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”

A physical or mental impairment which 
has a substantial and long-term adverse 

effect on a person’s ability to carry out 
normal day-to-day activities.

“

The definition of
disability.

The Equality Act (2010) protects
anyone who has, or has had a disability 

acording to this definition.
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What the 
Definition 
Includes & 
Excludes.
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What the definition 
includes & excludes.

A Physical Impairment.
Is a condition affecting the body, 
perhaps through sight or hearing 
loss, a mobility difficulty or a health 
condition.

Substantial.
Not minor or trivial.

Learning
Disabilities

Epilepsy

Physical
Impairments

Fluctuating &
progressive conditions

Cancer

Dyslexia

Asthma

Mental Health

Day to Day.
E.g. eating, washing, 
walking, shopping.

A Mental Impairment.
Is a condition affecting ‘mental 
functioning’, for example a 
learning disability or mental health 
condition such as bipolar disorder.

Long Term.
Effect of impairment to 
last at least 12 months.

A physical or mental impairment which has a substantial 
and long-term adverse effect on a person’s ability to 
carry out normal day-to-day activities

What is meant by ‘disability’?

A broad range of conditions are included, for example:

People with cancer, HIV and multiple sclerosis are covered by the definition from the point of 
diagnosis.

Severe disfigurements are also covered, even if they do not impair a person’s ability to carry 
out normal day-to-day activities.

Remember, people with a wide range of impairments, not just wheelchair users, will want 
to access venues and attractions.



058

Disability & 
Tourism Statistics.
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Disability Statistics:

Disability and tourism 
statistics.

13+ Million1 Billion £3 Billion

25%
Less than
10% 2 Million
How many 
disabled people are 
wheelchair users

Disabled people
worldwide

How much disabled tourists & 
travelling companions spend 
on trips per year in England

Disabled people in the UK

How many people in the
UK will have a mental 
health issue in their lifetime

UK Population = 66 million World Population = 7.5 Billion

How many people in 
the UK have a visual 
impairment

Population Statistics:

Disability Statistics:
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The Relationship 
Between

Disability & Age.
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The relationship between 
disability & age.

As we get older the 
likelihood of acquiring an 
impairment increases.

But...
This does not mean that 
young people are
unaffected by disability.

of adults are 
disabled people 
compared to:

of children 

of 16-19 year olds are 
recorded as having a 
disability, compared to:

of people 85 and over.

People are living longer and the 
population is ageing.

11.8 million people in the UK are 
65 or over, this equates to 1 in 6 
of the UK population. By 2050 this 
will increase to 1 in 4.

1 in 3 domestic overnight trips in 
England are made by over 55s - 
and this is increasing.

There are 800,000 
disabled children under 
the age of 16 in the UK.

About 200 babies are 
born every week with 
a learning disability in 
the UK.

27,000 people in the 
UK under the age
of 25 have arthritis.

Older people have a desire to
travel and often have the time
and money.

18%

7%

2.1%

78%
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The Social & 
Medical Models 

Of Disability.
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The social & medical 
models of disability.

The Medical View The Social View

There are two common ways of viewing disability, these are called the 
medical model and the social model.

Sees a person’s impairment 
as the reason why disabled 

people can not access 
services and venues.

Environmental 
barriers.

An environmental
barrier would be found 

in inaccessible buildings 
or services e.g. steps, 

narrow doors.

Organisational 
barriers.

Some organisations 
have inflexible process 

or procedures, 
this is called an 

organisational barrier.

Attitudinal 
barriers.

People may also face 
attitudinal barriers 
because of other 

people’s prejudice or 
may be stereotyped or 
discriminated against.

This person can’t get into the bed 
and breakfast as they aren’t able 
to walk up the steps due to their 
mobility impairment. 

It is the steps that are the barrier.
 
The steps are stopping the person 
with a mobility impairment 
accessing the bed and breakfast.
 
The steps are an example of an 
environmental barrier.

Sees the barriers people 
face in society as what is 
disabling, not a person’s 
impairment or condition.

(The medical view)

Bed & Breakfast
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Medical Model 
Problem

Summary: The social & medical 
models of disability.

Social Model 
Solution

Taking a social view point:

The social view allows for a customer service orientated 
approach and is therefore the most appropriate approach for 
employees of tourism businesses.

You can’t stand up for long 
periods, meaning you can’t 
queue to get your ticket at 

an attraction.

Views the disabled person at the 
centre of the ‘problem’, they are 
viewed as “defective” or “abnormal”.

Views the barriers people face in 
society as what is disabling, not a 
person’s impairment or condition. 
The customer service focused 
approach.

More seats in public 
places, particularly where 

queuing is likely.

Medical View.

Social View.
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Module 2.

Types of 
impairment

Part 1.
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An injury, illness, or condition
that causes or is likely to cause

a long-term effect on appearance 
and/or limitation of function of

the individual.

What do we mean by 
impairment?

”
“

Ill Abilities pictured with Kylie Minogue; who they supported at Lytham festival July 2019. 
We also provided a British Sign Language (BSL) Signer and Mobiloo* to make the event more 
accessible. 20,000 people attended! *A mobiloo is a mobile accessible toilet with adult-sized 
changing bench, hoist and a friendly attendant. 
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Multiple 
Impairments.
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Many people have more 
than one impairment.

1 in 4

390,000 30%

1 in 10

For example:

Impairment Statistics:

Types of impairments and conditions:

Disabled people have 
two impairments.

Have three or more 
impairments

There are about 390,000
deaf & blind people in the UK.

30% of people with a learning 
disability also have epilepsy.

• Mobility impairment
• Hearing impairment
• Visual impairment
• Learning disability
• Learning difficulty

• Mental health
• Speech & language impairment
• Autistic spectrum disorder
• Dementia
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Mobility 
Impairments.
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Mobility Impairments.

Only 12% of 
disabled 

people are 
wheelchair 

users

It would include people 
who have difficulties using 
their hands or arms or have 
problems with balance and 
co-ordination.

Examples of conditions that can cause mobility impairments:

Arthritis
Is a term used by doctors to describe 
inflammation within a joint.

Cerebral Palsy
A condition characterised by difficulty 
in controlling and co-ordinating muscle 
movements.

Multiple Sclerosis
The most common neurological condition 
affecting young adults. Around 107,000 
people in the UK have MS.

Muscular Dystrophy
Describes a group of genetic diseases 
that are characterised by progressive 
weakness and degeneration of skeletal 
or muscles used to control movement.

Spinal Cord Injuries
The most common causes of spinal 
cord injury is a broken neck or back. This 
often results in damage to the nerves of 
the spinal cord inside the spinal column. 
SCI can also be caused by infection of 
the spinal nerve cells, cysts or tumours 
pressing on the spinal cord, interruption 
of the blood supply to the spinal cord or 
congenital medical conditions.

