patients and staff. Staff should be instructed to ask patients with
disabilities if they need help before providing assistance and, if they do, how best they can help.

Standards for Recreation for People with Disabilities

Recreation is important for people with disabilities, like all people, and must be a part of their lives.
Recreation has many benefits. Here are some examples of why recreation can be great for persons with
disabilities:

« It provides an opportunity to develop new friendships.
« It helps someone feel a part of the community.
+ Itallows people to have an active role in the community, to make friends, and to feel empowered.

« It allows people to learn about themselves. They can discover what kinds of activities they like and
what they are good at.
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In line with the Universal Declaration on Education for All, and the principle of social justice and equal
educational opportunities, accessibility should taken into account in reforming educational systems
operations. To achieve this there is a set of conditions that include including, but not limited to:

+ Educational laws and regulations should be amended so that the educational system is shifting
from a rigid system into a flexible system that takes into account the individual needs of all stu-
dents.

+  Theright of all students in learning within the framework of the school curriculum year should be
emphasized.

« Diversity and difference among students in the classroom should be accepted and celebrated, rath-
er than refused.

«+ Field practices and standards of accountability should allow for the provision of adequate oppor-
tunities for all students to learn successfully.

Consideration should be given to easy access for all students, including students with disabilities,
whether in public or private schools or in centers and special education classes. In general, communi-
ties should gradually move from the centers and private schools to public schools. special education
services and programs should be implemented within the public education system and effective mech-
anisms must be developed to use the curriculum with all students by employing special equipment,
technology and utilities, and supporting services. Every child has the right to education in a regular
school, and services should be organized based on the needs of the child and not on the basis of his
disability.

Standards for Health Services

Accessibility of doctors' offices, clinics, and other health care providers is essential in providing medical
care to people with disabilities. Due to barriers, individuals with disabilities are less likely to get routine
preventative medical care than people without disabilities. Accessibility is important medically so that
minor problems can be detected and treated before turning into major and possibly life-threatening

problems.
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Customized employment means individualizing the employment relationship between employees and
employers. It is based on an individualized determination of the strengths, needs, and interests of the
person with a disability. In customized employment, jobs are negotiated so that they best fit the in-
dividual, while individuals are placed in competitive settings and receive supports that match their
individual needs.

Finally, as is true for those without disabilities, people with disabilities have a right to fair and equal
wages, working hours and opportunities, and the cultural benefits of being employed in the commu-
nity. To achieve this goal, individuals with disabilities need to be in customized or supported employ-
ment, rather than in sheltered and segregated settings.

Employing people with disabilities will not only help individuals with disabilities, but also benefit the
workforce and society as a whole. Unfortunately, throughout the world, individuals with disabilities
remain employed at lower rates than people without disabilities, and when employed, often are in
sheltered settings. For employment outcomes to improve for people with disabilities, policy makers
must continue to move from the medical model of disability to the social model of disability, and ad-
dress supply and demand challenges. One primary objective of the 2006 UN Convention of the Rights
of Persons with Disabilities is to help to achieve this important goal.

Standard for Educational Services

Equal access to education for students with disabilities should be supported by legislation. It is still chal-
lenging for some students with disabilities to participate in mainstream education settings, but many
adaptive technologies and assistive programs are making improvements.

Tests have to be accessible (eliminate barriers and permit the test-taker to demonstrate his or her
knowledge of the tested content). Test accessibility involves an interaction between features of the test
and individual test-taker characteristics.
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Public policy to increase employment in the community alongside people without disabilities and
earn competitive wages must address these barriers in a number of key areas. These include promoting
best practices, school-to-work transition, training and supports, and employment training and service
systems enhancements.

Throughout the world, paid work is a crucial aspect of culture and identity, with many individuals or-
ganizing their lives around employment. Employment helps define an individual's place in the commu-
nity. The unemployed are often excluded from important activities and roles within the social group.
Until recently, the expectation for people with disabilities was they usually would not work.

With the passage of laws protecting the rights of persons with disabilities, employment discrimination
has been reduced and employment opportunities for people with disabilities have improved in many
countries. However, employment outcomes for people with disabilities continue to lag substantially
behind those of people without disabilities worldwide

While reliable data on the employment of people with disabilities worldwide is difficult to come by,
available data indicate people with disabilities have poorer employment outcomes than people with-
out disabilities. In developing countries, 80-90% of people with disabilities of working age are unem-
ployed. In industrialized countries, the situation is slightly better. However, individuals of working age
with disabilities are still unemployed at a rate between 50% and 70%.

The employment outcomes mentioned above are greatly influenced by conceptual models of disability
adopted by service providers. Numerous models of disability exist; however, the two most prominent
are the medical model and the social model.

The primary tenet of the medical model is that disability results from the physical or mental limitations
of the individual and is largely unrelated to the physical and social environment in which people live.
As a result, the medical regards disability as a health or rehabilitation issue; therefore, the first step is to
heal or find a cure for the disability.

Because of the medical model's emphasis on care, people with disabilities may be excused from the
normal obligations of society, such as work. In countries that employ primarily a medical model of
disability, people with disabilities are rarely employed, and when they are employed, it is typically in
segregated settings.

The second major model of disability is the Social Model which considers disability a consequence
of environmental, social and attitudinal barriers that prevent people with disabilities from maximum
participation in society. The Social Model has had positive consequences for employment outcomes in
many countries, with many individuals with disabilities obtaining customized and competitive employ-
ment in the community.

There are several primary models of promoting employment for people with disabilities implemented
throughout the world. These include sheltered, supported, and customized employment. Earnings re-
ceived in sheltered settings are low which often causes individuals to remain dependent on government
cash benefit programs Second, sheltered employment isolates the person with a disability from the
community. Third, very few people in sheltered employment progress into competitive employment.

In supported employment, an integrated model of employment, workers with disabilities are assisted
throughout the employment process. Supported employment aims to place people in jobs that earn
competitive wages, though in practice this is not always the case. Supported employment is grounded
in the philosophical concept of self determination. It is based on core values, which emphasize the right
to work, capacity to perform a job, individual strengths, personal goals and choices, and role of com-

munity in the person's growth and development.
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Standard for Employment Services

Adoption of the standard of accessibility to companies and institutions helps in the employment of
persons with disabilities. So these companies must do the following:

+ Letting job applicants know that recruitment and hiring processes will be modified to accommo-
date their disabilities, if requested.

« Building the accessibility needs of employees into their human resources practices.

« Creating a written process (not applicable to small organizations) for developing and documenting
individual accommodation plans for employees with disabilities.

« Helping employees stay safe in an emergency by providing them with individualized emergency
response information when necessary.

Accessibility of employment covers a wide range of issues, from skills training, to occupational therapy,
finding employment, and retaining employment. Employment rates for workers with disabilities are
lower than for the general workforce. Workers with disabilities should have access to more services and
training as well as legal protections against employment discrimination. Surveys in developing coun-
tries are limited, but the available statistics indicate fewer jobs being filled by workers with disabilities.
Most countries have large sections of the economy that are without strong regulation or social protec-
tions. Other factors have been cited as contributing to the high unemployment rate, such as public
service regulations. Although employment for workers with disabilities is higher in the public sector
due to hiring programs targeting persons with disabilities, regulations currently restrict types of work
available to persons with disabilities. Expenses related to adaptive or assistive technology required to
participate in the workforce may be tax deductible expenses for individuals with a medical practition-
er's prescription in some jurisdictions.

The majority of adults with disabilities, particularly those with intellectual and developmental disabili-
ties, in the world are either unemployed or underemployed, despite their ability, desire, and willing-
ness to work in the community. On average, workers with disabilities face significant gaps in pay and
compensation, compared to workers with no disability. There are multiple barriers to employment.
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Parking lots assigned for people with disabilities is not a luxury but a right guaranteed by laws to en-
able such persons to live independently and integrate into society

Each accessible parking space, except on-street spaces, shall be 16 feet wide, with either an eight-foot
wide or five-foot wide diagonally striped access aisle. A high quality yellow paint, manufactured espe-
cially for pavement striping, must be used. Adjacent accessible parking spaces cannot share a common
access aisle.

Signs

Appropriate signs must be mounted on a permanent post no lower than five feet from the pavement.
The post must be mounted in the center of the 16-foot wide accessible parking space, no more than
five feet from the front of the parking space.
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4, Compliance Assessments

Lack of enforcement is one of the biggest obstacles to realizing the goals of accessible transportation
laws. To ensure vigorous oversight and compliance with accessible transportation requirements, com-
pliance should be assessed.

Complying with Easy Access to Transportation

Failure to comply with the standards of accessibility in transportation is one of the biggest obstacles
to achieving the goals of transport laws for people with disabilities. Compliance with the standards of
accessibility in transportation should be evaluated through controls on public and private transport
services. Safe roads are the basic elements of life for communities. Elements that should be provided in
roads include sidewalks, pedestrian paths, crossing signals, parking lots, and other public infrastructure.
These elements are important requirements for the movement of persons with disabilities freely and
independently. People with disabilities still face barriers that stand in the way of free movement such as
many bus stations that are not equipped with accessible corridors, intersections without traffic signals,
and lack of audio on signals for individuals with visual impairment, and barriers such as telephone poles
in the middle of the sidewalks. If people with disabilities are unable even to use these roads, they will
not necessarily be able to use the means of transport.

Accessible Parking for People with Disabilities

Citizens and residents with disabilities deserve the same high quality of life as non-disabled residents.
Countries should break down barriers to accessibility for people with disabilities and replace them with
compassion and common sense.

Present-day societies strive to make schools, the workplace, and all public facilities open and available
to everyone. Responding to questions and complaints about accessible parking represents an impor-
tant step.

Any facility offering parking for employees or visitors must provide accessible parking for people with
disabilities. An accessible parking space consists of a vehicle space and a striped access aisle. The entire
space must be kept clear of obstructions at all times, including ice, snow, shopping carts, trash cans,
seasonal garden displays, and bicycle racks.

Accessible parking spaces must be placed on level pavement on the shortest accessible route to an ac-
cessible entrance. If a curb ramp already exists, the accessible space may be placed near the ramp, even
if it means placing the space further from the accessible entrance. If a curb ramp is new, both the curb
ramp and the accessible parking space must be placed closest to the accessible entrance. A curb ramp
must never be built into the diagonally-striped access aisle of an accessible parking space.
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Surface Transportation

1. Fixed Route Public Transit

Universal design features such as low-floor buses with ramps, larger destination signs, floor markings,
additional grab bars, audible stop announcements, and monitors that show upcoming stops are need-
ed to enhance accessibility. Transit agencies should be required to comply with accessibility regulations
through announcing bus stops. Drivers should stop for people with disabilities. Drivers need more
training on securing equipment, calling out stops, and following procedures regarding passengers with
disabilities.

