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Dear Ladies and Gentlemen,

more and more often, people with disabilities or other special needs are
appearing within the walls of Wroctaw University of Science and
Technology. While supporting a person using a wheelchair or crutches at
cloakrooms and reception desks is usually no longer a problem, making
contact with a person who does not speak or uses sign language for

communication can be a significant challenge.

Not every person working at our University has the knowledge, skills, or
even the courage to help a blind person get to a specific room18. It may
happen that instead of asking a person who speaks unclearly or stutters to
repeat what they said, we will pretend we understand everything or, worse,
show our impatience. This, in turn, can effectively discourage that person

from handling the matter they came for.

However, it is most often not bad will or a lack of desire, but a lack of
knowledge on how to behave, and a lack of awareness of the needs of
people with disabilities and other special needs that makes us prefer to
avoid such contact. Sometimes we are afraid that our behaviour may be

considered rude, pushy, or indiscreet by the other person.

We have prepared this Textbook to help you find your way in situations
similar to those described above. We provide examples of specific everyday
situations that you encounter in your workplaces and tips on how to deal
with them while maintaining ease and professionalism in your service.
When we talk about service, we mean all people who, for various reasons,
come to Wroctaw University of Science and Technology this includes, of
course:

e students and people participating in all other forms of education

e academic, research, and administrative staff

e people who take part in scientific conferences, cultural events, sports

competitions, or occasional ceremonies.
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In some of them, we can see various difficulties with movement or
conversation at first glance. It is easier for us to approach such a person and
ask if they need help. However, for the vast majority of people who are
served in cloakrooms and at reception desks, there are no visible signs of their

disability or special needs.

In the Textbook, you will also find information on who a person with special
needs is, what those needs can be, and how a person working at a reception
desk, cloakroom, or Wroctaw Tech security can meet those needs. We also
talk about what accessibility is and why it is important for each and every one

of us.

If you are interested in this topic, you can refer to other textbooks from
the series of 18 developed as part of the "Wroctaw University of Science
and Technology - New Opportunities" project. A list of all textbooks, along
with a QR code and access link to them, has been placed at the end of this

publication.

We would like to thank all the people who collaborated with us:

e University employees,

e jtsinternal experts,

e Accessibility Leaders,

e as well as specialists from outside the University,
for all their valuable comments, substantive contribution, and support in
creating the content and form of the Textbook. We hope that our joint
effort will contribute to broadening knowledge and awareness in the
area of university, education, and work accessibility. This, in turn, will
allow all of us to make Wroctaw University of Science and Technology a

friendly, accessible, and supportive place for people with special needs.

The Series Authors Team



I'll step out to you and take
your coat to make it more
comfortable for you. The
counter is a bit too high.



1. People with special needs, including people
with disabilities

People with special needs are individuals who, due to their external or

internal characteristics, or due to the circumstances in which they find

themselves, must take additional actions or use additional measures to

overcome barriers in order to participate in various spheres of life, on an

equal basis with other people.

People with special needs include, but are not limited to:

e people with limited mobility (e.g., using crutches, a walker, or with

large, cumbersome luggage),
e people with disabilities (visual, hearing, physical, intellectual)45,
e people on the autism spectrum,

e people with a history of mental health crisis (e.g., with depression,

schizophrenia, addictions),
e elderly people,
e people with young children, including children in strollers,
e pregnant women,
e very tall or very short people,
e people with obesity,
e people who have dysfunctional hands or arms,
e transgender and non-binary people,
e people who have little or no knowledge of the Polish language,

The above list is not exhaustive. As you can see from the examples above,
each of us at some stage of our life has been, is, or will be a person with

special needs. For example, when we have an accident and have to move with
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the help of crutches or we simply get old and our physical efficiency is no
longer what it used to be. That is why it is so important to care about

accessibility.