Simply applies to anyone who has difficulties with their mobility.
It does not necessarily mean someone is a wheelchair user.
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Mobility impairment - 
What do you think??

Generally, if a person came into your building would you be able 
to tell if they were an amputee?

Generally, would it be visible that someone was
a wheelchair user?

It may be visible that someone 
is an amputee. A person might 
choose not to use an artificial
limb or to have their artificial
limb visible.

However, it is important to 
remember that many people may 
have an artificial limb that they 
choose to keep covered or an 
artificial limb that is very life like.

Generally, you would know that 
someone is a wheelchair user because 
they would be using their wheelchair.

But... People may not use their 
wheelchair all the time
e.g. they may only use it when the 
walking distance is too far for them.
People may prefer to transfer from their 
chair for meetings or when socialising.
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Hearing 
Impairments.
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Being deaf or hard of hearing can mean 
very different things to different people.

2% (Age)50+55%

Most people in the UK develop hearing
loss as they get older.

Only about 2% of 
young adults are deaf 

or hard of hearing.

Around the age of 50 the 
proportion of deaf people 

begins to increase sharply.

Of people over 60 
are deaf or hard of 

hearing.

• Some people may lose their hearing gradually.
• Some people may be born profoundly deaf.

The term ‘deafened’ describes people who have become profoundly deaf 
in adult life. This often happens suddenly as a result of trauma, infection 
or ototoxic drugs - drugs that can cause hearing loss.

450,000 severely or profoundly 
deaf people cannot hear well enough 
to use a voice telephone, even with 
equipment to make it louder.

There are 11 million people in 
the UK with some form of hearing 
impairment.

About 900,000 of these people 
are severely or profoundly deaf.

By 2031 it is estimated that there will 
be 14.5 million people with hearing 
loss in the UK.
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Levels of deafness.

Mild Deafness
Can cause some difficulty following 
speech, mainly in noisy situations.

Moderate Deafness
People may have difficulty following 
speech without a hearing aid.

A person’s level of 
deafness is measured in 
decibels, according to 
the quietest sound they 
can hear.
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Profound Deafness
BSL may be people’s first or preferred 
language, but some people may 
prefer to lip read.

Lipreading:

Severe Deafness
People rely a lot on lip reading, even 
with a hearing aid.

British Sign Language may be their 
first or preferred language.

Many untrained people lipread unconsciously to some extent but 
lipreading needs to be learnt for it to be used to its full potential, 
often people will attend a course.

For people with a more severe hearing impairment lipreading may be 
the only possible means of everyday communication.

Even the most skilled lipreader cannot accurately identify every word, 
because different sounds can be made with the lips in the same position.
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What is sign language?

Deaf community.

There are an estimated 50,000 - 70,000 
people in the UK who use British Sign 
Language as their first or preferred language. 
However, the British Deaf Society suggests 
that on any day up to 250,000 people use 
British Sign Language in some form. 

British Sign Language (BSL) is the language used by Deaf 
people in the UK, there are different dialects in different 
areas of the country..

It is a language of the hands, body 
and face and it uses space in order to 
convey meaning.

It has a completely different structure 
to English - that is, the grammar is 
different and the way the signs are 
constructed is different.

Many people whose first or preferred language is
British Sign Language (BSL) consider themselves part of the:

Deaf people may not consider themselves to have a disability, viewing 
their deafness as part of their identity, which is why a ‘D’ is used.

People in the Deaf community, children 
whose parents are Deaf, people who went 
to a Deaf school are the main users of sign 
language.
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Hearing impairment - 
What do you think?

Generally, if a person came into your building would you
be able to tell if they had a hearing impairment?

In some circumstances it may be obvious someone has a hearing 
impairment. A person might be:

• Using a hearing aid
• Using an assistance dog
• Communicating in sign language

But generally you would not be able to tell. For example, you would 
not be able to tell someone used sign language until they began to 
sign or were in a situation that required them to communicate. Some 
people’s hearing aids are hidden and only a small percentage of Deaf 
people use an assistance dog.
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Visual 
Impairments.
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Refers to a wide range of 
uncorrectable sight loss.

Causes of visual impairment.
Some people will:
• Be affected by a sight problem 
   from birth
• Inherit an eye condition
• Lose their sight as the result of
   an accident
• Lose their sight as a result of
   an illness

Sight loss is one of the commonest causes of disability in the UK, and is 
associated with old age more than any other.
The vast majority of people with sight problems in the UK are aged 65 or over.
Everyday another 250 people in Britain start to lose their sight.

Significant sight loss can lead 
to someone being “blind” or 

“partially sighted”.

Sight loss is assessed by 
specialist eye doctors 
(ophthalmologists).

People are able to register as being blind or 
partially sighted after an assessment, but 

many people who are eligible choose not to.

What is visual impairment?
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Sight loss is assessed by specialist eye doctors (ophthalmologists).

Significant sight loss can lead to someone being “blind”
or “partially sighted”.

People are able to register as being blind or partially sighted after 
an assessment, but many people who are eligible choose not to.

Macular degeneration can lead to a loss 
of central vision whilst side vision remains. 
(This is what their vision could look like):

Glaucoma can result in tunnel vision, where all side vision is lost and 
only central vision remains.(This is what their vision could look like):

Diabetic retinopathy can cause blurred 
and patchy vision. (This is what their vision 
could look like):

Which image represents what a blind person would typically see?

Being blind does not mean that a person 
is living in total darkness.

Only 4% of blind people have no light 
perception at all.

Many blind people and the majority of 
partially sighted people can recognise 
someone they know at arm’s length.
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Visual impairments - 
What do you think?

Generally, if a person came into your building would you
be able to tell they had a visual impairment?

Some people’s visual impairment may be visible.
A person might be:

• Using a white cane
• Wearing dark glasses
• Using an assistance dog

However, many people will not use any aids and will have 
developed their own ways of managing their sight loss.
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The use of canes.

A  support or guide cane  is sometimes used by a person with 
additional mobility impairments to support them and let other people know that 
they have a visual impairment. A guide cane may also be used by a person who 
has less sight than a symbol cane would help, but not so little sight as to need a 
full long cane.

It is important to remember that some people with a visual impairment choose 
not to use any of these and their impairment is hidden.

A Long Cane is used to navigate obstacles. 
The end of the cane may have one of a 
number of different tips to feel the ground 
and to identify obstacles.

A Symbol Cane is notably shorter than 
a long cane. Its main use is to let other 
people know that the carrier has a visual 
impairment.

If someone has a white cane 
(either long or symbol) with red 
or orange bands it indicates the 
person has a visual impairment 
and a hearing impairment:
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Assistance dogs.

However, be aware that guide dogs 
are just one type of assistance dog.

People with hearing, visual or mobility impairments may use 
an assistance dog. Often people will know about guide dogs 

which assist a person with a visual impairment.

