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Presenter Notes
Presentation Notes
Hello Everyone! I’m Dani Rose (she/her) white AFAB Queer brunette with bangs wearing a ___________ dress. I am the Managing Director at Art-Reach focused on Accessibility Consulting, Strategic Planning and Operations. I identify as queer and neurodivergent, and my access needs are met today in the use of my script and open captions for the meeting. I’m a certified ADA Coordinator for Title II which is state and local government, and I have two additional certificates for Title III Places of Public accommodation. I am the recipient of  two awards: the 2019 Emerging Leader Award for the Leadership Exchange in Arts and Disability Conference through the Kennedy Center, and the 2024 True Tickets Young Ticketing Professional of the Year award from the International Ticketing Association – both recognizing me for my work in for accessible ticketing, and customer service. I specialize in Strategic Planning, Audience  Development, and enhancing production value of the guest facing arena of arts after transitioning from a career as a theatre and event producer. I identify as neurodivergent, and my access needs are met today in the use of my pre-prepared PowerPoint and script. To support my access needs, I will ask that during the structured part of the presentation you hold, save, or write down your questions. There will be time designated at the end for me to be present with you and answer any questions or discuss any thoughts that come up. Art-Reach is a non-profit arts services organization that creates connections between the disability community and the cultural arts. Through advocacy, trainings, unique programming, accessibility consulting, community partnerships, and strategic accessibility planning, Art-Reach strives to build access and equity in Greater Philadelphia, Southern New Jersey and Delaware’s Brandywine Valley. We also work with our peers nationally to advocate for disability rights, equal access, and independent participate in the Cultural arts and live entertainment. �



Neurodiversity
The range of differences in individual 
brain function and behavioral traits, 
regarded as part of normal variation in the 
human population.

Neurodivergent
Used as an umbrella term for those with 
Autism, ADHD, Tourette's, BPD, 
intellectual or cognitive disability, learning 
& developmental disabilities, and many 
neurological and mental health disorders

Presenter Notes
Presentation Notes
Identify as neurodivergent and the last time I did that in front of this group someone came up to me and said “ohh I'd never heard that word before” so please allow me to take the opportunity to define neurodiversity which is the range of differences in individual brain function and behavioral traits regarded as part of the normal variation of human population. This room has substantial neurodiversity.Neurodivergent is used as an umbrella term for those with autism ADHD tourettes borderline personality disorder intellectual or cognitive disability learning and developmental disabilities and many other neurological and mental health disorders.I’m displaying an image of one of my favorite stickers from street rebirth that features a cartoon drawing of a humanized root vegetable with a smile on it’s cartoon face and the words “take me as I yam” Narrative urgent folks are prone to vocal and physical responses to outward stimulation, that are either out of their control or are Reponses designed to cope with stimulation. Neurodivergent folks like me are often required to adapt our behavior to fit in with what other people expect, despite the fact we have little physical control over that behavior. I want to ask that you make space for emotion, which can make some people uncomfortable. I’m such a ferocious and passionate advocate for disability justice that, at times, my body has an uncontrollable physical manifestation from overwhelm of ambition. Just give me a moment to catch my breath and we can all move on. And where my behavior does not meet your expectations -  all I ask is that you take me as I yam. *Isnt that a sweet potato? 



Agenda

1. Accessibility & Ticketing 

2. Language Review

3. Ticketing Law Basics

4. Customer Service Considerations & Accommodations

5. Our Mythical Grandfather 

6. Released from the Bench : What's new in case law

Presenter Notes
Presentation Notes
Today we're going to cover accessibility and ticketing, we'll do a quick language review, and cover ticketing law basics. And then move on to some customer service considerations and accommodations that we can each make that go beyond requirements. Then, we'll talk about our mythical grandfather and other myths that will debunk about the ADA and Finally released from the bench my attempt at a sports joke, about what's new in disability case law. 



Accessible Ticketing
Why ticketing and customer service are the Access Champions of the 
entertainment and live event industry.

Presenter Notes
Presentation Notes
If you've come to my presentations before you know that I call people in the ticketing world “access champions” - and I truly mean that. It's not just because we're guest facing, Or just because we're the first touch point for the customer. Ticketing professionals have the opportunity to be the gatekeepers of access or the providers of access, and I've never met a person in the ticketing world who didn’t take pride in being a provider of amazing experience. 



When you have one 
access champion 

in the room, everyone in 
the room begins to 
champion access. 

Presenter Notes
Presentation Notes
And so as I always say “When you have one Access Champion in the room, everyone in the room begins to champion access”. And I believe that Ticketing Professionals are the Access Champions of the live entertainment industry. 



Ticketeers!

• Section 221 is written for us
• Front Line/ First Touchpoint
• Access to experience
• Securing dignity
• Safety 

Presenter Notes
Presentation Notes
There's another reason that I say that Ticketeers and Box Officers are the access champions of our industry. It's because just the act of ticket selling has almost as many standards in the guidance of the ADA as a bathroom, or an escalator. When we think about accessibility we often think about these technical physical elements, but the accessibility regulations, standards and guidelines were written to and acknowledge the incredible power of the ticketing. That it's not just what's inside your venue but how folks access your venue that creates accessibility. And in the same way it's the policies practices and procedures of ticketing that could be what excludes people with disabilities from fully and independently enjoying a live event experience. The 2010 standards for accessible design, section 221 is dedicated to ticketing. I'm going to go over some of the details of section 221 in a moment, but it is our obligation as ticket sellers to be aware of these standards and follow the guidelines to ensure equal opportunity. But it's true that our teams are the first touch point and that means any sense of welcome any sense of safety any sense of belonging comes from our teams. We know that excellent hospitality is often what makes an event experience incredible, and our teams are responsible for hospitality.And it's true that we are the literal gatekeepers. We say who gets in and who doesn't get in who gets to enjoy who doesn't get to enjoy and at what price period now I won't oversimplify by saying that we have full control over those things, but we do have control over communicating those things to the guest. And communication also has accessibility standards that we must follow. Furthermore, in emergency situations it's our teams that are responsible for safe egress, and we know that accessibility has to be included in emergency planning and safe egress.As ticketeers and frontline workers, we have the opportunity to secure the dignity of each person who enters our space we can do that by providing information, we could do that by providing exceptional experience, we could do that by providing outrageous customer service. Personally, when I'm called an expert or an advisor in this field, it's a truly bittersweet experience for me. Because I know that there are true ticketing experts real advisors in this field and that is not me, but I find that I'm one of the few people in ticketing talking about accessibility. I cannot be more clear that I do not want to be one of few, and i really think that our industry could lead the way in accessibility to the point where we have an expert in every venue across the nation -  across the world. We've seen what happens when a group of ticketing professionals embraces a certain type of technology and how quickly that spreads into commonplace use in every industry. We have the opportunity to set the bar rather than adhere to bare minimums. We have the opportunity to push each other and drive each other further and further and advance accessibility in the same way. So thank you for joining me today come i hope that you learned something and i hope that it encourages you to be the access champion in your organization.



Obligations in the ADA

Moving toward creating access,
not meeting a standard of compliance. 

Presenter Notes
Presentation Notes
When we talk about accessibility, and we talk about disability. And when our conversation goes to the Americans with Disabilities Act it is as a resource for understanding how to serve guests with disabilities. The ADA is positioned as regulatory guidance for every facet of our physical spaces and interactions with our guests. The ADA can be a great start to learning about what obligations businesses, and community spaces  are enforceable when there is a lack of access. I challenge the idea of “following” the ADA or “complying” with the ADA because the regulations, standards and guidelines are not written to and do not contain the magical checklist everyone is always wanting on how create accessibility.  To create accessibility, one must dissolve the idea of compliance, and embrace the ideals of Disability Justice. Please do not get me wrong, understanding our obligation in the ADA is very important, but I sometimes feel that we get bogged down in door widths, toilet heights, reach ranges and proportional pricing ratios, and the technicalities. When we do that, we fail to focus on the fact that the ADA was written to protect people, not door widths. Access work or Accessibility is about people and ensuring that people are having equal, enjoyable, experiences -  not that they are simply accommodated, nor that compliance is met. The ADA is built on the principles of equal opportunity, full participation, independent living and economic self-sufficiency. At its heart, the ADA is a Civil Rights law that says, one is protected from discrimination because of disability. And though the law is complex and nuanced, it really is as simple as that - Any supporting regulations, standards and guidelines give us practical applications for anti-discrimination. The ADA asks us to follow these standards and regulations because anything LESS than the standard is considered discrimination. And following the standards is the bare minimum of anti-discrimination. Strategic Accessibility work is honoring human beings who deserve the right to equal participation. To independence of choice. And that following these ideals comes far closer to compliance than any ramp ratio, or counter height ever could. Rather than thinking of the ADA as a metric of compliance, it’s time to start thinking of the regulations as a guide for how we can be active in the ways to create equitable experience for anyone and everyone. Rather than asking how can we comply with the ADA minimums, ask how can we CREATE ACCESS for anyone and anyone who enters your venue.  Rather than asking what do I have to do to comply with ADA, it's time to start asking what can I do to eliminate discrimination at my organization. When I am reviewing and assessing an accessibility statement on a organizations website, I almost always see the phrase: Hoopdie Doo Theatre is complaint with the Americans with Disabilities Act. And I literally laugh out loud. How can you “be in compliance” when the website I’m using isn’t screen-reader friendly, you’re not offering captions and you don’t have amplification, you only offer ASL interpretation if I call the number and speak to a representative, and only offer one accessible parking space, where you’ve also placed a lovely planter blocking the sidewalk from the curb cut. What in the world do you mean by compliance? And why if the law governs everyone does compliance mean something different at every site and space? 