Accessibility concerns the environment around us, as well as the services and
tools we use every day. Thanks to accessibility, the largest possible number of
people can use them regardless of age, gender, place of residence, health
status, physical, or intellectual ability. An accessible building entrance means
that, for example, a young student, a person with a cast on their leg, and an
elderly lady using a walker can use it safely and conveniently. An accessible
information point will have a lowered counter for a short person and an
induction loop that will allow for effective communication with a person who

is hard of hearing.

All actions we have taken as part of the "Wroctaw University of Science and
Technology - New Opportunities" project are aimed at taking care of the
special needs of people studying at Wroctaw Tech, people working here, and
our guests on a daily basis. Special needs can be the result of a disability (e.g.,
a deaf person needs written information or sign language translation), a
temporary indisposition (e.g., a leg in a cast) , or a situation in which the

person finds themselves (e.g., pregnancy, the need to care for a young child).

Remember that in addition to knowledge about accessibility and the special
needs of a person who struggles with various difficulties every day, your
attitude is important. You can make it easier for that person to function if
you try to put yourself in their situation and understand that, for example, a
blind person needs a very detailed explanation of how they can get to the
university library, and a person who stutters will have an even harder time

speaking when they notice impatience on your face.
|
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Everyone can become

a person with special needs.




2. The language you use is important

We do not always realize that the language we use every day shapes what
we think and how we act. By using certain terms, we can unconsciously
hurt or even discriminate against other people. For this reason, the
language we use to talk about disability has been changing significantly for

several years. It is worth being open to these changes.

When communicating with a person with a disability, we prioritize the
"human being," the "person," and not their disability. On the other hand,
when we say that someone "is disabled," we put that characteristic first. By
saying "a person with a disability" we put the human being first, and

disability is just one of their attributes.

Some expressions are negatively charged and make us immediately connect a
given characteristic with a specific person. Terms such as "cripple" or "invalid"
subconsciously associate us with people who are suffering, in need of care,

sympathy, or pity.

Nothing could be further from the truth! People with disabilities are
independent, lead active lives, and participate in all its aspects on an equal
footing with others. The fact that in their daily functioning they need the
support of an assistant, a guide dog, or, for example, a wheelchair, does not
mean that they are tragic heroes deserving of pity. The only thing they need is
understanding that they function a little differently from the rest of society,

and acceptance of this fact.

When in contact with people with disabilities, use natural, everyday language.
Just as a person in a wheelchair will not be offended if you say "please walk
after me," a blind person will not hold it against you if you say goodbye with a
simple "see you later". Below we have listed phrases that should definitely no
longer be used in contact with a person with a disability, and suggestions on

how to replace them.
13 |



Don't say

Say

dysfunction,
cripple

disability, "impaired function (physical, visual,
auditory)"

invalid, infirm

person with a disability

retarded, Down

person with an intellectual disability, person with
Down syndrome

crippled, lame,

person with a physical disability, person
using a wheelchair, person after an

schizophrenic

helpless i
amputation
blind person, person who
blind JEIB9t [
lost their sight
deaf person, person with hearin
deaf-mute P P 8
loss
person in a mental health crisis, person with a
crazy,

history of mental health crisis, person with a mental
iliness, e.g., with schizophrenia

midget

person of short stature,
dwarf

toilet for invalids

accessible toilet, barrier-free toilet, toilet for
people with disabilities

suffering from
autism

person on the autism spectrum,
neurodivergent person




Where can | find an
accessible restroom?

The accessible restroom is
at the end of the corridor.
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3. A barrier-free environment

Each of us can take care of the accessibility of our immediate surroundings.
Remember that a wide and obstacle-free communication path is also
important for people using a walker, a wheelchair, a guide dog or assistant,
or for people with a baby stroller. Therefore, as part of your professional
duties, you must pay attention and react if, for example:

e someone has moved benches, trash cans, or other furniture in the

corridor in a way that blocks or significantly narrows the passage,
e acourier has set up piles of packages in the passage,

e acleaning person has placed a large flower pot in a way that restricts

the entrance to the building,

e acyclist has attached their bike to the railing of a ramp for people in

wheelchairs,

e cleaning supplies, buckets, etc., are being stored in the toilet for

people with disabilities,

e hangers or lockers in the cloakroom have been installed at a height

that makes it difficult for short people to use them.

