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This questionnaire is being used to evaluate businesses which have instituted and promoted best practices toward service to older adults.  The business you are visiting has requested evaluation as part of the Senior-Friendly Business Program. As an evaluator, you are asked to complete this form and then attend a team meeting in which the questionnaire responses will be tallied and the “senior-friendly” business certification will be determined. Thank you for the difference you are making by participating in the Senior-Friendly Business Program!

REMEMBER:

· Before you finalize your questionnaire, please verify that you have answered each question with a check mark in either the yes, no, or N/A column.  

· Be sure to tally the responses in each section.

· After each section of questions there is an area for notes, please add any notes or thoughts that may be helpful to you or the team when business certification is considered.

	Name of Business: 

	Address:

	Phone:

	Name of Manager:

	Date of Review:

	Name of Reviewer:


1. THE PARKING LOT 
Required
	
	Yes
	No
	N/A

	Is it safe to walk through the parking lot given the traffic patterns and design of lot?
	
	
	

	Is the parking lot well lit?


	
	
	

	Are all parking spaces clearly marked?


	
	
	

	Is the handicap parking in close and convenient proximity to the front entrance?
	
	
	

	Are handicapped spaces free of clutter (carts, boxes, etc.)?


	
	
	

	Are the signs for handicapped legible?


	
	
	

	Do the signs for handicapped parking have the appropriate fine posted?  $250
	
	
	

	Totals:
	
	
	


Suggested

	
	Yes
	No
	N/A

	Are curbs and ramp edges painted (yellow is ideal) to help people see changes in levels and grades?
	
	
	

	Is there ample handicap parking?

	
	
	

	Is there a cart corral located in close proximity to handicap spaces?
	
	
	

	Totals:
	
	
	


Notes - The Parking Lot

	

	

	

	

	


2. THE ENTRANCE 
Required
	
	Yes
	No
	N/A

	Is the entrance clearly marked (obvious, well lit, handle on door easy to spot)?
	
	
	

	Is the business name and street number clearly visible from the street?
	
	
	

	Are the doors easy to get in and out of (automatic or easy to open, wide)?
	
	
	

	Are hours of operation clearly posted and legible?


	
	
	

	If barriers exist, are they clearly identified?  (Watch Your Step, Step Down, CAUTION, Use HANDRAILS, etc.)
	
	
	

	Are there handrails for steps or inclines?


	
	
	

	Totals:
	
	
	


Suggested

	
	Yes
	No
	N/A

	Are step edges painted in a contrasting color?

	
	
	

	Is there a passenger drop-off and loading zone by the door?
	
	
	

	Does the entryway offer protection from wind, rain, and sun?
	
	
	

	Are hours of operation posted at eye and wheelchair levels?
	
	
	

	Are hours of operation posted in large print?


	
	
	

	Are hours of operation available in Braille?


	
	
	

	Totals:
	
	
	


Notes – The Entrance

	

	

	

	

	


3. BUSINESS ENVIRONMENT/SAFETY 

Required
	
	Yes
	No
	N/A

	Are floors barrier free?


	
	
	

	Is the floor surface safe (even, flat or with minimum rise, not slick, in good repair?)
	
	
	

	Are aisles wheel-chair accessible?


	
	
	

	Are elevators or escalators (if available) safe, in good repair and easy to operate?
	
	
	

	Are all areas of the business well lit?


	
	
	

	If physical barriers exist, are they clearly identified?


	
	
	

	If physical barriers exist, is assistance available and posted?  
	
	
	

	Is Customer Services desk or person who can provide information easy to find?
	
	
	

	Is there seating available, in at least one location, where seniors wait (Examples: the meat counter, pharmacy, deli, bank lines, and check-out)
	
	
	

	Totals:
	
	
	


Suggested

	
	Yes
	No
	N/A

	If sound system is used, are announcements clear enough to be heard, but not too loud or distorted?
	
	
	

	Is music choice and volume pleasant and relaxing?                                                                                                      
	
	
	

	
	Yes
	No
	N/A

	Are wheelchairs and other walking aids available?  


	
	
	

	If walking aids are available, is their availability well posted and are they easy to access?
	
	
	

	Are elevators and escalators easy to find? 