Language Review
The words we use reflect our values

Presenter Notes
Presentation Notes
The language that we use matters, and so terms like ‘compliance” should be used carefully. The language that we use it reflects our values and it sets the tone. Language also changes constantly so I like to start with language so that we can all keep up to date on the appropriate terms to use.



Language

It’s okay to say…

Accessibility
Disability
Wheelchair
Mobility Device
Access Needs
Access Services
Accommodations

Presenter Notes
Presentation Notes
If you do not identify as having a disability, my recommendation is that you use “person first” language to honor and respect the humanity of each individual and their experiences. Using person-first language we say “person with a disability” rather than “disabled person”. We would say a group and their family member who is “using a wheelchair" rather than a “wheelchair person”. You would say “an audience member who is blind” or a “patron who is deaf," etc. We'll be using person first language throughout this presentation when we refer to other people, we also want to acknowledge that there has been a movement advocating for identity-first language, I personally use identity first language to describe myself. When in doubt, we find it best to default to person-first and let others guide us in how they prefer to identify.Some folks with disabilities may use terms to self-identify that are inappropriate for me to use as an identifier for others. For example the H Word. Some say this word comes from the term “Cap in Hand” the 1500’s legalization of veterans of war begging for money in the streets. Some say the word comes from a 16th century lottery game and has since referred to anything where the competition has been equalized by brining the game down to the lowest common denominator. The term was popularized for people with physical disabilities after a period of world history where civilization was plagued with war, injury, illness and a concurrent mass disabling events increasing the prevalence of disability in the public eye. No matter the origin, the H word always refers somehow to people with disabilities as being regarded as “less than normal”. When we are working to provide access, we are not lowering ourselves, or our place of public accommodation, down to the lowest common denominator. We are providing extraordinary arts experiences! We are doing one night only, one of a kind, world class entertainment! Nothing about us is low, and nothing about the audience is less than.We can easily replace this derogatory, discriminating word and replace it with my favorite A word -  ACCESSIBLE! Anywhere you have used the H word in the past you can use the word Accessible. The word Accessible is a perfectly acceptable word to use in every situation.What’s not ok to say are awkward euphemisms like “Differently abled”.  Or to call someone a shorthand of their condition -  like calling someone “Downs” when they have downs syndrome. What makes me uncomfortable is the label “high functioning”. Or mention that someone is “somewhere on the spectrum”.  And we definitely do not use the word “insane” or “special” or colloquial phrases like “falling on Deaf ears”. You can be “unaware of the facts” instead of “Blind” to the facts, and I never want to hear words like cripple, spaz, wheelchair bound, dumb, lame, or the R word. If you find yourself using these phrases or words, ask yourself why you are reference disability a a derogatory manner in this circumstance. People with disabilities are exactly that -  people. Human beings in our community. Do the work of rephrasing -  I was guilty for years of using the word crazy constantly, and now have a wide vocabulary of options that I’ve build overtime  -  I’ll say something is wild, or bonkers, or baffling, or preposterous. It’s easy to remove disability language from your phrases, if you try. And so using Person First language we say “person with a disability” rather than “disabled person”. And when we are meeting the needs of people we use the word accessibility. And so now I would like you to say - out loud - on the count of three - as loud as you possible can -  I want you to shout the word accessibility, ok? 1  2 3  —  ACCESSIBILITYYou see, it’s ok to say disability. Shout it out with me: DISABILITY



Language

Service First!
Focus language on the service 
provided, not the person 
served

Presenter Notes
Presentation Notes
In the customer service world and live event world, we have our own little language, and we can utilize this when speaking with people with disabilities. It’s a language we call “Service First” -  which is talking about the services I can provide and not focusing my language on the person. If I’m selling an accessible seat to a person using a wheelchair, I could ask a question using person first language. OR I could say “Our wheelchair accessible seating is flexible open seating, and we can either leave open space for a wheelchair or we can provide a chair, which would you prefer?” That’s service first -  I’m talking about the chair not the person, because that is the service that I provide in my venue and it’s actually the information that I really need to know to prepare for the guest’s visit. �And a common shorthand I’ve heard is to refer to a person with a apparent physical disability as an ADA person. Or the accessible seats are called “ADA seats”. The word accessible and the phrase people with disabilities can be a mouthful. I say it about a hundred times in this presentation  - so I know but it is preferred. Even Access would be fine. Access Seating. that’s great. Using ADA as a shorthand just doesn’t sit well with me. A person using the wheelchair may be an individual who is protected under the ADA from discrimination, but they are a person not a law, and the very law referenced gives this person the right to be treated equally. Language is powerful. Take some time to evaluate the words you use -  but also don’t be afraid. Person with a disability is always an ok thing to say. Shout it out -  one more time – on the count of three let shout disability ready …one...two…three! Disability!



The number of people with disabilities and the disability 
% increase as we increase our radius from our current 
location until we reach downtown

15-mile radius from Truist Park

Population:                    1,363,890
PwD:                   126,188
Disability %:                         9.3%

10-mile radius from Truist Park

Population:  607,233
PwD:    50,643
Disability %:     8.3%

20-mile radius from Truist Park

Population:                     2,673,650
PwD:                    264,353
Disability %:                          9.6%

Presenter Notes
Presentation Notes
Disability is a part of everyday life in my work I use census mapping data to investigate the disability prevalence of the area I'm working in. And so, before I arrived, I ran the statistics around truest park so you're looking at three different images the 1st is a 10-mile radius from truest park the middle image is a 15-mile radius and furthest image is a 20-mile radius from truest park. The maps show varying color purple blobs that indicate the prevalence of disability in that area a dark purple BLOB has a denser population of people with disabilities a light purple BLOB has a less dense population of people with disabilities, and this is mapped by census track and zip code. Within a 10-mile radius of where we are right now the population is six hundred seven thousand two hundred and 33 people living in this area and just over 50, 000 identify as having a disability. Around 8.3%in a 15-mile radius the population jumps over a million and the prevalence jumps to 9.3% people with disabilities in this area. At the 20-mile radius, Which includes the city of Atlanta and goes a little South of the city, we’re have more than two and a half million people and almost 270,000 people with disabilities about 9.6% of the population. That’s enough people with disabilities to fill Truist Park to capacity 6.5 times. And statistics like this because if we average it out and say that 9% of the people in the greater Atlanta area have disabilities than 9% of all of your audiences also have disabilities. 9% is not a huge number but if all of you were to increase your revenue by 9% that would be a good year. Nine percent is a frequent enough occurrence that disability cannot be considered a once in a while as needed by request type of consideration. Disability and accessibility have to be considered in every facet of your organization and in every interaction you have with your guests to ensure that you're inclusive of this 9% .



Ticketing Basics
Accessible ticketing standards everyone should know

Presenter Notes
Presentation Notes
So how did you get started welcoming this enormous community into your venues, I'll start with some ticketing basics and then I'm gonna go over some considerations are accessibility that we have full control over and on front facing environment.