If your duties include clearing snow from the surroundings, make sure to
remove snow first from the sidewalks leading to the main entrance, from
parking spaces for people with disabilities, or from guiding paths for
blind people. Make sure that the cleared snow is not accumulated in a
way that makes it difficult for people with service dogs or those using a

wheelchair to move around.

By paying attention to these seemingly small things, you are contributing to
the University being more accessible. If you see places, situations, or things
that are not accessible and you personally have no influence on their

accessibility, report this fact to the appropriate people. The first person to
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contact would be the administrator of the given building. It could also be the
accessibility coordinator. This position is held by the head of Accessibility

Department.

If you want to learn more about accessibility, refer to the:

e Wroctaw Tech Architectural and Urban Accessibility Standard,
e Wroctaw Tech Visual Information Design Standard,
e Wroctaw Tech Digital Accessibility Standard,

e Wroctaw Tech Information and Communication Accessibility
Standard.

You can find all standards at: |https://dostepnosc.pwr.edu.pl/baza

Wwiedzy/standardy-dostepnosci-pwr [(available in Polish).

17|
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Let’s ensure equal opportunities for everyone. Parking spaces, ramps,
and access paths must be fully cleared of snow. Pay attention to your
surroundings — this way you can notice barriers and take action.




4. Supporting people with special needs

4.1 People with physical disabilities

People with physical disabilities are a large and diverse group. This group
includes people who

e have problems with movement, including those who limp, use a

wheelchair,
e have difficulty maintaining balance,
e have short stature,

e or have problems with fine motor skills, i.e., performing precise hand

movements.

People with physical disabilities can use assistive equipment to enable motor
functions: wheelchairs, walkers, canes, crutches, orthoses, or prostheses.

Such people can move with the help of service dogs or walk with an assistant.

Communication

e When talking to a person using a wheelchair or a person of short
stature, maintain an appropriate distance from your interlocutor so

that they do not have to crane their neck.

e You can calmly say "please come over" or "let's go" to a person using

a wheelchair.
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May | assist you?

Yes.

When you want to help someone, ask
first and provide support in the way

that the person indicates.

Everyone knows what they need.



Assistance

e People with physical disabilities often use tools to facilitate
movement - a wheelchair, crutches, a walker. Remember that this is
their personal space, so do not lean on them or touch them. If
someone has put their equipment, such as crutches, in a way that
makes it difficult to pass, ask them to move them. Never do it
yourself without asking. These tools give people with disabilities a

sense of independence.

e If the person you are serving has come with an assistant, remember
that their task is only to help the person with the disability move
around. Therefore, always address the person with the disability

directly, not their assistant.

e If your workstation is, for example, a reception window or a
cloakroom counter, and you notice that it creates a barrier for the
person you are serving, step out to them. A person using a
wheelchair may have difficulty reaching for a key handed over at the
window, and a person of short stature may find it hard to place their

coat on the cloakroom counter.

e If you want to help someone, first ask whether they need
assistance, and then how you can provide it. Good intentions can
sometimes cause harm. If you grab the wrong part of a wheelchair
when trying to help someone get over a curb, that element may
simply come off in your hand. Always ask first, and then help in the

way the person indicates.

e If a person with a mobility impairment asks you for directions, think
carefully whether the route you are suggesting is accessible for

them.
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I’m looking for

room 112.

Please follow me.



4.2 People with visual impairments

People with visual impairments form a large and diverse group. They differ in
how they see and how they function. Taking this into account, we can
distinguish:

e blind or late-blind people,

e people with low vision, e.g., with visual field loss or reduced visual

acuity,

e people with eye conditions that may not directly reduce visual ability,
but affect overall functioning, e.g., colour vision deficiency, tearing,

eye fatigue.

