
Back in March 2018, Apple submitted proposed sketches of  

13 new emojis including wheelchair users, assistance dogs, 

deaf people, hearing aids, prosthetic limbs and blind and 

visually impaired representations. They also submitted 

additional evidence in the form of Google search reports, 

to support the importance of these additions.

Branson’s support for disability to be included in strategic 

discussions at board level was as a result of listening to  

Caroline Casey, a Disability Campaigner at last month’s  

World Economic Forum (WEF) in Switzerland.

The campaign ‘Valuable 500’ is aimed at encouraging  

500 global businesses to get on board.

Caroline states that 

“ You can’t ignore a mass swathe of our  

global market, particularly in a time  

of hyper-competition.”

Absolutely right! There is a massive market opportunity for 

those global brands who choose to deliver accessible services. 

They are standing out from the crowd and giving deaf and 

disabled customers a level of service they won’t get elsewhere.  

With that brings loyalty and long-term customer value; as once 

a deaf customer has received such a high-quality service, the 

deciding factor is no longer price – it is about remaining with 

the business that provides the service in a personalised way  

to suit the customer. The stuff that dreams are made of!

Making this happen may feel like an uphill struggle, but true 

accessibility works when it is embedded within. It comes from 

the top of the organisation, living and breathing in the vision 

and values of the business and from being delivered in  

every daily activity.

So, starting with the Why – the vision – why do you do  

what you do? Then the How – the values that under  

pin everything that happens. 

This will create a high standard of delivery across all  

customer groups; giving real clarity that everyone  

should have this shared experience.

At the start of this year, Richard Branson pledged that Virgin Media, along with nine others; including 
Unilever, Microsoft and Barclays; have signed up to put disability on the top of their Board’s agenda.  
Apple have also shown that Branson ‘ et al.’ are not the only ones, after complaining that the  
current choice of Emojis does not accurately represent those with disabilities.

PUTTING 
DISABILITY 
ON THE 
BOARD’S 
AGENDA

So, take a look at your vision and values now, 
and really start to gauge whether accessibility 
is truly in the heart of your business.



Let me give you an example. A deaf person has a bank appointment to sign a contract to take out a loan. They are asked to read 

the terms and conditions before signing. At this point, they are starting to look hesitant and uneasy. You start to worry that there 

is information that they have not shared. Signing the terms and conditions is a necessary part of the loan process. What you don’t 

realise is what the deaf customer is bringing to this interaction. They are likely to have spent years struggling to access English as  

a language; because their first language is British Sign Language (BSL). To explain: BSL has a different grammatical structure to 

English – making is very difficult for a deaf BSL user to read complex levels of language – due to the differences in both languages. 

This means that a task that would be taken for granted, and as we have discussed, a necessary part of the process – becomes 

complex in itself. Now let’s go back in time to when your deaf customer was 11-years old. 

Here she calls herself “Smash”, and she describes what it is like to be a deaf kid at school:

WHERE  
IT ALL  
BEGINS...

Before you can really start to understand where a deaf customer is coming from you need to have 

an idea of their background and their life experience to date. In most instances, this is most probably 

unnecessary. Let’s face it; we have multiple interactions daily and don’t need to know the ‘ins’ and  

‘outs’ of someone’s life. But it can be an important factor when your customer responds in a way  

that you would not expect.

“Picture this: It’s an ordinary day at school. You see a girl.  

A pretty girl. Depending on your sex chromosome you  

will probably either think: “Wowza!” or “BFF!”

You then go into the classroom, bag the best spot by the 

window and start drawing a new comic. The same girl comes  

in and sits down in the spot in front of the teacher’s desk.

Suddenly the bell rings, and the Big Cheese comes in.

As she walks towards her desk, the girl goes up to her.  

They mumble for a while then the girl hands the teacher  

a small black lump with a clip at the end, and you can’t  

help overhearing: “Please clip the microphone to your top.” 

