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Who this is for

This guidance has been adapted from Attitude is Everything’s Access Starts Online Guidance to
support restaurants, pubs, bars, cafés and other premises, including smaller venues and premises
that do not regularly hold live events. It was adapted in collaboration with Camden Council as part
of the Camden Council Accessibility Pledge for Licensed Venues.

The guide should be adapted to the premises and contains information for various types of
spaces. A restaurant may focus on reservations, entrances, seating, menus, toilets and table
service; a pub or bar may also need to cover bar service, queues, door supervision, music and
busy periods; and premises providing regulated entertainment should complete the event, ticketing
and performance-related sections where relevant.

What to include on your Accessibility page
1. Introduction

e A short statement on behalf of the venue to welcome disabled customers.

The introduction is an opportunity to explain your premises’ approach to inclusion and the practical
steps you take to make your services, facilities and activities accessible.

2. Contact Details

¢ A named person as a point of contact and their job role, i.e. ‘Access Lead’
o Email
o Phone
o Postal
o Estimated response time
e Community feedback: “We welcome feedback from our disabled community. Please contact
our Access Lead.”
Aim to provide a named person and have that person be responsible for all access-related
communications. This greatly reassures customers and assists in providing continuity of customer
service. We recommend access-related queries should be responded to within 5 working days.

3. Premises Description
e Describe the nature of the premises and its accessibility, including:

o Entrance: is it step-free? If not, the number of steps, whether there are handrails and
whether there is colour contrast.


https://attitudeiseverything.org.uk/industry/welcoming-disabled-audiences/access-starts-online/
https://www.camden.gov.uk/camden-accessibility-pledge-for-licensed-venues
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e For premises with a portable ramp or alternative entrance: describe how visitors can
contact staff on arrival.
e Service points, bars, counters, ordering, payment and table-service arrangements.
e Seating arrangements, including space for wheelchair users, and any quieter or sensory
spaces.
e Key policy details.
e Provide photos and/or videos of the entrance
Provide accurate and honest information about how people can move around the premises. If the
premises does not have full step-free access, share this to support visitors to prepare.

4. Toilets

e Describe toilet provision, whether accessible or not.
o Describe route and provide distance from any key visitor areas to the toilets.
o Provide photos of your toilet provision
If you have an accessible toilet on site, check all internal fittings to ensure they meet Approved
Document Part M guidance. If you do not have an accessible toilet on site, signpost customers to
the closest accessible toilet.

5. Travel Guide

e Provide any relevant information about:

o Accessible parking.
o Taxi and drop-off arrangements.
o Nearest accessible public transport hubs or stops (i.e. bus stops or train stations).

Provide distance to nearest accessible public parking and provide information about any
restrictions on Blue Badge parking. Consider the most accessible drop-off location and public
transport stops for your venue and describe route including distances.

6. Arrival Guide

e Opening times

o Provide your usual opening hours, and where relevant, separate hours for food
service, alcohol sales, late-night refreshment, entertainment, events or other
customer activities.

e Arriving at the venue

o Describe what customer should expect on arrival, including the entrance route,
whether door staff or hosts are present, how customer are greeted or seated, and
who they should approach with access questions.

o Describe any arrangements that can reduce barriers at busy times, such as early
admission for an event, priority access where appropriate, quieter waiting areas, or
assistance to reach a table or service point.
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e Booking, Reservations and Ticketing

o Describe the accessible route to any reception, host desk, booking collection point,
bar counter or ticket collection point.

o Forrestaurants, pubs and similar premises, explain how customers can make
reservations or request access adjustments. If the premises operates ticketed
events, explain what customers need to collect tickets.

o If your premises offers Personal Assistant/Essential Companion tickets you should
describe arrangements or other reasonable adjustments for a disabled customer
who requires another person to support them.

Customers can be anxious about arrival, particularly if they have tickets to collect or need further
information. Describing the process in advance alleviates this and cuts down on direct customer
enquiries.

7. Customers with Medical or Dietary Requirements

o State that customers are welcome to bring medicines, medical equipment, or food and drink
needed to manage a medical condition, subject to any necessary safety arrangements.

e Restaurants and food premises should also explain how customers can raise allergy,
dietary or other access-related requirements.

¢ Invite people to contact you if they have any concerns.
e Describe any services on site or who to approach in an emergency.

Staff should be briefed on the policies and procedures in place. All venues are legally obliged to
set up systems to ensure that people can gain access with the necessary medical supplies. Itis
important that self-management of conditions is not questioned by staff in an inappropriate manner
i.e. door staff questioning why someone with Type 1 diabetes wishes to bring a glucose drink into
a venue or refusing entry to someone with an Epi-Pen to manage potential anaphylactic shock.

8. Assistance Dogs

e Describe policy and facilities available.

9. Sensory and Creative Access

¢ Information about the sensory environment, including:
o Loud music, announcements or other high noise levels
Flashing, strobe or rapidly changing lighting
Strong smells from food preparation, cleaning products or other sources
Busy periods when spaces may be crowded or noisy
Quiet areas or spaces available for people needing a break
Sensory-friendly sessions, adjusted opening times or alternative ways to access
services

o O O O O
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If offered, communicate in advance:

o

o O O O O

Captioning

BSL interpretation

Audio enhancement systems such as induction loops, infrared or FM systems
Audio description

Relaxed performances

How visitors can access and use these services

Next Steps

1.

Schedule a team meeting

¢ Arrange some dedicated time to consider access and your venue.

¢ Include people responsible for management, customer service, bookings or
reservations, food and beverage service, security/door supervision, the website or social
media, and event or production staff.

e Use this document as an agenda for discussion

. Edit the template

e Use this document to create a guide to your premises’ accessibility.

. Make a dedicated page on your website or a downloadable file from your social

media page for your access information

e We recommend calling this page ‘Accessibility Info’ alongside a suitable image such as
the internationally recognised wheelchair-user symbol: &

e Make this a standalone webpage that is easily found from the front page of your
website, rather than a section of a long FAQ.
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