Each person with a visual impairment may see very differently. For example,
one person may see as if through a keyhole, while another may perceive a
dark spot in the centre of their field of vision. This can cause difficulties with
spatial orientation, reading handwritten or printed text, or using devices such

as a computer or an elevator.

Thanks to assistive technologies and supportive solutions, people with visual
impairments can be very independent. They are supported by, among other
things:
e white canes, guiding paths on sidewalks (special paving with grooves)
and attention fields, navigation systems such as the YourWay system

at Wroctaw University of Science and Technology,

e magnifiers and electronic lenses, screen magnification software or

screen readers,
e guide dogs,

e  assistants or guides who help with orientation, filling in documents,

or moving around.
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Good morning, I'm the porter.

Can | help you with something?

- Yes, | need to get to
building C-13.




Communication

e  When communicating with a person with a visual impairment,
describe clearly what they may not be able to see. Explain the

surroundings and what is happening around.

e Do not hesitate to use everyday phrases related to vision, such as

“please look,” “see you,” or “l don’t see a problem.”

e If you need to end a conversation or step away, always say so. If you
leave without a word, a blind person may continue talking, thinking

you are still beside them.

Assistance

e  When you meet a blind person, approach them, introduce yourself,
say what your role is, and ask if they need help.

e Ifyou are to guide them to a place, ask how they prefer you to do it,
or use the instruction shown in the guide illustration.

e Asaguide, you must warn them of all obstacles and barriers along
the way. A simple “watch out” is not enough — say, for example:
“Careful, there is a branch hanging over the sidewalk, please duck
now.”

e When giving directions, use clear references such as directions,
distances, or a clock face. For example: “Please turn left and walk
straight for 5 meters,” or “The door to room 212 is at 3 o’clock.”

e If you want to hand something to a blind person, say: “I am giving
you your coat in your left hand.”

e Do not approach a blind person from behind. Making them turn

suddenly can cause them to lose orientation.

If you want to help, ask them how to do it.
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If they do not give you instructions, stand half a step ahead of them on their
left or right side, and offer your elbow. The person will decide how to hold
it, usually just above the elbow.

When guiding, walk one step ahead. This gives the person confidence that
they will not bump into any obstacles.




4.3 People with hearing impairments

You may recognize that you are dealing with a person with a hearing
impairment if the person you are speaking to leans in to hear better,
responds inappropriately to your questions, does not respond at all, or

repeatedly asks you to repeat what you have said.

The degree of hearing loss varies — from mild hearing loss to complete

deafness. Within this group, you may encounter:

e Deaf people (who do not hear),
e hard-of-hearing people,
e people with auditory processing difficulties.
People with hearing impairments use various assistive technologies, such as:
e hearing aids and cochlear implants — these are personal devices,

e  assistive listening devices, e.g., FM systems, induction loops — such

equipment can also be found at the University.

These devices can help them hear better, but not always clearly. They amplify

sound, but they do not restore hearing.
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Important!

If your workstation is equipped with an induction loop or another hearing
support device, make sure the pictogram indicating this is always clearly
visible.

Also ensure that you know how to operate the equipment. If you do not -
inform your direct supervisor of the need for appropriate training.

T

Figure 1: Pictogram indicating the availability of sign language
interpretation at a given location
Figure 2: Pictogram indicating the presence of an induction loop.



Where is restroom?

At the end of this
corridor
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Communication

e Always speak face-to-face with a person with a hearing impairment
and maintain eye contact. Such people often rely on lip-reading,

and for that they must be able to see your face at all times.

e To facilitate lip-reading, make sure you are clearly visible — good,
evenly distributed lighting at your workstation helps. During a

conversation, avoid standing with your back to a window.

e If you are unsure, ask and check that you have been understood
correctly. Do not assume that clarifying questions will irritate the
person you are serving. On the contrary — this shows that effective

communication is important to you.