2. Paratransit

People with disabilities who could not use mass transit should be provided with another alternative.
Paratransit is an alternate mode of transportation, most often provided by minibuses, which provides
door-to-door shared rides upon request by eligible users.

st Bay Paratransit IS
|51u| 267-5000 I

Door to door transportation for persons with disabilities, the elderly, and patients

3. Private Transportation - Accessible Taxis

Private transportation can increase access for people with disabilities. Taxis are an important mode of
transportation for people with disabilities. Many people with disabilities who cannot drive or afford a
car utilize taxi services. Taxis can provide greater flexibility and independence than relying on public
transportation systems, especially for those for whom mass transit is either unavailable or inaccessible.
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Generally, the more limiting the disability, the more expensive the adaptation needed for the vehicle.
Financial assistance should be available through governmental organizations.

A significant development in transportation, and public transport in particular, to achieve accessibility,
is the move to "low-floor” vehicles. In a low-floor vehicle, access to part or all of the passenger cabin is
unobstructed from one or more entrances by the presence of steps, enabling easier access for the infirm
or people with push chairs.

The accessibility standard for transportation will make it easier for everyone to travel. This standard has
several requirements that apply to conventional and specialized transportation service providers. For
example, they must make information on accessibility equipment and features of their vehicles, routes
and services available to the public. In addition, they cannot charge a fare to a support person when the
person with a disability requires a support person to accompany them on the conventional or special-
ized transportation service

Conventional transportation services

Requirements include: (a) providing clearly marked courtesy seating for people with disabilities, (b) not
charging people with disabilities a higher fare than people without disabilities, (c) technical require-
ments for lifting devices, steps, grab bars/handrails, floor surfaces, and lighting, and (d) providing verbal
and visual announcements of routes and stops on vehicles.

Specialized transportation services

Requirements include: (a) developing an eligibility application process including an independent ap-
peal process, (b) charging fares that are no higher than the fares charged for conventional transit where
they are both operated by the same service provider, and (c) providing the same hours and days of ser-
vice as those offered by conventional transit where they are both operated by the same service provider

Other transportation services

Public school boards

Public school boards that provide transportation services for students must provide integrated acces-
sible school transportation services when possible.

When that is not possible, or it is not the best option for a student because of the nature of their dis-
ability or safety concerns, then the school board must provide appropriate alternative accessible trans-
portation services.

Hospitals, colleges and universities

When requested, hospitals, colleges and universities that provide transportation services must provide
accessible vehicles or equivalent services.
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Standards for Transportation for Persons with Disabilities
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Transportation and mobility play key roles in the struggle for civil rights and equal opportunity in the
disability community. Affordable and reliable transportation allows people with disabilities access to
important opportunities in education, employment, health care, housing, and community life. People
with disabilities—particularly in rural areas—need accessible, affordable transportation options that
bring employment, health care, education, housing, and community life within reach.

Millions of people with disabilities in the world never leave their homes because of transportation diffi-
culties. Leaving people out has real costs to the nation. Keeping people with disabilities at home keeps
them out of jobs, away from shopping, and out of community life, and it prevents them from making
valuable contributions to our society as individuals, as workers and as consumers.

Accessible Transportation

In transportation, accessibility refers to the ease of reaching destinations. Automobile accessibility also
refers to ease of use by people with disabilities. Automobiles, whether a car or a van, can be adapted
for a range of physical disabilities. Foot pedals can be raised, or replaced with hand-controlled devices.
Wheelchair hoists, lifts or ramps may be customized according to the needs of the driver.

Adapted for persons with physical disabilities
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reasonable accommodation is a change in rules, policies, practices, or services so that a person
with a disability will have an equal opportunity to use and enjoy a dwelling unit or common space.
Housing providers should do everything they can to assist, but they are not required to make
changes that would fundamentally alter the program or create an undue financial and administra-
tive burden.

Require housing providers to allow persons with disabilities to make reasonable modifications. A
reasonable modification is a structural modification that is made to allow persons with disabilities
the full enjoyment of the housing and related facilities. Reasonable modifications are usually made
at the resident's expense. If persons with disabilities live in governmentally assisted housing the
housing provider may be required to pay for the modification if it does not amount to an undue
financial and administrative burden.

Require that new multifamily housing be designed and constructed to be accessible. In multifamily
housing, all units must comply with the following seven design and construction requirements:

= Accessible entrance on an accessible route

= Accessible public and common-use areas

= Usable doors

= Accessible route into and through the dwelling unit

= Accessible light switches, electrical outlets, thermostats, and environmental controls
= Reinforced walls in bathrooms

= Usable kitchens and bathrooms

Government assistance for housing for persons with disabilities. The law must not exclude people
with disabilities from receiving government housing assistance because of their disabilities.
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The concept of accessibility in housing and household hardware design has become more important
in recent years because of slowing population growth rates and large numbers of elderly people in de-
veloped countries. Older persons in these countries want to continue to live independently. But aging
results in some chronic diseases or certain types of disabilities. And because of this growing trend in the
desire of many senior citizens in a place to live as independently as possible and for as long as possible,
accessibility in housing has become a common trend. This process involves designing housing that take
into account the possibility of incorporating certain adaptations in the advanced stages of life of the
population. In order for persons with disabilities to become a part of the community and live as inde-
pendently as possible, housing is among the most important values and common goals for themselves
and their families and advocates, whether houses are rented or owned as it is the cornerstone of the
independence of people with disabilities.

Housing, which is easily accessible (which contains facilities or modifications to suit persons with dis-
abilities), is a dwelling that provides features or technology compatible with the needs of persons with
disabilities such as low-level tables and place, the expansion of entrances and the presence of tubs that
can accommodate wheelchairs. For people who use wheelchairs or other devices, the process of finding
housing with a minimum of this equipment is a tedious process. Even if such housing is found, the cost
of renting or buying them is very high.

Ramps with appropriate slopes added at the entrances of buildings must be according to the engi-
neering specifications of good design that can be used safely and easily

Persons with disabilities are often discriminated against when searching for appropriate housing. In
fact, the complaints filed by persons with disabilities constitute the majority of the complaints against
discrimination in developed countries. The laws prohibit discrimination against persons with disabili-
ties in public housing and even the housing financed by the private sector. However, the availability of
affordable housing or access to housing is still far less than needed. So affordable housing for persons
with disabilities should be increased. Regardless of whether they live in private or public housing, laws
should provide the following rights to persons with disabilities:

«  Prohibit discrimination against persons with disabilities. A housing provider may not impose dif-
ferent application or qualification criteria, rental fees, or rental or sales terms or conditions than
those required of or provided to persons who are not disabled.

+ Require housing providers to make reasonable accommodations for persons with disabilities. A
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+ Installation of hands handles as they may be of great benefit to customers with limited mobility
and balance.

« Better lighting: Improved lighting in the toilets benefit everyone, especially customers with visual
disabilities.

« The use of contrasting colors: This is also of great benefit to customers with visual disabilities.

+ Flooring: For safety reasons, it is preferable to change the surfaces to become non-slippery.

In addition, doors that open outward need to be installed, clear signs (including pictures) to the re-
strooms should be put, bathrooms should be keep barrier-free, and alarms should be maintained and
should preferably be at a low level in order for customers to access when required. Institutions and
companies can use varied methods to advertise to the public the actions taken to facilitate access by
persons with disabilities into its facilities and the desire to listen to their experiences and suggestions
for the purpose of increasing effectiveness. For example, social security, universities and schools, offices
and other private utilities use special forms that customers can fill out when applying for a service or a
job or a license or a test. The goal is for the institution or company to know modifications or adapta-
tions that may be necessary for these people to have the best experience possible and in line with the
provisions of the laws and regulations in force.

Standards for Housing for Persons with Disabilities
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Most of the new homes that are designed even in rich countries lack basic equipment needed for peo-
ple with disabilities, except in cases that the housing has been designed specifically for people with a
disability. In any case, there are some initiatives to change the residential practices so that new homes
include features suitable for people with disabilities such as the lack of stairs or having wide doors
enough for the passage of wheelchairs. Universal design concept is a a broad concept that is relevant to
housing. This design focuses on changing building practices in new housing by encouraging the enact-
ment of laws and stimulating voluntary initiatives so that the issue of access provided in housing for
persons with disabilities becomes an essential part of the process of building a new home.
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ability may be slower. Providing a lower counter area where persons with disabilities can sign the
receipt, etc, is something to install that’s very much appreciated by those who use wheelchairs.

9. Refraining from prejudging their abilities: Employees should never pre-judge the abilities of indi-
viduals with disabilities. Not every disability is visible, nor is a disability as severe as it can some-
times seem.

If the facility is responsible for certain examinations or certificates such as those that are related to
applications, licensing, certification, or credentialing for secondary and postsecondary education, pro-
fessional or trade purposes, these activities must be offered in manner accessible to people with dis-
abilities or be made accessible by alternative means. To provide an examination in an accessible place, a
private entity must assure that the examination tests what it is intended to measure, rather than point
out the person'’s disability.

To make the examination accessible, the private entity must modify the examination format, for exam-
ple allow additional time. The private entity must provide auxiliary aids such as taped examinations,
interpreters, large print answer sheets or qualified readers. These auxiliary aids must be provided unless
they would fundamentally alter the measurement of the skills or knowledge that the examination is
designed to test or would result in undue burden.

The private entity must offer the examination in a facility that is accessible or provide alternative com-
parable arrangements, such as providing the examination in the person's home. The private entity may
have to provide auxiliary aids (i.e., Braille) unless a fundamental alteration or undue burden would
result.

Standards for Accessible Customer Toilets

For some service providers, such as small shops, it is not expected that providing adapted customer
toilets to customers will be an important matter. But buildings where customers remain there for some
time (for example, hairdressing salon, or beauty salon, or a law firm), or in places where toilets are gen-
erally available, such as a restaurant or cafe should pay attention to how people with disabilities can
access and use toilets . If there is enough space, the toilet compartment can be adapted to provide full
access to a standard wheelchair. This can be achieved by transferring the toilet to an easily accessible
site. The following proposed improvements will benefit many customers with disabilities:

An adapted toilet
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Modification of Policies and Procedures

A public accommodation must make reasonable modifications in policies, practices and proce-
dures to accommodate people with disabilities.

An accommodation is not required if it will fundamentally alter the goods, services or operation
of a public accommodation. For example, a department store may have to alter its policy of only
allowing one person at a time in the dressing room, if a person with a disability requires assistance
with dressing.

Effective Communication and Auxiliary Aids

A public accommodation must provide auxiliary aids and services when they are necessary to en-
sure effective communication with people with vision, hearing or speech impairments.

