Managing enquires – making the best impression

Face to face or telephone enquiries

Communication on the telephone should always be professional and understanding how you can support the needs of all your customers is crucial for generating business and retaining current users. 

In our 'Accessibility and Disability Support across the Leisure and Fitness Sector' report, with All Able, where we called many leisure facilities, we found that there were disparities between members of staff and their knowledge, with some being incredibly helpful and some not understanding what is meant by accessibility. Positive interactions with someone enquiring over the telephone shows professionalism, builds loyalty and trust and leaves a good impression. 

It is important to speak to a blind or partially sighted person in the same manner and with the same respect and courtesy you would anyone else. Ask, don’t assume. Ask how you can support them, do not assume the person is less fit and capable than the average customer unless they mention additional needs.

If you receive an enquiry from blind or partially sighted person seeking to understand what support may be available to them then you should be knowledgeable about answering the following:

· The directions to the facility and what transport links are available
· The procedures available to meet someone at the entrance to the facility
· Describing the layout of the reception area and other parts of the facility
· The times when the facility is likely to be busy
· Whether there are any queueing systems in place
· Knowing who someone should ask for when they arrive
· The procedures for delivering an orientation tour 
· Wayfinding support, such as tactile maps, braille signage, large numbering on lockers
· Booking processes, including non-standard requests
· The arrangements for supporting a user with a guide dog
· The adaptions that can be made to use the equipment 
· The support available when doing an activity
· The training that staff have had to support blind and partially sighted people
· The arrangements for a companion to accompany them
· Any discounted membership or activity rates
· Times of specialist sessions
· Availability of information in different formats, such as large print
· Access to different levels of the building, e.g., lifts
· The colour of the uniform that staff in each area will be wearing

If a person is calling the facility, it may be because they have difficulty using technology, or can’t find the relevant information on your website. Whilst it is OK to advise them that further information is available on your website, it may be prudent to offer to take them through this information over the telephone. Remember, ask, and don’t assume. Providing good customer service to disabled customers will sometimes mean
doing things differently. Try to think flexibly and creatively about the way you support blind and partially customers to meet their needs.
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