
Find out more

The law: You must ensure you have 
considered and made reasonable 
adjustments to your branch to 
comply with Part 3 of the Disability 
Discrimination Act (1995) which 
came into force in October 2004.

To fi nd out more about the Disability 
Discrimination Act and how you 
can help customers, look at the 
Disability Action Centre website: 
www.royalmailgroup.com/dac 
or telephone 0114 241 4731.

Getting help: If you haven’t 
already done so, the fi rst step in 
identifying what you need to do 
is to complete a DDA self audit 
(obtainable from Swindon stores 
on 0845 600 0690, Item Misc 715). 

Sub Post Offi ce® branches which 
need help with funding to make 
physical changes may be eligible for a 
grant. You can get more information 
about the DDA grant from NBSC on 
0845 601 1022, selecting option 3. 

If you are a branch within a multiple 
chain, please draw attention to 
any access diffi culties to whoever 
manages the property through 
the appropriate channels.

Supporting guides:

Note: The information contained 
in this leafl et and associated guides 
is intended for guidance only. 
Subpostmasters are responsible 
for all Disability Discrimination 
Act and health and safety 
issues on their premises. No 
changes should be made to the 
premises without the consent 
of the owner of the property.
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Giving good 
service to 
customers 
with disabilities
Message from David Mills
Chief Executive Post Offi ce Ltd and Chairman  of the Employers Forum on Disability.

‘I know that you, like me, care 
about serving customers with 
disabilities. I hope you will read 
this leafl et and the accompanying 
booklets. They offer straightforward 
practical advice on how to improve 
access for our customers.’



Twelve ideas to help you  
serve customers who  
have disabilities…

Make sure the 
hearing loop 
system is fitted 
and in use 

Be friendly. This will go a 
long way to help disabled 
customers. Explain to 
them what you are doing 
as you go. Ask them how 
you can help them. Speak 
clearly and loudly to those 
who may have hearing 
problems, but DON’T shout
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Have wide passageways 
for wheelchairs. These also 
help people with prams 
and shopping trolleys

Don’t put signs too high

Stick a high contrast strip on  
any glass door

Read the booklet 
about parking 6

Beware of pavement 
clutter7

Make sure that the  
outside and doorway 
are well lit
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Have a low level counter  
or shelf 11
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1Make sure your face is well lit. That  
helps lip-readers understand you!

Check whether you 
need electric doors or 
a ramp. Read about 
the grant scheme. If 
all else fails consider 
a bell outside to 
summon help 
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Remove goods and 
clutter from the floor10