Assistance

e Speaking loudly, shouting, or using an unnaturally slow pace of
speech does not help communication.

e Maintain eye contact with your interlocutor. Speak clearly. This helps
with lip-reading. You can also reinforce your message with facial
expressions and gestures.

e If verbal communication is difficult, write down your question or your
answer —on a smartphone screen, laptop, or a sheet of paper that
you should keep handy.

e If the person is accompanied by a sign language interpreter, always
address the person you are serving, not the interpreter. Remember
to allow the interpreter enough time to do their job and adjust your

speaking pace accordingly.



Some Deaf people lip-read and will
understand if you answer their question.

But remember — not everyone has
this skill. It is good to have a piece
of paper and a pen or a phone
available to make communication
easier.
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4.4 People on the autism spectrum, in a mental health

crisis, or with hypersensitivity

In your work, you may also encounter people on the autism spectrum, people

experiencing a mental health crisis, those who react inappropriately to stress

(e.g., panic attacks), or those with hypersensitivity to external stimuli such as

light, sound, or smell.

In most cases, you will not notice at first glance the difficulties these people

face. However, sometimes their behavior may seem inappropriate for the

situation, and communication with them may be difficult. Such a person may,

for example:

speak in a way that seems illogical or chaotic,

appear excessively lethargic or, on the contrary, very agitated and
overly enthusiastic,

seem frightened or confused, paying attention to every unexpected
sound,

be disturbed by ordinary light and try to block out the world by

putting on a hood or sunglasses.

Communication and assistance:

ensure your workstation is evenly lit with soft light, rather than harsh
spot lighting,

listen patiently to what the person has to say, do not rush them, and
avoid showing nervousness; do not shout or gesture excessively,
minimize background noise; if the area is noisy, suggest moving to a
quieter space,

remain calm and give the person more time.



Could you help me? | don’t

understand this campus map
at all, ’'m lost, | don’t know
where to go

Don’t worry. I'll help

you find the way.”

People on the autism spectrum may
sometimes feel overwhelmed by the amount
of stimuli reaching them. In such situations,
they function less effectively, feel distracted,
and have difficulty remembering things. They
may struggle with simple activities or with

finding their way in space.

Show empathy, give detailed explanations,
and don’t lose patience if you need to repeat

something several times.



4.5 People with other invisible disabilities

Sometimes the people you serve may look healthy and energetic at first
glance, but they too may have special needs.

Remember that most disabilities are invisible. You may not easily recognize a
person with a heart condition who struggles to stand for long periods, or a

person with diabetes who may need help if their blood sugar drops suddenly.

Invisible disabilities may result, for example, from:

e long-term medication treatment with side effects,
e gastrointestinal or digestive system conditions,

e neurological disorders,

e respiratory diseases,

e circulatory system conditions.

All these situations can cause discomfort and difficulties in everyday
functioning. They may lead to drowsiness, concentration problems,

disorientation, general weakness, or feeling unwell.

For this reason, at work you may encounter unusual requests, such as asking
for something sweet, a glass of water, a chair, or help in calling a taxi. It may
also be a request for priority service. Whenever possible, respect such

requests.

Remember!
Your openness and empathetic reaction can reduce the discomfort of any
person — not only a student, employee, or colleague with a disability.
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Sorry, is everything okay?

Y

No, | feel weak. | think
my blood sugar

dropped. Do you have
something sweet?

Let’s stay alert and
empathetic! Let’s notice
barriers — it often takes

little to remove them.




4.6 Who can support you in assisting people with special
needs?

At Wroctaw University of Science and Technology, we continuously improve
accessibility, including the quality of service provided to people with special
needs. For this purpose, we have established units to which you can turn if
you need support and guidance that goes beyond the scope of this Textbook.