2010 ADA Standards for Accessible Design
https://www.ada.gov/2010ADAstandards_index.htm

Ticketing Requirements
• Ticket Sales
• Ticket Prices
• Identification of available seating
• Purchasing multiple tickets
• Ticket transfers
• Secondary ticket market
• Hold & release of accessible seats
• Prevention of fraud in purchase of tickets

Presenter Notes
Presentation Notes
As I mentioned the Ticketing requirements were updated in the 2010 Standards for Accessible Design, and the Ticketing section 221 covers the following areas. Ticket sales; Ticket prices; Identification of available accessible seating; Purchasing multiple tickets; Ticket transfer;Secondary ticket market; Hold and release of tickets for accessible seating; and Prevention of fraud in purchase of tickets for accessible seating.The regulations are a whole session unto themselves so I will quickly recap for you today:

https://www.ada.gov/2010ADAstandards_index.htm


Ticketing Obligations 

Accessible tickets must be: 
• Available for purchase during the same times and through the same 

methods as other tickets
• Available through all manners of sale
•  Available at all price levels that are available in your venue
• Identified to the same level of specificity

Presenter Notes
Presentation Notes
Accessible tickets must be: Available for purchase during the same times and through the same methods as other ticketsAvailable through all manners of saleThis means that if you sell tickets online, then accessible seats must also be available to purchase online. Legally you may not require a patron to call to reserve accessible seats—if it's best for them to call for additional customer service after they have purchased online, that's fine!Available at all price levels that are in your venue. -  and think about flash sales, VIP seating, or other designated seating areas, and other seats where the price points can vary these must have accessible seating options also. A key rule of Section 221 is that accessible seats cannot be priced HIGHER that the seats around them. So, keep an eye on your seat maps if you have flexible or variable pricing. And then – Section 221 asks us to identify accessible seats to the same level of specificity as the other seats in your venue and that got me thinking…..Yes we have to follow the standards for ticketing selling but it’s interesting to me that the standards indicate about the specificity with which the seat is described. I think the specificity of information we provide creates access because it creates CHOICE.  



Recent Ticket Purchase 
Example
FOR MY BIRTHDAY! 

Presenter Notes
Presentation Notes
I want to share with you a recent example of a ticket purchase process that I went through, and I can't help myself but check out the accessibility of every venue that I'm attempting to go to. Personally, I'm able to accommodate myself and I don't require any accommodations of a venue when I'm in attendance however I just have to know what are your policies, practices, and procedures are when I'm coming to your venue. 



Buying tickets for my birthday!!

Presenter Notes
Presentation Notes
So I have a pretty big birthday this year, and i was thrilled to find out that my favorite TV show has a live show that is going on tour and coming to atlantic city not too far from where i live. I was thrilled to set a whole weekend plan for how to celebrate my birthday. I wanted an experience and i wanted meet and greet tickets i wanted to choose my seat luckily i'm a ticketing professional and i know just how to do that and how to buy tickets from the actual ticket seller. In this case I happen to know it's Ticketmaster. So I hop on my little app, and i go to find my perfect seats for my birthday. 



Welcome & Greeting

Presenter Notes
Presentation Notes
But I just can't help myself! So I went to the filter for accessible seating and this is the message that popped up to me. The first thing I noticed it said I could purchase accessible seats but for further information I could contact the Tropicana box office directly. And when I'm buying through Ticketmaster I love to see this because calling Ticketmaster is hardly ever going to get me the same nuanced venue information as speaking to the venue directly. For example one of the friends that I go to shows with often uses a motorized wheelchair that has a ventilator on the back and often we have to plug in the ventilator battery to make sure this person can breathe throughout the duration of the event. One of the questions that I would have is where is a plug that I could use? Or other detailed questions like exactly how many steps is it to get from my seat to the bathroom. Or where is the accessible restroom located in context where my accessible seats are located. These are the types of questions that people with disabilities are going to ask and it's really awesome to be able to connect directly with the venue in this way. if I were to call the Tropicana box office I would hope that the person that I spoke with would be able to answer these type of detailed questions. So the welcome and the greeting that I received upon trying to purchase accessible seats for this venue was you can go ahead and when you need more information here's who you talk to and that's a beautiful type of welcome. 



Purchasing Accessible seats

Presenter Notes
Presentation Notes
So then, i took a look at the seating chart to see where the accessible seats were located. Automatically I noticed the Big Blue band that says balcony ADA. The only seating that was available to me when I filtered for accessible seating was this balcony ADA option. And when I panned out to the full seating map again the only accessible seats that I could see were in this balcony ADA section. Obviously my first recommendation here is going to be to call these accessible seats and not ADA seats. And if you notice the balcony ADA seats say that this section is unreserved general admission so now I understand why there's bands instead of chairs in that section. But there's no further information about how I go about securing the seat that I need or what the general admission process will be, and the rest of the seating is not general admission so I was wanting a little bit more information about the process of seating in this area. And that is what I would have to call the box office to find out because Ticketmaster app did not provide me with any more information.And because I was looking for the meet and greet tickets I was just curious about how a person who required accessible seating might purchase a meet and greet ticket. All of the meet and greet tickets for this show are in the first four rows closest to the stage in the center section. That's where i got my seats. But if i did require an accessible seat in the accessible seating section how would I also go to the meet and greet. Making me call the box office to secure an accessible seat for the meet and greet means that accessible meet and greet tickets are not available in all manners of sale. 



Details about the venue features

Presenter Notes
Presentation Notes
And that made me even more curious about the venue so I went over to google.com and I brought up the Ticketmaster pictures of the venue this is how I can guarantee that I'm looking at the correct thing and not looking at some random venue. Also worth noting that there's a Tropicana showroom in several locations around the country so want to make sure I was at the right one and I wanted to make sure I had a valid picture. On the right of the slide is my little google search where i found my ticketmaster picture and as soon as i saw the picture i knew why the accessible seats were only in the balcony there are stairs required to get to every other seat. In my Google search I also saw that Caesars entertainment who owns the Tropicana showroom also had photos and I thought they could be relied on so I took a look around and realized that that accessible row in the balcony is the only location where there's stair free access for this event. Meaning that that accessible row is not just for wheelchair users it's for anyone who doesn't use stairs. 



Information is Access

Presenter Notes
Presentation Notes
I think it takes a certain amount of experience to convert what you see on the left of the slide the seat map into what you see on the right of the slide the venue picture. In ticketing we've trained our brain to see seat maps and venues in the same way. But one of the key features that the picture is showing me that the seat map is not showing me is the location of all of those stairs. My seats are located in row F on the aisle and now I know it's going to take approximately 12 to 15 stairs inside the venue to get to my seat. Immediately I wanted to know if there were any stairs outside of the venue because I cannot find any pictures going between the lobby and the showroom. Additionally, I can see from the photo where the entry doors are so I know how I can navigate from the entry to the correct staircase down the stairs and to my seat. You'll also notice that there are no railings on these stairs so for someone who could do a couple of stairs but would require the assistance of a railing we would want to recommend that they sit toward the back of that lower level to reduce the number of stairs they have to take given that there is no railing. All of this information that I'm gleaning from the venue picture is not available to me in the seat map when I'm choosing my seats. The person that is coming with me has bad knees, and needs to visit the back bathroom frequently, and it's going to be quite a walk and quite a few stares for this person to get to the closest restroom. Again, because I have no images of the lobby or the area outside of the showroom i have no idea how far away the bathroom might be.And so an often-forgotten part of accessibility that I'm trying to highlight with this example is specificity of information that leads to making a seating choice. I had the choice of any seat I wanted that was available, the choice to purchase a VIP seat, the choice to sit near the door, or sit near the stage. I had a choice of prices to select from, and the option to select the exact seat I wanted to sit in. If I am a wheelchair user or person who cannot use stairs you've limited me to only one choice which is general admission balcony seating. There is an inequality of choice provided to people with disabilities. How do we correct for that? By providing more information. If this seating chart had showed the stair locations, door locations, nearest restroom, or the location of hand rails a person with a disability would have had a lot more choice choices for where to sit. And would have been able to self select for them the seat that is best for them. And because of the open welcoming greeting that we received we already know the pathway to gain more access where access in the ticket purchase was not provided or outlined. Consider the types of information that you can share with your guests in advance of their arrival that allows for equal opportunity and independent choice .



Customer Service 
Considerations
Going beyond the standards to provide outrageous customer service

Presenter Notes
Presentation Notes
And that leads to the ways in which we and customer service can go beyond the ADA, and the standards regulations and guidelines therein, and provide outrageous customer service to be intentionally inclusive of all individuals.In customer service we don't have control over all of the barriers in our environment. It's not our responsibility to change a staircase into a ramp. it's not our responsibility to provide an elevator. it's our responsibility to provide customer service. And there are some barriers in customer service that we do have control over that  we can should be addressing.



Barriers in our environments 

• Informational
• Communication
• Attitudinal
• Economic
• Situational/Circumstantial

Presenter Notes
Presentation Notes
These are the barrier environments where customer service professionals do have control. I'm going to go over each of these environments and the questions that you can ask yourself to begin to address access in each of these areas. 



