
Adapted from:“May I Help You?” Welcoming Customers with Disabilities” Resource Pack-
age, Accessibility Directorate of Ontario, Ministry of Community and Social Services, 2005

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

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.
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	Don‘t arrive unexpectedly. Confirm your visit before 
you arrive. 

	Introduce yourself clearly. Some customers may 
not be able to read identity cards and may instead 
have a password. Check before you visit. 

	Be patient. You may need to wait a bit longer for 
your customer to open the door. 

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

	Keep your customer informed about what you’re 
doing. 

	Leave the customer’s house exactly as it was when 
you arrived. Changing the position of a chair or 
table may present a hazard or be stressful to some-
one with a visual, physical or mental health disabil-
ity. 

	If you need to adjust the lighting in the room, 
check with your customer before turning on lights 
or opening curtains. Return things to the way you 
found them before you leave.

	Make sure that anything left for the client (medica-
tion, documents, etc.) is accessible to them. 

	If there is follow-up needed, clearly explain what 
will happen next. 

	If another appointment is booked, leave a contact 
number in case last minute changes are needed.

Here are some ways that you can provide inclusive  
services at home to customers with disabilities:

Delivering services in the home to customers with disabilities 
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