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IFEA/Haas & Wilkerson Pinnacle Awards Application 
#50: Best Accessibility Program 

Everyone's Invited to Bonnaroo! 
Bonnaroo’s Access Program for Patrons with Disabilities 

 
1. Overview Information. 
a. Introduction and background of main event:  
Founded in 2002, the Bonnaroo Music & Arts Festival is held on a 700-acre farm in the small 
town of Manchester, Tennessee, an hour south of Nashville.  This four-day camping festival is 
held in mid-June each year. Gates open for early arrivals on Wednesday afternoon with the event 
starting Thursday and running through Sunday of that weekend. 
 
The festival features a diverse lineup of musical acts with 10+ stages showcasing more than 130 
bands. Musical genres include rock, hip-hop, blues, jazz, country, folk, electronica, Latin, 
African, and more. Featured performers have included Eminem, U2, The Weekend, Paul 
McCartney, Tom Petty, Pearl Jam, Phish, The Beach Boys, Kanye West, Bruce Springsteen, 
Stevie Wonder, Metallica, Mumford and Sons, and many more. 
 
There are comedy acts, a silent disco, parades, yoga, a 5K race, karaoke, a Ferris wheel, a water 
slide, workshops, and other activities. There are a wide variety of food vendors located 
throughout the festival. Their offerings include vegetarian, vegan, and gluten-free options as well 
as standard fare. There are famous artistic landmarks such as The Arch, The Tower, The Fountain 
and The Wall (where both artists and patrons express themselves), a poster art exhibit, a 
Bonnaroo newspaper, radio and video broadcasts. There is a market with quality craftsman and 
artisans, vendors and official festival and artist merchandise. Bonnaroo has a strong sustainability 
program with recycling and composting. The Bonnaroo Works Fund is the charitable division of 
Bonnaroo that supports national and local organizations that advance the arts, education and 
environmental causes. 
 
Bonnaroo is one of the most iconic large-scale festivals in the world and is a destination for 
patrons from around the globe. Bonnaroo is known for its mellow atmosphere and positive vibes. 
The festival asks that patrons follow the “Bonnaroovian Code.” A few of the points included in 
the Code are “Radiate Positivity,” “Play as a Team,” and “Stay True to Roo,” which means 
“Apply what you do on The Farm to improving you and the world beyond Roo.” 
 
b. Target audience / attendance of Festival/Event:  
Bonnaroo’s audience primarily consists of young adults and millennials, but you will find 
festivalgoers of all ages, infants to nonagenarians.  Bonnaroo has a capacity of 80,000 and most 
years the attendance approaches this number or sells out. 
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c. Description and purpose / objective of Accessibility Program:  
It is our mission to make it possible for everyone, including people with disabilities, to participate 
in Bonnaroo’s offerings, the music, the activities, the camping, and the experience of attending 
this festival. Attendees are often very passionate about the festivals they go to and that is 
especially true of patrons with disabilities who have more obstacles to overcome in order to 
attend an event like this. 
 
Why are we passionate about this mission? I want to share a little background about my 
company, Everyone’s Invited, LLC, and me. I worked with the New Orleans Jazz & Heritage 
Festival from the early 1990’s to the early 2000’s, and most of that time I was their Human 
Resources Director. The Americans with Disabilities Act (ADA) was enacted in 1990 so this was 
a time of learning about the law and how it applied to festivals.  
 
When patrons with disabilities contacted me with questions about accessibility, and when staff 
came to me with questions about how they could make their part of the event more accessible, I 
became very interested in accessibility. Even as a child I cared about including everyone with 
whatever was happening. All through my life I have worked against discrimination. Once I 
became aware, it was natural for me to champion the rights of people with disabilities, and as I 
got to know patrons with disabilities personally, their inclusion became even more important to 
me. I became the primary architect for the Access Program for the Jazz Festival, which garnered 
awards from the City of New Orleans and the State of Louisiana, as well as recognition from the 
Department of Justice. Other festivals often modeled their programs after ours.  
 
In 2003 I moved back to my hometown in Massachusetts to be closer to my family and founded 
Everyone’s Invited in 2004. My first large client was Bonnaroo. The founders of Bonnaroo went 
to college in New Orleans and were fans of the Jazz Fest so they knew my work.  
 