Informational

• How do visitors seek & find 
information before they 
arrive? 

• How is information 
communicated during their 
visit? 

• What information is available 
about access?

Presenter Notes
Presentation Notes
First is informational. And so far I've talked about this one the most. We can create a lot of access simply by increasing the amount of specific information we are sharing with our guests. The image on the slide is a group of individuals attending an audio described tour of the Philadelphia Flower Show. They are looking to the Audio Describer on the right who is sharing visual information about a living mushroom exhibit. Consider -  How do visitors seek & find information before they arrive at your venue? How is information communication during their visit? What information is available to your visitors about access services?  Something like a Know Before you Go Guide or detailed, easy to find and understand information about access services on your website helps guests find information before they arrive.Consider your maps, signage and other displays of information that are critical to a visitor's experience. And consider if those display areas are accessible to everyone. And as I said before  - Think about adding stair locations, door locations, walking distances, and the restroom locations on your seat map so guests can make an informed choice that is best for them. 



Communication

• What are methods of 
communication available to visitors? 

• What experiential information is 
being communicated?

• Are your communication methods 
effective?

• Haben Girma

Presenter Notes
Presentation Notes
Next is the communication environment- the way in which we communicate information with our guests. On this slide is a photo of a local Philadelphia performance artist, Martha Graham Cracker. In this image, Martha is standing at a microphone and singing. To their right is an ASL interpreter signing along with Martha's performance. So the questions we want to ask ourselves here are: What are the methods of communication available to visitors? What experiential information is being communicated? Are your communication methods effective?There's an incredible person who is a disability rights lawyer and advocate who was the first deaf blind individual to graduate from Harvard University her name is Haben Girma. She has a  fabulous book called Haben that I encourage everyone to read but if you're on social media she makes these incredible videos explaining different types of accommodations for deafblind individuals that include various flexible communication options. One of the things that Haben is known for is creating a refreshable Braille display that allows you to use a keyboard and type your words while Haben reads them on the refreshable Braille display and in that way is able to hold active dialogue with this flexible communication. I encourage you to check it out, particularly if you've never seen or experienced a deafblind individual using adaptive communication or pro tactile interpretation. 



Effective Communication Examples

• Clear expectations, language, signage
• Audio description services
• Captions
• ASL interpretation
• Assistive listening devices (ALDs)
• Having a pen and paper ready
• Patience in verbal communication

Presenter Notes
Presentation Notes
Some simple ways to break down communication barriers include Effective Communication examples we get from ADA guidance:Clear expectations, language, signageAudio description servicesCaptions   -  like the AVA app i have on my phone that provides captions for me in any circumstance.ASL interpretation, and Video Relay servicesAssistive listening devices (ALDs)or simply Having a pen and paper readyFinally,   just having Patience in verbal communication: meaning wait while someone uses their form of communication to tell you exactly what they need. Don't interrupt, don't presume and if you don't understand it's OK just ask them to repeat themselves or rephrase their request so that you can understand. Be ready to be flexible with augmented communicators or those using communication boards and devices, like the on pictured on the slide. Have you ever seen a wheelchair user who uses site navigation to communicate with a speech board in which a mechanical voice comes out of the speech board. These types of augmented communicators are very beneficial to people with disabilities and all you have to do is be patient, be flexible, and listen.



Attitudinal
• What language is used to 

discuss accessibility?
• What assumptions are being 

made about your 
audiences/visitors?

• Explained by the models of 
disability…

Presenter Notes
Presentation Notes
Next is Attitudinal barriers, which are often formed through unconscious bias and assumptions that nondisabled people make about the disability communities. On this slide is a cartoon drawing. On the right side of the image there is a group of people with various types of disabilities sitting in a row. To their left, two doctors are standing and speaking to one another. One doctor is saying, "What do you think they want?" Above the row of patients, there are several thought bubbles that read, "to make my own decisions", "to be asked", "information I can access," "to be treated with respect"So the questions that we can ask ourselves here are:What type of language is used to talk about accessibility? What assumptions are being made about your audiences? How can you challenge unconscious bias?



Economic

• Not required by ADA
• How much of your community 

experiences economic constraint? 
• Are your discount structures 

addressing economic barriers for 
your community?

• What community partnerships/local 
initiatives are available to you?

Presenter Notes
Presentation Notes
At Art-Reach, we also recognize that cost is a barrier for many people. In Philadelphia, not only do we have the largest percentage of people with disabilities out of the major cities in the US, we also have huge population of people living in poverty or low-income households. The image on this slide features a collaboration that Art-Reach has with a music venue called World Café Live. They host interactive, educational daytime concerts that are designed for adults with intellectual and cognitive disabilities, that are free for the human service agencies that Art-Reach works with. In this image, a teaching artist is standing at a microphone, singing and playing a percussion instrument. In the audience, there are several rows of people clapping their hands and smiling. I want to point out that offering discounts for people with disabilities is not a requirement of the ADA. The ADA simply says you cannot charge a person with a disability for services and you cannot profit off of access services. But when we're thinking about inclusion, I think it's important to ask ourselves these questions-How much of your community experiences economic constraint? Are your discount structures addressing economic barriers for your community?What community partnerships are available to you?



Economic

• Art-Reach ACCESS Program
• Public initiative that allows PA and 

DE ACCESS/EBT Cardholders to 
visit cultural sites for $2 for the 
cardholder and up to 3 guests

• Built based on feedback from the 
community

Presenter Notes
Presentation Notes
Art-Reach also has a program called ACCESS. This is a public initiative that allows PA and DE EBT Cardholders to visit cultural sites for $2. The image on this slide features a hand holding a blue and white wallet card that reads "Art-Reach ACCESS." In the background is lots of greenery, and a fountain with lilypads scattered across the surface of the water, photo taken from Nemours Estate.We have found that through this program, people with disabilities or low incomes in our community are able to visit places that they wouldn’t otherwise be able to afford. One piece of feedback that we receive all the time is that affordable tickets are a gamechanger not only for people who can’t afford full price tickets, but also people who aren’t able to spend the full amount of time to visit a cultural site. We’ve noticed that a family of 4 who can attend for $8 instead of $80, are more actively participating in the rich culture and entertainment in our region. Consider discount admission programs for your community for intentional inclusion. 



Situational/
Circumstantial
• Does your venue hold events that alter your typical environment?

• What happens to accessibility if the lighting or layout changes?

• How might a visitor's needs be situational/circumstantial?

Presenter Notes
Presentation Notes
Lastly are Situational/Circumstantial barriers—so barriers that might not always be present except in certain situations. The image on this slide features art installation by an artist named Finnegan Shannon. The image shows a bright blue bench with white text in a museum space. The back of the bench reads “museum visits are hard on my body” and the seat reads “rest here if you agree.”Does your venue hold events that alter your typical environment?What happens to accessibility if the lighting or layout changes?How might a visitor’s access needs be situational/circumstantial?Think about:- If you have day time and evening events, how does the venue differ and how can you prepare guests for those circumstantial differences?Being aware that guests’ access needs might be situational—For individuals with disabilities, particularly for people with chronic illness, chronic pain, or sensory sensitivities—they need to listen to their body, and their accommodation and access needs can vary with the presentations of their condition. So I encourage you to empower your staff to show empathy and flexibility, rather than frustration and anxiousness, when visitors have situational access needs.



Additional Considerations

• What access is already provided?
• What can I do to request accommodations?
• What are the steps, the process, and the timeline for 

making a request?
• Does the process benefit the person with a disability?

Presenter Notes
Presentation Notes
Typically, access services are provided once a guests requests some form of accommodation. An easy consideration to make is to begin to provide accessible accommodations as a routine practice. Providing access services in a proactive, rather than reactive way. The Effective communication considerations I mentioned early are really not optional. As much as we are required to adhere to the ticketing regulations in section 221 we're also required to adhere to the effective communication guidelines that are in the ADA itself. The standards of accessible design do give us practical tools that we can provide. It also gives us a pathway for how guests can request additional services and the procedure to provide additional services. It's not always up to your department to provide these services, but it is up to our ticketing and guest facing teams to  provide  information and to communicate to guests the procedures to obtain this service. So think about: What access is already provided?What can I do to request accommodations?What are the steps, the process, and the timeline for making a request?Does the process benefit a person with a disability? For example, a person who is deaf and needs to request an ASL interpreter for performance would need a non-verbal pathway to communicate with your box office to make this request. Often people who are deaf use video relay service to sign their request to an interpreter who voices their request to you over the phone. Or or you could outline pathways like chat and e-mail to complete the request so that a person who is deaf can be accommodated with effective communication methods for making their request. 



