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ADA TRAINING  
 
Prior to reviewing this document, ensure that you have read the following policies/SOPs: 
 Serving Customers with Disabilities Policy 
 Accessibility Policy 
 Utilization of Accessible Optometric Equipment  
 Emergency Evacuation Procedure 
 
The Company is committed to ‘super-serving’ customers by providing every customer with quality products and services 
aligned with our core Values.  This commitment includes ensuring that all customers are treated with dignity and respect 
regardless of the customer’s disability status, sex, race, color, age, religion, creed, ethnicity, national origin,  sexual 
orientation,  veteran status or any other category protected by Federal, State or local law.    
 
The Americans with Disabilities Act (ADA) is designed to integrate individuals with disabilities into all aspects of life.  The 
ADA requires that individuals with disabilities have full and equal access to their heath care services.  We will cover several 
topics today’s including: Serving Customers with Disabilities, Store Accessibility, Utilization of Accessible Optometric 
Equipment, Emergency Evacuation Procedures and Handling Customer Complaints.  This training is designed to ensure 
that all Associates understand their responsibilities to provide exceptional customer service to customers with disabilities 
and The Company’s commitment to ADA compliance.   

 
Why is it important for us to provide exceptional customer service to all customers including those with a 
disability? 
 

 We want all customers to have a great experience in our store 
 Our core values state that ‘People Matter’ - everyone should be treated with respect when they come into the store 
 Customers with disabilities are no different than customers without disabilities – they deserve to have an excellent 

experience in our store 
 Every patient/customer is entitled to a thorough eye exam. 
 

Serving Customers with Disabilities 
 
To assist Associates in ‘super-serving’ customers with disabilities, please review the general guidelines below.  These 
guidelines can be found in the Company’s Serving Customers with Disabilities Policy: 
 

 Put the person first.  It is better to say “person with a disability” than “disabled person.”   
 Avoid outdated terms like “handicapped.”  
 Avoid negative, disempowering words, such as “victim”. “sufferer” or “wheelchair bound”.    
 Adults with disabilities want to be treated as independent and competent.  Don’t assume that someone with an 

obvious disability needs your help.  If the setting is accessible, a customer with a disability should be able to 
navigate through our stores without difficulty.  Offer assistance only if the person appears to need it.  And, if the 
person wants help, it is best to ask “how” before you act. 
Be sensitive about physical contact.   

 Do not touch a customer’s wheelchair, scooter or cane without permission. Individuals with disabilities often 
consider their assistive equipment to be part of their personal space. 

 Don’t make assumptions. 
 When a customer with a disability asks you to make a modification to a practice so that he or she can participate 

fully in the service that we offer, it is not a complaint, but an opportunity to accommodate.  
 



ADA TRAINING 
 

 

2 

Why would it be important to follow the guidelines above? 
 
 The guidelines allow all customers to feel welcome and respected 
 Customers with disabilities should be treated just like we treat customers without disabilities 
 It is important that we act professionally with all customers and don’t stereotype or make assumptions 
 

Best practices to follow when interacting with customers with mobility impairments: 
 

 When greeting a person who uses a wheelchair, it is appropriate to offer a greeting to include shaking hands with 
that person, even if he or she has upper extremity limitations. 

 Do not assume that all individuals who use wheelchairs have the same limitations.  People use wheelchairs for a 
variety of reasons and have different limitations and abilities. 

 Don’t push or touch a person’s wheelchair and don’t offer help without waiting for instructions.   
 Keep the ramps and wheelchair-accessible doors to our buildings unlocked and unblocked.  
 Be aware of a wheelchair user’s reach limits. Try to place as many items as possible within a customer’s grasp. 
 When speaking to a customer in a wheelchair, move your own chair and sit at the customer’s level. 