All businesses and tourist attractions must welcome 
assistance dogs.
See VisitEngland’s ‘Take the lead’ booklet for more 
information on welcoming customers with assistance dogs.
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Module Summary: Types of 
Impairment.

Hearing 
impairment.

Multiple 
impairment.

Visual
Impairment.

Mobility 
impairment.

In this module you have learnt about:
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Module 3.

Types of 
Impairment

Part 2.
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Hidden
Impairments.
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...are actually hidden.

You may hear people talk about ‘hidden 
disabilities’ or ‘hidden impairments’.

This is a general term that simply means that a 
person’s impairment or condition is not obviously 

visible or apparent.

People with hidden impairments may also have 
access requirements who could benefit from 
adjustments to your facilities and services.

As you learnt in module 2,
some impairments that you think

would be visible...
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Let’s look at some conditions 
that are often hidden.

Dyslexia

Diabetes HIV

Asthma

Epilepsy

Multiple
Sclerosis

Arthritis

Chronic Fatigue 
Syndrome (ME)

10% of the UK population
have dyslexia

4% of the UK population have
severe dyslexia

4 million people in the UK
have diabetes

Around 101,000 people in the
UK have HIV

5.4 million people are currently 
receiving treament for asthma

500,000 people
in the UK have epilepsy

107,000 people
in the UK have multiple sclerosis

1 in 5 people
in the UK have arthritis

250,000 people in the UK have 
chronic fatigue syndrome
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It’s important to remember 
everyone is different.

The visibility of people’s impairments 
will change person to person.

While some impairments are generally 
hidden and others are generally visible 

there are always exceptions.
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Learning 
Disability.
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Learning Disability.

• There are 1.5 million people with a learning 
  disability in the UK.

• There are many different types of learning 
  disability.

• A learning disability is caused by the way the 
  brain develops - before, during or soon after birth. 

• Understanding printed or 
  written materials.

• Understanding what is being 
  said.

• Giving clear responses.

People with a learning disability find it harder than 
others to learn, understand and communicate.

• Asking questions.

• Dealing with unfamiliar people, 
  surroundings or situations.
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Learning Difficulty.

This is different from learning disability:

• A learning difficulty describes when a person has 
  difficulties in one or two areas of their learning, but 
  manages well in other areas of their development 
  e.g. Dyslexia.

a b ca b c
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Mental
Health.
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Mental health problems are
very common.

1 in 4
People will have one in their lifetime.

Mental health problems range from common problems, such as 
depression and anxiety, to rarer problems such as schizophrenia 
and bipolar disorder.

Some people think there is an automatic link between mental health 
problems and being a danger to others.

This is an idea that is reinforced by sensationalised stories in the 
media. However, the most common mental health problems have 
no significant link to violent behaviour.

• Hearing and seeing things that  
  others don’t.
• Other differences in perception, for 
  example, mistakenly believing that 
  someone is trying to harm you or is 
  laughing at you.
• Sleep deprivation.

A mental health problem may cause the following problems:
• Mood swings that are very extreme
   or fast.
• Sleep deprivation.
• Self-harming behaviour, such as 
   cutting yourself.
• Changes in eating habits; eating 
   distress.
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Speech & 
language 

impairment.
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Some people find it hard to talk and/or understand what other 
people say.

The term used to describe this is speech and/or language 
impairment.

Speech & language impairments can be caused 
by conditions such as hearing impairment, Down’s 
syndrome, cerebral palsy, autism or a stroke, but
not always.

Speech impairments
- What do you think?

Generally, if a person came into your building would you 
be able to tell if they had a speech impairment?

Generally, you would only know if someone had a speech impairment 
if you heard, or had heard them speak.

If someone walked in to a reception it’s unlikely you would know. 

It is unlikely that you would know someone had a speech impairment 
unless you heard them speak or had heard them speak previously.
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Autism.
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Autism is a lifelong developmental 
disability that affects the way a 

person communicates and relates 
to others.

The range and severity of autism can vary greatly 
which is why it is also referred to as autism 
spectrum disorder.

If you include their families, 
autism touches the lives of over 

2 million people every day.

Austism is much more common 
than many people think. There 
are over half a million people in 

the UK with autism.

Autism doesn’t just affect children. 
Children with autism grow up to 

be adults with autism.
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The three main areas of difficulty which all people with 
autism share are:

Autism may effect the 
following:

Difficulty 
with social 

communication

Balance

Taste

Sight

Difficulty 
with social 
interaction

Body 
Awareness

Hearing

Difficulty 
with social 

imagination

Smell

Touch
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Asperger syndrome.

Asperger syndrome is a form of autism.

It is a life-long condition and is
more commonly diagnosed in

males than females.

In addition, people with 
Asperger syndrome usually 
have fewer problems with 
language, often speaking 
fluently and being of above 
average intelligence.

SOCIAL 
COMMUNICATION

SOCIAL 
INTERACTION 

SOCIAL 
IMAGINATION

Asperger syndrome 
shares many of the same 
characteristics as autism, 
but the difficulties people 
may have differ:
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Autism - What do
you think?

Generally, if a person came into your building would you be able 
to tell if they had autism?

If you know some of the reactions associated with Autism you 
may be able to identify that someone has autism, but this is 
unlikely.

Parents of children with autism often say that business or 
attraction owners simply think their child is being naughty; while 
adults with autism find that they are misunderstood, e.g. within 
your venue or attraction if someone is behaving inappropriately, 
do not always assume the individual is being naughty, they may 
have autism or a learning disability.

• A person with autism may find certain sounds, unbearably loud 
or distracting. This can cause anxiety or even physical pain.

Some people with Autism may rock, spin or flap their hands to 
stimulate sensation, to help with balance and posture or to deal 
with stress.

• People with sensory sensitivity may also find it harder to use their body 
awareness system. This system tells us where our bodies are, so for 
those with reduced body awareness, it can be harder to navigate rooms 
avoiding obstructions, stand at an appropriate distance from other 
people and carry out ‘fine motor’ tasks such as tying shoelaces.



0552

Dementia.
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The term ‘dementia’ is used to describe the 
symptoms that occur when the brain is affected 
by specific diseases and conditions, including 
Alzheimer’s disease, stroke and many other rarer 
conditions.

Loss of memory - for example, forgetting the way home from the 
shops, or being unable to remember names and places, or what 
happened earlier the same day.

Mood changes - particularly as parts of the brain that control 
emotion are affected by disease. People with dementia may also 
feel sad, frightened or angry about what is happening to them.

Communication problems - a decline in the ability to talk, read
and write.

Symptoms of dementia include:
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Module Summary: Types of 
Impairment Part 2.

Mental
Health.

Hidden 
Impairment.

Autism spectrum 
disorder (ASD).

Learning
Difficulty.

Learning
Disability.

Dementia.

In this module you have learnt about:



Practical Advice 
on Accessible 

Services.

Module 4.
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Remember.
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You have learnt in 
previous modules that:

Most impairments can be hidden, Disability
is much broader than we often first think.

