
IMPROVING CUSTOMER SERVICE

FOR PEOPLE WITH DISABILITY

CLEAR COMMUNICATION
Always face the customer when you are speaking with them, use clear 
and concise language and check for understanding. Avoid covering your 
mouth or turning your back when speaking to ensure that customers 
who lip read have good visibility of your lips. 

Use your normal tone of voice and volume. If possible, move away from 
loud background noise. 

Never pretend to understand what a person is saying. If you don’t 
understand them, ask the person to repeat or rephrase it or offer them a 
pen and paper. Don’t attempt to speak for or finish a person’s sentence.

Around 1 in 5 Australians have a disability and more than half of people aged 55 years and over have 
difficulties with mobility, sight, and hearing. Applying simple strategies to improve customer service 
for people with disability can help ensure everyone can access information, services and supports.

BELOW ARE SOME GENERAL GUIDELINES TO USE WHEN SUPPORTING CUSTOMERS WITH DISABILITY

FOCUS ON THE PERSON
Focus on the person and not their 
disability. Speak directly to the 
customer enquiring and not the 
person who may be accompanying 
them (carer or interpreter). If it is not 
necessary to discuss the person’s 
disability, then don’t. If it is relevant 
to their service, they will bring it up. 
Remember that many disabilities 
are not visible.