Auxiliary aids include sign language interpreters, assistive listening head sets, open and closed cap-
tioning and decoders, telecommunication devices for people with hearing impairments, videotext
displays, readers, taped text, large print and Braille materials.

The auxiliary aid requirement is flexible. For example, a Braille menu is not required if waiters are
instructed to read the menu to people with visual impairments.

A smart business strives to appeal to as many customers as possible and customers with disabilities
love to shop and spend money as much as others. While there are a lot of things business can do to
serve persons with disabilities better, there are a solid handful of ways to really improve your facility
and overall business-attitude. From expensive upgrades to just a simple shift in attitude, here are tips
for every business.

1.

Wide and clutter-free aisles: Narrow path/aisle, putting too many items out on the floor, and nar-
rowing walk-paths and aisles as a result, is not consistent with an accessible environment.

Offering help: It's OK for employees to approach persons with disabilities and ask them if they
need help.

Teaching employees to treat persons with disabilities with respect: Employees should be educated
about the right way to treat persons with disabilities is key. They should treat customers with the
same amount of respect and courtesy as they would to any other customer.

Speaking directly to persons with disabilities and making eye contact: When a customer with a
disability has a support person with him/her, the person with a disability should be spoken to
directly. Making direct eye contact is important with customers with disabilities as well.

Installing an automatic door button: If feasible, an automatic push button on the entry door
should be installed. Persons with disabilities actually may not come back again to many places
simply because the door was too hard to open.

Offering specialized help if needed: Employees should fulfill customers' request as politely as pos-
sible.

Waiting for assistance request: It is always good to be patient and wait for persons with disabilities
to ask for assistance. Persons with disabilities may take a bit longer to get their words out, but they
can get it done.

Giving them extra time at checkout: Patience is also a big deal at the bank. A customer with a dis-
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Conferences and seminars held in hotels and conference centers must also be accessible to participants
with disabilities. Exhibitors and hospitality agents must consider the needs of the participants with
disabilities in conference when they select and plan facilities, especially rooms that are allocated for
display and meetings. In addition, publications should be available in alternative formats including
electronic texts. Websites must be designed in accordance with the general guidelines for the design
and access for people with disabilities.

Standards for Accessible Worship Places

Places of worship are of importance in the lives of many people with disabilities just like all people.
Therefore, action should be taken to modify some of them so that they become accessible for all the
people who want to perform prayers and other religious activities. At the present time, it is noted
that the places of worship (mosques and accessories) are rarely reachable by people with disabilities.
Entrance ramp or elevators or adapted toilets are not available in most cases. There may be few chairs
in the mosque for the elderly or patients, but it is not commonplace to find people in wheelchairs
walk into mosques because they are not equipped to receive them. Main doors in most mosques have
steps, and doorways are often not wide enough to navigate a wheelchair, and toilets generally are not
easily accessible with safety for people with disabilities or the elderly worshipers. It is not familiar that
the Koran is available in copies that can be used by blind people and visually impaired nor are there
sign language interpreters or certain visual information for people who are deaf or hearing impaired. In
principle, easy access to these places and standards for accessibility are no different from standards for
other public facilities.

An accessible mosque
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A blind person using an accessible ATM independently

In summary, the standards for serving persons with disabilities in banks do not differ from serving them
in other facilities, and these standards are:

« facilitate access to facilities and services.

« relax.

« listen to customers.

« treat customers with respect and hospitality.
« offer assistance when needed.

« ask clients about the best way to help them.

+ deal with unfamiliar situations in a professional calm manner.

Standards for Accessible Hotels

Hotels are also expected to adopt policies and take measures enabling persons with disabilities to enjoy
an independent life (such as rooms that can be accessed by people with disabilities, and adapted toi-
lets, etc.). Programs and seminars to increase the knowledge of the hotel staff in ways to accommodate
their guests with disabilities should be implemented. A reliable mechanism to assist persons with dis-
abilities to identify hotels that meet their individual needs should be developed.

Welcoming persons with disabilities and adapting the environment to meet the needs are main fea-
tures of accessible hotels
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An accessible public park

In short, such facilities should remove architectural barriers and add suitable ramps, provide wide el-
evators, do presentations that everyone can see, make entrances without steps, build wide hallways
that are free of exhibits or tools that get in the way, have accessible parking lots, provide brochures
with large print, hang clear guidance signals that everyone can see and read easily, provide assistive and
adaptive aides that meet the different needs of visitors with disabilities (translation into sign language,
audio guides, large print, etc.), and train staff in the basics of communication with the people with dis-
abilities and methods of meeting their needs.

Standards for Accessible Banks

Another example of public utilities that should meet accessibility standards are banks. In order for the
bank to become accessible it needs to be free of obstacles or barriers that prevent persons with dis-
abilities from benefiting from its services easily. These banks, with buildings easily accessible and the
ability to navigate independently and complete transactions with satisfaction. Moreover, these banks
take the necessary measures to enable all customers to conduct their transactions via the Internet
or through a mobile phone. They also are banks which have a strong commitment to welcome to all
people, regardless of their abilities, and have ATMs in places accessible and can be operated with the
help of sound, and provide assistance to individuals who have a hearing or speech impairment or. And
there must be enough space nearby the ATM to allow persons in wheelchairs to use it from the front
or from a parallel side. All operating controls or buttons should be located on a convenient height for
the person who uses a wheelchair.

These banks may also employ a coordinator of accessible programs and services. These banks are keen
to abide by relevant laws and standards of service for persons with disabilities. Consequently, they also
provide parking spaces for cars and accessible entrances and reception areas. These banks are also in-
terested in customers' easy access to other facilities such as deposit lockers and restrooms. Finally, these
banks announce publicly available access to services and is keen to receive feedback from customers
about the appropriateness of services and work continually on meeting their clients' needs.
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«  Public phones for users with motor disabilities or hearing impairments.
« Easy access of wheelchairs to bathrooms in the library.

« how to download books metaphor center.

+ Special cards for the visually impaired to look up books.

+ Renewal of membership by e-mail.

Finally, it is most important that libraries are accessible in terms of space and services for persons with
disabilities:

« There should be clear and easy to read signs with illustrations,

+ Shelves should be reachable from a wheelchair,

+ Reading tables and computers with varying heights should be available,

«  Chairs must have strong arm rests,

« Lanes between bookshelves should be kept open without obstructions,

« Asection in the library containing talking books should be allocated for people who cannot read,

« There should be a comfortable seating area with a bright reading light.

Standards for Accessible Parks

Public parks should be committed to implementing policies that would make their facilities, programs
and services and employment opportunities accessible and safe for visitors and employees with dis-
abilities. They must work to ensure equal opportunities for persons with disabilities to participate in
programs and activities, and employment opportunities for all to the maximum extent possible. To
achieve this, alternative means to gain access to facilities, programs or services available in the parks
should be provided only when directly reachable experiences cannot be offered. The development of
alternative solutions should be reached in consultation with representatives of persons with disabili-
ties, their families, and associations or institutions that defend their rights. Procedures should be taken
to ensure getting objective feedback from them and objective information about their experiences and
complaints.

The basic principle is that parks are to the public and it is inappropriate that any category of society be
deprived of them. The reality, however, is that public parks are rarely ready to receive all people. Barriers
are many and varied. Therefore, they must be organized and managed so that they become accessible
to everyone. This means planning, design and constructing facilities and offering support programs
that take into consideration the comfort and safety of guests and enable them to enjoy their times.
This goal can be achieved by the involvement of a team of people with different experiences.

It is through the introduction of the concepts and applications accessibility and universal design that
public parks can be converted public parks to the barrier-free places. This means that these places have
ramps, play areas, parking, tables, and restrooms that are accessible by persons with disabilities.
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Both architectural barriers in existing facilities and communication barriers should be removed as long
as such removal is easily accomplished and able to be carried out without much difficulty or expense.
Examples of reasonable structural modifications include: accessible parking, clear paths of travel to and
throughout the facility, entrances with adequate, clear openings or automatic doors, handrails, ramps
and elevators, accessible tables and public service desks, and accessible public conveniences such as
restrooms, drinking fountains, and public telephones. Other reasonable modifications may include vis-
ible alarms in rest rooms and general usage areas and signs that have Braille and easily visible character
size, font, contrast and finish. One way to accommodate barriers to communication is to make print
materials available in alternative formats such as large type, audio recording, Braille, and electronic
formats. Other reasonable modifications to communications may include providing an interpreter or
other alternative methods.

Library materials must be accessible to all patrons including people with disabilities. Materials must be
available to individuals with disabilities in a variety of formats and with accommodations, as long as
the modified formats and accommodations are reasonable and do not fundamentally alter the library’s
services. Examples of accommodations include assistive technology, auxiliary devices and physical as-
sistance. Libraries should work with people with disabilities, agencies, organizations and vendors to
integrate assistive technology into their facilities and services to meet the needs of people with a dis-
abilities. Library staff should be aware of how available technologies address disabilities and know how
to assist all users with library technology.

People with disabilities should be recruited into the library profession, first into library schools and
then into employment at all levels within the profession. Libraries must provide reasonable accommo-
dations for qualified individuals with disabilities unless the library can show that the accommodations
would impose an undue hardship on its operations. University programs in library and information
studies should require students to learn about accessibility issues, assistive technology, the needs of
people with disabilities both as users and employees, and laws applicable to the rights of people with
disabilities as they impact library services.

Libraries should provide training opportunities for all library employees and volunteers in order to sen-
sitize them to issues affecting people with disabilities and to teach effective techniques for providing
services for users with disabilities and for working with colleagues with disabilities.

Conferences held at facilities such as hotels and convention centers must be accessible to participants
with disabilities. Exhibitors and hospitality agents must consider the needs of conference participants
with disabilities in the selection, planning, and layout of all conference facilities, especially meeting
rooms and exhibit areas. Publications, including books and journals must be available in alternative
formats including electronic text. Web sites must conform to the guidelines for accessibility.

University and school libraries should ensure the right of qualified persons with disabilities to benefit
from the services provided by these libraries and not to exclude them from participating in these ser-
vices or be subjected to discrimination when they are used. The policy of the library should make all
services accessible to users with disabilities, and should have access to these services which include:

« General Instructions for the use of the library.
« Parking.
« Automatic doors for users with motor disabilities.

« Accessible lifts to all levels of the library.



Quality Standards of Services for Persons with Disabilities in Governmental & Private Institutions

In the restaurant, the waiter recites the list of meals available to a blind woman

Standard for Library Services for People with Disabilities

Libraries play a catalytic role in the lives of people with disabilities by facilitating their participation
in society. Libraries should use strategies based upon the principles of universal design to ensure that
library policy, resources and services meet the needs of all people.