It is important to recognise that people’s impairments 
are personal to them, so while there are general ways 

to assist people with specific impairments, each 
individual will have their own preferences.

If you think someone may 
need assistance, for example:

Should I offer help?

• Opening a door for a 
   wheelchair user
• Guiding a person with a
   visual impairment

It is important that you offer 
to assist.
However, be aware that your 
offer of assistance may be 
refused, depending on that 
person’s requirements.
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How to offer assistance.

• Don’t be worried about offering assistance.
• Simply treat people as you would like to be treated.
• Make sure you talk directly to the person, not to 
   someone who is with them.
• Ask:

“Can I assist you?”
“Would you like some assistance?”
“Can I help you?”

• If they say ‘No’ simply say ok or carry on with the next part of 
  the conversation.

• If they say ‘Yes’ make sure you listen to their instructions as 
  the individual will know how best you can assist them.

Can I 
Help?



Hearing Loss.
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In module 2 we learnt about hearing loss.

People will manage their hearing loss in different 
ways and will have different requirements.

• Sign Language
• Lip reading
• Hearing assistance systems
• Written information

• Attract the person’s attention in an 
  appropriate way before starting to speak, for 
  example by waving or catching the person’s 
  eye.

• Face the person you are talking to and make 
  sure you don’t cover your mouth or chew.

• Stand in good light and check there is 
  nothing in the way of them seeing your face.

• There is no need to exaggerate your 
  words, shout or speak unnaturally slowly. 
  All these things distort your voice and lip 
  patterns making it more difficult for you to be 
  understood.

• Background noise can make communication 
  difficult so move to a quieter area if necessary.

People may use:

General advice when speaking to a person
with a hearing loss.
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Its important to remember that Sign 
Language is generally the first language
of the person who is using it.

• People whose first language is British Sign Language (BSL) 
  may require a BSL Interpreter to help them communicate with 
  non BSL speakers.

• A BSL Interpreter is a person trained in British Sign Language 
  who interprets BSL into English and English into BSL.

• If you are managing an event or providing services to people 
  whose first language is BSL make sure you ask whether they 
  require an interpreter at your event or meeting.

• Generally professional interpreters are in short supply so you 
  will need to book them in advance.

Think about the barriers and challenges you would face 
communicating in another language.

Some BSL users may use a family member or friend to 
interpret for them.

It is important to recognise that this may cause difficulties if 
discussions involve personal or confidential information, or due to a 
family members age e.g. being 15 years old and accompanying an 
older family member into a bar.
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BSL Interpreters - Advice:

If someone is talking to you through an interpreter 
make sure that: 

• The interpreter has enough space and can stand where they 
   can hear you clearly.

• The interpreter is in good view of the person/people who 
   have requested them.

• You speak at your normal pace - the interpreter will tell you
   if you are speaking too fast.

• You speak to the person, not the interpreter. This can be
   quite difficult initially as it is human nature to interact with 
   people when they talk to you. Try and position yourself so 
   you face the person communicating with you and have the 
   interpreter to your side.

• You offer background notes or a copy of your key/relevant 
   information to the interpreter if appropriate. E.g. a tour guide 
   to a museum.

• You let the interpreter know how long they will be needed, 
   interpreting is tiring and an interpreter working on their own 
   needs regular breaks (usually every 20-30 minutes).

If you are booking an interpreter make sure that:
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In Module 2 we learnt that people may lipread to communicate.

• Speak at a steady pace
• Try to pronounce words clearly
• Stand in good light and do not cover your mouth
• Face the person or audience and try not to turn away while you 
  are speaking

• Try communicating using gestures or writing key things down.
• Don’t say ‘it doesn’t matter’. If it was important enough to say, it should 
  be important enough to hear.

This could include:
• Speech-to-text reporters
• Lipspeakers
• Notetakers

There are a number of things you can do to assist someone 
who is lipreading:

If you have difficulty:

People may require support, 
in meetings & other situations 
where lipreading is difficult.
E.g. business tourism - large 
conferences or award ceremonies.

World-famous profoundly 
deaf virtuoso solo 
percussionist, double 
GRAMMY award winner 
and BAFTA nominee, Dame 
Evelyn Glennie performed 
at Fleetwood Marine Hall 
in October 2019. She has 
collaborated with many 
international artists 
including Sting and Bjork. 
Image Credit: Produktion 
Bärbel Recktenwald England
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Hearing 
Assistance 
Systems & 

Hearing Aids.
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Some people with hearing loss will use different devices 
to help them hear.

Hearing assistance systems or sound enhancement 
systems enable people with hearing aids to access 
services more easily.

• Loop
• Infrared

An induction loop is a small cable that goes round 
the perimeter of a room or area and forms a loop.

Both ends of the cable are connected to a loop 
amplifier.

A current from the loop amplifier powers the cable 
and the amplifier gets its signal from a direct 
sound source. This can be a microphone placed 
in front of the person speaking or it can be a 
connection into a TV, PA system etc.

The resulting electric current in the induction loop 
produces a magnetic field.

An Infrared system works in the same way as a 
remote control on a video or television.

Infrared transmissions will not permeate walls, 
ceilings, or floors. This means that each room has 
total privacy from any other room.

Infrared headsets have the receiver unit built into 
the headset, therefore no wire or connector failures 
can occur.

The headphones are used instead of hearing aids, 
which may need to be removed.

There are two types of hearing 
assistance system:

Loop system or
induction loop

Infrared System
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Hearing assistance systems:

Induction Loop: Infrared System:

Providing hearing assistance systems where 
appropriate will make your organisation more 
accessible.

For example, at ticket desks, conference rooms and at 
receptions.

• It is well signed

• Staff are trained to use it

• It is regularly checked and maintained

If you install a system it is important that:
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NGT.

It is important that you know how 
NGT works so you feel confident 
receiving calls.

• The person wanting to make the call can use 
   a tablet, computer, smartphone or textphone 
   to contact NGT.

• The operator will read out the message to 
   you as the person types it.

• The operator will then type back any replies 
   or information you give.

You may have heard of a 
service called NGT. It was 
previously called Text Relay.

So how does 
NGT work?
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Assisting People 
With a mobility 

Difficulty.
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As you learnt in module 2 the term 
mobility difficulty is very broad.

• Wheelchair
• Mobility aid such as a walking stick or frame
• Prosthetic limb

However, many people with mobility issues will have
hidden difficulties.

• Wide doorways.

• Automatic doors.

• Level access. 

• Room to manoeuvre for wheelchair users.

• Lift access to other floors.

• Accessible toilets and standard toilets with level access.

• Heights of door handles, light switches and other fittings.

• Resting points where people will need to walk long distances.

People with a mobility difficulty may use a:

Many ways of assisting people with mobility difficulties relate 
to improving the accessibility of buildings, for example:

71



It can be very frustrating 
to get to an entrance to 
find you then need to find 
another one.

