EﬁE Northeast ADA Center

Shopping and Customer Service

The Americans with Disabilities Act (ADA) applies to retail stores like
supermarkets and pharmacies—the ADA calls them places of public
accommodation. Read below to avoid common misunderstandings about
what the ADA requires.

Working-age people with disabilities have an after-tax disposable
income of about $490 billion. This is similar to other significant market
segments, such as African Americans ($501 billion) and Hispanics (5582
billion).? Given the spending power of people with disabilities, many
retailers improve accessibility not just because of the law but also
because it makes good business sense.

Accessibility features MYTH Stores must offer wheelchairs and/or motorized carts to
improve the customer patrons.

experience!

FACT Stores needn’t provide personal devices and services. This
includes wheelchairs, motorized carts, eyeglasses, and hearing
“The chall h aids.
The challenges that
exist for consumers

Although providing wheelchairs is not required, it is a way to

TAKEAWAY attract shoppers with disabilities who have money to spend!

with disabilities have
become opportunities
for businesses to

serve them.”? MYTH Older stores are “grandfathered” from access requirements.

EACT The ADA’s readily achievable barrier removal standard requires
stores built prior to 1993 to remove access barriers if the
difficulty or expense is not too much.

Stores built before 1993 must remove barriers if it is readily

TAKEAWAY . . .
achievable. Also, improving access creates loyal customers!

MYTH If access to a store on the second floor is not readily achievable,
such as with an elevator, the store needn’t accommodate
customers.

! Qverton, C., Shaewitz, D., Smith, D., Yin, FACT The store should find another way that is accessible. Examples

M. (2018). A hidden market: The purchas- include offering a website, home delivery, and curbside service.
ing power of working-age adults with dis-

abilities. American Institutes for Research.

2 1bid.

It’s time to get creative about other ways to provide goods and

TAKEAWAY . .
services. Good customer service leads to repeat shoppers!

Learn more about the ADA: www.NortheastADA.org | 1.800.949.4232 | NortheastADA@Cornell.edu

The contents of this document were developed under a grant from the National Institute on Disability, Independent Living, and Rehabilitation Research (NIDILRR
grant number 90DP0088). NIDILRR is a Center within the Administration for Community Living (ACL), Department of Health and Human Services (HHS). The con-
tents of this document do not necessarily represent the policy of NIDILRR, ACL, or HHS, and you should not assume endorsement by the Federal Government.



https://www.northeastada.org
https://www.air.org/sites/default/files/2022-03/Hidden-Market-Spending-Power-of-People-with-Disabilities-April-2018.pdf
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