Providing equitable access for persons with disabilities to library facilities and services should be guar-
anteed. Libraries must ensure that individuals with disabilities have equal access to library resources.
To ensure such access, libraries may provide individuals with disabilities with services such as extended
loan periods, waived late fines, extended reserve periods, books by mail, home delivery service, remote
electronic access to library resources, volunteer readers in the library, volunteer technology assistants
in the library, sign language interpreters, and reading book services.

A library that accommodates the needs of people with disabilities
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Regulations in contemporary societies help protect consumers with disabilities from discrimination
and ensure their right to eat or work in a restaurant like other individuals. So restaurants should pro-
vide accessible places in parking lots and there must be one position at least that is intended to be used
by customers with disabilities. In addition, restaurants must allocate at least one place that has enough
space for wheelchairs, and these custom spaces must be near the entrances.

All restaurants should be reachable by all the people unless it is impossible viable architecturally

A restaurant must also provide an accessible travel route for those who wish to access from parking
spaces, public transportation stops, public streets or a passenger-loading zones. If there are any curbs
on a travel route, a restaurant must also provide a curb ramp that is at least 36 inches wide, not count-
ing any flared sides, and have a slope of 2 percent or less. Ramps have to be at least 36 inches wide with
a minimum landing length of 60 inches. If a ramp is longer than 6 feet, it must have a handrail on either
side that measure 34 to 38 inches in height.

Accessible restaurant doors are those that provide a 32-inch opening. In the case of a double door,
at least one of the doors should provide a 32-inch opening. There must be at least 18 inches of clear
wall space when an individual must pull on the door to enter or exit the restaurant or a room within
it. Moreover, an individual ought to be able to open or close a door with a closed fist. Beveled edges in
the door must not measure more than 0.75 inches, and a threshold edge must be 0.25 inches or less.

The aisles between fixed seats must be at least 36 inches wide, and restaurants should provide wheel-
chair accessible seats throughout the dining room. To accommodate those in wheelchairs, tabletops
and counters need to measure 28 to 34 inches in height. Under the table, a restaurant must provide
knee room that is at least 30 inches wide, 27 inches high and 19 inches deep. Cashier and food-ordering
counters must be 36 inches tall or less or have a space on the side where restaurant staff can assist cus-
tomers or pass food to a customer who cannot reach over the counter.
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Most new buildings and facilities have to comply with local building codes. Typically, building code of-
ficials review plans to approve construction and inspect the new facility several times before work is
completed.

All newly constructed buildings and facilities used by businesses and nonprofit agencies must comply
with the accessibility standards. These standards specify what elements and spaces must be accessible,
how many of a particular element must be accessible, and how to make spaces and elements accessible.

When a building is expanded, new spaces must meet the accessibility standards for new construction.
An accessible route from the existing space to the added space is usually required.

Construction regulations must stipulate that public utilities have to remove all the physical and non-
physical barriers that interfere with easy access for people with disabilities. These laws should also re-
duce the isolation of persons with disabilities from the routine activities of daily life carried by the
majority of non-disabled persons.

A museum that takes into account disability laws and principles of accessibility and universal design
to enable visitors with disabilities to enter and walk around like other people in the buildings and
enjoy the programs that are offered there.

Standard for Accessible Restaurants

The standard if accessibility applies to restaurants because they are facilities that serve all people. What
this means is that the universal design standard established by the International Convention on the
Rights of Persons with Disabilities and local laws require that restaurants be free of the barriers that
prevent these people from entering and getting their services easily, unless it cannot be architecturally
achieved. This standard applies to everything that has to do with the restaurant, such as parking lots,
entrances to the restaurant, lounges and dining areas, and restrooms. When it is impossible to modify
the place to be accessible the restaurant must provide suitable alternatives to provide services for
people with disabilities. In cases of violations, individuals with disabilities can protest and complain in
accordance with the applicable legal procedures locally in order to stop the discrimination to which
they are exposed. Specific fines can be imposed on restaurants that do not comply with the standard
of accessibility.
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Standards of Construction and Modification of Public Utilities to
Improve Accessibility

Places of public accommodations include, but are not limited to restaurants, hotels, theaters, conven-
tion centers, retail stores, shopping malls, dry cleaners, Laundromats, pharmacies, doctors' offices, hos-
pitals, museums, libraries, parks, zoos, amusement parks, private schools, and day care centers. They
also include non-commercial facilities nonresidential facilities such as office buildings, factories and
warehouses.

Persons with disabilities must have equal opportunities to take advantage of public utility services.
There is no need for these facilities to provide unequal or separate privileges for persons with disabili-
ties. They must adjust their policies and practices, if necessary, to provide equal access to services. In
order to provide equal opportunities for all public utilities should ensure effective communication by
adjusting some voice services such as alarms and replace it with voice alarm systems or banners to fit
deaf people to name a few. It is best to discuss these things with individuals with disabilities when pro-
viding ancillary services.

Building a new building is a perfect opportunity to include accessibility and avoid the architectural bar-
riers that people with disabilities confront in many older buildings. Accessibility standards make build-
ings and facilities usable by people who are blind or deaf or have limited dexterity or grasping ability, as
well as people who have mobility impairments.

The aim is to ensure that all commercial buildings and facilities built are accessible to and usable by
everyone, including people with disabilities. The regulations should include accessibility standards
for parking lots, sidewalks, entrances, corridors, rooms, service counters, toilet facilities, handles and
switches, public telephones, and many other features. Complying with accessibility standards allows
customers or employees who have disabilities to enter a building or site, move through the halls or
circulation paths, access the areas where goods and services are provided or where they perform their
work, and use the restrooms and other amenities that are provided.



Unit 5

Standards for Public Utilities, Housing,
and Transportation
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3. Responsiveness: Willingness to help customers and provide prompt service to them.
4. Assurance: Level of staff knowledge of customers and their ability to instill confidence in them.

5. Empathy: Ability of staff a to give individual attention to customers.

This tool has been used in several studies in the field of special education in the past years. In most of
these studies parents of children with disabilities who receive special education services were recruited
to assess the quality of services. But that does not exclude the participation of persons with disabilities
themselves, if they have the necessary capacity to answer questions covered by the measure with ac-
curacy and reliability. It should be noted that this tool and other tools that measure satisfaction with
services provided to persons with disabilities and their families can be useful in evaluating the appro-
priateness of the services provided to persons with disabilities.
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Offering Quality Service To Customers with Disabilities

It is expected that the services offered by public and private institutions for people with disabilities are
quality services e as required by applicable laws and regulations. For the purposes of quality control,
institutions must be monitored closely to ensure that they provide services appropriately. But more
important is that these institutions should be monitored to make sure that the needs of persons with
disabilities are met. It is important to ensure that services provided assist the individual in achieving
the goals and objectives of priority to him/her. This requires ensuring that all employees and service
providers are qualified to carry out the tasks entrusted to them and that they have academic degrees
or proper work permits. Ensuring the quality of services provided also requires monitoring employees
while carrying out work. This increases the chances of forming an objective picture of how employees
understand the individual needs of people with disabilities. It is also useful to conduct interviews with
parents, and persons with disabilities themselves and to work with them and look at the files and docu-
ments to review and analyze the quality and comprehensiveness of services.

The key to providing high quality services to customers with disabilities is for service providers to re-
member that these customers are individuals before anything. Individuals with disabilities, like all peo-
ple, are varied in terms of their personality styles and abilities, inclinations, and needs. The best way to
learn how to take into account the special needs of persons with disabilities, in most cases, is to ask
them directly. Dealing with customers with disabilities in the first place is based on showing respect
and courtesy. There is no substitute for listening and learning from what customers with disabilities tell
us about themselves, their needs and how to meet them. In short, customers with disabilities and their
families necessarily choose the institutions that welcome them, are useful, are free from barriers, and
provide high quality services to them.

However, defining quality services is not an easy task because perceptions vary from one person to
another depending on the quality of service. The same applies when attempting to define the quality
of special education and rehabilitation services. In spite of that, one of the most actively service quality
measurement tools has been developed more than a quarter of a century to assess the quality of any
type of service and not special education services specifically. This tool measures customer perceptions
of the quality of the service provided, and is known as "SERVAQUAL".

This tool is based on the assumption that measuring the quality of services is achievable in one way
only and that is through determining the extent of consumer satisfaction with services. Developers of
this tool have come up with the following conclusions based on review of pertinent studies:

« Customers' perceptions of the quality of service are the result of comparing them to their expecta-
tions before receiving the actual service and their experiences during the provision of the service.

« How the service is delivered to the customer is very important.

« The assessment of the quality of service is not totally dependent on the output of the service, but
it also includes evaluating the process of service provision.

This tool for assessing customer perceptions of the quality of service includes five dimensions:

1. Tangibles: These include the image of the institutional buildings, staff and equipment used during
the process of providing the service.

2. Reliability: Means the efficiency of the organization in providing services promised with the pre-
cision and reliability.
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If you cannot understand what is being said, simply ask again.
Provide one piece of information at a time.
Be supportive and patient.

Speak directly to your customer, not to their companion or support person.

Communicating with Customers with Learning Disabilities

Demonstrate patience and desire to help.

When you know someone with a learning disability needs help, ask how you can help.
Speak naturally, clearly, and directly to your customer.

Allow extra time if necessary — people may take a little longer to understand and respond.
Remember to communicate in a way that takes into account the customer’s disability.

Be patient and be willing to explain something again, if needed.

Talking to customers with disabilities over the phone

Speak naturally, clearly and directly.
Don’t worry about how the person’s voice sounds. Concentrate on what they are saying.
Don't interrupt or finish your customer’s sentences. Give your customer time to explain or respond.

If you don’t understand, simply ask again, or repeat or rephrase what you heard and ask if you have
understood correctly.

If a telephone customer is using an interpreter or a Relay Service, speak naturally to the customer,
not to the interpreter.

If you encounter a situation where, after numerous attempts, you and your customer cannot com-
municate with each other due to the customer’s disability, consider making alternate arrangements.
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« Demonstrate patience, respect and desire to find a way to communicate as these are the best tools
to provide good service.

«  When not understanding what the client is saying, ask him to repeat what he said again.
« Be patient and take enough time.

+ Ask questions that require only short answers or a nod of the head.

«  Focus on what customers are saying and focus on listening and communication.

« Do not talk in the presence of glass screens or in noisy places.

« Do not talk on behalf of the client and do not try to end his speech.

«  When you encounter difficulty understanding the customer, use writing as an alternative means of
communication, but after asking the client first if this is acceptable.

+ If there is no solution to the problem of communicating with the client, ask whether there was a
person who can speak on his behalf.

« Discuss specific issues with clients in a private room to avoid the disclosure of customer informa-
tion to the employees or other customers.

+  Prepare for presenting information more than once.
+ Allocate additional time to complete forms or interpret information and offer help to customers.

« Ifacustomer has difficulty reading or writing, it is possible to send the forms with him to the house
to complete.