 
Best practices to follow when interacting with customers with low vision or who are legally blind: 

 
 When speaking to a customer in a wheelchair, move your own chair and sit at the customer’s level. 
 Upon request, you should be prepared to read fully and provide assistance in completing paperwork.   
 Individuals with severe vision impairments may need their arms for balance - you may offer your arm; however, 

don’t take the customer’s arm if the person needs to be guided. 
 If you are giving directions, give specific and non-visual information.  For example, instead of saying “go to your 

right when you reach the cabinet,” which assumes the person knows where the cabinet is, say “walk forward to the 
end of this aisle and then make a full right hand turn.” 

• Do not touch a person’s cane.  The cane is part of the person’s personal space. 
 
Best practices to follow when interacting with customers with hearing loss and/or individuals who are deaf: 

 
 There is a range of communication preferences and styles among people with hearing loss and people who are 

deaf.  For example, individuals who are deaf and who use American Sign Language (ASL) as their first language 
do not necessarily speech (lip) read.  ASL is an entirely different language from English. Individuals who are hard of 
hearing, on the other hand, generally communicate in their spoken language.  They may use some hearing but may 
rely on amplification and/or watch the speaker’s lips to communicate effectively. 

 Follow the person’s cues to find out if he or she prefers sign language, gesturing, writing or speaking.  If you have 
difficulty understanding the speech of a person who is deaf or hard of hearing, let the person know.  

 If you are communicating in person with someone who is deaf and you only need to discuss something briefly, 
exchanging written notes may be appropriate. 

 If, however, the exchange of information is likely to take more than a few minutes and involves the need to discuss 
more complex issues, such as a diagnosis, then the most effective way to communicate with someone who is deaf 
and who uses ASL is through a qualified sign language interpreter. 

 If a customer who is deaf requests an interpreter, it is the responsibility of the Manager-on-duty to arrange 
for an interpreter to meet the customer at the store.  The Company is responsible for providing and paying 
for the interpreter.  Check with your Director to determine if a local service agreement has already been 
established. If no agreement currently exists, there are several resources available to locate a qualified 
interpreter.  Examples are listed in the Serving Customer s with Disabilities policy. 

 When using a sign language interpreter, look directly at the person who is deaf and maintain eye contact to be 
polite.  Talk directly to the customer, not the interpreter. 

 Before speaking to a customer who is deaf or hard of hearing, make sure that you have the customer’s attention.   
 When talking, face the customer. 
 Speak clearly and avoid chewing gum or obscuring your mouth with your hands, paper or objects. 
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 There is no need to shout at a customer who is hard of hearing.  If the customer uses a hearing aid, it will be 
calibrated to normal voice levels. 

 A person who is deaf may use a relay service to call the store.  You must accept this call, and communicte directly 
to the customer through the relay operator.  You may provide any information in this call that you would in any other 
call where a customer or patient calls the store. 
 

Best practices to follow with interacting with customers who have speech impairments: 
 

 Give the person your full attention 
 Don’t interrupt or finish the customer’s sentences. 
 If you have difficulty understanding, don’t just nod.  Ask the customer to repeat.  In most cases, the customer won’t 

mind and will appreciate that you want to understand what he or she is saying. 
 If you are not sure you have understood the customer, repeat for verification. 
 If, after trying, you still cannot understand the customer, ask him or her to write it down or to suggest another way 

to facilitate communication effectively. 
 

Best practices to follow when interacting with customers who have Tourette syndrome: 
 

 Customers with Tourette syndrome may make gestures (such as tics) and say things that they cannot control.  A 
small percentage of people with Tourette syndrome make ethnic slurs or utter obscene words. 

 If a customer with Tourette syndrome makes vocalizations during a conversation, simply wait for him or her to finish 
and then continue calmly. 

 The more a person tries to contain these urges, the more the urges surface.  You may want to give a customer with 
Tourette syndrome the ability to leave the conversation momentarily so that he or she can release this build up in a 
more private setting and then return. 
 

Best practices to follow when interacting with customers with respiratory impairments and Multiple Chemical Sensitivity 
(MCS): 

 Customers with MCS and respiratory impairments such as asthma or emphysema react to toxins in the air.  Stale 
air, fumes from cleaning products, perfume, carpeting and air freshener can trigger a severe reaction. 