Considerations for Access

Mobility
• Elevators
• Ramps
• Counters
• Seating areas
• Rest benches
• Rest areas
• Surfaces
• Railings
• Paths of travel

Vision
• Web Access
• Downloadable 

transcripts
• Audio 

navigation
• image 

description
• Large print
• Color contrast
• Touch/tactile 

experiences

Audio
• Open/ Closed 

captions
• Transcripts
• Interpreters
• ALDs
• Amplification
• Echo/ Acoustics
• Flexible 

communication

Neurodiverse
• Sensory 

Stimulation
• Quiet spaces
• Interactivity
• Plain language
• Transparent 

rules & 
expectations

• Wayfinding
• Know Before 

You Go Guide

Universal
• Toilet spaces
• Service animals
• Personal care 

attendants
• Transportation
• Lighting
• Signage
• Food & 

Beverage
• Access Icons

Presenter Notes
Presentation Notes
So that you are all access champions and you are all in the business of creating access I have this handy dandy chart of considerations that you can make in several areas of disability accommodation. These areas do not encompass every disability identity or disability presentation however when we focus on providing services in these areas people with disabilities can self accommodate using the services we already provide and therefore we create access for the greatest number of people. So take a minute to take a picture of this chart, or email me to get my presentation afterwards, but in some way record these opportunities to create access, with suggestions for mobility vision audio neurodiversity and universal accommodations that benefit everyone. 



Our Mythical Grandfather
Debunking myths versus facts about the ADA and disability

Presenter Notes
Presentation Notes
This is a moment where I'm gonna pause to take a sip of water.When I introduced myself, I told you I'm a ferocious and passionate advocate for disability rights. And the fiery passions inside of me are stoked when I hear people repeat false information about the Americans Disabilities Act or about people with disabilities or about accessibility.  Like, smoke starts coming out of my ears I get so fiery. Just as I said that information equals access  - information also equals trust.  When we spread false information, and we train people false information, and we lead people to believe false information -  that false information becomes the truth. It becomes the universal understanding and so everyone would rather believe the false thing in the universal understanding than the true thing that only a couple of people like me know about. As an advocate it is my distinct pleasure and my responsibility to demystify and debunk some of the common myths of the ADA.



Myth vs Fact: Grandfathered 

• “Grandfathered In” 
• Legal phrase meaning new rules don’t apply to 

established entities.

Presenter Notes
Presentation Notes
So, I want to start by talking about our mythical grandfather. Venues that were built or broken ground prior to 2012 believe that they are exempt from following the 2010 standards of accessible design because of the date of the building. This statement isn't entirely false. It's not correct either. The myth is that you are not required to attend to accessibility because of the timing. And to describe this myth, folks typically use the term : Grandfathered to refer to legal loophole that allows a venue to remain inaccessible.  According to google.com's AI synthesizer: Grandfathered in is a phrase that refers to something that is allowed to continue under old rules or laws after new ones are put into place. It comes from the idea of a grandfather clause, which is a legal provision that exempts certain situations from new rules. Grandfather clauses are often used to prevent unfair advantages. That's the universal understanding according to AI. The fact is that this term "grandfathered" doesn't refer to ADA and it doesn't mean a hall pass on new laws. 



Myth vs Fact: Grandfathered 

• If your Grandfather was allowed to vote in 1866 or 
1867

• Designed to exclude
• Perpetuating systems of oppression.

Presenter Notes
Presentation Notes
The grandfather clause refers to a law that was passed in the southern United States between 1895 and 1910 to prevent Black Americans from voting. The clause exempted people from new voting requirements if their ancestors had been allowed to vote before a certain date. If your grandfather could vote in 1866 or 1867 the clause applied to you. Therefore this particular clause was designed to exclude black voters because in 1866 or 1867 most black Americans were imprisoned in chattel slavery or disenfranchised in free states. When I hear "grandfathered" used as a way to relieve venues of obligations what I'm actually hearing is that the venue is designed to exclude and our polices are designed to uphold exclusion and preserve the violations of civil rights. I do not recommend using discriminatory oppressive legal systems to explain to me why you don't have to adhere to more recent civil rights law. These are the exact systems of oppression the ADA protects against. And as an advocate it is my responsibility to dismantle the systems of bigotry and oppression that are repeated over and over and over again as if they do no harm. 



Fact: Safe Harbor

• If you comply with 504
• If you are not renovating
• If you are protected under 

historic statute
• You must do what you can

Presenter Notes
Presentation Notes
I'm going to teach you the correct phrase. Safe harbor.Safe harbor is a clause that is written into accessibility law and disability rights law that contains a legal provision for any building or public space that was already in compliance with ABA - Architectural barriers act, and Section 504 of the rehabilitation act  - these buildings which already comply with prior law do not have to automatically upgrade their space to the 2010 standards of accessible design unless there are major renovations to the building or public entity. It also says that if you're protected under the national registry of historic buildings or under some sort of historic statute you also do not have to modify your space to comply with the 2010 standards. Even with the Safe Harbor clause, the ADA still requires that places open to the public do everything that you can to operate in good faith, equitably welcome people with disabilities into spaces, programs and activities. Very specifically safe harbor refers to foundational elements of your physical space. If you are in a pre war building in New York you do not have to put an elevator in replace of your stairs simply because the ADA exists. If you've been performing in the basement of a church since 1990 you may continue to do so without fear or risk of lawsuit. If your stadium was built in 2010 the standards for accessible design didn't actually get approved until 2012 so you're still good as long as you are compliant with 504 compliant with local building codes which update every two to five years then you do not have to modify to comply with the 2010 standards. And that's really all it refers to not making enormous renovations to your building to comply with these new standards however if you are making renovations to your building you now need to comply with the 2010 standards of accessible design. So if you've recently undergone a seating renovation inside your pre war building the seating inside the building needed to comply with the 2010 standards. The biggest take away I want you to have from this is that a please no longer use the word grandfathered and  you must do what you can to make your space accessible no one is exempt from participating in accessibility because that is direct discrimination of the disability community and that is what the ADA is actually protecting. 



Myth vs Fact: Reasonable 
Accommodations
• Reasonable Modification
• Based on resources not 

convenience 
• Good faith effort 
• Advocating for services 

Presenter Notes
Presentation Notes
Our next myth is the myth of reasonable accommodations. This is such a commonly misunderstood part of the ADA and I'd like to bring some clarity. 1st I'll start with the fact that reasonable accommodations exists in Title I of the ADA and it refers to employment. Employers can enter into an interactive and process with their employee to determine what reasonable accommodations will be made for the duration of their employment. Reasonable accommodations in the workplace are sometimes provided by the employee and sometimes provided by the employer and all of this is determined in the interactive process. For places that are open to the public and are working to make public accommodations is actually called “reasonable modification”. For our spaces - reasonable modification means that we are required to modify in order to accommodate. Modify means change. The ask to modify or change is the result of the existing spaces being inaccessible to people with disabilities, or  because a method of effective communication was not provided. Modify means that you have the obligation to change the way your policies, practices, procedures, and services work to accommodate a person with a disability.  Furthermore, the ADA says that you need to accommodate each individual as they need to be accommodated. That you cannot deny accommodation to someone. And you cannot force someone to take an accommodation that doesn't suit them. Reasonable modification is what you must make to modify your space so that everyone can equally participate in your programs, activities and services. What is reasonable is not measured against what your boss would like to pay for. What is reasonable is measured based on the resources of your entire entity. If your ticketing services department does not have the budget to pay for an ASL interpreter for a performance that is located in a 41,000 seat Stadium, where the revenue earnings for the night will far outweigh the cost of the ASL interpreter, you will not be able to say that it was not reasonable to provide. However, if a guest requests a British sign language interpreter at your US venue, that may not be reasonable based on the resources in your area. There may not be a BSL interpreter that's available. What the ADA asks us to do when there are gray areas about what is “reasonable” is to enter into every accommodation in good faith. The ADA says if you are making a good faith effort to obtain accommodation, because legally you were required to provide it in the first place. Shirking the responsibility or if your not working to obtain the accommodation that is considered a civil rights violation and discrimination punishable by law. When you make reasonable accommodation, then you are not discriminating and therefore not at risk of lawsuit. A good faith effort means that you fully tried to do everything in your power in your budget in the constraints and with the resources to obtain the type of accommodation that the guests requested. A good faith effort means that you meet the obligation provide certain accommodations without requests and when the request is made you do what you can to meet that request. The ADA calls it good faith and I call it good customer service -  the point is we try.And what happens when we try and fail? This is not new to anyone in the disability community. The disability community has had to advocate for equal services for over a century. The disability community has had to advocate for access to every restaurant bar hospital music venue sport event theater gas station. Every box office every seating area every time. And don’t get me started on airlines. People with disabilities are tired of having to educate businesses who are required to follow these laws on the fact that they're required to follow these laws. Tired of reminding you that you are required to make reasonable modification.  That accommodating your inaccessible environment is your responsibility. Tired of being positions as beggars, as needy, as difficult, as aggressive. If you encounter a person with disability who's advocating in a very spicy and ferocious manner, it's because they have to do it everywhere. Or they live a life where they've resigned themselves to go without because that's easier than explaining to al businesses that THEY are required to make reasonable modification and act in good faith.   