	
	
	

	Are elevators and escalators accessible? (Are there barriers such as displays or counters that make it difficult to get to the elevator/escalator?)
	
	
	

	Are ramps or directional signs to the ramps easily seen?


	
	
	

	Are there chairs, seating, or grab rails in dressing rooms?


	
	
	

	Is there a covered area, with seating, for those waiting for a ride?  If a covered area is not available, does the business have umbrellas and seating for those waiting for a ride?
	
	
	

	Totals:
	
	
	


Notes – Business Environment/Safety

	

	

	

	

	


4. MERCHANDISE/DISPLAY
Required
	
	Yes
	No
	N/A

	Are the current sales papers available in the store?


	
	
	

	Is stock within reach or is assistance available and posted?  

	
	
	

	Is the pricing of the merchandise easy to read or is assistance available and posted?
	
	
	

	Are senior discounts available?  If yes, are they clearly posted and advertised/promoted?
	
	
	

	
	Yes
	No
	N/A

	Is a suggestion box, comment cards, or phone numbers offered?
	
	
	

	Are signs posted and easy to read to help locate different categories of merchandise?
	
	
	

	Totals:
	
	
	


Suggested

	
	Yes
	No
	N/A

	Do the newspaper ads and other handouts have large, easy to read print?
	
	
	

	Total:
	
	
	


Notes – Merchandise/Display

	

	

	

	

	


5. RESTROOMS 

Required
	
	Yes
	No
	N/A

	Are the restrooms equipped with handrails, coat hooks, handicapped stalls, easy to use sinks and toilets?
	
	
	

	Are restrooms and/or direction to restrooms clearly marked?
	
	
	

	Are the restrooms adequately supplied (toilet paper, paper towels, soap, etc.)
	
	
	

	Are signs on restrooms clearly defined as being male or female?
	
	
	

	Are there unisex or family bathrooms or a sign (Occupied) for those who need the help of their caregiver?
	
	
	

	Totals:
	
	
	


Suggested

	
	Yes
	No
	N/A

	Are restrooms clean and tidy?


	
	
	

	Are the restrooms well lit?


	
	
	

	Do stall doors open out so a caregiver can assist in getting someone in a small stall?
	
	
	

	Totals:
	
	
	


Notes - Restrooms

	

	

	

	

	


6. THE EMPLOYEES 

Required
	
	Yes
	No
	N/A

	Are the employees polite, patient, and attentive?


	
	
	

	Is the attitude towards older customers positive and respectful?
	
	
	

	Are employees willing and trained to provide customers with information about available senior resources, such as the location where lighter weight shopping carts are being kept and availability of discount coupons?
	
	
	

	Do employees collect personal information quietly and discreetly, such as phone numbers, addresses, etc.?
	
	
	

	Totals:
	
	
	


Suggested

	
	Yes
	No
	N/A

	Are customers made to feel welcome as they enter the business?
	
	
	

	
	Yes
	No
	N/A

	Is delivery service available and well advertised?


	
	
	

	Are the delivery persons trustworthy and respectful?


	
	
	

	Are the employees responsive to the distinct needs of seniors (communication techniques due to sight and hearing loss, sensitivity training)?
	
	
	

	Do you see older adult employees?


	
	
	

	Totals:
	
	
	


Notes – The Employees

	

	

	

	

	


7. CHECK OUT/SERVICES
Required
	
	Yes
	No
	N/A

	Do the cashiers, at the check-out, ask seniors if they have any coupons or discount cards?
	
	
	

	Do employees offer to help carry merchandise?  Is this service posted and well advertised? 
	
	
	

	If the business offers a senior discount, are seniors asked if they would like to join or participate?
	
	
	

	Totals:
	
	
	


Suggested

	
	Yes
	No
	N/A

	Can you see the item price as it is scanned to the register?


	
	
	

	Is the print on the cash register receipt legible?


	
	
	

	Is there an “extra assistance line”?
	
	
	

	
	Yes
	No
	N/A

	Are additional lines opened when there are more than three people waiting to be served?
	
	
	

	Are bags filled so they are not too heavy for someone to load to and unload from their car?
	
	
	

	Is a phone available for local use?


	
	
	

	Totals:
	
	
	


Notes – Check Out/Services
	

	

	

	

	


Overall Thoughts, Suggestions, Concerns
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