 Try to avoid spray-cleaning tables or other surfaces while customers are present.  If you must use a spray product, 
spray or pour it closely into the cloth, not into the air. 

 Try to avoid using heavily scented perfumes, cologne, hair spray, or hand lotion. 
 Never permit smoking in one of our stores.  
 

At times, a customer with a disability may require the assistance of a service animal.  Below are guidelines regarding service 
animals:  
 

 The ADA defines a service animal as any guide dog, signal dog, or other animal individually trained to provide 
assistance to an individual with a disability.  It the animal meets this definition, it is considered a service animal 
under the ADA regardless of whether the animal has been licensed or certified by a state or local government. 

 Service animals perform some of the functions and tasks that the individual with a disability cannot perform for his 
or herself.  Guide dogs are one type of service animal, used by some individuals who are blind.  This is the type of 
service animal with which most people are familiar.  But there are service animals that assist persons with other 
kind of disabilities in their day-to-day activities.  For example: 

o Alerting persons with hearing impairments to sound. 
o Pulling wheelchairs or carrying and picking up things for persons with mobility impairments. 
o Assisting persons with mobility impairments with balance. 

 It is important to remember that a service animal is working, and is not a pet.  Do not attempt to pet or otherwise 
distract the animal. 

 Service animals must be permitted to accompany the customer with the disability to all areas of the facility where 
customers are normally allowed to go. 
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 Some, but not all, service animals wear special collars and harnesses.  Additionally, some but not all service 
animals are licensed or certified and have identification papers. You cannot require a customer to provide 
documentation of a service animal’s status in order to receive service.  If you are unsure whether or not an 
animal is a service animal, you should ask the customer with a disability.  
 

Reference: "Disability Etiquette." Tips On Interacting With People With Disabilities 4-25. Web. 
<http://www.unitedspinal.org/pdf/ DisabilityEtiquette.pdf>. 
 
Handling Customer Complaints 
 
The Company’s Procedure for Internal Complaints of Alleged Inaccessibility of Facilities and/or Services to Persons with 
Disabilities should be posted in your store location.  If you do not know where to locate it, please check with your Director.  
Additional copies can be obtained from the Human Resources Department. 
 
If you receive a concern from a customer regarding the alleged inaccessibility of our facility and/or services to a customer 
with disabilities, you should first actively listen to customer’s concern.  If you are able, you should immediately attempt to 
resolve the concern in partnership with the Manager-on-Duty.  For example, if a customer informs you that you have boxes 
blocking the access of an aisle in the store, you should remove the boxes immediately.  If you are unable to resolve the 
customers concern, refer to the Procedure for Internal Complaints of Alleged Inaccessibility of Facilities and/or Services to 
Persons with Disabilities.  This procedure should be posted in a conspicuous place for all customers and Associates to 
easily access.  This procedure notifies the customer of who to contact at the Home Office, however, the Associate should 
contact their Director and Human Resources Manager to document the issue. 
 
Robert Cox, Senior Vice President Human Resources, has been designated to handle inquires and coordinate the 
Company’s compliance efforts regarding the accessibility of our facilities and services.  His name, title and contact 
information is listed on the complaint procedure posting.  The procedure also outlines what information the customer will 
need to provide when making an inquiry or filing a complaint. 
 
Store Accessibility 
 
The Company is committed to providing our customers with disabilities the same access to eye exams, products and 
services as our customers without disabilities.  Below are key points of the Accessibility policy and best practices to follow to 
ensure that our customers with disabilities have access to our facilities: 

 
 Keep all interior and exterior entrances barrier-free. This means, among other things, that you should never place 

objects or signs in front of our entrances because that might tend to block or hinder a customer with a disability 
from gaining access to one of our stores.  

 Ensure that the “accessible route” is at least three (3) feet wide and remains accessible – which means that it must 
not be blocked by items such as vending or ice machines, water coolers, coffee or newspaper dispensers, furniture, 
filing cabinets, boxes, trash cans, floor fixtures or even potted plants. 

 Should the “accessible route” have a temporary interruption due to repairs or maintenance, be prepared to retrieve 
merchandise for customers. 