The girl then sits down and adjusts something behind  

her ear. Your brain explodes like a bomb! Is she a spy?  

A gangster? Or perhaps 009?

You make yourself as small as possible and try not to  

get noticed. Well? Is she really one of the above?

No, she’s just a deaf girl wanting to hear what’s going on 

around her. As normal as it gets. This kind of thing is a  

typical problem that many kids face in both private and 

mainstream schools. Students judge each other, so it’s  

actually incredibly hard for deaf people to fit in with 

the others.

We’re called names like “Dummy” or “Weirdo”, and we  

just don’t seem to get along with the students – and  

we aren’t usually the teachers’ favourites. 

For this reason, I’ve made a list of annoying things  

that teachers do and will hopefully stop doing to  

make school a much better place to be!”



Smash goes on to describe four ‘Teacher Problems’  

including the teacher saying embarrassing stuff,  

facing the board when talking; and talking too loudly.

Now, let’s move this on to consider this deaf child is going  

onto Secondary School, University, the workplace and  

taking part in society. Let’s understand that not only are 

these collective experiences gathering momentum; more 

experiences of a similar nature are likely to be happening. 

If you can start to imagine stacking more and more of these 

experiences on top of one another; trying to place an order  

for coffee that morning and the Barista looking away while 

talking – which meant you could not lipread their  

response to your order. 

Going to the doctors and your name being called but 

 you didn’t know so continued to sit in the waiting area;  

wondering why the appointment is so badly delayed.

They are centred around a lack of access. And if you talk  

to any deaf person, they will have a wealth of similar stories 

they could share with you; such as accessing their local 

supermarket, gym or cinema.

Going back to our earlier example, you can now see that  

your deaf customer is bringing these challenging life 

experiences with her in each situation – which will have  

an impact on that one act of signing a contract for a loan. 

This gives you an idea of how this deaf adult may be  

entering YOUR BUSINESS.

What are the assumptions and potential objections 

that she may make about the service she is about to 

receive... and more importantly, how are you going  

to overcome them?

INSPIRING QUOTES OF THE MONTH

“ Keep exploring, keep dreaming, keep 

asking why. Don’t settle for what you 

already know. Never stop believing in the 

power of your ideas, your imagination,  

your hard work to change the world” 

“ Society cannot continue to disable them 

selves through their need to categorize 

people or make assumptions as to  

another individual’s abilities.” 

Evelyn Glennie Barack Obama

“ A customer is the most important visitor on our premises. He is not dependent on us. We are 

dependent on him. He is not an interruption in our work. He is the purpose of it. He is not an  

outsider to our business. He is part of it. We are not doing him a favour by serving him. He is  

doing us a favour by giving us an opportunity to do so”. 

Mahatma Gandhi



Deaf people live in a hearing world – a world in which  

they are having to constantly work to understand what is  

going on around them and to be understood by others.

If you can imagine being at a train station. You are waiting  

for your train, and there has been a platform change. 

You have not been able to access the overhead announcement, 

but you can see everyone around you making their way to the  

stairs. If this were the first time you had seen this, you would 

wonder what has happened; but deaf people learn through 

experience that this is most likely going to be a platform  

change. 

They may choose to follow the crowd, to ask a fellow passenger 

or station staff – but over the years, they have shown great 

adaptability by finding other ways to solve this challenge. 

There are many more like-minded examples, which teach  

deaf people greater flexibility and determination to solve  

a problem.

Deaf people bring a unique perspective based on their  

life experiences to date. Each of the situations that a  

deaf person faces brings experience and wisdom  

that, honed well, can bring huge opportunities.

This is where you can learn and grow from your team;  

working with your deaf staff’s expert knowledge to  

shape your business towards inclusivity.

And it’s important to remember that this advice and  

guidance will often also represent those issues faced 

by other disabled people as well as the general public.

