
‘Passionate about equality and diversity training. Specialist in q y y g p
Disability, Deaf and British Sign Language training.’

Stepping Up for Visitors with Disabilities



Why we need training?

Gathering of strangers - worst case scenario

Visitor Services 
Person

Your Visitor 
with a Disability

A wide gap puts us 
in a weak position 

and unable to

Person
I don’t know what I’m 
doing.

with a Disability

I feel apprehensive.

I don’t belong hereand unable to 
provide a good 

visitor experience.

do g
I’ve said the wrong thing.
I’m embarrassed.

I don t belong here

I’m not sure I’ll get anything 

out of it.
I don’t want to be here.

out of it.

Last time at a Museum 

was awful. 



Using a STEP approach at 
the Whitworth & Manchester Museumthe Whitworth & Manchester Museum

Stepping up at theStepping up at the 
Whitworth.

Visitor Services 
Person

Your Visitor 
with a DisabilityPerson

I don’t know what I’m 
doing.

with a Disability

I feel apprehensive.

I don’t belong heredo g
I’ve said the wrong thing.
I’m embarrassed.

I don t belong here

I’m not sure I’ll get anything 

out of it.
I don’t want to be here.

out of it.

Last time at a Museum 

was awful. 



SpaceSpace



TimeTime

2015 2016…



ExposureExposure



PracticalPractical



From this

To this…..



UnderstandingUnderstanding

We need to 
promote the 
values of the We have We have values of the 

Museum / Gallery 
in training e.g. 

PIP & 2020 vision

expertise to 
support the 

Arts and 
C lt l S tCultural Sector.  
Lets give more 

and work 
t th t t

Chad likes 
new ways of 

working and to 

together to get 
better. 

g
be a pioneer.  
We need to 

respond 

Training needs to 
be real and relevant 

to the job role
flexibly.  



PRPR



Step Up - improving the visitor experience for individuals 
with disabilitieswith disabilities 

Gathering of Strangers - best case scenario

Visitor Services Your Visitor 

I’m know what I’m doing.
I’ve said and done the 

with a Disability

I’m relaxed on my visit

right things.
I’m confident.

I’ idi t

I’ll return here soon.

My last visit was great.

E i h i dI’m providing a great               
service.

Experience here is good.

Where to next!

The closer we are,  the stronger we are.
Working well together



Any questions?Any questions?

Learn more about HearFirst and  
keep up to date onkeep up to date on 

www.hearfirst.org.ukg



Step Up Approach For Visitor Services Training

Space • Training takes place both in a training room and the public spaceSpace

Time

Training takes place both in a training room and the public space. 
• Barriers to access can be experienced and identified.
• Experiencing the working environment is more relevant and helps build confidence in skills.

• Duration and start time of courses can be tailored to meet operational requirements.

Exposure

• There’s time in all sessions to discuss and ask questions.
• Ongoing training sessions with us over a longer period of time helps build confidence, knowledge 

and trust with tutors. 

• Meeting tutors with disabilities themselves brings real life to the session We are normal!Exposure Meeting tutors with disabilities themselves brings real life to the session. We are normal! 
• Tutors are relaxed, friendly and professional.  We encourage questions in our safe training 

environment.
• Confidence starts to build in approaching people with disabilities. 

Practical • Activities are hands on and relevant to the role e.g. guiding or describing to a blind person etc.
• Simulations of disabilities help people understand the impact of access and inclusion. 
• Interaction and activities in the training room increases engagement. 

• We take time to get to know you
Understanding 

• We take time to get to know you. 
• It helps us make our training relevant to you. E.g. Linking into your organisational aims.
• As understanding increases we can add value e.g. Awards, additional advice and guidance on 

staffing disability issues. 

PR
• Live tweets on training days.
• PR story to use internally and externally e.g. to increase sector reputation.
• Nominate your organisation for Awards to celebrate achievements in this area.