Try to have seating available, particularly in areas 
where people will need to wait for periods of time
e.g. reception.

• If possible provide some chairs with arms and make sure 
  chairs are at a reasonable height. 

• If possible avoid having all your seating fixed to the floor, as 
  this can cause access issues.

• Make sure that you keep routes and entrances clear of 
  potential obstructions e.g standing signs, boxes.

• Be ready to offer assistance with doors or carrying materials.

Make sure if there is a more accessible alternative entrance 
that it is well signed and that you let people know in 
advance that it is available.

However, there are always things you can do to improve 
someone’s experience.

Bed & Breakfast
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Assisting wheelchair users.

• People may transfer from their wheelchair
• People may not use their wheelchair all the time.

Make sure that you respect boundaries and do not lean on 
someone’s wheelchair.

It is important to remember that:

As you will remember, a wheelchair is a liberating 
device and should be viewed in this way.
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Helping 
Someone With a 
Communication 

Difficulty.
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Here are some good tips:
• Don’t make assumptions about what someone can
   or can’t do

• Talk to the person

• Make sure you have the person’s attention

• Be patient, try to put them at ease

• Say exactly what you mean

• Slow down or repeat if needed

• Give people time to answer

• Be aware people may feel more comfortable looking down
   or away

This could include autism, dementia,
a learning disability or speech and 
language difficulty.

• Offer to write things down or 
   read things aloud
• Offer visual choices
• Asking simple questions that 
   require a yes/no answer
• Speak clearly and steadily
• Check understanding

If you are having difficulty communicating:
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What to do if people seem 
distressed or confused.

• Don’t make assumptions
• Don’t ignore them
• Ask how you can help
• Don’t stand over or too close to them
• If possible, offer to move to a quieter area – your
  venue may already offer a quiet room or space
• Offer to contact someone or give them access to
  a phone

Can I 
Help?
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Sight Loss.
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In Module 2 we learnt about sight loss.

People will manage their sight loss in
different ways and will have different 
requirements.

Remember that sight loss is often hidden, but 
may be more obvious if someone is using a 
white cane, assistance dog or dark glasses.
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Guiding someone with
sight loss.

As we saw at the beginning of the module if you think 
someone may need assistance it is important to offer it.

• A blind or partially sighted person may well be unaware of you 
  as you approach, so say “hello” so they know you are there and 
  introduce yourself before you offer assistance.

• Do not touch the person until they ask for your assistance.

• Be aware that people with sight loss may have very sensitive 
  hearing, so there is no need to speak any louder than you 
  normally would.

• If help is needed, ask where they 
  would like to go.

• Offer your arm to the person, 
  generally people will hold your arm 
  just above the elbow, but people may 
  have another preference. For example, 
  putting their hand on your shoulder.

• Keep your guiding arm at your side.

• Make sure that you are both facing in 
  the same direction before you set off.
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Guiding - Stairs
• When guiding a person up or down 
  stairs you tell them whether the 
  stairs go up or down - it sounds 
  obvious, but it’s important!

• If there is a handrail make sure that 
  the person you are guiding is on the 
  correct side to use it.

• You should be a step ahead of the 
  person you are helping.

• Let them know if the stairs are 
  curved to the left or right or straight 
  and also tell them when they are on 
  the last step.

• Point out kerbs and steps as you approach them and say 
whether they go up or down.

• Mention any potential hazards that lie ahead and say where 
they are.

• If you are guiding someone into a seat, place their hand on 
the back of the seat before they sit down, so they can orientate 
themselves.

• When the journey is over, make sure the person knows where 
they are and any key information about that area.

• Don’t walk away without saying you are leaving.
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Guiding - Stairs Continued

Guiding - Doors & Narrow Spaces

• Some people may wish to put their 
  hand on the shoulder of their guide 
  when tackling stairs.

• When you reach level ground take 
  a step forwards, then pause to give 
  the person you are guiding time to 
  complete the last step.

• Depending on the person they may 
  find it easier to not be guided on the 
  staircase itself; often they will find 
  it easier to hold the stair rail and 
  follow that up or down. In such 
  a case, tell the visually impaired 
  person when they are nearing the 
  top or bottom.

• When approaching a door or narrow 
  space you should let the person you 
  are guiding know.
• Tell the person which side it’s on and 
  also whether it opens towards or 
  away from you.
• Generally, you will need to move the 
  arm they are holding to behind your 
  back.
• They will probably slide their hand 
  down to your wrist so they don’t stand 
  on your heels.
• Be aware that you will need to hold 
  the door open as they pass through 
  and to close it behind them as 
  necessary.
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Assisting people with
sight loss.

In addition to offering assistance you should also think 
about:

• Trying to keep surroundings and routes the same whenever 
  possible. Someone with sight loss may remember routes within
  a building so changes may cause them to be disorientated.

• Think about the accessibility of printed materials and facilities. 
  Offer to provide information in alternative formats and make sure 
  that tours and shows are chaired so that people with sight loss 
  can fully participate.

A Comedy Evening held in the grounds of Lytham Hall Featuring Jamie MacDonald, 
Aaron Simmonds and Robert White and compared by BBC Radio Lancashire’s and 
Britains Got Talent Finalist Steve Royle, in Sep 2019.
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Alternative 
Formats.
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Alternative formats
include:
• Large print
• High contrast
• Specific typeface
• Audio
• Braille

• A wide range of people may require materials such as menus, 
  forms or leaflets in an alternative format to the standard one you 
  have printed.
• It is good practice to ask whether an alternative format is 
  required. This could be on an invitation to an event, on a leaflet 
  itself or on your website.
• Generally, it is not practical to produce a lot of different 
  materials in a wide range of formats as standard but you may 
  wish to consider it for information regularly requested.

For example, an access guide or an access statement about
your venue.

Large print is generally 
regarded as text of 16 

point or higher.

High contrast simply means printing 
materials so that there is a good contrast 
between the text colour and the colour of 
the paper it is printed on. Often people will 
request a specific combination e.g. black 

text on a light yellow background.

High contrast text
can be easier to read

Large print 
text can be 

easier to read
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Some people may request that materials are provided 
in a specific typeface because they find it easier to read.

Audio format can be provided 
in a number of different ways; 
cassette tape, CD or audio file 
people will generally state their 
preference. Often people may 
have computer software that 
can read websites or electronic 
documents aloud to them.

Typefaces with rounded letter (sans serif) like Arial are 
easier to read than ones which are more detailed (serif)
like Times New Roman.

• Braille is just the alphabet and 
  numbers, designed to be read by 
  fingers rather than eyes.
• It was developed by a blind French 
  schoolboy named Louis Braille over 
  200 years ago.
• Braille is for anyone who has or is 
  likely to lose their sight and would 
  find that using large print becomes 
  difficult.
• Braille is a code based on six dots, 
  arranged in two columns of three 
  dots.
• Braille is the preferred reading 
  medium of approximately 18,000 
  blind and partially sighted adults 
  in the UK.
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Good Design.