Reasonable Modification

What is NOT reasonable: 

• Fundamental Alteration : modifying to the point of 
changing the nature of the program, good, or service

• Undue Burden : modifying is too costly 

Presenter Notes
Presentation Notes
The ADA does offer two pieces of guidance for what is not reasonable and that's fundamental alteration and undue burden.“Fundamental Alteration” and “Undue Burden” The ADA says that you have to make reasonable modification to your policies, practices, and procedures UNLESS it would result in Fundamental Alteration or Undue Burden. Fundamental alteration means modifying something to the point of changing the nature of the thing, that would classify the modification as unreasonable. I'll give you a great example of the correct way to use fundamental alteration I'm working on a current project with Philadelphia's magic gardens a two-story mosaic installation that guests can navigate through. Every part of the magic gardens was created by an artist and covered in found objects tile and mirror mosaics. Every doorway every staircase every handrail and every chair is a piece of art. to ask the magic gardens to convert a staircase from this gallery into a ramp would mean taking away what the artist created and putting something else in its place fundamentally altering the nature of the space. So in this example they are not required to provide stair free access where the artist created stairs. When I work with organizations like this on strategic accessibility planning it's not our goal to change the staircase it's our goal to find a way that people who require stair free access can still experience the artwork. In this instance we're creating 3D scans models replicas and virtual imaging to bring the inaccessible artworks into the more accessible environment. Undue Burden means that if the modification is too costly it no longer is reasonable. Financial hardship is often a businesses number one reason for not providing access -  it’s too costly. The ADA is clear that the burden of cost cannot be passed on to the person with a disability, that rather it’s the cost of doing business for the organization. And what is financially reasonable, according to the ADA is in relationship to the assets of the entire entity. Financial hardship is such common reason for not providing greater access - but I caution the claim Undue Burden - too costly to comply. Even though it is written into the law “undue burden” perpetuates the internalized, perhaps unconscious, ableist bias against people with disabilities who are seen as a burden on our society. Additionally, if you claim undue burden as the reason for not providing access and you go into mediation with the Department of Justice the first thing that they will do is open your books and take a look at your finances expenses and figure out why you couldn't afford it. You let me know when your finance department is eager to open up years and years of financial history to the Department of Justice. 



Myth vs Fact: The 5 Senses

• You actually have 8 senses 
• When we say sensory 

friendly, we mean with 
attentiveness to all 8 senses

Presenter Notes
Presentation Notes
The next bit is about the five senses. When your kindergarten teacher told you you had five senses they lied to you you actually have 8. The five we know and love our sight smell touch taste and hearing, and the three you might not be aware of are proprioception that's the feeling of your body,, Kinanesthesia - or vestibular movement, and balance  and interoception or your internal sensations. People with sensory sensitivities can either be hypersensitive or hyposensitive to these eight senses. If I am hypersensitive to light, it might be a difficult transition from me going up a dark elevator to a room with floor to ceiling windows. If I am hypersensitive to sound it might be physically painful for me to be hearing an ambulance go by. If I'm hyposensitive to interception it might be difficult for me to know when I‘m hungry or thirsty or need to go to the bathroom.If I'm hyposensitive to sound, I might need you to speak up or repeat your sentences often. If I’m hyposensitive to vestibular movement I might spin to enhance my sense of gravity or inertia. If I'm hypersensitive to proprioception I might be uncomfortable in certain articles of clothing, they might be scratchy on my skin.It's very common for event spaces theaters museums gardens and other open public spaces to offer sensory friendly programs and offerings. Sensory friendly would refer to the variances in hypo or hypersensitivity to each of these eight senses in a sensory friendly space.  Neurodivergent people are welcome to stim, spin, flap, scream, whatever attends to their sensitivities in these areas. When sensory sensations are not accommodated neurodivergent individuals might also have intense reactions or vocal responses to the sensitivities. Please consider and have empathy for all 8 senses when thinking about guests with sensory sensitivities, neurodivergence, or those who require sensory accommodation. 



Myth vs Fact: Service Animals

• Service Animal = Dog*, Task Trained
• NO Certification or proof
• NO required vest, harness, or leash
• Emotional Support & Companion Animals
• Two Questions: 

• Is the Service Animal required to accommodate disability?
• What task is the Animal trained to perform? 

• Safety

Presenter Notes
Presentation Notes
Maureen doesn't know this yet, but I've decided to pitch a new session to INTIX this year that is entirely devoted to service animals. Not only do we know that there's an increased number of service animals that are task-trained to support people with disabilities, we also know that there are an enormous number of pet lovers who love to bring their pets to public spaces and are utilizing the common misunderstandings about service animals to gain entry for their companion animal. So let's do a little myth busting on service animals : By now we know that when we say service animal, we typically mean dog. To help differentiate working service animals from companion pets it is advised that you use the term service animal. The ADA does allow for one other type of animal to be used in service and protected under these laws, and that is a miniature pony. Miniature ponies are often used for sighted guide, for brace, and for ambulation assistance. Because of the requirement of care for a miniature pony they are not very common service animals, but they are approved to be in your venue. Otherwise, a working service animal is a dog. And there's no regulation about what breed of dog or what type of dog or what size of dog. The only regulation is that the service animal must be task-trained to accommodate a disability.Approved tasks will include things like sighted guide, ambulation assistance, retrieval, brace, public access, anxiety and PTSD alert, seizure alert, allergy detection, and medication management. One service animal can be trained to perform the multiple tasks that accommodate the person for whom they work.According to the ADA, you may not ask for proof of certification or proof of service or proof of training. There is no ID card or required vest or required harness or required leash. And even though we can't ask for proof we want to make sure that we're protecting working service animals by not admitting emotional support and companion animals and so are the ADA gives us two questions that we are allowed to ask of a service animal handler. Question one: is the service animal required to accommodate disability? And the second question is :what task is the animal trained to perform? These two questions can be used to validate any service animal.  A legitimate service animal handler will be ready to answer them. Your concern should be less about the legitimacy of a service animal and more about the safety of the service animal their handler and the rest of your guests. The problematic thing about bad actors with companion pets, who have certifications and who have ID cards which are often purchased from Amazon.com and have no legitimacy – is that now people with disabilities who have the right to handle their service animal without these documents – are buying the fake documents to show to people like us in box offices because we don’t know that we’re NOT ALLOWED to ask for that. It’s easier than fighting with us, to just show the false documentation. And that’s how false information impacts the universal understanding. It becomes easier to go along with a lie when everyone is insisting it’s true. But -  now you’re access champions, so you are going to help me advocate for policies, practices, and procedures for admission of Service Animals. And as access champions you are also going to refrain from addressing the animal, touching the animal or interacting with the animal respecting that they are working. No touch, no talk, no eye contact  - when you encounter a working service animal. And if you JUST CAN:T HELP YOURSELF, please ask for consent of the handler before engaging a service animal. This topic could be a whole session – wink wink INTIX Proposals were due yesterday – wink wink. But there is one thing I want to make sure that you're aware of – because I said your focus should be on the safety of the Service Animal and their handler.  If you ever see a service animal without their handler, and particularly if the service animal is barking, touching you, or somehow indicating to you -  that means that the person for whom they work is in an unsafe situation or medical emergency and they would like you to follow them to gain safety for their handler. This is the number one reason a Service Animal is not required to wear a leash. Additionally, if you see a person with a service animal who is in an unaware state, please don't interfere. Likely what you're witnessing is a medical emergency and the working service animal who is task trained to handle that medical emergency. Please allow the person and the service of animal to remain where they are. A task-trained service animal will know when it is time to get help from you they will leave their person they will come to you and indicate. A service animal typically has an Emergency ID card with them that identifies a person to contact, or the correct steps to follow if the person is unaware or unconscious. Please follow the service animal and follow the instructions on the emergency alert card to keep the person safe. Do not automatically call emergency services, follow the instructions first. Thing about safety, please make sure that all service animals have a safe place to relieve themselves that has access to water and appropriate waste disposal. If you have policies about guests entering and re entering, please make sure that your service animal relief area is within the bounds of the ticketed area so that a person using a service animal does not have to leave and come back.Like I said there's so much to cover in this area that we are preparing a whole session on it but for now stick to your two questions don't ask for proof and maintain safety for the service animal and their handler. 