Bonnaroo is an outdoor festival, held on 700 acres of farmland. This is not the easiest place to 
make accessible but we do the best we can. We are clear about the conditions so that patrons may 
come prepared. We inform them about the terrain, the distances involved in getting around, the 
services we are able to provide and those that we don’t. For example, we provide accessible golf 
cart shuttles that help cut down on the long distances patrons must travel. For safety reasons, 
because of the 
crowds, we do not 
drive inside the 
venue but instead 
travel the 
perimeter of the 
venue with stops at 
the two largest and 
farthest away 
stages. Patrons 
must still get 
themselves around 
inside the venue 
so, given this 
information, some 
opt to bring or rent 
a scooter or 
wheelchair.  Bonnaroo	from	the	air.	This	shows	most	of	the	camping	and	some	of	the	venue.	
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We invite people to write with their questions and we often find that making small 
accommodations can make a big difference. For example, someone who needs speedy access to a 
toilet due to a medical condition will be given the pass code to the locked accessible toilets so that 
they do not have to wait in a long line. 
 
Well-traveled patrons who have been to many other festivals have told me that, for an event this 
size, we have the best and most comprehensive Access Program they have seen. 
 
 e. Provide a description of the types of accessibility arrangements that 
have been made at festival/event (1 page each), including but not limited to:  
 
• Information listed online about your Accessibility Program:  
Festival patrons often comment how much they appreciate the thorough information available on 
line. The Access Info Guide has a dozen pages of information. You are welcome to read it here: 
www.bonnaroo.com/accessibility. It covers all the public facing aspects of the Access Program. 
Readers will learn how to contact us, when our deadlines for requesting accommodations are, 
what services we provide for patrons with disabilities, and more. 
 
• How your website and other online applications have been 
changed/updated to meet accessibility standards so they can be used by 
people with disabilities:  
While I am not a programmer and do not have the expertise to check the website’s accessibility 
myself, I have informed the producers of the need to have an accessible website. It is my 
understanding that the website has been checked for accessibility and is in good standing. 
 
• What services your event has for people with mobility disabilities:  

o Watch this brief video testimonial from a veteran who uses the Everyone’s Invited to 
Bonnaroo Access Program. www.youtube.com/watch?v=f9Tux0jKW_U  

o The airport shuttle bus offers an accessible van with a lift for those who need accessible 
transportation to and from the event. 

o We email a pass to patrons who are staying in the Accessible Camping area to help the 
officers who are directing traffic more easily pick out these vehicles and direct them to 
the best exit.  

o At the Bonnaroo tollbooths where there are many lanes, we have two designated Access 
Lanes, one for autos and one for RVs, marked with wheelchair symbols. Our own trained 
staff are stationed at these lanes so that we can properly greet, use a windshield marking 
pen to apply a special code so parking staff can ID these vehicles, apply an Accessible 
Camping sticker to the windshield, give directions to, and keep a count of our patrons 
who are staying in the Accessible Camping area. This is our first point of contact and our 
staff are trained to exuberantly welcome our access patrons. 

o We have an Accessible Camping area that is as close to the main entrance to the venue as 
we can get. This camping area has sections for RVs, RV campsites with power, 

I	had	NO	idea	the	level	of	kindness,	support	and	accessibility	that	was	in	store.	YOUR	
team	is	the	bar	that	all	festivals	should	strive	to	achieve.	Hands	down.	From	the	start	
we	were	greeted	with	a	warm	welcome	at	the	toll	booth	by	a	volunteer	who	also	was	
a	late	night	cart	driver	in	between	stages.	His	energy	and	kind	words	instantly	put	my	
family	at	ease	that	everything	was	going	to	be	okay.						

Access	patron,	Carrie	
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automobiles, auto campsites with power, and other accommodations such as proximity to 
restrooms or to the Access Center.  

o The campsites with power are for people who use powered medical devices such as 
scooters, wheelchairs, CPAP machines, etc. 

o Campers with disabilities may bring one companion vehicle with them so that they may 
camp with friends. 

o We have an Accessible Day Parking area that is also very close to the entrance. These 
people do not stay overnight on site but likely live locally or are staying in a nearby hotel. 

o The VIP Camping area has an Accessible Camping area very close to The Arch entrance 
to the Main Stage venue. 

o In the Accessible Camping area we have accessible portable toilets, an accessible shower, 
and an accessible water station.  