86



When producing printed materials try to make 
them as accessible as possible:

When producing printed materials try to 
make them as accessible as possible:

• Avoid underlining as ‘n’ can 
  look like ‘o’ and ‘h’ like ‘b’.

• Use good quality matt paper 
  so the person reading does not
  get glare from the page and
  so that double sided printing   
  does not show through.

• Avoid block capitals as it 
  makes words more difficult
  to read.

• Think about these factors 
  when producing signage 
  and consider signage which 
  is tactile and/or has Braille.

Use clear fonts

Consider colour contrast

Use the largest text size that 
is practical

Avoid italics as the words will 
be hard to read

abc   abc Large Text

BLOCk CAPITALS

abc  abcHigh Contrast

No Underlining
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Assistance dogs.

A wide range of people may use assistance dogs, not 
just people with sight loss.

If someone has an assistance dog make sure you do not distract 
or fuss assistance dogs while they are working.

• A dog is working when it is wearing its leash or harness.
• Even if an assistance dog is not wearing the above ensure you 
  ask its owner before approaching it.

Think about providing water bowls for assistance dogs and 
think about the nearest places to you where a dog could be 
walked and be taken to go to the toilet. Some venues provide 
specific spend areas for assistance dogs.

Assistance Dogs pictured at the projects official launch in April 2019 - hosted by ITVs Lucy 
Meacock and with a performance by Britains Got Talents Lee Ridley ‘Lost voice Guy’ at the 
Blackpool Winter Gardens.
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When producing or redesigning your website try to 
make it as accessible as possible:

• Design your site to have a consistent structure e.g. Menus in the 
  same place on all pages.

• Use clear and simple language.

• Provide a text equivalent for all non-text elements e.g. Images.

• Give your web site visitors the option to change the text size
  and colours.

• Test your site will work with assistive technologies such as screen 
  readers and text only browsers.

• Ensure your site complies with accessibility guidelines produced 
  by the W3C (www.w3.org).

Having alternatives to the phone for getting in touch with 
you or your organisation can assist people with a range 
of conditions.

• Email
• Text
• Online messaging / Chat

Contacting You.
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Module Summary: Practical 
Advice on Accessible Services

How to offer 
assistance.

What assistance 
people may

need.

In this module you have learnt about:

Star of Channel 4’s Undateable’s and photographer Becky Dann.
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Module 5.

Language.
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Module Introduction.

In this module you will learn about:

• Why using the correct language to describe disability
   is important.

• Some practical tips about using disability related language 
   in conversation.

• The most appropriate language to use when describing 
   disability or talking to a disabled person.

Mike Goody, former RAF gunner and Invictus Games hero with GB Paracyclist Caroline Wareing 
from Lytham St. Annes. 
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Using the Correct 
Language.
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When talking to a disabled person:
• Relax.

• Speak to the person i.e. not through their carer, friend, colleague 
  or personal assistant.

• Use a normal tone of voice.

• Do not be embarrassed if you use common expressions such as 
  ‘see you later’ to someone who may have a relating impairment, 
  these every day phrases are fine.

• Do not patronise the person by behaving or speaking in a way 
  more appropriate for dealing with children.

• Be patient if someone needs more time to communicate.

Artist Tony Heaton outside the Grundy Art Gallery before the outstanding National 
Disability Arts Collection and Archive Exhibition (NDACA) Exhibition, where there were 
4060 attendees.
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Appropriate Language.

Let’s look at some examples of disability language
and see which is the most appropriate to use.

The correct term to use is 
disabled person.

The term ‘the disabled’ implies 
a group where everyone is the 
same, separate from the rest of 
society.

‘Handicapped’ is an offensive 
term because it has 
associations with ‘cap in hand’ 
and begging.

‘Invalid’ is not a good term to 
use as it equates disability with 
illness. It also implies that a 
disabled person is ‘not valid’ or 
‘worthless’.

Disabled Person

Handicapped

The Disabled

Invalid

Cripple
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Appropriate Language.

The correct term to use is
Non disabled.

Describing someone as normal 
implies that disabled people 
are abnormal.

Equally, describing someone 
as able bodied implies that 
disabled people are not as able 
as someone who does not have 
a disability.

Able Bodied

Non Disabled

Normal

The correct term to use is 
Wheelchair User.

A wheelchair is a liberating 
device. It enables a person to 
access more places. Viewing 
a wheelchair in this way 
means the terms ‘bound’ and 
‘confined’ are not appropriate.

The wheelchair is used by the 
person, with them in control, 
meaning the term wheelchair 
person is not appropriate.

Confined to a 
wheelchair

Wheelchair Bound

Wheelchair Person

Wheelchair User
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Appropriate Language.

The correct language used 
is - Mary has a visual 
impairment.

When describing 
someone’s impairment, it is 
important not to use terms 
that evoke discomfort, pity 
or hopelessness.

Tom is affected
by Cancer

Mary has a visual 
impairment

Nick suffers from 
Multiple Sclerosis

Claire is crippled
by Arthritis

Ben is a victim of a 
spinal cord injury
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Appropriate Language.

The correct language to use
is - Person with a learning 
disability.

All the others are 
inappropriate and offensive.

Person with a 
learning disability

Mentally 
Handicapped

Slow

Retarded

Abnormal
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Appropriate Language.

The phrases mental health 
issues and mental health 
problems can both be used. 
The term mental illness 
should be avoided for a 
number of reasons.

All other phrases are 
inappropriate and offensive.

Mental Illness

Mental Health 
Problems

Mental Health Issues

Mental

Mad
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Appropriate Language.

Alternative Format and Specific 
Requirements are the correct 
terms to use.

For example:
‘Do you have any specific 
requirements for your visit?’

‘Would you like any of the 
information in an alternative 
format?’ 

Meeting a person’s specific 
requirements, such as having 
an accessible toilet available at 
an event or providing menus in 
an alternative format, such as 
large print, enables that person 
to fully participate. Therefore, it 
shouldn’t be seen as special or 
different.

Special needs

Alternative
format

Special format

Specific 
requirements

A Comedy Evening held in the grounds of Lytham Hall Featuring Steve Royle, Jamie MacDonald 
and Robert White, pictured.
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Appropriate Language.

The correct term to use is Disabled people.

Using the Social Model covered in Module 1, the term ‘people 
with disabilities’ is incorrect as the model says disabled 
people have impairments.

As you may remember it is the environment and the attitudes 
people face that are disabling.

Disabled people People with 
disabilities

 Ill Abilities held a dance workshop on Cleveley’s prom 2019
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Disabled and 
Accessible.
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You will often see the word ‘disabled’ being used
to describe things like.

Carers and Personal Assistants.
• Carers are unpaid relatives, family members and friends  
  who support a disabled person in addition to being their 
  father, wife, brother etc. and who may combine their 
  caring role with employment.

