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Accessible Entrances 

The company is committed to maintaining accessible entrances to our stores.  This means, in 

some instances we are making changes – where necessary -- to make it possible for all of our 

customers to gain entry to our retail locations including access to our exam lanes and preliminary 

equipment. It also means that we use 36 inch wide doors and door handles that do not require 

customers with mobility impairments to grasp, pinch or twist the handle to gain entry.  We also 

adjust door tension so that our entrance doors open easily. 

 It is your responsibility to keep both our 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.  

Accessible Routes 

The path that a person with a disability takes to enter and move through one of our stores is 

called an “accessible route.”  This route must be at least three (3) feet wide and remain accessible 

from floor to ceiling – which means that it must not be blocked by items such as vending or ice 

machines, water coolers, coffee or newspaper dispensers, overhead signs, furniture, filing 

cabinets, boxes, trash cans, floor fixtures or even potted plants. 

 It is the responsibility of all Associates to keep all of our accessible routes barrier-free. 

 Temporary access interruptions for maintenance and repair are permitted but should not 

extend beyond a reasonable amount of time.  During such access interruptions, we must 

be prepared to retrieve merchandise for customers.  For example, if an aisle is blocked 

temporarily because of maintenance or repair, you must be available to assist a customer 

with a disability who is unable to maneuver through the aisle where some of our frames 

are located. 
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Display Cases and Maneuvering Space 

The company is committed to providing its customers with disabilities the maneuvering space 

they need to access our products.  In general, this means that we provide a 36 inch wide 

accessible route with a slightly larger space provided at corners. If, in order to exit an area, a 180 

degree turn is needed, either a 60 inch diameter turning space or a 36 inch wide “T” will be 

provided. In all cases, associates should be prepared to provide alternative services such as 

personally retrieving an item for a person with a disability. 

Again, all such access routes must remain barrier-free.  Never place boxes, supplies, cabinets, 

trash cans, decorative items or other obstructions in an accessible route.   

Accessible Sales and Service Counters 

The company is committed to providing sales and service counters that are accessible to 

customers with disabilities.  This means, among other things, that at counters with a POS 

terminal, we will provide a counter at least 36 inches long and not more than 36 inches above the 

floor.  Where that is not possible, an auxiliary counter will be placed nearby.  Accessible 

counters should always have an associate available to provide service and should always remain 

free of clutter. 

In addition to having a sales and service counter at a maximum height of 36 inches, we will 

provide clear floor space in front of the accessible surface so that a customer 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. 

While we “retrofit” those stores which do not presently have accessible sales, service or auxiliary 

counters nearby, you should provide a clip board or lap board for use by the customer until we 

implement a more permanent solution.    
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Evacuation Guidelines 

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 Location Manager, General Manager, Territory 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.  Associates and customers shall evacuate by means of the nearest 

available marked exit.  The evacuation of a building during a fire alarm or other such alarm is 

required, regardless of cause. 

Fire alarms include, but are not limited to accidental alarms, false alarms or conditions caused by 

fire and/or smoke.  Individuals requiring special evacuation assistance in the event of an alarm 

should evacuate according to the terms of an individual building plan and by following the 

directives of on-site management. 

The following are the Emergency Evacuation Guidelines for persons with special needs and/or 

disabilities to include Associates and customers. As standard practice, persons with limited 

mobility, to include individuals who walk with canes, crutches, walkers, etc. and those who 

utilize wheelchairs should decide whether or not they can evacuate a building and/or descend 

stairs in an emergency with little assistance from others. 

 

Buddy System 

• Associates identified as potential “buddies” in an emergency situation need to be willing and 

capable of assisting in an evacuation. 

• Designate at least two buddies in each location. 
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Evacuation Options 

Persons with special needs and/or disabilities have the following basic evacuation options: 

 

o Horizontal evacuation: using building exits to the outside ground level or going 

into unaffected wings of multi-building complexes. 

o Stairway evacuation: using steps to reach ground level exits from a building. 

o Stay in Place: unless danger is imminent, remaining in a room with an exterior 

window, a telephone and a solid or fire resistant door.  