Deaf people are  
super adaptable

Deaf people bring  
a fresh perspective

5 GREAT REASONS TO EMPLOY A DEAF PERSON 
There are over 11 million people in the UK who are deaf or have a hearing loss, and around five 

million are of working age. You will therefore already have a high number of deaf people and 

those with a hearing loss working for your business. As a forward-thinking employer that’s 

always looking to recruit and retain the best team, you’re sure to find these five great  

reasons to employ more deaf people into your workplace useful.



When a deaf employee gets settled into their role and is  

well supported by their team – they are more likely to want  

to stay within the business, as there is no guarantee that  

they will get the same experience elsewhere. This means  

that deaf people tend to work harder to secure their  

position within the business.

You will find that deaf employees are very structured in the 

way that they work and like having processes in clear and 

concise bullet points. This makes things far easier for deaf 

people to access but also will improve accessibility for the  

wider workforce. Because deaf people work at this level  

of detail, it means their work is often produced in this way;  

and they are likely to, in turn, create well-structured,  

simple instructions and guidance.

They’re focused  
on the details

As we’ve already discovered, to keep their current  

position, deaf people tend to be hard workers 

Their desire to stay within the same business increases  

staff retention and loyalty, and also many deaf people  

seek progression within the same business. 

Therefore, having team members who have years of 

retained knowledge of the business can be a major  

benefit for employers.

They are hard workers
Greater loyalty  
to the business 



PAVING THE WAY FOR WORLD 
CLASS DEAF ACCESS TO THE ARTS
Shakespeare’s iconic Globe Theatre in the heart of London 

combines the work of the original Globe Theatre, where 

Shakespeare’s plays were performed during his lifetime,  

as well as the Sam Wanamaker Theatre, which specialises  

in more artistic performances.

terptree work alongside David Bellwood, Access Manager 

to help improve the experiences of deaf patrons. David is 

responsible for providing physical and cognitive access to  

the Globe’s facilities and improving access for deaf  

people is high on his agenda. 

We initially carried out a deaf customer journey audit and  

made a series of recommendations on how things could  

be improved for deaf patrons. As part of this process, we 

undertook a customer walkthrough, which included;  

watching a performance of Richard II, viewing the  

exhibition and taking a tour. This exercise enabled us  

to see where a deaf patron might have difficulty in  

accessing all the Globe has to offer.

Shakespeare’s Globe has three strands to the work they do:

1.   Theatre production

2.   Tourism and exhibition

3.   Education.

All of these serve to promote the works of Shakespeare  

and his contemporaries. David told us that from the 

recommendations we made, Shakespeare’s Globe has  

been able to improve their facilities in a number of ways.

“Since the audit, and with terptree’s support, we  

have carried out BSL Synopsis Workshops and  

expanded our work with deaf actors, filmmakers and 

directors. We work with terptree to support everything 

other than interpreting our performances, which are 

carried out by our longstanding provider. While we 

continue to work on improving deaf access, with an 

upcoming focus on tours, we would not be able to  

employ deaf actors without the interpreter 

support we get.”

When asked about the benefits of expanding  

interpreter support, David told us:

“We want to continue working with terptree to 

provide this ongoing support and continually  

improve accessibility for the deaf people we  

work with as well as our deaf patrons.”

When asked what he would say to anyone thinking  

of using terptree’s services, he said:

“Firstly, just do it. I would absolutely recommend  

terptree as they are always reliable, have a wide pool  

of strong Sign Language Interpreters, which we often  

call upon at short notice and they are all friendly  

and easy to work with.”

The terptree team have thoroughly enjoyed the work  

we have undertaken with the team at Shakespeare’s  

Globe and look forward to supporting them further in  

creating a World Class Deaf Theatre Experience.



Now, I’m quite a chatty person, and when I go into a shop to buy something, I’m perfectly  

happy to be dealt with by the service assistant in a formal way, but I also love to have  

a one to one interaction, as this adds value to my day.