o We have an accessible golf cart shuttle program with 3 carts that transport patrons from 
the Access Center in the Accessible Camping area to two stages on the other side of the 
venue. These carts have ramps that can be lowered so that patrons using mobility devices 
such as scooters and wheelchairs may use the carts. The carts are operated by our access 
team and are free to our patrons. Tips are not accepted! 

o At the entrances to the Main Stage venue and to Centeroo (the other venue with all the 
other stages, food vendors, marketplace, activities, etc,), we have access entrances for our 
patrons so that they do not have to stand in line in the hot sun which can be very difficult 
for many people with disabilities. Gate staff at these entrances are trained for special 
circumstances that our patrons may have. A person with a pacemaker may need to be 
wanded holding the wand away from the heart rather than going through the metal 
detector; someone may have special dietary needs and will bring their own food; another 
person may need to bring an umbrella due to sun sensitivity, etc. 

o At each of the 5 larger stages we have raised viewing platforms (two platforms at the 
Main Stage). At one stage we also have a reserved viewing area directly in front of the 
stage for people who want to be right up close.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 

A	group	of	patrons	cheerfully	await	the	coming	of	the	access	shuttle.		
The	red	benches	were	new	this	year	and	were	very	popular!	
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• What services your event has for people who are deaf or hard of hearing:  
o We have assistive listening devices available for checkout at the Access Center. These 

are receivers and headsets that patrons who are hard of hearing use so that they can adjust 
the volume of the music to their own preference. 

 
 

 
 
 
 
 
 
 
 
 

o We have a stellar American Sign Language (ASL) Team of 9 interpreters and 2 ASL 
assistants. We specifically recruit interpreters who are skilled in interpreting music 
performances. Watch this video to see what this deaf patron has to say about the ASL 
interpreter services: www.youtube.com/watch?v=KkpcidkpuKM  

 
o Read this testimonial from another patron who used the ASL services: 

 
• What services your event has for people who are blind or have low vision:  

o We provide braille and Large Print copies of programming information at the Access 
Center. People who use braille may request their own copy in advance or they may use 
one at the Access Center. We print one extra copy to give out if someone did not think to 
request it in advance. 

o Patrons who or blind or who have low vision are welcome to camp in our Accessible 
Camping area so that they are as close as possible to the venue and have the support of 
the Access Team for any needs they may have. 

o We offer a one-time guided tour of the venue for patrons who are blind or have low 
vision. This gives the patron a sense of the distances and overall layout so that they can 
better plan their time. A volunteer has taken this on as her own project and has learned 
the sighted guide technique so that she can safely guide people who are blind or have low 
vision. 

 

I	wanted	to	let	you	know	your	access	team	was	OUTSTANDING,	WONDERFUL,	
AWESAMAZING!		Definitely	two	thumbs	up,	hands	down!	The	interpreter	team	did	
“out	of	the	world”	beautiful	job!			I’m	floored,	floored,	floored,	by	watching	them	and	
understand	music	even	more!		Champ,	champ,	champ!		LOVE	them	all,	each	one	of	
them	were	WONDERFUL.		I	can’t	wait	to	share	with	my	deaf	friends	and	interpreter	
friends	here	in	Milwaukee.		

–	Leah,	Deaf	Bonnaroo	patron.	
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• What arrangements your event has made for service animals:  
Festivals can be a stressful environment for animals with the 
crowds and noise. Some animals are on the alert to protect their 
handler and may growl at or even bite staff or patrons. For this 
reason Bonnaroo’s policy is that only service animals are allowed 
at the festival, pets are not allowed.  
 
Some pet owners are reluctant to leave their dogs or other pets at 
home and try to bring them to the festival, falsely claiming that 
these are service animals. The law prevents us from requiring 
proof that it is a service animal. Working within the law, 
Everyone’s Invited has developed a screening procedure that 
greatly cuts down on the number of pets masquerading as service 
animals. This screening process has made a great deal 
of difference at Bonnaroo and other festivals. 
 
To prevent service animals from having to walk too 
far in the heat, which can impair their ability to serve 
their person, service animals and their handlers are invited to camp in the Accessible Camping 
area. We provide two service animal relief areas, one in Accessible Camping and one in VIP. 
 