• Carers should not be confused with care workers who are 
  paid to support disabled people and children as part of 
  their paid work.

• Disabled people often prefer the term ‘personal assistant’ 
  when referring to paid home care workers, as it better 
  describes the supporting role the person provides.

• Toilets

• Hotel rooms

• Parking bays

• Entrances

This is not correct as it implies that these features are non-
functioning. The term accessible should be used instead.
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Module Summary: Language

Why using the 
correct language to 
describe disability is 

important.

The most appropriate 
language to use when 
describing disability or 
talking to a disabled 

person.

Some practical tips 
about using disability 
related language in 

conversation.

In this module you have learnt about:

Let’s Recap.
• Disabled person
• Person with an impairment e.g.
  Tom has multiple sclerosis or Tom has a mobility 
  impairment
• Wheelchair user
• Accessible - toilet, lift, room, parking bay
• Specific requirements / alternative formats

104



Module 6.

Discrimination
& Legal Duties.
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Module Introduction.

In this module you will learn about:

• What discrimination is

• What equality is

• How disabled people can face discrimination

• What laws exist to protect disabled people 
  from discrimination

• What those laws mean for you and your 
  organisation
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What is equality?

Equality is about ensuring that every individual
has an equal opportunity to make the most of their

lives and talents.

• It is also the belief that no one should have poorer life 
chances because of the way they were born, where they come 
from, what they believe, or whether they have a disability.

Equality recognises that historically certain groups of people 
with protected characteristics such as race, disability, sex and 
sexual orientation have experienced discrimination. 

Pictured is the Paraorchestra’s stunning all-inclusive performance, where visitors were 
immersed within the same space as the amazing musicians and dancers, at the Empress 
Ballroom in Sep 2019.
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What is diversity?

Diversity describes a situation where difference is 
celebrated and everyone is valued.

Equality and diversity do not have the same 
meaning but you can’t have one without the 
other.

There can be no equality of opportunity if 
difference is not valued.
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What is discrimination?

When a person or group is discriminated 
against they are treated less favourably than 

another person or group in the same situation.
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So, are disabled 
people treated 

equally?
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So, are disabled people 
treated equally?

No.
Statistics show us that:

Over a Quarter

3 x More

2 x as Likely

Over a quarter of disabled people say 
that they do not frequently have choice 

and control over their daily lives.

Disabled adults are nearly three times 
as likely as non-disabled adults to have 

formal qualifications.

Young people with learning disabilities or 
learning difficulties are more than twice as likely 
not to be in employment education or training.
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So, are disabled people treated equally?

No.
Statistics show us that:

1/3

180

47.8%

Around a third of disabled people experience 
difficulties related to their impairment accessing 
public, commercial, leisure, goods and services.

180 disability hate crimes are committed 
everyday in the Uk

The UK employment rate of working age disabled 
people is 47.8% compared to 75.9% of non 

disabled people.
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The Equality Act 2010.

The Equality Act was introduced on the 1st October 2010.

The Act has not only combined previous discrimination 
legislation but added to it.
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Protected
Characteristics.

The Act protects people with any or a combination of 
protected characteristics.

The protected characteristics are:

Age

Sex

Race

Gender 
Reassignment

Sexual
Orientation

Religion or
Belief

Pregnancy & 
Maternity

Marriage &
Civil partnership

Disability
Where this is referred to, it 

refers to a person belonging 
to a particular age (e.g. 32 

year olds)

A man or a woman.

Refers to the protected characteristic 
of Race. It refers to a group of people 

defined by their race, colour, and 
nationality (including citizenship) 

ethnic or national origins.

The process of transitioning 
from one gender to another.

Whether a person’s sexual 
attraction is towards their 

own sex, the opposite sex or 
to both sexes.

Religion has the meaning usually 
given to it but belief includes 

religious and philosophical beliefs 
including lack of belief (e.g. 

Atheism).

Pregnancy is the condition of being 
pregnant or expecting a baby. 

Maternity refers to the period after 
the birth, and is linked to maternity 
leave in the employment context.

Marriage is a union between 
two people. Following changes 

during 2014 same sex couple can 
now marry in civil ceremonies, or 
religious ones where the religious 
organisation allows it, throughout 

England, Scotland and Wales.

A person has a disability if s/he has 
a physical or mental impairment 

which has a substantial and long-
term adverse effect on that person’s 
ability to carry out normal day-to-

day activities.
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Equality Act 2010 - 
Definition of disability.

As we learnt in Module 1 the Equality Act 2010 says 
‘disability’ is:

The Act protects anyone who:

”

A physical or mental impairment 
which has a substantial and long-
term adverse effect on a person’s 

ability to carry out normal day-to-
day activities.

“

A disabled person no longer has to show that their 
impairment affects a particular ‘capacity’.

• Has, or has had, a disability
• Is associated with a disabled person
• Is perceived to have a disability
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Types of Discrimination.

The Equality Act covers different types of discrimination:

• Direct

• Indirect

As well as:

• Harassment

• Victimisation

Direct discrimination:

Direct discrimination, By Association:

Richard has a severe facial disfigurement. He wants to attend a 
lecture at his local museum but is told by the manager that he 

cannot go because he will make other visitors feel uncomfortable. 
This is an example of direct discrimination.

Isma works part time as a reservations agent at a popular hotel. 
Isma cares for her disabled son Mo and as a result her manager 
allows her to work flexible hours. Isma is treated less favourably 

by colleagues who think she uses her caring commitments 
as an excuse to work better hours. This is an example of direct 

discrimination by association.
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A travel company has a policy of reminding people about their 
reservations by telephone. This puts deaf people who cannot 
use the telephone at a disadvantage, as they do not receive a 
reminder of their reservation. Unless the company can justify 

its policy of making contact only by telephone as being a 
proportionate means of achieving a legitimate aim, this is likely 

to amount to indirect discrimination.

Indirect Discrimination:

Harassment:

Direct discrimination, 
By Perception:

Dave’s sister Kim has a mental health problem. When Kim visits 
her local gym she is accompanied by her mother who assists 
her with communication. Dave goes to register at the same 
gym but is told by the receptionist that he needs to have his 

mother present to be seen. The receptionist assumes that Dave 
also has a mental health problem. This is an example of direct 

discrimination by perception.

Yasmin works in an art gallery. She is new to the team and 
when chatting to colleagues mentions her husband Mark has a 
visual impairment. Colleagues begin to bully Yasmin by making 
comments about Mark’s visual impairment. She feels intimidated 

and dreads going to work.
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Laura and her friends enjoy going out to a local restaurant. 
Laura has autism and her condition means that she 

sometimes shouts out when she is in a busy environment. 
One evening the restaurant manager asks Laura to leave 
because she is creating a disruptive atmosphere for other 

customers. She explains that the shouts were a result of her 
autism but the manager makes her leave regardless. This is 

likely to be discrimination arising from disability.