Instead, she responded with a “Hmm,” at me.  

Now the interesting part was that I was a little  

stunned and didn’t know how to respond.

A level of discomfort then ensued. I quickly paid for my petrol 

and, to be honest, wanted to get out of there as quickly as 

possible, because I felt like I’d put myself on the line and it 

hadn’t been reciprocated.

It then got me thinking that deaf people must feel like this 

every time they go to purchase something. There must be 

a feeling of dread and concern over the seemingly simple 

process of ordering. Will they have to ask a question that  

may not be understood? Or will they understand what  

is being said to them? 

When I made the communication in the garage that  

wasn’t reciprocated, I too experienced the feeling of  

dread. It hit me right to the pit of my stomach. 

You could argue I got off lightly. A deaf customer will also  

have an additional fear of initiating communication in a  

case where there may have been a misunderstanding.

I understand that I’m buying petrol, not a car or a house. 

But it’s all relative, and we all thrive on these human 

interactions.

I often find that in these situations, I’m generally the ice 

breaker, starting the conversation. And being British,  

I often end up talking about the weather! 

I was driving on the M40 from a business meeting in 

Birmingham, and needed to stop for petrol, so I pulled  

over at the next set of services to fill up. 

It was a cold and grey evening, never pleasant for filling  

up with fuel. And once I had finished, I made my way  

briskly to the counter to be served. 

The assistant smiled at me, telling me how much my  

fuel cost.

I took this as a green light for some friendly conversation  

and responded with “Thank you. It’s a really cold evening, 

isn’t it?” Now I didn’t expect to have a big, long debate  

about current UK forecast and the effects of climate  

change – just a few passing comments.

LEFT WITH A BLANK STARE



TERPTREE IS CHANGING  
THE WORLD FOR DEAF  
PEOPLE, FIND OUT HOW…

With a mission to Change the World for Deaf People, terptree supports some of the largest global 
brands and public services affecting change by creating a world class deaf customer experience.

INTERESTED IN ATTRACTING MORE DEAF CUSTOMERS?
CONTACT VICTORIA TODAY TO LEARN HOW YOU CAN  
CREATE A WORLD CLASS DEAF CUSTOMER EXPERIENCE:

01635 728 001   |   hello@terptree.co.uk   |   www.terptree.co.uk

BSL/ENGLISH INTERPRETING:

An interpreter ensures that deaf and hearing 

people can communicate with one another.

This could be for something like a team meeting, 

job interview or to provide a deaf person access to 

a service. If you need highly skilled Sign Language 

interpreters, our team are on hand to find the most 

suitable Interpreter for your needs making it easy 

for both you and the deaf person you are  

working with.

AUDIT:

You will work with us collaboratively to analyse  
how you serve deaf customers and those with  
a hearing loss across your business.

We look at current practice, conducting a gap 
analysis and making recommendations for future 
strategic direction. Once we have undertaken  
this thorough audit process you receive a  
detailed report

Implementation plan to support you in making 
those small changes that will have a huge impact. 
You will also receive recommendations for how  
you can take things to the next level.

DEAF AWARENESS TRAINING 

Whether you have a deaf member of the team,  
or you would like to make what you offer to your  
deaf customers a much more inclusive experience,  
face-to-face or online deaf awareness training  
from terptree is the perfect solution.

Your team will work with us to identify the 
learning outcomes and create a schedule for 
deaf awareness training within your business or 
organisation.

CONSULTANCY: 

Whether you are looking to ensure consistency 
in deaf customer experience across the business, 
create a winning marketing strategy to specifically 
target deaf customers or help

with positioning in the deaf community, terptree 
can help! We work with key members of teams  
to focus on identified projects. With any of the  
work we undertake, we leave your business with  
a comprehensive implementation plan for your  
team to action as well as the expert knowledge  
and accompanying guidance that is needed.