 
• What services have been made in regards to medical considerations for 
people with disabilities.  

o Bonnaroo provides sharps containers and medical waste disposal at the “Plazas,” the 
service centers within each camping area. 

o Medical staff are stationed at each of the Plazas and at the medical tents in the venues. 
o People who bring pacemakers are accommodated with modified RFID wristband 

scanning and by offering wanding rather than passing through the metal detector. 
o People who bring oxygen tanks are asked to comply with certain policies regarding the 

size of the tank and other safety procedures. 
o Powered medical devices may be recharged at the Access Center, or, some people may 

camp in one of the powered campsites where they can charge their medical devices at 
their camp. 

o People may stop by the Access Center to request special permission to bring items into 
the venue that may be prohibited to others. Examples include: people who have special 
dietary needs may bring their own food, people who are prone to dehydration may bring 
extra water, people who need to sit down frequently may bring a folding chair, people 
who are sensitive to the sun may bring an umbrella, and so forth.  

 
 

This	summer	I	led	my	fourth	annual	tour	of	the	venue	for	patrons	who	are	blind	or	
have	low	vision.	I	met	Jeremy,	a	combat	veteran,	and	his	companion,	and	taught	
them	the	lay	of	the	land	so	they	could	have	an	awesome	experience	on	the	farm.	
They	stopped	by	my	campsite	a	day	later	to	tell	me	they	were	having	a	blast!		

–	Liz	Tussey,	Access	Volunteer	
	

Scott,	a	veteran,	and	his	service	
animal,	Duncan,	relax	in	the	shade.	

Photo	by	Lily	Chatterjee	
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• Any other services for people with disabilities:  
I have mentioned the Access Center many times in the descriptions above but I want to take a 
minute to describe what that is. The Access Center is not a requirement under the Americans with 
Disabilities Act but it is a 
best practice, especially for 
an event of this size, to have 
an Access Center rather than 
folding these services into 
the Info Booth that serves 
other patrons. An Info Booth 
may be crowded and it can 
take time to get questions 
answered. Patrons with 
disabilities often need to 
have private conversations 
about their situations and an 
Info Booth does not 
necessarily provide privacy.  
 
Our Access Center staff are specially trained. The Access Center focuses on the information and 
services that patrons with disabilities need. It serves as the headquarters for our staff and 
volunteers and is the nerve center of our program.  
 
Here is a list of the services provided at the Access Center: 

1. Information regarding the Access Program services and facilities 
2. Request for assistance such as helping to set up a tent, etc 
3. Access Wristband checkout system giving permission to use accessible facilities such as 

the raised viewing platforms, shuttles, restrooms, etc. 
4. Code to locked toilets 
5. Assistive Listening Device (ALD) checkout 
6. Schedule of activities and programming that are interpreted by a sign language interpreter 
7. Request for assistance from a sign language interpreter 
8. Braille handouts of programming information 
9. One-time guide service for people who are blind 
10. Large Print handouts of programming information 
11. Service animal registration 
12. Service animal relief area near by 
13. Wheelchair/scooter rental or loan 
14. Recharge station for wheelchairs, scooters, medical equipment 
15. Accessible restrooms nearby 
16. Accessible golf cart shuttle stop 
17. Access Program Survey to fill out or take home 
18. A shady place of respite from the hubbub and heat, with water, chairs, a table, games and 

activities, and other people to make friends with. 
 
f. Describe behind the scenes efforts made to implement the access 
program (signage/training etc.):  
STAFFING: We recruit people who are interested in working events, have strong customer 
service skills, and care about accessibility and inclusion. We make efforts to employ a diverse 
team including people of various abilities, national origins, gender identifications, ages, etc. 
 

The	Access	Center	Manager,	David	Sussman,	keeps	a	positive	
vibe	under	the	big	top		J	
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TRAINING: Our Access Program services touch almost every aspect of the festival. We provide 
training materials and sometimes in-person training for many of the Bonnaroo departments that 
interact with the public. In addition to an “All Staff” one-sheet that we try to distribute to every 
single person that works the event (staff, volunteers, contractors, vendors, sponsors….), we 
provide more detailed training for the following teams:  
Bonnaroo Teams: 

o Producers & Department Directors 
o Parking 
o Security 
o Service Animal Screeners 
o Gates 
o Tollbooth  
o Vendors 
o VIP 
o Cleaning Staff (patrons ask them questions!) 