Myth vs Fact: Complaints

• Grievance Procedure
• Mediation Process
• Feedback Loop

• Legal Process
• We’ll do this and nothing more
• Lawsuits

Presenter Notes
Presentation Notes
If you have failed to provide access or have failed to accommodate a person with disability and they believed that their civil rights have been violated The ADA outlines a pathway for complaints. The myth here is of the ADA lawsuit, that people with disabilities are going to venues and seeking out errors so that they can bring predatory lawsuits forth to well resourced entities I can't say that that doesn't happen but I can say that it rarely happens and what more regularly happens is that we as businesses deny the rights of people with disabilities because of our policies practices and procedures. But what's also a myth is that people can just sue you. There are multiple steps that have to be taken long before a lawsuit can be brought forth against your entity. If a person with a disability experience a discriminatory practice at your venue the first thing they must do is file a grievance. Grievances for us in customer service almost always come in the form of complaints it's the angry person on the phone or the nasty e-mail that you received or the bizarre letter you received in the mail. However you received the grievance, when someone makes a complaint you have to take action. Any inaction on your part will be added to the grievance and it will be escalated without your perspective. So if someone makes a complaint what happens? First things first you should have a grievance procedure and you should outline that grievance procedure in a public facing area. If we have failed to provide access you can e-mail X person and they will respond within a designated period of time. So the person writes their e-mail and it goes to the direct person who can handle the issue and the reply back should be thank you for bringing this to our attention here are the ways in which we can correct this. And with the receipt of that e-mail they can take the communication to mediation. Mediators are provided by places like the Centers for independent living or through the ADA network or through the job accommodation network and a mediator will bring together the person who filed the grievance and your organization to discuss the ways in which you can address the discrimination or lack of access. The mediator will outline steps that you have to take and a timeline that you have to follow to correct the issue. And here again is where you will be asked to operate in good faith. You will be expected to make good faith effort to correct the lack of access. And you will have a specific date with which you need to report back to the mediator with your progress or your plan to progress. The key take away here is that you need to outline what this grievance process is and have a person who is dedicated to handling these responses. They are considered receipts and evidence brought to mediation. If at any point the mediator feels that your organization is not operating in good faith, they will escalate the issue to a lawyer who will either present, you with a letter or present you with a case. So how can you avoid entering into this legal process? Turn your complainers into consultants. When you receive an access complaint operate in good faith to address the concern and then invite the person who complained back to experience the changes that you've made and show your good faith effort. Receive more feedback from them make more change and then prove that you are acting on the feedback that you've received. That's how you create trust with the disability community and when you have trust with the disability community, and they trust you will operate in good faith that is the best way to mitigate lawsuits. 



Myth vs Fact: Whose job is access?

• Access is everyone’s job 
• It needs to be someone’s job
• Dedicated Access Services Specialist or ADA 

Coordinator: 
• Accessibility Audit
• 3-Year Transition Plan
• Accessibility improvement budget. 

Presenter Notes
Presentation Notes
Last month will tell today is who's job is it to worry about or provide access. I know that the common answer is that access should be everyone's job. And ensuring equal access to every facet of your venue your programs your goods or services that is everyone's job to ensure the rights of people with disabilities but I also think it should be someone's job. Yes we want all of our guests facing staff to be trained in accessibility we want to make sure that we're providing accommodations our artistic staff event staff security staff should all have a working understanding of accessibility and be able to accommodate any guest at any time. In order to do that though, i think you need an access champion on the inside a person whose job it is to look at the organization from a global perspective and begin to identify barriers and reasonably modify any barrier that exists in your space. I speak to a lot of marketing professionals and what I'm recommending they use image descriptions alt text captions and camel case hashtags to make their social media posts more accessible the common thing that they respond back is well if we have time. But if it was someone's full time job to ensure accessibility they would have time. And when I recommend that there should be a dedicated person to access I hear from organizations that they've scaled back positions and human resources to adjust for the climate shifts post pandemic lockdown, and that they're already slim staffed across the board. I can understand the challenges with having a dedicated professional whose job it is to focus on access but I do believe it's the best way to make constant incremental change and progress. Additionally if ever the Department of Justice mediators do call upon you to follow up on a grievance they're gonna ask you for three things: 1. Who is your ADA coordinator? 2. When was your last accessibility audit? And 3. Where is your three-year transition plan? Well ask you these fully expecting that you do not have them. And if you do have them the secret 4th question they'll ask you is what is your access improvement budget and the resource is dedicated to accessibility. Media coordinator an audit and transition plan are not required of title 3 entities they're required of title 2 entities which are state and local governments. Your city hall it should have a copy of their three-year transition plan, be able to produce the name of their ADA coordinator, and be able to show you their access improvement plan or budget at a moments notice. The DOJ will ask you for these things and when you don't have them they will ask you to create them as the first step in mitigating whatever access failure require you to receive a grievance. At the bare minimum you can make sure that access is someone's job and assign an ADA coordinator you can't just call someone an ADA coordinator they do have to go through training ideally they would be certified although that's not required, but your ADA coordinator or your access services specialist must have a working understanding of the ADA basic accommodations and help your organization improve as much as they're helping your guests gain access. The daily practice of accessibility is everyone's job. And I want to advocate for having a dedicated professional who's trained on your staff to address accessibility at every level. 
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a.PCA Admissions
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Michael’s Law

• PCA Admissions
• Zero cost tickets for 

caregivers/PCAs
• No regulations/standard in ADA

• In case law: no cost 
admissions in GA 
environments

• PCAs are working, not enjoying

Presenter Notes
Presentation Notes
I need to take a drink of water before I start this next topic, because, I’m just a nerd about accessibility case law, and I’m honored and humbled to be talking with you today about admissions for personal care attendants, caregivers, personal aids or direct support workers. In 2016 after lawyer Stephen Gold and Philadelphia based Disability Rights activist Michael Anderson won a lawsuit against the Franklin Institute regarding being charged double admission for Mr. Anderson and his Personal Care Attendant or PCA. Mr. Anderson who was a member of the museum did not pay general admission fees for his PCA when attending the standard museum exhibits. In the IMAX theatre however, Mr. Anderson was forced to pay a 2nd admission for his PCA.  A PCA or Direct Service Worker of any kind is not in attendance for the enjoyment of your venue and the to be engaged in your performance. They are working. Sometimes a PCA is a paid professional, sometimes a family member, but in any case, they are providing life functions supplementation for a person with a disability. Things like navigating, eating, toileting, swallowing, breathing, communication, ambulation, dexterity, medication management, medication alert - the list goes on and on. PCAs are not participating in the entertainment experience they are performing life functions so that the person for whom they work can experience the entertainment with full enjoyment. In our ticketing world, the policies can seem so rigid -  the seat map is set, the pricing zones are set, the dynamics of sales are set, the KPIs are set, the forecast revenue and revenue goals are set. If there is a chair, it has a price, and the price has to be paid, because everyone else has to be paid.  That just the way it works. It is known.  But in this case, the Judge asked if a seat could be added to avoid lost revenue when a PCA was in attendance -  and the Franklin said it was possible because of fire code. That’s probably real - in an IMAX with fixed seating it would certainly be a chair added to the aisles and under no circumstances can we add a seat to the aisle. It is known.   So the Judge asked exactly how much money would the Franklin lose if they didn’t charge for the seats, and just let PCAs in at no cost. And the Franklin said…… uh oh   it is Not known. The Franklin let PCAs into the museum under a look the other way type of admission, and so had never counted how many or how often they had been asked for a free seat. And we who work in venues know that the house count, is almost as important as the money count.  Not for that reason, but ultimately the Franklin lost the case to the tune of 4.4 million dollars. That’s probably a little bit more than they would have lost in ticket sales. The decision from the court was that PCAs must be admitted in general admission environments at zero cost, and they must be counted for public safety and evacuation purposes. In the reserved seat environment, the decision was that if a chair could be added it should be, and if the ticket can be offered at zero cost it should be. I’ll save you the finer legalese but the precedent that was set by this decision was that the right thing to do is offer free tickets to PCAs.   For the people, like Mr. Anderson, who require a PCA for daily life they do not want to let businesses pick and choose when they are discriminated against. For Mr. Anderson who adores film, theatre, dance, opera, and other cultural expressions he is often denied access to participation because of the prohibitive cost of paying two admissions.  Within the ADA there are regulations and guides that are specific about not charging or transferring the burden of cost to the person with a disability rather it’s the cost of doing business for the organization, furthermore, the ADA prohibits organizations making a profit from a person's disability. So, take a look at your policy for caregivers, aids, direct service workers, and personal care attendants. Best just to do the right thing. It is known.  Now, Mr. anderson is taking the case to the courts again not specifically for the same organization but for people who use caregivers in general. Mr. Anderson is trying to make sure that in any ticket selling environment there is the option for complementary caregiver tickets. The case rests on the idea that you can't charge for disability services and you can't profit off of people with disabilities who use services and so by charging a double admission for a person and their caregiver, ticketing entities make a profit off the caregivers attendance. Additionally the argument of loss of revenue where complimentary tickets is concerned, in this case, is positioned the same as the cost of providing captions and ASL interpreters. You cannot charge a person who is deaf for the cost of the interpreter and you cannot charge a person who requires a caregiver for their presence in your space.  This issue titled Michael's law is moving through the circuit courts as we speak. �



