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This “5 Steps” outreach brochure appears in Appendix H in ACRP Research Report 201. The brochure also has been provided in this Word file to facilitate use by practitioners.

The brochure adapts material from a Wikihow article co-authored by Trudi Griffin, LPC, available at https://https://m.wikihow.com/Help-Those-Who-Have-a-Disability.

Material posted to Wikihow is available for noncommercial use under a creative commons license. The flyer and brochure are provided as helpful starting points for airports wishing to develop their own materials. Airports are encouraged to ask their DAFN advisory groups to review all outreach materials before they are shared with the wider airport employee and traveler audience.

Non-profit organizations also offer public-facing outreach materials. For example, the United Spinal Association offers a “Disability Etiquette” booklet that can be printed for distribution, which is available at: https://www.unitedspinal.org/pdf/DisabilityEtiquette.pdf.
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Ask Questions If They're Relevant.
Oftentimes, people worry about inadvertently offending
someone with a disability and end up acting off or
nervous during interaction. This can be alienating for
someone with a disability so be sure to be yourself and
stay calm. If you have any questions, it's fine to ask them
if they're relevant to the situation.

« For the most part, people with disabilities would rather

you simply ask a question politely rather than remain
confused. For example, it's completely appropriate to
ask someone who is deaf if they can read lips and would
therefor prefer if you faced them each time you talked.
If you're planning an event and you know the wheelchair
ramp is in the back room, it's fine to say to someone in a
wheelchair, “Do you know where the wheelchair ramp is?
It's hard to find and | just want to make sure you know.”

People are wary to ask questions as they do not want to
call attention to someone’s disability. However, avoiding
an obvious question can sometimes call more attention
to the issue than simply addressing it. As long as
questions are relevant to the situation at hand, they will
likely not come off as prying or insensitive.

« Plan ahead for how you could modify an action, where to
get adaptive or assistive equipment, etc.

« When in doubt, ASK questions to understand.
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Learn the Proper Terminology.

Make sure you use the right terms when discussing
people with disabilities. Certain terms that were once
considered the norm are now outdated and even
offensive. The first step to helping people with disabilities
is learning the proper terminology.

« When speaking about someone with a disability, it is
often polite to place their personhood before their
specific condition. Do not say handicapped person.
Identify them by another means (like you would anyone
else), and if you're talking specifically about the use of
a wheelchair, say, person in the wheelchair or person
who uses the wheelchair. Keep in mind there are a few
noteworthy exceptions to this; many people in the Deaf,
Blind and Autistic communities prefer identity-first
language, meaning they want to be called an autistic
person or a Deaf person (with the capital D indicating
the identify as part of the Deaf culture).

Certain terms that were once considered politically
correct are now outdated and potentially offensive.
The terms mute or dumb used to be appropriate for
referring to people who cannot speak, but now terms
like nonverbal or nonspeaking are preferred. Lame and
crippled were once used to describe those with limited
or no mobility, but now terms like physically disabled
are preferred.

« When in doubt, ASK questions to understand.

communicate
directly

Practice Direct Communication.

Oftentimes, people with disabilities are assisted by
interpreters, nurses, or friends during their day-to-day
lives. It's important that, when communicating with
someone with a disability, you talk directly to that person.
Do not filter conversation through someone else.

- Treat people like adults and speak to them accordingly.

« Look at the people with a disability and not their
interpreter or assistant. Oftentimes, people who are deaf
look to their interpreter while another person talking as
in order to follow the conversations. You should still look
at the person who is deaf, however, as that is who you
are communicating with, not the interpreter.

= Always identify yourself.

- If you are communicating with someone in a wheelchair,
sit down so that they don't strain their neck looking up
at you. Avoid bending down like you would to
a child; this usually looks awkward.

« Don't broadcast or yell the person'’s information or
status when communicating with other staff. Respect
their privacy.

= Ask them their preference in communicating with you
(ASL, pen and paper, etc.).

» When in doubt, ASK questions to understand.
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Ask Before Providing Assistance.

If you see a person with a disability struggling with
something, your first instinct may be to jump in and help.
However, without knowing that person’s specific needs
or intentions, you may be doing more harm than good.
Always ask before offering your assistance.

- Sometimes, a person with a disability may seem to be
struggling when they are actually fine. It may simply
take them longer to do certain tasks, but that does not
necessarily mean they need a helping hand. If you think
they might need help, just ask.

- If you see someone with a disability struggling, simply
say “Would you like any help?” or “Do you need

assistance?” You do not have to say any more than this.

- If someone declines your offer of assistance, do not be
offended or insist on helping. Simply go on with your
day. They know their needs better than you do, and
pushing them would come off as rude.

Do not offer medical advice, especially if you are not

a doctor. While suggesting yoga for someone who
suffers from chronic pain may seem helpful, remember
that person already has a doctor who knows his
specific medical history and giving out advice without
solicitation comes off as condescending.

= When in doubt, ASK questions to understand.

demonstrate
respect

Be Respectful in Your Words and Actions.
When interacting with someone with a disability, always
be respectful in both your words and actions.

» When introduced to someone with a disability, always
offer to shake hands. Even someone with limited
hand use can usually manage this and refraining from
offering a handshake, a typical gesture of courtesy, calls
attention to a person’s disability.

« Speak in you normal voice and tone. People often feel
they should speak slower or louder, especially if they're
interacting with a person who is hearing impaired, but
this can come off as rude or infantilizing. Simply talk in
your normal voice.

« It is okay to do things to make communication easier.
For example, if interacting with someone who is hard
of hearing, make sure to look directly at them so they
can read your lips and follow other visual cues. Sitting
down to make eye contact with someone in a wheelchair
can be a polite gesture. If someone has a speech
impediment, rather than pretending you understand
something they said when you did not, you can politely
ask them to repeat it.

Be yourself during any conversation. If you accidentally
use a common expression that does not apply (e.g.,
“see you later” to someone who visually impaired), do
not panic and apologize profusely. That person will
understand this is a colloquialism and not meant to be
taken literally.

« Don't beat yourself up, no one expects you to be
perfect. If you make a mistake, admit it and fix it.