Access Staff sub groups such as: 
o Welcome Committee 
o Survey Takers 
o Shuttle Drivers 
o Platform Ushers 
o Access Center 
o Camping Crew 

 
SIGNAGE: Getting the word out is an important aspect 
of the program. Signage is part of that story and we 
have close to 150 signs to identify the access elements 
and to help with wayfinding on this large site. 
 
COMMUNICATIONS: We field emails from several 
hundred patrons with questions about the program. I 
feel it is important to have a designated email address 
for the Access Program (access@bonnaroo.com). This 
way we are sure that we give accurate, consistent, and 
legal answers. Patrons don’t always know what they 
don’t know and I can help them with additional 
information when I see that it is needed. 
 
TRACKING: For planning purposes, we keep track of 
the number and type of vehicles and what section they 
are parked in within Accessible Camping: (RV, auto, 
companion, powered). We also track the number of 
access wristbands and car stickers we distribute, the 
number of performers interpreted for and number of 
hours our sign language interpreters spend interpreting 
music and activities. 
 

The	Access	staff	has	been	what	has	made	this	experience	good	for	me.					 
Access	Patron	Survey	

	

Shaneena	is	staffing	the	Access	Lane	
at	the	tollbooths.	The	extra	high	

signage	leads	our	patrons	to	her	lane.	
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SURVEYS: We ask patrons who are participating in the Access Program to fill out surveys. This 
helps us with planning for the coming year. Seventy-five surveys were completed this year. 
 
INFRASTRUCTURE: Each year, Bonnaroo works to improve its infrastructure. Some 
improvements are more obvious such as flush toilets and improved roads, while others are not 
visible but make a huge difference, improved drainage for example. 
 
g. Overall revenue and expense budget for Accessibility Program (if 
available and applicable):  
Bonnaroo’s budget is confidential and covers items such as tents, platforms, golf carts, signage, 
and more. Everyone’s Invited expends almost $60,000 for insurance, payroll, and other overhead.   
 
h. Duration of Accessibility Program (i.e.: all year, just at the event?) and 
years Program has been in existence:  
Everyone’s Invited was hired to create an Access Program for Bonnaroo in 2004, the third year of 
the event. We have been with the festival ever since, growing the program each year. While the 
Access Program is fully operational during the event, we do advance and wrap-up work almost 
year round, with the months leading up to and through the event being the times of most activity. 
 
i Festival activities accessible to patrons with disabilities:  
The festival’s activities are accessible for the most part: The Silent Disco, parades, yoga, the 5K 
race, workshops, sponsor activations, and more. The State Farm sponsor area was called “The 
Neighborhood of Good®” and featured a circle of small, raised buildings, each with an activity to 
benefit a non-profit organization. I must commend State Farm for installing a wheelchair lift on 
each one of these little structures.  
 
When it comes to activities, what I am most 
excited about is the activities we are 
developing in the Accessible Camping area. 
Two years ago, one of our patrons and his son 
hand-built two Ping-Pong tables and brought 
them for the other access patrons to use. This 
year, teaming with other patrons, they built 
several more games. There was a tactile 
checkers set that can be used by blind players, 
a stacking game that we dubbed Stackaroo, a 
tick-tack-toe toss and a bean bag toss game.  

 
 
We also held an accessible yoga class with a sign 
language interpreter and with instructors trained in 
assisting people with disabilities. The yoga class 
filled the 20x20 tent and there were many times 
during the event when groups of people would 
gather to play a game of Ping-Pong or play one of 
the other games. I feel that our development of 
this area brings a greater sense of community than 
we have had before. I look forward to further 
growth of our activities area.  
 

StackaROO	

Tactile	Checkers	
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j Description of sponsor / charity / volunteer / school / other group 
involvement with Accessibility Program and benefits to each (if applicable): 
We used to have several hundred volunteers helping to operate our program, all of whom were 
recruited and scheduled through Bonnaroo’s in-house “C’roo” volunteer program. Because of a 
change in our staffing structure (explained later), we now have fewer than 50 volunteers. One 
group comes from a local high school marching band’s booster club, most of whom are parents of 
the band members. They are the volunteers that staff the raised viewing platforms and they do a 
terrific job of it! Other volunteers come from all over the country and many ask to return to our 
program year after year. 
 