WCAG 2.1 Obligation

• Perceivable
• Operable
• Under stable 
• Robust

Presenter Notes
Presentation Notes
This year the US Access Board introduced new legislation for Web and App Content accessibility, which will result in new enforceable obligations. And soon it will be required for all websites and apps to adhere to the Web Content Accessibility Guidelines. The new guidance will make these obligations enforceable for Title II entities which is state and local government, and will hold accountable states, cities, local programs, municipalities, health and human services, food and housing service programs, and other public programming. I recently attended a panel where one of our leading ADA Experts, Robin Jones answered the question - If this is for Local governments, then what does it mean for Title III (or place of public accommodations, restaurants, movies, theaters, stadiums, parking lots..etc)? Ms. Jones answered, “It has been long proven in case law that places open to the public must make every effort to accessibility on their websites.” Now, there will be a mechanism of enforceability for a precedent that has been set for a decade. The advice Art-Reach received about the new guidance was to get out in front of it and be ready. What does that mean for you? It means if you are not already doing so you need to make swift steps to getting your website up to the Single A guideline at least, and double A if you can. It means you need to start having conversations with your ticketing services systems, your purchase path, your mobile apps, your CRMs, your forms, your seating maps - are all the linkable things on your website compliant to WCAG? Do your web development team and IT teams know what the WCAG standards are? And if you think you’re already there, I just got an email yesterday that says we are up to WCAG 2.2 and there is A, AA, AAA -  so it’s a really good time talk about and evaluate where your digital access deficits may be. WCAG breaks down into 4 areas: Perceivable, Operable, Understandable and Robust. Is the information perceivable? Are the user interface components operable? Can the information and user components be understood? Is the information robust enough that it can be interpreted by a wide variety of users?  I have recently found some great resources that can help with the fine tuning and the finer attention we can pay to this area of access. On the brand new fully accessible Art-Reach website (because we got the same advice I’m giving you now, and we took it seriously) - you can go to Art-Reach.org and visit our community learning section. There you will find a video you can watch for free with our besties at Tamman, inc. This video is a little over an hour and gives a bunch of resources for not only evaluating what you currently have but also best practices for creating new things accessibly. We learned so much working with Tamman, including how to conduct our zoom calls, Teams meetings and write PDF documents and PowerPoint in a truly accessible way.  Working with Tamman is a bit of an investment, and in their session they offer free or low cost resources that can work alongside you as your build and evaluate your digital spaces. There is also a great resource Tamman shared with us called Wave out of the University of Utah which has a tool you can find at WEBaim.org that can evaluate pages of your website, find errors, and suggest improvements. If you have a web team, now is a great time to start having some very real conversations. The best advice Tamman gave us was to prioritize progress over perfection. Incrementally increasing access is still increasing access. Work with your teams to create a plan for incrementally increasing digital access. 																							I’ll give you some quick tips today so you know where to start, if you haven’t already, increasing access in web, app and social media engagement. NO OVERLAYS - an overlay is an accessible menu that sits on top of your site. Over on the side of a site you might see a blue Vitruvian Man or access symbol and when you click it (which is already the first problem) it brings up a menu that allows a visitor to adjust the color, size, contrast, and other basic functions of your site. Often businesses will plop an overlay on their site, think they’re accessible and never do anything else. This is not a one and done kind of a thing - web accessibility -  it’s a highly complex and multi-faceted commitment to inclusion. So, no overlays. Make the coding and the contrast of your website accessible and the overlay will be unnecessary. Operable in WCAG refers to clicking and navigation. Screen Readers provide audio navigation and a way for a folks who are blind or have low vision to click on the items they want to click on. Wondering how your website reads to a screenreader? Great thing the internet is for everyone because you can download a screen reader, and read your own website, and then design it so it doesn’t come out like gobbledygook to the screenreader and also looks visually appealing and well branded. Can a person using a screen reader get to your site, buy tickets for your show, check out in your cart, and read the confirmation email? You will know, and no longer wonder, if you use a screen reader as part of your UX testing and that brings me to …Hire individuals from the disability community to do your UX testing. The disability community has a phrase “Nothing about us, without us” it means that the people who may benefit from the thing should be involved in the planning of the thing. It’s what equity and inclusion are really about. So include people with disabilities in your UX testing, they will use their screen readers, mouse less navigation and other adaptive equipment and they will inform your improvements. If you’re using a web development firm - ask them if they use testers who are Blind, have low vision or cognitive disabilities. Ask them if they have a variety of testers - make sure the most people can use your site or app. Alt Text and Image descriptions are my next tip - make sure that the images on your site have alternative text embedded so screen readers can capture your images as well as navigation. Alt text is a very quick description of image. Using Image descriptions serve as a little more description. Like in the newspaper there is a caption under the photos, right? Alt Text says, “Beyonce waves to a crowd”. The Image Description Says “32-time Grammy award winning artist, Beyonce, stuns an onlooking crowd wearing head to toe platinum”. Image Descriptions can have a bit of interpretation, while alt text is giving the basic visual information. Lastly, think about the accessible user journey - in a holistic way. Which includes third-party partners. Let’s say I’m an individual who has low vision, and I want to buy tickets to your event, and I require low vision seating, and I am using a screen reader to access the purchase path and so far so good I select my seat, I go to check out and then it takes me to a third party payment processing server that is not accessible, cannot be screen read and I can no longer complete my transaction. I heard a stat for 2022 that 8 billion dollars were abandoned in cart due to inaccessible checkout. If you’re going through your website, make sure you check in with all the linkable platforms and development partners you’re working with. And be sure they know about the new enforceable obligations. 



Employee Obligations

• Title I, ADA
• Job Descriptions
• Hiring
• Recruitment
• Interview
• Reasonable Accommodations
• Employee life
• Termination/Retaliation

• Previously protections did not include former 
employees

Presenter Notes
Presentation Notes
Just last week we got a notice from the US access board about a ruling regarding past employees and ADA considerations. If an employee is terminated from your organization, this ruling lays out obligations for how to proceed with the severance procedure in a way that upholds the employees rights. Title one of the ADA was written to protect employees and it outlines very specific details about recruitment hiring the interactive process and reasonable accommodations and employee life. It has obligations regarding termination in that termination cannot be discriminatory the results of a disability or result of those accommodations but after termination there isn't much in title one regarding severance with the employee. Our employment is not just about the day-to-day tasks we complete for our employer it's tied to our pay our health benefits and our retirement packages. There are so many details that we often require exit interviews and meetings with HR to cover all of the little facets of how to maintain the benefits of our employment after employment is terminated. This new ruling outlines obligations for how that process can maintain the rights of disabled employees or employees who have to leave their jobs because of a new disability or caregiving circumstance. Where previously a court ruling had stated that a qualified employee as protected by the ADA did not adhere to former employees, the new ruling does have some obligations for health benefits and benefits packages given to employees during the duration of their employment that sustained after their employment. Think of 401K’s. We don't have nearly enough time to go over the details of employee obligations but if you have an HR department or someone who manages employee benefits, I urge you to have them follow this link to the US access board's recap of the ruling and be aware of what's being discussed and coming out of the courts. 



NAD Letters
 NAD Letter for Theatres and Concert Halls 

https://www.nad.org/wp-content/uploads/2020/06/Theaters-and-Concert-Halls.pdf


NAD Letters
 NAD Letter for Festivals and Concerts

https://www.nad.org/wp-content/uploads/2020/06/Festivals-and-Concerts.pdf
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