 

 If an individual requiring special evacuation assistance remains in place, location 

management and/or the individual should dial 911 immediately and report their location 

to emergency services, who will in turn relay that information to on-site emergency 

personnel. If phone lines fail, the individual may signal from a window by waving a cloth 

or other visible object. 

 DO NOT break the window unless absolutely necessary; doing so could injure you or 

others and allow smoke to enter the room. 

 The Stay in Place approach may be more appropriate for sprinkler protected buildings or 

buildings where an area of refuge is not nearby or available.  

Area of refuge: 

An area of refuge is an area that can be used as part of the required means of egress for persons 

that are disabled.  These areas, generally located in corporate office buildings or malls may be 

used by disabled persons until rescue can be facilitated by the Fire Department.  

Areas of refuge may include:   pressurized stair enclosures in high rise buildings, open air exit 

balconies, or fire rated corridors or vestibules adjacent to exit stairs and pressurized elevator 

lobbies.   

If a manager or Associate acts as an evacuation assistant and an Associate or customer with a 

disability requests to stay behind, all such Associates and customers should go to an area of 

refuge away from obvious danger. The evacuation assistant should then go to the building 

evacuation assembly point and notify emergency personnel of the location of the person with a 

disability. Emergency personnel will determine if further evacuation is necessary. 

Associates or customers with disabilities, as outlined below, may not be required to evacuate if 

they are Mobility impaired and: 
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o Located above or below the level of building exit 

o Located in a building that does not have an area of refuge or horizontal evacuation 

to another building. 

o Visually impaired and located above or below the level of building exit 

o Located in a building that does not have an area of refuge, 

o Horizontal evacuation to another building or elevators that cannot be used by 

anyone as a means of evacuation. 

 

NOTE: Elevators in most buildings are pre-set (as required) to return automatically to the bottom 

floor. If the buttons are heat sensitive, they could be called to the fire floor. When elevator doors 

open, an individual may be exposed to the fire. Elevators are like chimneys.  Smoke on any floor 

can be drawn up through the elevator exposing people to high levels of all fire gases including 

carbon monoxide, hydrogen, and cyanide. 

 

Tips for assisting individuals with special needs and/or disabilities in an evacuation: 

 Review General Guidelines in an emergency situation to include evacuation routes and 

the designated area of refuge. 

 Obtain and identify any disaster supplies or kits and identify these supplies in your 

individual plan. 

 Follow basic emergency safety guidelines, as outlined in the company Handbook, 

Policies and Procedures or location specific guidelines. 

 Always call emergency personnel. 

 Ensure that egress routes and areas of refuge are clear and properly marked. 

 Participate in and help identify gaps in evacuation plans during practice drills. 

 Provide adequate notice that a potential danger exists and that evacuation should begin. 

 Offer assistance, but let the Associate or customer with a disability explain what help is 

needed. 

 Do not carry a person except in the most extreme of circumstances. 

 Determine the need to evacuate or stay in place. 

 If evacuating, inform emergency personnel of area headed to and type of assistance 

needed. 

 If unable to contact emergency personnel, move to planned designated area. 

 Ask others to notify emergency personnel of need for assistance. 

 If trapped, get the attention of others by calling out or striking objects together to make 

noise. 
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 If not in immediate danger, stay in place or move to area of refuge until emergency 

personnel determine nature of the situation. 

 Be careful of falling things as you leave a building. 

 Follow the directives of the Fire Department, the Police Department and/or other on-site 

emergency personnel.  

 Do not abandon the person after exiting a building. Lead to a safe place with others. 

 

Tips for assisting individuals who use wheelchairs: 

 Be familiar with designated areas of refuge and location of evacuation equipment for 

wheelchair users. 

 If the person is unable to speak clearly, look for a sign on the chair with printed 

instructions. 

 Only in situations of extreme danger should untrained people attempt to carry a person in 

a wheelchair. 

 Prior to moving the person, check for life-support equipment. 