« Move to a quiet, private place if the place is noisy or contains barriers.

Communicating with Customers with Intellectual or Develop-
mental Disabilities

« Don’t assume what a person can or cannot do.
+ Use plain language and speak in short sentences.

« To confirm if your customer understands what you have said, consider asking the person to repeat
the message back to you in his or her own words.
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« Try to place yourself at eye level with the person (i.e. sitting in a chair or kneeling down).
« Don't lean on a wheelchair or other assistive device.

+ Do not condescend to a person in a wheelchair by treating him or her childishly, such as patting on
the head or shoulder.

+ Askif the person would like your assistance pushing the wheelchair.
+ Ifaperson is having a problem with opening a door, offer to assist.

+  When telephoning a person, let the phone ring long enough to allow time to reach the phone.

Communicating with Customers with Speech Impairments

« Don’t assume that because a person has one disability, they also have another. For example, if a
customer has difficulty speaking, it doesn’t mean they have an intellectual or developmental dis-
ability as well.

« Ask your customer to repeat the information if you don’t understand.

« Ask questions that can be answered “yes” or “no” if possible.

« Try to allow enough time to communicate with your customer as they may speak more slowly.
« Don'tinterrupt or finish your customer’s sentences. Wait for them to finish.

+ If you do not understand something the individual says, do not pretend that you do. Ask the indi-
vidual to repeat what he or she said and then repeat it back.

« Take as much time as necessary to communicate and be patient.

« Try to ask questions which require only short answers or a nod of the head.

« Concentrate and pay extra attention to help you understand what the individual is saying.

« Don’t attempt to help by finishing the person’s sentences. Let the person speak for him- or herself.

+  After trying to understand the person repeatedly, without success, ask if it is OK to communicate
through writing as an alternative.
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« Don't put your hands in front of your face when speaking. Some people read lips.

+ If necessary, ask if another method of communicating would be easier, for example, using a pen
and paper.

« Be patient if you are using a pen and paper to communicate. American Sign Language may be your
customer’s first language. It has its own grammatical rules and sentence structure.

+ Lookatand speak directly to your customer. Address your customer, not the interpreter or support
person.

« Beclear and precise when giving directions, and repeat or rephrase if necessary. Confirm that your
customer understands you.

« Don’t assume that the customer knows sign language or reads lips.

« If the person uses a hearing aid, reduce background noise or move to a quieter area, if possible, so
the person can hear or concentrate better.

Communicating with Customers who Have Physical Disabilities

« Speak naturally and directly to your customer, not to his or her companion or support person.

« If you need to have a lengthy conversation with someone in a wheelchair or scooter, consider sit-
ting so that you can make eye contact.

« Ask before you help. People with physical disabilities often have their own ways of doing things.

« Respect your customer’s personal space. Do not lean over him or her or on his or her assistive de-
vice.

« Don’t move items or equipment, such as canes and walkers, out of the person’s reach.
« Don't touch assistive devices without permission.

« Let your customer know about accessible features in the immediate area (i.e,, automatic doors, ac-
cessible washrooms, elevators, ramps, etc.).
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Don'’t touch or speak to service animals — they are working and have to pay attention at all times.

Don't leave your customer in the middle of a room. Show him or her to a chair, or guide them to a
comfortable location.

If you need to leave your customer, let him or her know you are leaving and will be back.

Identify yourself when you approach your customer and speak directly to him or her, even if he/she
is accompanied by a companion.

There is generally no need to raise your voice because the person does not necessarily have hearing
loss. Say your name even if you know the person well as many voices sound similar.

Be clear and precise when giving directions, e.g., two steps behind you, a meter to your left, etc.
Don'’t use “over there” or point in the direction.

If you're uncertain about how to provide directions, ask the person how to do so.

n u

Do not be afraid or embarrassed to use words such as “see”, “read” and “look.” People with vision
loss also use these words.

When providing printed information, offer to read or summarize it.

Offer to describe information. For example, verbally itemize the bill or explain what the specials are
or what is on the menu.

Ask the client if he/she needs help in signing any forms.

Communicating with Customers who are Deaf or Hard of Hearing

Attract the customer’s attention before speaking. Generally, the best way is by a gentle touch on
the shoulder or with a gentle wave of your hand.

Ask how you can help. Don'’t shout.

Move to a well-lit area, if available, where your customer can see your face.
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By providing service that welcomes people with disabilities, you can offer better service to everyone.
Treating all the people who come to our schools and board offices with individual respect and courtesy
is at the heart of excellent customer service. Here are some basic tips for dealing with customers with
disabilities:

Communicating with People Who are Blind or Visually Impaired

Speak to the person when you approach him or her.
Tell him or her who you are and don'’t raise your voice.

When conversing in a group, remember to identify yourself and the person to whom you are speak-
ing.

Let the individual know when you are leaving.

Be descriptive when giving directions. For example, if you are approaching steps, mention how
many steps.

Don't assume the individual can't see you.
Don't touch your customer without asking permission.

Offer your elbow to guide the person. If he or she accepts, walk slowly, but wait for permission be-
fore doing so. Lead — don’t pull.

Identify landmarks or other details to orient your customer to the environment around him or her.
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Companies are not required to provide personal devices (such as wheelchairs or eye glasses or hear-
ing aids or personal aids for eating, toileting, dressing) for customers with disabilities. Some service
providers may choose to provide these services as a way to attract customers. For example, some large
retailers provide electric vehicles for use by customers while shopping. Some stores offer assistance to
customers when trying out clothes in the dressing room.

Communicating with Customers with Disabilities

Communicating successfully with clients is an essential part of doing business, and many companies
are working hard to communicate with their customers well. It is expected from services providers to
communicate effectively with clients who have visual, hearing, or speech impairments. Business own-
ers or employees should determine the appropriate type of assistance, depending on the nature of the
contact and the way customers without disabilities communicate. Rules are flexible, different firms
may need different solutions, because of the different nature of their contacts. Similarly, customers
need different solutions, because of the varying nature of their disabilities. The goal is to know the pro-
cess that allows communicating with customers who have disabilities, commensurate with the type of
service and in compliance with labor regulations.

Welcoming all, including customers having disabilities
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Reaching Out to Customers with Disabilities

The regulations should prohibit businesses from establishing eligibility requirements that exclude or
segregate customers with disabilities. Places of public accommodation must make reasonable modi-
fications to policies, practices, and procedures when needed to allow customers with disabilities an
equal opportunity to benefit from the goods and services being provided. Individuals should also have
the same level of access to information that is provided to customers without disabilities.

Business owners or operators can make their business more accessible and welcoming to people with
disabilities. By making accommodations they welcome a whole new group of customers to purchase
their goods, products, and services. And they will find that customers with disabilities can represent
additional business and profit for your enterprise. This document will help business owners learn how
to attract and successfully provide their services to this population.

Every business has a certain way of doing things. Whether formally or informally, there are policies,
practices, procedures, and routines that help the business operate as smoothly as possible. But, some-
times, your normal way of doing things makes it difficult or impossible for customers with disabilities
to purchase your goods and services.

This is why current regulations in many countries require businesses to make “reasonable modifica-
tions” in their usual ways of doing things when it is necessary to accommodate customers who have
disabilities. Most accommodations involve making minor adjustments in procedures or providing
some extra assistance to a customer with a disability.

Regulations cannot spell out exactly what service providers must do in every situation. They let service
providers decide what is reasonable based on how their business operates and what kind of accommo-
dation the person needs because of his or her disability. The idea is not to exclude a customer by being
unwilling to make an accommodation that is fairly simple and easy to make.

However, businesses are not required to change their policies and procedures in any way that would
cause a “fundamental alteration” in the nature of their goods or services, would undermine safe opera-
tion of the business, or would cause a “direct threat” to the health or safety of others. Staff are not ex-
pected to abandon their duties in order to provide assistance to a person with a disability, when doing
so would jeopardize the safe operation of a business.

As arule, people with disabilities may not be excluded from any services or be isolated from other cus-
tomers unless it is necessary for the safe operation of a business. If legitimate safety requirements make
it necessary to exclude or isolate a person with a disability, they must be based on actual risks, not on
stereotypes or generalizations about people with disabilities.

IRFYNNEER

This woman has the right to choose what is appropriate for her
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9.  Widening doorways.

10. Not using revolving doors or providing an alternative path that is easily accessible.
11. Installing appliances on doors that facilitate the process of moving and mobility.
12. Installing Grab bars near the toilets.

13. Rearranging toilet partitions to increase movement and space.

14. Installing a high chair for the toilet.

15. Installing a long mirror in the bathroom.

16. Adjusting the location of paper towels' dispenser in the bathroom.

17. Preplanning car parking layout to provide accessible parking spaces.

18. Installing paper cup carriers next to inaccessible drinking fountains.
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Many of the old buildings have architectural features that represent barriers for people with disabilities.
Some of these barriers and obstacles are clear, such as stairs, narrow doors and narrow hallways. But
there are many other less obvious barriers. Doors knobs and opening mechanisms that require tight or
strong grip can be barriers for people who lack the manual dexterity. Deep carpets on the floors or on
the outer lanes are barriers for people who use a wheelchair, or use support tools for walking. Most of
the signs are useless for blind people just as audible warning systems are useless for people who have
deafness.

Public telephones, drinking fountains, mirrors, very high dispensers and paper towels are often unfit for
use by people who use wheelchairs or scooters. Low branches of trees, lamps installed on the wall that
are loaded at head height and extend more than 10 cm from the wall, or other things that hinder the
whole way may be a danger to blind or visually impaired people. Inside the building, mobile elements
such as furniture, equipment, or display racks may represent barriers if they are in unsuitable locations
and narrow lanes or impede a person'’s ability to move.

Removal of barriers can be simple and inexpensive in a facility, but it can be difficult and expensive in
another facility. If it is hard to remove all the barriers one time, they can be removed with the passage
of time. And the removal of barriers is an ongoing responsibility, so barriers in the facility must re-
evaluated of the each year to determine which of them will be removed.

Attitudinal barriers are those that discriminate against people with disabilities. These barriers may take
the form of thinking that people with disabilities are inferior or assuming that a person who has a
speech impairment can't understand you

Information or communications barriers happen when a person can't easily understand information.
For example, print may be too small to read, and websites may not be accessed by people who are not
able to use a mouse or signs may not be clear or easily understood.

Technology barriers occur when a technology can't be modified to support various assistive devices.
An example is a website that doesn't support screen-reading software.

Organizational barriers are an organization's policies, practices or procedures that discriminate against
people with disabilities (e.g., a hiring process that is not open to people with disabilities).

When assessing barriers that must be removed, priority should be given to provide customers with
disabilities with accessibility. The second priority is to provide access to areas where goods and services
are available to the public. The third priority is to provide access to customer toilets. Finally, any other
physical barriers must be eliminated.