Phil has supported Tim in his complaint against their 
manager David. Tim believes that David has discriminated 

against him because of his hearing impairment. Since David 
was made aware of the complaint he has treated Phil badly, 

using disrespectful language.

Victimisation:

Discrimination arising 
from disability:
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Reasonable Adjustments.

The Equality Act (2010) 
requires that service 
providers think ahead 
and take steps to address 
barriers that disabled 
people may face when 
accessing their premises 
and services.

Reasonable adjustments could include:
• Changing the way things are done. For example, 
  changing a booking policy, so accommodation and
  attractions can be booked using different methods of 
  communication, e.g. telephone, email or fax, etc.

• Improving the built environment e.g providing an 
  accessible toilet.

• Providing auxiliary aids and services e.g. providing 
  information in an accessible format, an induction loop 
  for customers with hearing aids, computer software or 
  additional staff support.

Bed & Breakfast

119



What you should do.

• Think about disability in its widest sense.

• Make sure you promote your access.

• Anticipate the requirements people may have and 
  think about how you can meet them.

• Assess you policies, practices and buildings and 
  have an action plan in place for making reasonable 
  adjustments. 
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Things to remember.

• The Equality Act changed and strengthened the rights 
  of disabled people.

• It is important to remember that the Act is rights 
  based.

• You cannot be ‘compliant to the Equality Act’.

Module Summary: Discrimination 
and Legal Duties

What discrimination is.

How disabled 
people can face 
discrimination.

What laws exist to 
protect disabled people 

from discrimination.

What those laws 
mean for you and your 

organisation.

What equality is.

In this module you have learnt about:
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Module #1 Quiz.
1. The Equality Act protects anyone who has or has 
had a disability. Is this statement:
• True        • False     

3. Which of these conditions is not considered as a 
disability according to the Equality Act definition?
• Epilepsy       • Arthritis      • Hay Fever

5. How many disabled people are there in the UK?
• 2+ Million     • 6+ Million    • 13+ Million

7. The Medical Model sees a disabled person’s 
‘impairment’ as the problem to be overcome. 
Is this statement:
• True        • False     

9. Disabled people not joining in society is a 
direct result of their ‘impairment’. Which model of 
disability does this statement reflect:
• Social       • Medical    

11. A building has 4 steps at the entrance. What 
kind of barrier does this present?
• Environmental  • Attitudinal   • Organisational

13. A company refuses to change its procedures 
to assist an employee with a visual ‘impairment’. 
What kind of barrier does this present?
• Environmental  • Attitudinal   • Organisational

2. How long does the effect of an impairment need 
to last for it to be considered a disability according 
to the Equality Act?
• 3 Months      • 6 Months      • 12 Months   

4. Which of these conditions is a disability 
according to the Equality Act definition?
• Cancer       • Alcohol Addiction      • Hay Fever

6. The likelihood of acquiring a disability increases 
with age. Is this statement:
• True        • False     

8. The Social Model sees Disability as the loss or 
limitation of opportunities to take part in society 
on an equal level with others due to social and 
environmental barriers. Is this:
• True        • False     

10. Which model of disability views ‘impairment’ 
and ‘disability’ as two distinctly different things?
• Medical        • Social     

12. A wheelchair user goes to check in at a hotel’s 
reception and is ignored by reception staff. What 
kind of barrier does this present?
• Environmental  • Attitudinal   • Organisational

14. Raising awareness of disability gets employers 
to focus on a person’s skills not their ‘impairment’. 
Is this statement a:
• Social Model answer  • Medical Model problem   
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15. Your manual dexterity problems mean you need 
someone else to open containers or lock doors. Is 
this statement a:
• Social Model answer   • Medical Model problem    

17. Manic depression is an example of a:
• Mental impairment     • Physical impairment 

19. Diabetes is an example of a:
• Mental impairment     • Physical impairment 

21. How many people in the UK have a visual 
impairment?
• 500,000          • 2 Million         • 5 Million   

23. How much money do disabled tourists and 
travelling companions spend per year in England?
• £500 million         • £1 billion        • £3 billion    

25. You are more likely to be born with an 
‘impairment’ than acquire one. Is this statement:
• True            • False     

16. A learning disability is an example of a:
• Mental impairment     • Physical impairment    

18. Arthritis is an example of a:
• Mental impairment     • Physical impairment 

20. Asthma is an example of a:
• Mental impairment     • Physical impairment 

22. How many people will have a mental health 
issue during their lifetime?
• 2%                    • 10%                  • 25%

24. Which of these is not part of the definition of 
disability?
• Trivial           • Long term         • Adverse Effect

26. If you are 15 you are as likely to acquire a 
disability as someone who is 75. Is this statement:
• True              • False     
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Module #1 Answers.
1. TRUE - This is correct, the Equality Act protects anyone who has or has had a disability.

7. TRUE - This is true, the Medical Model sees a disabled person’s impairment as the problem to be overcome.

2. 12 MONTHS - The effect of an impairment needs to last for 12 months.

8. TRUE - Social Model sees Disability as the loss or limitation of opportunities to take part in society.

3. HAY FEVER - Hayfever is not a disability according to the Equality Act.

9. MEDICAL - This is a Medical Model view.

4. CANCER - Cancer is a disability according to the Equality Act.

10. SOCIAL - The Social Model sees impairment and disability as distinctly different.

5. 13+ MILLION - There are more than 13 million disabled people in the Uk.

11. ENVIROMENTAL - This is an example of an environmental barrier.

6. TRUE - As we get older the likelihood of acquiring a disability increases.

12. ATTITUDINAL - This is an example of an attitudinal barrier.

13. ORGANISATIONAL - This is an example of an organisational barrier.

14. SOCIAL MODEL ANSWER - This is an example of a Social Model answer.

15. MEDICAL MODEL PROBLEM - This is an example of a Medical Model problem.

16. MENTAL IMPAIRMENT - A learning disability is an example of a mental impairment.

17. MENTAL IMPAIRMENT - Manic depression is an example of a mental impairment.

18. PHYSICAL IMPAIRMENT - Arthritis is an example of a physical impairment.

19. PHYSICAL IMPAIRMENT - Diabetes is an example of a physical impairment.

20. PHYSICAL IMPAIRMENT - Asthma is an example of a physical impairment.

21. 2 MILLION - 2 million people in the Uk have a visual impairment.

22. 25% - 25% of people will have a mental health issue in their life time.

23. £3 bILLION - Disabled tourists and travelling companions spend £3 billion per year in England.

24. TRIVIAL - Trivial is not part of the definition.

25. FALSE - You are more likely to acquire a disability that be born with one.

26. FALSE - This is false, you are more likely to acquire a disability as you get older.

124



Congratulations!
You now know the skills 

to help imporve your 
business & to make it 

accessible for all.
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