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Ask “How may I help you?” 
Focus on serving the person, not on the disability.

Please Note:  Use of the word 
customers is consistent with other 
AODA materials related to the Cus-
tomer Service Standard and is not 
suggesting that the Nonprofit Sector 
should adopt its use.

How may I help you? 
Tip sheets for success

Welcoming Customers with Disabilities
More than 15% of Ontarians have a 
disability. That’s 1 in every 6 Ontar-
ians and as the population ages that 
number will increase.

People with Disabilities may include 
clients, their families and friends, as 
well as employees, volunteers and 
other stakeholders in your organi-
zation’s community. By providing 
service that welcomes People with 
Disabilities, you offer better service 
to everyone. Treating all customers 
with individual respect and courtesy 
is at the heart of excellent customer 
service.

Every organization should have emer-
gency procedures for People with 
Disabilities. You need to know what 
they are. 

	Patience and a willingness to find a way to  
communicate are your best tools. 

	Relax, & keep in mind that people with disabilities 
are people - they are not defined by the disability. 

	Don’t make assumptions about what type of  
disability or disabilities a person has. 

	Some disabilities are not visible. Take the time to 
get to know the individual’s needs. 

	Consider that people with some kinds of disabilities 
may take a little longer to understand and respond. 

	If you’re not sure what to do, ask the person,  
“May I help you?” 

	If you can’t understand what someone is saying, 
politely ask again. 

	Ask before you offer to help — don’t just jump in. 
A person with a disability knows if they need help 
and how you can provide it. 

	Good communication begins with listening care-
fully.

	Use respectful language that recognizes the person. 
The word ‘handicapped’ is not respectful. 

	Look at the person, but don’t stare. 
	Speak directly to the customer, not to their inter-

preter or someone who is with them. 
	Use clear language and speak in short sentences. 
	Don’t touch service animals – they are working. 
	Unless it is an emergency, ask permission before 

touching assistive devices. 

Here are some ways that you can provide inclusive  
service to people with disabilities:
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