The following is a list of ways to remove barriers and improve access to public places and institutions:
1. Building ramps.
Lowering sidewalks and driveways.

Changing the status of shelves.
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Rearranging tables and chairs and vending machines, display racks, or other furniture to provide
enough space to move around.

Changing the location of phones.
Adding Braille signs on elevators' control buttons.

Installing intermittent illumination alarms.

©® N o W

Widening doors.
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Compliance with the Standards

Service providers must:

Develop practices and procedures related to the provision of goods and services to persons with
disability.

Reasonable efforts should be taken to ensure that the policies, practices and procedures are con-
sistent with the principles of independence, dignity, integration and equality of opportunity.

Develop a policy on the use of assistive devices for people to reach the goods, services or any other
measures provided by the institution to enable access of people and goods or services.

Communicate with persons with disabilities in a manner that takes into account their disability.

Allow persons with disabilities to be accompanied by people to support them when they are in the
headquarters of the service provider.

Notify customers when facilities or services used by persons with disabilities to gain access to the
goods or services are temporarily not working.

Train all persons who are engaged in developing policies and procedures to provide customer ser-
vice.

Adopt a mechanism to receive feedback about the method used by the facility to provide goods
or services to persons with disabilities, including the actions to be taken in case of complaints, and
provide information about the mechanism for the public.

Document all of the facility's policies, practices and procedures related to providing service to cus-
tomers with disabilities.

Barriers to Accessibility

Barriers to accessibility are obstacles that make it difficult — sometimes impossible — for people with
disabilities to do the things most of us take for granted — things like going shopping, working, or tak-
ing public transit.

When we think of barriers to accessibility, most of us think of physical barriers — like a person who uses
a wheelchair not being able to enter a public building because there is no ramp.

The fact is there are many kinds of barriers. Some are visible. Many are invisible.

Architectural and physical barriers are features of buildings or spaces that cause problems for people
with disabilities. Example are:

hallways and doorways that are too narrow for a person using a wheelchair, electric scooter or
walker

counters that are too high for a person of short stature

poor lighting for people with low vision

doorknobs that are difficult for people with arthritis to grasp

parking spaces that are too narrow for a driver who uses a wheelchair

telephones that are not equipped with telecommunications devices for people who are deaf, deaf-
ened or hard of hearing
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Flexibility in Use. The design accommodates a wide range of individual preferences and abilities.
An example is a museum that allows visitors to choose to read or listen to the description of the
contents of a display case.

Simple and intuitive. Use of the design is easy to understand, regardless of the user's experience,
knowledge, language skills, or current concentration level. Science lab equipment with clear and
intuitive control buttons is an example of an application of this principle.

Perceptible information. The design communicates necessary information effectively to the
user, regardless of ambient conditions or the user's sensory abilities. An example of this principle
is captioned television programming projected in a noisy sports bar.

Tolerance for error. The design minimizes hazards and the adverse consequences of accidental or
unintended actions. An example of a product applying this principle is software applications that
provide guidance when the user makes an inappropriate selection.

Low physical effort. The design can be used efficiently, comfortably, and with a minimum of
fatigue. Doors that open automatically for people with a wide variety of physical characteristics
demonstrate the application of this principle.

Size and space for approach and use. Appropriate size and space is provided for approach, reach,
manipulation, and use regardless of the user's body size, posture, or mobility. A flexible work area
designed for use by employees who are left- or right-handed and have a variety of other physical
characteristics and abilities is an example of applying this principle.

It is designed in a way that enables her to reach all what she needs
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«  Wide doorways. Doorways that are 32-36 inches wide let wheelchairs pass through. They also make
it easy to move big things in and out of the house.

«  Wide hallways. Hallways should be 36-42 inches wide. That way, everyone and everything moves
more easily from room to room.

« Extra floor space. Everyone feel less cramped. And people in wheelchairs have more space to turn.

A way that can be used by all, regardless of their characteristics, safely and easily

Features of universal design are just good and convenient for all. For example:

+  Floors and bathtubs with non-slip surfaces help everyone stay on their feet. They're not just for
people who are frail. The same goes for handrails on steps and grab bars in bathrooms.

« Thresholds that are flush with the floor make it easy for a wheelchair to get through a doorway.
They also keep others from tripping.

« Good lighting helps people with poor vision. And it helps everyone else see better, too.

« Lever door handles and rocker light switches are great for people with poor hand strength. But oth-
ers like them too. Try using these devices when your arms are full of packages. You'll never go back
to knobs or standard switches.

Universal Design Principles

Seven principles of universal design have been established to provide guidance in the design of prod-
ucts and environments. Following are the principles of universal design, each followed with an example
of its application:

1. Equitable use. The design is useful and marketable to people with diverse abilities. For example,
a website that is designed to be accessible to everyone, including people who are blind and use
screen reader technology, employs this principle.
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Universal design comes from incorporating these guiding principles into underlying design thinking.
Universal design asks designers to rethink some fundamental formal architectural concepts, to con-
template environmental equity for all kinds of users, and to consider a variety of ways the environ-
ment can be designed or adapted to accommodate people's changing needs. Providing an accessible
environment often means adding a few special features designated as accessible. Providing a universal
environment means creating a space that doesn't segregate some and prevent others from using it
independently.

She can use laundry without assistance as long as she can reach all equipments she needs

Universal design

Universal design is the design of products and environments to be usable by all people, to the greatest
extent possible, without the need for adaptation or specialized design.

Everyone can use universal design. It doesn't matter if you are young or old. You could be short or tall,
healthy or ill. You might have a disability. Or you may be a prize-winning athlete. Because of universal
design, people who are very different can all enjoy the same home. And that home will be there for all
its inhabitants even when their needs change.

Here are some of the more common universal design features:

« No-step entry. No one needs to use stairs to get into a universal home or into the home's main
rooms.

«  One-story living. Places to eat, use the bathroom and sleep are all located on one level, which is
barrier-free.
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Accessibility

Accessibility focuses on enabling access for people with disabilities however, research and development
in accessibility brings benefits to everyone. Accessibility is strongly related to universal design which is
the process of creating products that are usable by people with the widest possible range of abilities,
operating within the widest possible range of situations. This is about making things accessible to all
people (whether they have a disability or not).

The disability laws advocate not only physical access but access to the same tools, services, organiza-
tions and facilities. While it is often used to describe facilities or amenities to assist people with im-
paired mobility, through the provision of facilities like wheelchair ramps, the term can extend include
other types of disability. Accessible facilities therefore extend to areas such as Braille signage, elevators,
audio signals at pedestrian crossings, walkway contours, website design and reading accessibility. Ac-
cessibility modifications may be required to enable persons with disabilities to gain access to education,
employment, transportation, housing, and recreation.

This lady has the right to have her house designed in a way that meets her needs

Accessibility and Universal Design

Accessible and adaptable environments are covered in codes, standards, and regulations. Laws for per-
sons with disabilities generally require public places to provide physical accessibility to people with
disabilities. Model building codes and local codes have been modified to meet the requirements.

Universal design is a worldwide movement that approaches the design of the environment, products,
and communications with the widest range of users in mind. It is known in the world as design for all,
and inclusive design.

Civil rights is the rationale for accessibility. The accessibility laws focus on people within a narrow range
of specific disabilities, such as those who use wheelchairs or have visual or hearing impairments. They
ensure access to designated types of buildings based on assumptions about particular barriers in the
environment for example, they stipulate that there must be one level entry into public buildings for
someone who uses a wheelchair, and that a person who doesn't see should have audio signals and
Braille signs in an elevator.
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Enjoy access to television programs, films, theatre and other cultural activities, in accessible for-
mats;

Enjoy access to places for cultural performances or services, such as theatres, museums, cinemas,
libraries and tourism services, and, as far as possible, enjoy access to monuments and sites of na-
tional cultural importance.

Receive services from those involved in the organization of recreational, tourism, leisure and sport-
ing activities.
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c.  Providing training in mobility skills to persons with disabilities and to specialist staff working with
persons with disabilities;

d. Encouraging entities that produce mobility aids, devices and assistive technologies to take into
account all aspects of mobility for persons with disabilities.

Article 25 (Health) calls upon States Parties to recognize that persons with disabilities have the right
to the enjoyment of the highest attainable standard of health without discrimination on the basis of
disability. States Parties shall take all appropriate measures to ensure access for persons with disabilities
to health services that are gender-sensitive, including health-related rehabilitation. In particular, the
Convention states that States Parties shall:

«  Provide these health services as close as possible to people’s own communities, including in rural
areas;

+  Require health professionals to provide care of the same quality to persons with disabilities as to
others, including on the basis of free and informed consent by, inter alia, raising awareness of the
human rights, dignity, autonomy and needs of persons with disabilities through training and the
promulgation of ethical standards for public and private health care;

«  Prevent discriminatory denial of health care or health services or food and fluids on the basis of
disability.

Article 26 encourages States Parties to take effective and appropriate measures to enable persons with
disabilities to attain and maintain maximum independence, full physical, mental, social and vocational
ability, and full inclusion and participation in all aspects of life. States Parties are called upon to or-
ganize, strengthen and extend comprehensive habilitation and rehabilitation services and programs,
particularly in the areas of health, employment, education and social services. In addition, Article 27
emphasizes ensuring that reasonable accommodation is provided to persons with disabilities in the
workplace.

Article 28 entitled "Adequate standard of living and social protection” requires ensuring equal access
by persons with disabilities to clean water services, and ensuring access to appropriate and affordable
services, devices and other assistance for disability-related needs. This Article also calls upon nations
to ensure:

«  Access by persons with disabilities, in particular women and girls with disabilities and older per-
sons with disabilities, to social protection programs and poverty reduction programs;

«  Access by persons with disabilities and their families living in situations of poverty to assistance
from the State with disability-related expenses, including adequate training, counseling, financial
assistance and respite care;

«  Access by persons with disabilities to public housing programs; and
«  Equal access by persons with disabilities to retirement benefits and programs.

Finally, Article 30 (Participation in cultural life, recreation, leisure and sport) emphasizes the right of
persons with disabilities to take part on an equal basis with others in cultural life, and shall take all ap-
propriate measures to ensure that persons with disabilities:

a. Enjoy access to cultural materials in accessible formats;
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Buildings, roads, transportation and other indoor and outdoor facilities, including schools, hous-
ing, medical facilities and workplaces;

Information, communications and other services, including electronic services and emergency
services.

