Serving customers who are blind or vision impaired

Fact Sheet

How can I help?

Often people are willing to assist someone with a vision impairment but feel unsure about what to do.  Vision Australia suggests following these three simple steps to help make it easier.

Assistance with three As

This method creates a partnership between you and the person you are helping.
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Approach

· If a customer seems confused or unsure, walk up, greet them and identify yourself, as they will not be able to guess who you are by what you look like or the sound of your voice. 

· State your role.

· It’s polite to address the person directly, not through someone else. People who are blind or vision impaired can speak for themselves.

If you approach a person with a guide dog, bear in mind that dogs in harness are ‘working’ it is rude and even dangerous if you feed, pat, or distract them without asking the handler first.


Ask

· Ask “Would you like some help?”  The person will accept your offer or tell you if they don’t require assistance.

· Don’t be offended if they thank you for offering but refuse your help. This doesn’t mean they won’t need it in a different situation in the future.


Assist

Assistance is generally:

· describing objects or locations

· guiding 

· or a combination of both
Describing

· Speak naturally and clearly. It’s okay to use words like “see” and “look” but try to avoid generalisations like “over there”. Be specific, for example:

“The cashier is about two metres to your left.”

“This is a long-sleeved navy shirt made of cotton with buttons down the front.”

“Your cappuccino is at 12 o’clock.”

· Describe change when you hand it back, for eg. “Here is $11 – a  $10 note and a $1 coin.

Guiding

Image 1 – guiding along a path

Sometimes people with a vision impairment find it helpful to be guided by someone who can see.

Hints:

· If a customer asks you to guide them somewhere don’t grab, push or pull. Make contact by touching the back of their hand lightly with the back of your hand. They will take your arm just above the elbow. Then walk at a pace that is comfortable for both of you, watching for narrow spaces and obstacles in front, above and below.

· Ask permission first before guiding a customer’s hand so they can find an object, eg. a pen to sign their name. 

Don’t be afraid to ask a person who is blind or vision impaired if you’re not sure how to help – they will be happy to give you some pointers!

General tips for Triple A service

· Be patient and allow plenty of time for someone with a vision impairment to complete an activity. They may be concentrating on using their other senses to substitute for their sight. 

· Make sure floor space and passageways are as clear of obstacles as possible.

· Keep signs big, bold and bright: this can help customers with a vision impairment to locate facilities like cashiers, change rooms and toilets. 

· Phone Vision Australia to find out how to produce your catalogues, menus or programs on audiocassette tapes or in braille for people who can’t see enough to read standard print.
Contact us

Call 1300 VISION (1300 847 466)

Vision Australia was formed through the merger of Royal Blind Society, the Royal Victorian Institute for the Blind, Vision Australia Foundation and the National Information and Library Service.
