 When assisting customers with disabilities, be prepared to provide alternative services, such as personally 
retrieving an item for the customer as needed. 

 Ensure that our sales and service counters are accessible and free of clutter.  Our wheel chair accessible counter 
space must have clear floor space so that customers using a wheelchair can pull alongside.  This unobstructed 
space shall be at least 30 inches by 48 inches and must be connected to the accessible route that connects to the 
accessible entrance and other areas where merchandise is displayed. 

 
It is every Associate’s responsibility to ensure that our entrances are barrier-free.  If you see something blocking an 
entrance such as a box, supplies, or trash can you should remove the barrier or notify the Manager-on-Duty 
immediately. 
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Why is it important to ensure that we keep our entrances barrier-free? 
 

 To ensure that all customers have access to our store – including customers who use wheelchairs and other 
mobility aids.  

 For the safety of all customers and Associates 
 
Utilization of Accessible Optometric Equipment 
 
Another area of disability awareness is Utilization of Accessible Optometric Equipment.  Our goal is to ensure that 
customers with disabilities have equal access to their health care services.  This includes access to the preliminary 
examination and eye exam with an Optometrist. 
 
Preliminary Examination 
 
The Company is committed to providing its customers with disabilities the maneuvering space they need so that they can 
have full and equal access to the services that we offer.       
 

Availability of accessible medical equipment is an important part of providing accessible medical care.   
 
Because not every one of our stores is the same, the right solution for providing accessible preliminary examinations is likely 
to vary. As we assess and remediate each store’s preliminary examination space and equipment, we will be guided by the 
principle that our customers with disabilities must receive services equal to those received by our customers who do not 
have a disability.  This may mean that temporary interim solutions may need to be implemented, such as placing preliminary 
examination equipment in a more accessible area of a store or placing such equipment on tables that allow customers in 
wheel chairs the leg clearance they need to pull forward.  If you encounter difficulties in offering a preliminary examination to 
a person with a disability and are not sure what solution to offer, consult with the customer.  If a solution is not readily 
identified, contact your Director or Human Resources Manager.  
 
Under no circumstances should a customer with a disability be referred to a hospital or other third party for a 
preliminary eye examination because of that customer’s disability.  
 
Accessible Examination Rooms 
 
The Company is committed to providing its patients with an examination room where it is possible for patients with mobility 
disabilities, including those who use wheelchairs, to receive appropriate eye examinations.  Patients should be able to enter 
the examination room, move around in the room, and utilize the accessible equipment provided.  The features that make this 
possible are: 
 

 An accessible route to and through the room; 

 An entry door with adequate clear width, maneuvering clearance, and accessible hardware; 

 Adequate clear floor space inside the room for side transfers 
 
The room should have enough turning space for an individual using a wheelchair to make a 180-degree turn, using a clear 
space of 60 inches in diameter or a 60 inch by 60 inch T-shaped space.  Movable chairs and other objects, such as waste 
baskets, should be moved aside if necessary to provide sufficient clear floor space for maneuvering and turning. 
 
In some instances, it may be appropriate for a person with a mobility impairment to transfer to an exam chair even if the 
height of the exam chair cannot be lowered sufficiently to be level with the height of the person’s wheelchair.  Usually, the 
person with the mobility impairment will be the best judge of whether he or she is able to transfer without assistance.  Ask 
the customer what assistance, if any, he or she will need. For customer and Associate safety, we do not recommend that 
Associates lift customers onto the exam chair. 
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If transfer is not possible or recommended, most exam chairs in most stores should be able to be moved with “slide glides” 
so that a person can remain in his or her wheelchair during an examination.  The Company is in the process of assessing 
which stores and which chairs can be moved and will provide “slide glides” where appropriate. If the exam chair cannot be 
moved easily, then – as a last resort – the Optometrist may perform the necessary refraction using trial frames and lenses.  
As the manufacturing technology becomes available, we also hope to be able to install exam chairs that are adjustable to a 
seat height of 17 to 19 inches. Presently, that technology does not exist.         
 