States Parties shall also take appropriate measures to:

Develop, promulgate and monitor the implementation of minimum standards and guidelines for
the accessibility of facilities and services open or provided to the public;

Ensure that private entities that offer facilities and services which are open or provided to the
public take into account all aspects of accessibility for persons with disabilities;

Provide training for stakeholders on accessibility issues facing persons with disabilities;

Provide in buildings and other facilities open to the public signage in Braille and in easy to read and
understand forms;

Provide forms of live assistance and intermediaries, including guides, readers and professional sign
language interpreters, to facilitate accessibility to buildings and other facilities open to the public;

Promote other appropriate forms of assistance and support to persons with disabilities to ensure
their access to information;

Promote access for persons with disabilities to new information and communications technolo-
gies and systems, including the Internet;

Promote the design, development, production and distribution of accessible information and
communications technologies and systems at an early stage, so that these technologies and sys-
tems become accessible at minimum cost.

Article 19 (Living independently and being included in the community) of this Convention states that
States Parties to this Convention recognize the equal right of all persons with disabilities to live in the
community, with choices equal to others, and shall take effective and appropriate measures to facilitate
full enjoyment by persons with disabilities of this right and their full inclusion and participation in the
community, including by ensuring that:

a.

Persons with disabilities have the opportunity to choose their place of residence and where and
with whom they live on an equal basis with others and are not obliged to live in a particular living
arrangement;

Persons with disabilities have access to a range of in-home, residential and other community sup-
port services, including personal assistance necessary to support living and inclusion in the com-
munity, and to prevent isolation or segregation from the community;

Community services and facilities for the general population are available on an equal basis to
persons with disabilities and are responsive to their needs.

Article (20), entitled "Personal mobility” encourages States Parties to take effective measures to ensure
personal mobility with the greatest possible independence for persons with disabilities, including by:

a.

Facilitating the personal mobility of persons with disabilities in the manner and at the time of their
choice, and at affordable cost;

Facilitating access by persons with disabilities to quality mobility aids, devices, assistive technolo-
gies and forms of live assistance and intermediaries, including by making them available at afford-

able cost;
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In 2006, the United Nations issued the International Convention on the Protection and Promotion of
the Rights of Persons with Disabilities, which focused on measures to implement the laws that already
existed rather than issuing new laws. Because the rights of persons with disabilities are already guar-
anteed in the Universal Declaration of Human Rights and other relevant international conventions,
many wondered whether there really was a need for a new international convention especially for those
people. It was hoped that the laws and agreements of universal human rights would promote and
protect the rights of persons with disabilities, but the criteria and mechanisms of implementation and
follow-up which were adopted failed to provide adequate protection for those people who are often
denied those rights. These persons continue to face a number of psychological and physical barriers
that prevent them from receiving proper education in inclusive educational environments, or get jobs
even if they are qualified for those jobs, or access information that is easily available to other people, or
get proper health care, or navigate independently, or obtain acceptance and social integration. That is
exactly what prompted the UN to urge the nations of the world to sign the international convention.

The Convention addressed all issues related to the promotion of the rights of people who have dis-
abilities. The interest in this guide is on what is stated in this Convention on services that should be
provided to such persons.

In the preamble, the Convention describes in item (c) the critical importance of offering opportuni-
ties for safe access for people with disabilities. This item states that accessibility to the physical, social,
economic and cultural environment, health, education, information and communication are vital to
enable persons with disabilities to fully enjoy all human rights and fundamental freedoms.

In Article 2 (Definitions), the Convention defines the term "Universal design” stating that Universal de-
sign means the design of products, environments, programs and services to be usable by all people, to
the greatest extent possible, without the need for adaptation or specialized design. “Universal design”
shall not exclude assistive devices for particular groups of persons with disabilities where this is needed.

In Article 3 (General principles), the Convention emphasizes that a main principle on which this Con-
vention is based is accessibility for persons with disabilities.

In Article 4 (General obligations), the Convention emphasizes undertaking or promoting research and
development of universally designed goods, services, equipment and facilities by requiring the mini-
mum possible adaptation and the least cost to meet the specific needs of a person with disabilities, to
promote their availability and use, and to promote universal design in the development of standards
and guidelines. In the same article, nations are called upon to: (a) provide accessible information to per-
sons with disabilities about mobility aids, devices and assistive technologies, including new technolo-
gies, as well as other forms of assistance, support services and facilities, and (b) promote the training of
professionals and staff working with persons with disabilities in the rights recognized in this Conven-
tion so as to better provide the assistance and services guaranteed by those rights.

The Convention clarifies in Article (9) more clearly the intended concept of access, where this article
reads as follows:

1. To enable persons with disabilities to live independently and participate fully in all aspects of life,
States Parties shall take appropriate measures to ensure to persons with disabilities access, on
an equal basis with others, to the physical environment, to transportation, to information and
communications, including information and communications technologies and systems, and to
other facilities and services open or provided to the public, both in urban and in rural areas. These
measures, which shall include the identification and elimination of obstacles and barriers to acces-
sibility, shall apply to, inter alia:
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Also, it is advisable to stay away from the use of inaccurate or offensive terms such as "behaviorally
troubled child" or "deviant behavior” or "abnormal children.”

Mention the person first before you mention his disability. The term "person with disability” puts
the focus on the person rather than on his/her disability as in our saying "disabled.” This word ig-
nores the person who has a disability or, at best, makes disability descriptive and identifying of the
person.

Say "a young man who has cerebral palsy,” not "a paralyzed young man." And say, "A person who
uses a wheelchair” no "the wheelchair person”.

Avoid expressions that make it seem as if the person with a disability should be pitied, such as "vic-

tim", "suffers from", or "the patient's disease or a particular deficit.”

If you do not know the disability, wait until the individual describes his/her condition to you, rather
than making assumptions. Many of the disabilities have similar characteristics and assumptions
may be wrong.
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12.

13.
14.
15.

16.

17.

Everyone can contribute to the removal of barriers through: understanding the need for reserved
parking spaces for people with motor disabilities, promoting the integration of people with dis-
abilities in community activities, calling for a barrier-free environment, avoiding the use of words
or negative statements about disability, accepting persons with disability as individuals having the
same needs and feelings like everyone else, and employing qualified persons with disabilities when-
ever possible.

Persons with disabilities do not need pity. They need to be given opportunities.
Adjustment to disability requires adapting to a certain lifestyle, not courage.

Several studies suggest that employees with disabilities may be more productive and more loyal
and that he can be relied upon in work. Studies show that when companies employ people with
disabilities, the number of potential employees becomes larger, staff retention rates increase, and
absence from work drops.

We need only to be kind when we talk with people with disabilities, as we do when we talk to any-
one. If we were not sure what we should say or do, it is OK to ask.

Customers with disabilities often have the same preferences, perceptions and attitudes, habits, and
needs as customers without disabilities, and they look for the same quality of products and ser-
vices. All people deserve to be treated with dignity and respect.

Choosing Appropriate Words When Talking About Disabilities

I'MA

PERSON

NOT A
DISABILITY

A PROJECT OF  Sonmtenion

Words we use can influence and reinforce perceptions of people with disabilities. The words can lead
either to a positive attitude towards people with disabilities, an indifferent attitude, or a negative at-
titude. Words not only convey information, but they reflect the values and beliefs as well. We convey
a sense of respect or no respect through the words we choose when we communicate with others or
talk about them. Regardless of whether we speak or write, it is important to choose the right words to
convey our point of view. Here are some tips that can help make contact with people with disabilities
more successful:

Use of the term "persons with disabilities” not "handicapped” or "disabled.” Similarly, it is not ap-
propriate to say "this child is mentally retarded,” but it is fair to say "a child who has a mental or an
intellectual disability". It is also misleading to say "this child has an autistic disease” for autism is not
a disease, and the same is true for all types of disabilities.
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3.

10.

11.

many of them may not have anything to do with the disease.

A wheelchair, such as a bike or a car, is a personal assistant tool that enables a person to navigate
in the environment.

The skill in lip reading varies among people who use it and it is not a completely reliable way.

Although the majority of blind people work on the development of the remaining senses, it is not
true that they have a sixth sense.

The isolation of persons with disabilities in separate schools and institutions have reinforced the
misconception that many people with disabilities do not want or cannot afford to build relation-
ships with non-disabled persons. In this era, many people with disabilities benefit from the oppor-
tunities available to them to join the community.

Anyone can offer help, but most people with disabilities prefer to take responsibility for themselves.

Many children have curiosity and curiosity and that is natural. They ask questions which some
adults consider embarrassing. But scolding curious children will make them believe that a deficit is
a "mistake"” or a bad thing. Most people who have a disability would not mind answering children’s
questions.

People with disabilities go to school, shop, get married, work, have families, and they have hopes
and dreams like everyone else.

Accessible parking places have been designed to meet the needs of people who have disabilities,
and should be used by those people only.

Many people with disabilities are independent and if a person wants to provide help to them he/
she should ask them first to know if they need them.
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Persons with disabilities face a number of stereotypes and negative attitudes that represent barriers
and obstacles in their way. These stereotypes and attitudes are often rooted in misinformation and
misunderstandings about what it's like to live with a disability. In fact, most people without disabilities
do not understand the meaning of living with a disability and the barriers faced by persons with dis-
abilities in their daily lives. This unit provides some inaccurate or wrong information that are common
about people with disabilities and proceeds to provide correct information based on scientific research
and practical experience.

Myths Not Supported By Scientific Evidence Or Experience

1. People who have disabilities are inferior to non-disabled people.

2. All persons who use wheelchairs are people who are sick.

3. The use of a wheelchair restricts the persons and make them chair-ridden.

4. All persons with hearing disabilities can read lips.

5. Blind people have a sixth sense.

6.  Persons with disabilities feel more comfortable with people who have disabilities like them.

7. People without disabilities are obliged to care for people who have disabilities.

8. No child has the right to ask people about their disabilities.

9.  The lives of persons with disabilities are completely different from the lives of people without dis-
abilities.

10. People without disabilities have the right use parking customized for people with motor disabili-

ties.
11. The barriers faced by persons with disabilities cannot be eliminated.
12. Persons with disabilities always need help.
13. People must feel sorry for people with disabilities.
14. People with disabilities have courageous.

15. Employment of persons with disabilities is not a good idea because they are absent from work due
to illness more often than others.

16. We have to be careful when we talk to people with disabilities, because they feel they have been
subjected to abuse if the wrong word is used against them.

17. ltis difficult to serve customers with disabilities.

Facts Supported By Scientific Evidence and Experience

1. We all have abilities and talents and different interests and characters. Persons with disabilities go
to school, get married, work, and they have families and engage in play and do the laundry, shop-
ping, eating out, travel, volunteer, vote, pay taxes, laugh, cry, and plan and dream like everyone else.