These are:

Department of Accessibility

adress: Building C-13, Wybrzeze Stanistawa Wyspianskiego 23-25, room
1.09 Phone: tel. 71 320 43 20 e-mail: pomoc.n@pwr.edu.pl
Office hours: Monday—Friday, 7:30-15:30

Rector’s Proxy for Accessibility

adress: Building C-13, Wybrzeze Stanistawa Wyspianskiego 23-25, room
1.09 phone: tel. +48 669 660 688 e-mail: katarzyna.jach@pwr.edu.pl

You can contact the Proxy in urgent situations.

Psychological Counselling Centre

adress: Dormitory T-22, ul. Wréblewskiego 25, pok. 6.1, 6.2, 6.3, 6.4. Website
(appointments via application): https://ppp.pwr.edu.pl/login

The center is available to anyone in need, including Wroctaw Tech employees.
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If you find yourself in a situation that threatens the life or health of
the person you are assisting, call the emergency number:

112 — general emergency number or 999 — ambulance service.

How to call for help?

1
2
3.
4

Stay calm and ensure your own safety.
Start speaking when you hear the dispatcher’s message.
Introduce yourself and state who you are.
Provide the exact address of the incident:
Town/city
b. Street, building number, building designation (this is the most
important information — even if the call is interrupted, the

dispatcher will know where help is needed).

Describe what happened. Speak briefly and to the point. Describe the

condition of the injured person. If you omit something important, the

dispatcher will ask follow-up questions.

Never hang up first unless you are told the report has been accepted.

5. Summary

To conclude, here are some key principles. Follow them, and you will

contribute to creating an open and accessible environment:

1.

Put the person first — e.g., say “a person with a disability” rather
than “a disabled person.”
Avoid generalizations — every person has dignity, individuality, and

deserves respect.
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Ask before you help — being a person with a disability does not
automatically mean they need assistance.

Be tactful with physical contact — everyone has their own personal
space. Do not touch mobility aids such as canes or wheelchairs
without permission.

Address the person directly — not their assistant or sign language
interpreter.

Respond politely to requests — if someone asks for help, it means
they trust you enough to share their needs.

Make sure you understand — repeat in your own words, and if

something is unclear, ask for repetition or clarification.

Be natural — don’t avoid contact out of fear of making a “mistake.”

Ignoring or overlooking someone’s needs is far worse



As part of the University of New Opportunities series, we have developed

the following manuals:

1)

2)

3)

4)

5)

6)

7)

8)

9)

10)

11)

12)

Accessibility for people with special needs, including persons with
disabilities. Introduction manual.

Conducting accessible classes for people with special needs. A good
practices handbook for teaching staff.

An Accessible Library. Serving people with diverse needs. A good
practices handbook

Organizing sports activities with consideration for the diverse needs of
students at Wroctaw University of Science and Technology. A good
practices handbook

Organizing foreign language instruction tailored to the diverse needs
of students. A good practices handbook

Serving people with special needs in dean’s offices and service points.
A good practices handbook for administrative staff

Remote education with consideration for the diverse needs of
participants in various forms of learning

Serving people with special needs. A good practices handbook for
administrative and technical staff

Conferences, training sessions, and other events accessible to
everyone. A good practices handbook

Accessibility in the public procurement process. A good practices
handbook

Accessible evacuation or alternative rescue methods. A good practices
handbook

Standards for the maintenance of buildings and other facilities. A good

practices handbook
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13) Psychological support at Wroctaw University of Science and
Technology. A good practices handbook

14) Conducting the recruitment process with consideration for the diverse
needs of applicants. A good practices handbook

15) Applying the information and communication accessibility standards of
Wroctaw University of Science and Technology. A good practices
handbook

16) Adaptation of teaching materials to the needs of persons with visual
impairments. A good practices handbook

17) Accessibility training for the academic community. A good practices
handbook

18) A university accessible to people with special needs, including persons
with disabilities. A good practices handbook



https://dzd.pwr.edu.pl/en/university-staff/textbooks-best-practices
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