 Be aware that wheelchairs have parts not designed to handle the stress of lifting. 

 If you and/or others cannot safely carry a person up/down stairs, don't. Instead, position 

the person in the safest place possible, according to the emergency and alert emergency 

personnel of person's location. 

 Arrange and secure furniture and other items to provide barrier free paths of travel. 

 In tornadoes and hurricanes once in a safe and protected place, lock wheels, bend over 

knees and cover head. 

 If a small stair landing is chosen as the area of refuge, consider waiting until heavy traffic 

has passed before entering. 

 

Tips for assisting individuals with limited communication: 

 Determine how you will best communicate with others during an emergency. 

 Review general building evacuation guidelines on a regular basis and encourage 

Associates to ask questions if they do not understand something. 

 Request evacuation and emergency information in alternate formats if available. 

 Make sure that evacuation routes have signage that is easy to follow. 

 Practice your evacuation plan and route(s) regularly. 

 



Evacuation Guidelines 

 

Tips for assisting individuals with medical conditions that may impact your ability to 

evacuate a building or follow emergency instructions 

 (Medical conditions include, for example, pregnancy, respiratory or cardiac Problems): 

 Offer assistance specifically in regards to walking down stairs. 

 Offer taking rest periods during evacuation, if possible. 

 

Tips for assisting individuals with hearing loss and individuals who are deaf 

While all buildings are equipped with fire alarm strobe lights, depending on the emergency 

situation, emergency instructions may need to be given in writing regarding a need to evacuate.  

Reasonable accommodations for persons who are deaf/hard of hearing may also be met through 

other alternative methods to include: 

 Get the attention of the person before speaking and look at them when speaking. 

 Use facial expressions and hand gestures to communicate. 

 Use short sentences. 

 Use written notes to indicate emergency and instructions, for example, "Fire! Go out rear 

door now!"  

 Check to be sure you are understood. 

 Be patient. The person may have difficulty understanding the urgency of your message. 

 Be aware that the person may not be able to hear oral commands issued by authorities. 

 When out of danger, offer to make phone calls. 

 

Tips for assisting individuals with low vision or who are legally blind 

Individuals with low vision or are blind can, with the assistance of others, evacuate a building 

using the stairs, if they are familiar with their immediate surroundings and frequently traveled 

routes and if stairs are safe to use.  If the customer is unfamiliar with the emergency evacuation 

route: 

 During an emergency, announce your presence when entering the customer's area. 

 Offer your elbow. Do not grab the customer’s arm or hand.  

 Communicate throughout the evacuation by describing in advance physical barriers or 

action to be taken such as, “take two steps down." 

 Have the customer stay in place, within a safe room or office, or move to an area of 

refuge 
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Tips for assisting individuals with service animals: 

 Do not pet or offer food or water without the permission of the customer. 

 Plan for the service animal to be evacuated with the customer. 

 In the event that you are asked to handle the service animal while assisting the customer, 

hold the leash and not the harness, if present. 

 Be aware that a service animal's sense of direction may become confused during an 

emergency. 

Tips for assisting individuals with learning disabilities: 

 During an evacuation be patient. 

 Give instructions slowly and clearly. 

 Offer to accompany them as their sense of direction may be limited. 

Tips for assisting individuals with limited communication: 

 Look for an instruction card on the person. 

 During an evacuation, give clear instructions. 

 Maintain eye contact with the customer to insure all directions are heard and understood. 

Tips for assisting individuals with psychiatric disabilities: 

 Understand that the customer may have difficulty concentrating, handling stress, and 

initiating personal contact. 

 Help reduce stress during an emergency by offering to escort the customer through the 

evacuation. 

 Give clear and simple instructions. 

Tips for assisting individuals who are developmentally disabled: 

 Be aware that they may be unable to understand the emergency and could become 

disoriented or confused about the proper way to react. 

 During an evacuation, give instructions slowly and clearly. 

Tips for assisting individuals with mobility limitations, i.e. non wheelchair users: 

 Do not interfere with customer's movement. 

 Clear displaced and fallen obstacles from egress routes. 