2. The relationship between the use of a wheelchair and the disease has evolved through the use of
wheelchairs in hospitals to transfer patients. But the wheelchair is used for a variety of reasons
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change in the community to become a society for all, including persons with disabilities. Such persons,
like other people, need services and these services must be presented in a manner that respects their
characteristics, and meet their needs, and preserve their dignity. The Ministry of Community Develop-
ment is not expected to impose these standards or to play this role alone but needs empowerment
through participatory professional relationships with the various stakeholders in the community, es-
pecially those entrusted with the responsibility of issuing instructions and developing practical mecha-
nisms to monitor its implementation and ensure compliance. The standards target all public utilities
and service providers and are not limited to institutions of rehabilitation or education or care of people
with disabilities.

Specifically, it is expected from the Ministry of Community Development to cooperate with the au-
thorities that it considers most able to support the standards contained within this guide to ensure
access to its content by society institutions and members. This goal can be achieved in ways that are
very diverse, such as seminars, print and electronic publications, and the design and implementation of
a website for this guide on which to clarify the contents and answer queries about it. For the standards
contained in this guide to be more beneficial, governmental and non-governmental bodies can also
benefit from information provided by different institutions and centers around the world that Appen-
dix 1 contains.

It should also be emphasized that this process is a long-term process as the change sought by this guide
will take years and years, not months and weeks. Barriers that must be removed did not arise overnight.
But starting this process must be immediate and well-designed plans to gradually move from relatively
simple challenges to the most complex challenges. It is not a wise to apply all the standards expected
at once or in one way. So it is preferred that the people in charge of the evaluation have sufficient
brainstorming to determine the standards and facilities of priority (such as public schools, and institu-
tions that citizens and residents use on a daily basis, such as those which issue documents, permits and
licenses), and facilities frequently visited by large numbers of people like mosques or large markets but
without losing sight of the ability to implement in terms of time, effort and cost.

Another important issue that must be mentioned relates to the appropriate ways to communicate
with various parties. For example, it is expected that some facilities already take into account the acces-
sibility standard called for in this guide. Examples include, the Dubai International Airport and interna-
tional hotels and universities that have international accreditation. Also, some distributors of services
may have some of the facilities called for in this guide such as shopping centers. It is clear that com-
munication with these service providers would be fundamentally different from communicating with
others such as restaurants, libraries, or private offices.

The United Arab Emirates is among countries that pay particular attention to citizens and residents
with disabilities. For that purpose, Federal Law No. (29) was issued in 2006. His Highness Sheikh Mo-
hammed bin Rashid Al Maktoum, UAE Vice President and Prime Minister in his capacity as Ruler of
Dubai issued a law in 2014 to protect the rights of persons with disabilities in the Emirate of Dubai.
Consequently, the most effective way to put the standards covered in this guide into place is to deal
with it as an outline explaining and promoting laws referred to above.

What has been proposed above is by no means to diminish the role of the Ministry of Community
Development or the Department of Welfare and Rehabilitation of Disabled Persons in the process of
developing this guide as they have the vision reflected in this guide. In fact, this guide is the first of its
kind in the Arab region. This Ministry, also was the first in the Arab region to develop quality standards
of special education programs for persons with disability.
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Monitor and Evaluating the Extent To Which Targeted Entities
Comply With the Standards Contained In This Guide

Two major tools have been designed to monitor and assess the extent to which targeted entities abide
by the standards set out in this guide. As the tools aim to assess the quality of services provided to per-
sons with disabilities, the focus is on the qualitative dimension, but without neglecting the quantitative
dimension. For the sake of transparency and justice, the monitoring and evaluation process should be
implemented by a group of people who are selected based on the nature of the service provided by
the entity targeted in the monitoring and evaluation process. A representative of the Department of
Welfare and Rehabilitation of Disabled Persons, and a representative of the department or institution
authorized under the law to license and follow-up services for this type of facilities, one or more expert
in the field of special education, and an expert in quality control that does not have any conflict of
interest with the targeted facility. It is assumed that the final report highlights aspects that need to be
improved at the facility. Points can be calculated based on responses achieved on items in each of the
instruments at a single standard level and at the level of the monitoring tool as a whole. These scores
can be converted to graphs to summarize data and display them visually (for more information, see the
tools of monitoring).

How To Use This Guide

A very important issue that should be clarified here is how to use this guide. In this context, it should
be noted that the beginning of the guide consists of two parts, Part One "Standards to provide services
for persons with disabilities on the basis of laws and best contemporary practices,” and Part Two "Tools
for monitoring the quality of services provided to persons with disabilities.” It is envisaged that the first
part introduces standards currently adopted in most developed countries regarding the provision of
services to persons with disabilities and represents a legal, philosophical and ethical background to
serve persons with disabilities in contemporary societies. The second part embraces tools for monitor-
ing compliance to service standards and constitute a reference checklist for monitoring that can allow
objective answers. These two instruments were built to form an appropriate and effective means to
assess the degree of facilities' observance of the rights of persons with disabilities for dignity, independ-
ence, inclusion, and equal opportunities when providing services to them.

It should be emphasized that there are no uniform standards that must be adhered to literally by all.
The general principle adopted by developed countries is to set standards and general instructions and
guidelines but give sufficient flexibility regarding the implementation mechanisms. Laws and regula-
tions provide general guidelines, leaving each facility to identify the mechanism that will be followed by
them to comply with the spirit of these laws and regulations. It should not be expected that the laws
and regulations to pinpoint each issue associated with the provision of services to persons with issues
of disability because each facility and provider of services is different from the other in terms of both
the nature of the service provided or in terms of the method of providing this service, or customers
who are served by the facilities. Persons with disabilities are not a homogeneous group, but there are
significant differences between them even if they were similar regarding the disability they have. There-
fore, understanding their needs and listening to them is an important first step towards providing safe
and accessible services for them.

What this means is that the Ministry of Community Development, represented by the Department of
Care and Rehabilitation of Disabled Persons is expected to play the role of facilitator to bring about
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Preparation of this Guide

The preparation process of this guide was not an easy process because this work required complex and
intense set of activities and steps. The goal was that this guide reflects realistic standards but yet ad-
vanced ones. In order for standards to be consistent with international best practices, a large number of
reports, books, articles, print and electronic, and related documents was used. Also, many exploratory
visits were carried out to different facilities and service providers in the United States of America. These
facilities included shopping centers, universities, schools, parks, restaurants, libraries, museums, and
companies. Some transportation facilities were observed and more information was obtained about
them through websites and brochures, and so on. In addition to the above, discussions were held with
Ministry of Community Development in UAE and a number of people interested in these issues, in-
cluding university professors and service providers. Cultural and legal differences were kept in mind
so that the criteria included are appropriate for cultures, environments, and patterns of Arab life. The
experience of the author of this guide in working with people with disabilities in the Arab countries,
which stretches for about thirty years enabled him to make comparisons and adaptations and that
hopefully were a source of strength, relevance and comprehensiveness of this guide.

Philosophy Behind This Guide

This guide is based on the conviction that people with disabilities deserve the same quality of life en-
joyed by people without disabilities, so obstacles preventing access for people with disabilities must be
overcome. Contemporary communities seek to make schools and workplaces and all other public fa-
cilities open and accessible to all. Adherence to standards covered by the guide is a mirror that reflects
respect for human rights, social justice and equal opportunity.

The guide is also built on the assumption that attitudes may be the most difficult barriers because it is
difficult to change people's way of thinking or their actions. Some people do not know how to commu-
nicate with people who have disabilities. Others may abuse persons with disabilities by the way of pro-
viding assistance to them, or by ignoring or even completely avoiding them. Architectural or physical
barriers may arise from buildings such as stairs, doorways, or corridors and rooms. The barriers can be
related to the information and communication that make it difficult for people to receive or transmit
data. The use of language that is not obvious or easy to understand, for example, can cause difficulties
for everyone, especially people with low vision. Similarly, the lack of assistive or adaptive technology
may prevent people from access to information. Policies, practices and procedures can impose regula-
tory barriers that limit persons with disabilities or even isolate them from the rest of the people.

Service Providers Targeted By the Guide

Those targeted by this guide are two major categories. The first are institutions or centers of special
education providing services for persons with disability from different age groups and categories of dis-
ability. The standards covered apply to both public and private service providers. The second includes
all institutions or departments or facilities that provide services to the public. Examples of such entities
include, but are not limited to: government departments and institutions, schools, universities, hospi-
tals, means of transportation, restaurants, gardens and parks, museums, and libraries.
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Introduction

With increased attention to the rights of persons with disabilities as reflected, for example, in the In-
ternational Convention on the Protection and Promotion of the Rights of Persons with Disabilities
adopted in 2006, it has become necessary to ensure the rights of these persons to appropriate services.
This guide provides standards to provide quality services for people with disabilities. The commitment
to these standards wherever possible is a mirror that reflects respect for human rights, prosperity and
urbanization, delicate sense, and good manners.

Accessibility Standard

The accessibility standard and the removal of barriers and the concept of universal design (design for
all) associated with it are the basic guidelines for all the quality standards of services for people with
disabilities. This standard requires adopting laws and regulations that define the meaning and appli-
cation of access as well as enforcement mechanisms. The ultimate goal of this is to enable all people
to benefit from the services, through the development and implementation of standards that create
opportunities for persons with disabilities to access goods, services, facilities, employment, buildings,
and other places. It also requires the identification and removal of barriers to persons with disabilities
in everyday life.

Barriers make people with disabilities unable to participate in activities that most of us take for granted.
Since the accommodations and modifications to be met by public utilities are in one way or another
an application of the standard of accessibility and the principles of universal design and the associated
need to remove barriers, units four and five in this guide, which illustrate the required specifications for
providing equal and fair services for persons with disabilities are the two most important and should be
referred to as the principles and procedures covered therein are important for the design or modifica-
tion of various facilities. In order to avoid replication, other units in this guide avoided re-emphasizing
the facilities needed such as ramps; comfortable doors, entrances and exits; wide barrier-free hallways;
reachable parking lots; and others.

The essence the accessibility standard is to make facilities which provide services to individuals in the
community reachable and secure. This means that new installations comply with building codes and
accessibility and safety standards. Existing facilities should remove architectural barriers when that is
achievable (i.e., when the process of removing barriers can be implemented easily and at a reasonable
cost). When removing barriers is not easily unattainable, facilities can make services available to every-
one through alternative methods if that is possible.

The concept of universal design has historically emerged from the accessibility standard which seeks to
meet the needs of persons with disabilities. But the universal design has aimed over time to benefit all
people. It is intended to design products and spaces in public facilities so that more people use them
safely, regardless of their age or abilities. At present, the concepts and principles of the universal design
are more inclusive than ever before. They cover various products from kitchen appliances to smart
phones. They are applicable to public and commercial buildings and the design of apartment build-
ings. It is also applicable in urban planning and public transport. In the words, universal design is mainly
based on the fact that diversity exists among people both in terms of physical or mental capacity.
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