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rewarding good business
The Town currently runs an access and inclusion award 
for businesses that provide quality customer service 
and access to the community. Any member of the 
community can nominate a local business.  
The celebrated business will receive promotional 
opportunities and cash prizes.

providing Feedback
The Town welcomes feedback on access and inclusion 
in Cambridge. Feedback forms are available through 
the Town website. 

Alternatively contact the Town’s Community 
Development Department for more information.



Getting in and around
pathways

•	 Consider ramps and inclines.

•	 Avoid steps and obstacles.

entry/exit/thoroughfares

•	 Provide wheelchair/pram width.

lighting

•	 Improve lighting around counters.

reachability

•	 Make sure products can be reached.

Waiting

•	 Provide seating/baby change facilities.

use the right terminology
•	 The word “accessible” is preferrable over “disabled.”

•	 Refer to the person as having access requirements,  
not a disability.

think outside the square
•	 Consider operating online or providing a delivery service.

•	 Use a call bell to bring the service to your customer. 
if they can’t get into your store.

•	 Ask if you can lend a hand.

marketing your business 
publicise your advantages

•	 Advertise ramps and wide entry points.

•	 Put up a sign ‘access friendly store’.

•	 Qualify for/display Town access sticker.

text on publications/signs.

•	 Use clear, large font (Arial 12pt).

•	 Use high contrast colours. 

•	 Use bold text over photos.

non-english speaking

•	 Make text available in other languages.

•	 Use pictures to assist where possible.

•	 Be approachable and make time.

customer service
relax

•	 All customers appreciate care taken.

•	 Don’t be afraid to ask. 

•	 Assistance is not always required.

communicate

•	 Be clear and concise.

•	 Allow for lip reading.

•	 Address the customer not the interpreter  
or support person.

•	 Remove background music.

•	 Use a pen and paper if needed.

ask your customer for feedback

•	 They will be the person with all the answers.

•	 If you don’t ask, they might not come back.

The Town of Cambridge is committed to providing local 
business with information about how to become more 
accessible and inclusive. If you are interested in making 
your business more accessible and inclusive, use this 
simple step by step guide to improve your current trade 
practices. By making your business access friendly, you 
can boost your sales, improve customer relations and 
provide a higher level of customer service.

How this affects your business?
Who are you targeting?

•	 Four million people in Australia (18.5%) have access 
requirements.

•	 The number of Australians affected will increase by 
115.7% by 2026.

•	 Of the 27,442 people in the Town of Cambridge, 
approximately 5,070 people have access requirements.

•	 That’s 1 in 5 people or 18.5%. 

can you afford to miss out on 
18% of your business?