 If the stairs are crowded, you may act as a buffer. 
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Serving Customers with Disabilities 

General approach:  The Americans with Disabilities Act (ADA) is designed to integrate 

individuals with disabilities into all aspects of life. When you use appropriate etiquette and 

demonstrate appropriate consideration, individuals with disabilities are likely to feel more 

comfortable and welcome in our stores which is, after all, what we strive to achieve for all of our 

customers. 

Here are some general guidelines with which you should become familiar and follow: 

 Put the person first.  It is better to say “person with a disability” than “disabled person.”   

 

 Avoid outdated terms like “handicapped.”   Also be aware that many individuals with 

disabilities dislike euphemisms such as “physically challenged” or “differently abled.”  

Instead of “wheelchair bound,” say “wheelchair user.”  A wheelchair enables a person to 

get around and to participate in society; it is liberating, not confining.  

 

 Avoid negative, disempowering words, such as “victim” or “sufferer.” 

 

 Many people who are deaf communicate with sign language and consider themselves to 

be members of a cultural or linguistic minority group.  They generally refer to themselves 

as “deaf” and may be offended by the term “hearing impaired.”  Others may not be 

offended by that term. When in doubt, refer to people who have hearing loss but who 

communicate in spoken language as “hard of hearing” and to people with profound 

hearing losses as being “deaf.” 

 

 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.  Some individuals with disabilities depend on their 

arms for balance.  Even if you have the best of intentions to assist, grabbing a person with 

a disability by the arm could knock him or her off-balance. 

 

 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. 

 

 If a person with a disability has a companion, speak directly to the person with the 

disability, not to his or her companion, aide or sign language interpreter. 
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 Don’t make assumptions.  Individuals with disabilities are usually the best judge of what 

they can or cannot do.  

 

 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.  

 

 Here are additional guidelines to follow when interacting with customers with certain 

specific disabilities:  

 

Individuals with mobility impairments 

 Customers who use wheelchairs are people, not equipment.  So, for example, don’t lean 

over someone in a wheelchair to shake another person’s hand. 

 When greeting a customer who uses a wheelchair, it is appropriate to offer to shake hands 

with that customer, 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 customer’s wheelchair and don’t offer help without waiting for 

instructions.  If you help someone without waiting for instructions, you may end up 

accidentally dislocating them from their wheelchair. 

 Keep the ramps and wheelchair-accessible doors to our buildings unlocked and 

unblocked. Displays should not be placed in front of entrances and wastebaskets or other 

items should not be placed in the middle of aisles. 

 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. If that is not possible, stand at a slight distance so that the customer is 

not straining his or her neck to make eye contact with you. 

 Always ask before offering to help.  For example, people who have limited mobility and 

who use a cane or crutches may lean on a door for support as they open it.  Pushing the 

door open from behind or unexpectedly opening the door may cause the customer to fall.  

Even pulling out or pushing in a chair may present a problem.   

 Falls can be a big problem for a customer with limited mobility.  So, for example, after 

mopping a floor, set out adequate warning signs.  Similarly, put out mats on rainy or 

snowy days to keep the floors as dry as possible.  And, make sure the mat doesn’t “bunch 

up” making the floor impassable for someone who is using a wheelchair.  
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Individuals with low vision or who are legally blind 

Approximately 2.5 million people in the United States are “legally blind,” which means that even 

with corrective lenses, they have less than 20/200 visual acuity or that their visual field is 20 

degrees or less, regardless of acuity.  Many have some residual vision. 

 Many individuals have “low vision” (i.e., eyesight that is better than 20/200 or a visual 

field that is greater than 20 degrees). 

Many individuals who are blind or who have low vision wear very thick glasses or very dark 

sunglasses.  Others carry white canes.   Some walk with another person who serves as a sighted 

guide. (Still others use service animals. Refer to the section on service animals for specific 

guidelines). 

 Upon request, you should be prepared to read fully and provide assistance in completing 

paperwork.  You should also be prepared to provide frequently used documents in large 

type. 