Under no circumstances should a customer with a disability be referred to a hospital or other third party for an eye 
examination because of that customer’s disability. 
 

Evacuation Procedures 
 
In addition to understanding how to provide exceptional customer service to customers with disabilities, it is also important to 
understand how to assist customers during emergency situations.  You’ve each received a copy of the Evacuation 
Procedure.  Below are key points of this procedure: 
 
Planning is the first step.  At some time, especially in an emergency situation, almost everyone requires assistance in some 
way.  People with disabilities are no different.  Not everyone with a disability will require assistance in an emergency. 
Evaluate each situation independently and decide what level you may need to assist. It is the responsibility of each 
Associate to offer assistance and at the same time ask for help if needed. 
 
Knowledge and preparation by both persons with special needs and/or disabilities and persons without disabilities are key to 
reducing the impact of emergencies.  When developing a plan, safety needs should be determined on a case-by-case basis 
because they vary with each individual and building.  The Director and/or Human Resources Manager will work with 
Associates to develop their location specific plans. 
 
In the event of fire or other emergency, ALL Associates and customers should evacuate the premises immediately.  The 
policy specifically outlines evacuation options and how to assist customers with specific needs. 
 

To further ensure your understand of our ADA policies and procedure, please review the following Frequently Asked 
Questions (FAQ). 

 

QUESTIONS & ANSWERS 

 

 QUESTION ANSWER 

1.  Can I tell a customer/patient that 
we cannot assist him/her because 
we don’t have accessible medical 
equipment? 

No.  You cannot deny service to a customer/patient because of their disability. 
 

2.  Is it OK to tell a customer who has 
a disability to bring someone along 
who can help them when they 
come into the store? 

No.  If a customer chooses to bring along a friend or family member to the store, 
they may.  However, a customer with a disability may come to the store alone, just 
like any other customer.  It is our responsibility to provide reasonable assistance to 
the customer to receive medical care and/or complete a purchase.   

3.  If the customer does bring a friend 
or family member, do I talk to the 
customer or the companion?   

You should always address the customer directly.  Do not assume that because 
the customer has a disability that he or she cannot speak for him or herself or 
understand you.   

4.  If the customer brings a friend or 
family member, should the 
companion accompany the 
customer when they receive an eye 
exam? 

It is up to the customer to decide whether the companion stays in the exam room 
with them.   
 

5.  What do I do if a customer who is 
deaf or hearing impaired asks us to 

It is our responsibility to provide a customer who is deaf or hearing impaired with a 
qualified interpreter.  The Manager-on-duty should arrange for a qualified 
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 QUESTION ANSWER 

provide an interpreter? interpreter to meet the customer at the store.  Refer to The Company’s Serving 
Customers with Disabilities policy for potential sources to locate an interpreter.  If 
you need assistance locating an interpreter, contact your Director or Human 
Resources Manager. 

6.  We generally do not allow pets in 
our store.  What do I do if a 
customer with a service animal 
comes to our store? 

A service animal is not a pet.  You must allow a service animal to accompany the 
customer with a disability to all areas of the store where a customer would 
normally be allowed to go. 

7.  How do I know if an animal is a pet 
or a service animal? 

Some, but not all, service animals wear special collars and harnesses and some, 
but not all, have licenses or identification paperwork.  However, the customer is 
not required to provide documentation or proof of the service animal’s status to us.  
If you are in doubt, you may ask the customer if the animal is a service animal or a 
pet.  Do not ask what the customer’s disability is.  

8.  What do I do if a customer with a 
disability wants to make a 
complaint regarding the 
accessibility of our store? 

You should listen to the customers concern and attempt to resolve the situation 
immediately in partnership with the Manager-on-duty.  If you are unable to resolve 
the customers concerns, refer to the Procedure for Internal Complaints of Alleged 
Inaccessibility of Facilities or Services to Persons with Disabilities. This procedure 
notifies the customer of who to contact at the Home Office, however, the 
Associate should contact their Director or HR Manager to document the issue. 

 


