CEA POLICY ON DISABILITY-RELATED CONCESSIONS

ADDITIONAL GUIDANCE (AUGUST 2008)

Background

The CEA’s policy relating to concessionary tickets for disabled people is set out in Chapter 6 of the CEA’s guidelines ‘Best Practice Guidelines for the Provision of Services to Disabled Customers’ (2007). This standardised the approach for CEA members to the provision of concessionary tickets. Since the publication of these guidelines a number of issues have arisen which are clarified here. 

Determining a disability

The Disability Discrimination Act 1995 (and subsequent revisions) requires that, as for other providers of goods and services, cinemas make ‘reasonable adjustments’ to meet the needs of people with disabilities where it is impossible or unreasonably difficult for the customer to use the service. The CEA policy based on these requirements has taken the view that a disabled person requiring assistance to attend the cinema should be allowed a free seat for the accompanying person providing that assistance. 

There have been a number of cases recently where customers have presented themselves to box office staff and claimed that, by virtue of their disability, they are entitled to a free ticket for the person accompanying them. Where such a person has no apparent disability and is not a holder of a CEA Card (see below), box office staff have been understandably nervous about whether – and how – to seek to confirm the nature of the individual’s disability and the consequential additional assistance required. 

The CEA recognises that this may be a difficult issue and has sought to help cinema operators address this in part through the establishment of the CEA Card, which entitles the holder to one additional free ticket for someone to accompany them to the cinema, provided the holder buys an appropriate ticket. The intention is that the companion would be able to meet the cardholder’s needs in terms of providing assistance in such things as getting them to their seat, using toilet facilities, buying concessions, emergency evacuation and so on. 

To qualify for a CEA Card, a person has to demonstrate one of the following criteria:

a) Be in receipt of the disability living allowance or attendance allowance;

b) Be a registered blind person.

There is a small administrative charge for the Card, which is valid for three years.

However, holding a CEA Card is not a pre-requisite for the free ticket for a person accompanying a disabled person who might need assistance. Should a person present themselves at the box office and claim that they have a disability which necessitates them having someone accompany them into the cinema, it would not be appropriate for box office staff to ask the individual for details of the disability or proof of disability. They might, if they believe it is appropriate, ask the person for an understanding of how that disability affects their ability to access the cinema independently. Depending on the answer given, the member of staff may consider that providing a free ticket for an accompanying person constitutes a ‘reasonable adjustment’ under the legislation to meet the needs of the disabled person. 
On occasions some people may voluntarily show a disability related Freedom Pass or Blue Badge parking permit (see below). Whilst this does not automatically demonstrate the need for assistance, it is suggested, unless there is room for doubt, the ‘carer goes free’ concession should be allowed. If, however, a member of staff believes the individual seeking the concession for their escort does not need any assistance, it would be appropriate to refer the matter to the duty manager. It should be remembered that any such discussion about a customer’s disability should be made with tact and due regard for the feelings and dignity of the individual as well as privacy.   

In order to prevent future problems, they might also offer the disabled person an application form for a CEA Card highlighting its benefits. However, staff should remember that the Card system is not mandatory.

Staff should also bear in mind that, if an unaccompanied disabled person requires assistance, they have an obligation to provide such assistance so long as it is reasonable. This may also require the staff seeking the disabled person’s advice on what assistance they might need. In such circumstances staff should be aware that they need to talk about the effects of an individual’s disability and the nature of the assistance required rather than the nature of the disability itself.

Freedom’ Passes and Blue Badge ‘concessions’ 

An increasing number of people hold Freedom passes or Blue Badge car permits. These are local authority-administered schemes whereby by virtue of age or disability, the pass holder is entitled to free transport on buses, trams and underground systems or are eligible for a number of parking concessions. For the disability strand of these schemes, the eligibility criteria may vary and are often wider than those which apply to the CEA Card. This is the key reason that holding such passes, or the Blue Badge, has not been accepted as eligibility criteria for having a CEA Card.

There have been a number of cases recently where customers have presented themselves to box office staff and maintained that their holding of a Freedom pass on the grounds of disability, or a Blue Badge parking permit, entitles them to a free or discounted ticket; this is not the CEA’s policy. 

Should an individual present themselves to box office staff and maintain that their holding of a Freedom pass on the grounds of disability, or a Blue Badge parking permit, entitles them to a free or discounted ticket, then it is advised that the person be politely declined.  However, it should be remembered that such a pass holder might be entitled to take their escort into the cinema free of charge if they require assistance. Also, as stated above, it may be appropriate for staff to identify what the assistance might be and provide it themselves if the individual is unaccompanied.