 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 

customer 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 customer’s cane.  The cane is part of the customer’s personal space. 

 A customer who has low vision may need written material in large print.   

 A clear font with appropriate spacing is just as important as the type size.  It is easier for 

most individuals with low vision to read bold white letters on black background.  Also, 

avoid using all uppercase letters because it is more difficult for people with low vision to 

distinguish the end of a sentence. 

 Good lighting is important but make sure it isn’t too bright.  Glare can disturb people’s 

eyes.       

 

Individuals with hearing loss and 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 with a unique syntax. 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. 
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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 a customer who is deaf requests an interpreter, it is the responsibility of the Manager-on-duty 

to arrange for a qualified interpreter to meet the customer at the store.  The Company is 

responsible for providing and paying for the interpreter. Check with your Field Manager 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 including the 

following: 

o Registry of Interpreters for the Deaf 

o http://www.rid.org 

o American Sign Language Interpreter Network 

o Toll Free 1-877-284-2723 

o http://www.aslnetwork.com/ 

o American Sign Language Services, Inc 

o Toll Free 1-888-SIGN-ASL 

o http://www.aslservices.com/index.html 

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. 

Follow the customer’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 customer who is deaf or hard of 

hearing, let the customer know.  

 When using a sign language interpreter, look directly at the customer 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 person’s attention.  Depending on the situation, you may extend your arm and wave 

your hand or tap on the customer’s shoulder. 

 When talking, face the customer. 

 If you are standing in front of a light source (such as a window) with your back to it, the 

glare may obscure your face and make it more difficult for the customer to speech read.  

Therefore, you should lower the blinds, move or take such other action as necessary to 

make it possible for the customer to speech read. 

 Speak clearly and avoid chewing gum or obscuring your mouth with your hands, paper or 

objects. 

 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. 
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Individuals with speech impairments 

There are many reasons why a customer may be difficult to understand. Not all situations are the 

same. You may encounter a customer who has had a stroke, someone who has cerebral palsy or 

someone who has a severe hearing impairment, a stammer, or who uses a voice prosthesis. These 

different impairments may require different responses from you. 

Although it is difficult to generalize, here are some approaches that may be effective -- 

regardless of the reason for the customer’s speech impairment: 

 

 Give the customer 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. 

Individuals with 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 customer 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. 
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Individuals 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. 

o 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. 

o Try to avoid using heavily scented perfumes, cologne, hair spray, or hand lotion. 

o Never permit smoking in one of our stores.  

 

Individuals requiring 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.  If 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. 

 

1) It is important to remember that a service animal is not a pet.  Do not pet or otherwise 

distract the animal from its important work. 

2) 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. 

3) 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 animals’ status in order 

to receive service. 

4) If a customer has a service animal (such as a guide dog), walk on the opposite side of the 

animal.   



Serving Customers with Disabilities 

 

 

Handling Customer Complaints 

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.  If you are unable to resolve a customer concern, refer to the 

Procedure for Internal Complaints of Alleged Inaccessibility of Facilities and/or Services to 

Persons with Disabilities.  This procedure is posted in a conspicuous place for all customers and 

Associates to easily access.   

 

 

Reference: "Disability Etiquette." Tips On Interacting With People With Disabilities 4-25. Web. 

<http://www.unitedspinal.org/pdf/DisabilityEtiquette.pdf>. 
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Accessible Entrances  

The company is committed to maintaining accessible entrances to our stores.  This means, in 

some instances we are making changes – where necessary -- to make it possible for all of our 

customers to gain entry to our retail locations including access to our exam lanes and preliminary 

equipment.   

Accessible Routes 

The path that a person with a disability takes to enter and move through one of our stores is 

called an “accessible route.”  This route must be at least three (3) feet wide and must remain 

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, 

display racks or even potted plants. 

1) It is the responsibility of all Associates to keep all of our accessible routes barrier-free. 

2) The store is responsible for ensuring that the exam room lanes and all equipment used   

     during the exam are included on the Accessible Route. 

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 Field Manager or Human Resources.     
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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. 

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. 

 