As part of our American Sign Language Interpreter recruiting and screening process, we have 
applicants submit videos of their work. Each year, several deaf volunteers review and rate the 
videos. Their feedback is a significant part of our selection criteria. 
 
As a fundraiser, the local Rotary Club provides the staffing that directs vehicles at the tollbooth 
entrances. They are not working with the Access Program exclusively but their work is very 
important for helping to make sure our patrons are directed to the Access Lanes.  
 
A local, family-owned, medical supply company manages the wheelchair and scooter rental 
operations. They don’t rent that many pieces of equipment so it is not a big money-making 
operation for them, but they get to be a part of this huge festival that comes to their town every 
year, give back to a community that matters to them in particular, and it helps us a great deal to be 
able to provide the service! 
 
 
 
 
 

Accessible	YogaROO!	
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k Overall effectiveness / success of Accessibility Program:  
Since Everyone’s Invited began working with Bonnaroo in 2004 we have had many successes 
and have grown the program tremendously. The facility has also changed with Bonnaroo making 
many changes to its infrastructure. In the list below of the top 10 changes we have made since 
2004 (in no particular order), you can see how these added services would make a big difference 
to our patrons.  
 
List of top ten changes to our program since 2004: 

1. We moved the Accessible Camping area closer to the venue entrance. We are as close as 
we can get.  

2. We increased the number of raised viewing platforms so there is reserved viewing at all 
of the large stages.  

3. On our first year we had a 10’ x 10’ tent for our Access Center, now it is 20’ x 40’ and 
includes the wheelchair vendor.  

4. We now have a golf cart shuttle service. When we first started this service it was 
provided by a vendor and patrons were charge a fee. We now manage the program 
ourselves at no cost to the patron.  

5. We have added powered campsites for our patrons using medical devices such as CPAP 
machines, and we have added some powered RV sites to cut down on the use of 
generators.  

6. We’ve added buildings with running water, sinks and flush toilets. 
7. We’ve improved routes of travel so they stay firm in the rain– less mud. 
8. We have instituted a lock system for many of our accessible portable toilets and we only 

give the code to our patrons with disabilities. This helps keep the toilets clean for our 
patrons with disabilities and those with compromised immune systems. 

9. We’ve instituted a service animal screening system and have essentially stopped people 
from bringing their pets to the festival cutting way down on the number of animals on 
site. It is much safer for humans and service animals. 

10. We used to have one sign language interpreter on call (because there were no requests), 
now our nine interpreters and two ASL assistants have a lot of work to do! 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

Accessible	Golf	Cart	shuttle	with	ramp.	
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2. Supporting Question: 
• What did you do to update / change this program from the year before? 
Were your updates / changes successful? Please provide measurable results 
/ examples.  
We received many positive comments post event (we always do but it seemed like more). Maybe 
some of the following improvements helped our patrons have the wonderful times they have told 
us about. 
 

o We made a major change to the program two years ago and we are still tweaking all the 
systems but this has been a huge improvement. For years we had operated with 6 core 
staff members who have supervised hundreds of volunteers, working 6-hour shifts, who 
staff access operations at many locations for 24-hour coverage of our program. We spent 
a lot of our time training each shift of volunteers (some volunteers repeated but not all).  
 
Two years ago we moved away from using so many volunteers and now have a paid staff 
that works longer hours each day and works every day of the event. This has been a 
tremendous improvement to the program with much better institutional memory, greater 
team spirit, and superior service to our patrons. We hired staff members who are 
committed to inclusion and accessibility and over these two years have developed a 
strong team.  
 
Our paid staff this year consisted of the 6 supervisors, 36 hourly staff (instead of several 
hundred volunteers), along with our team of 9 American Sign Language Interpreters, a 
total of 51 staff. While it is quite an organizational effort to take on the care and feeding 
and management of this number of people, it is well worth the effort and our program is 
stronger for it. 
 

o As described earlier, we saw terrific growth in our Activities Area within Accessible 
Camping. Expansion of this area brings opportunities for our patrons to get to know their 
fellow campers and builds a greater sense of community. 
 

o We are continually tweaking our systems and one of these systems is what happens when 
our patrons arrive at the tollbooths. Last year tollbooth staff worked our Access Lanes but 
we found that we had difficulty keeping up with training as their shifts changed and not 
always when we expected them to. This year we put our own staff in these positions and 
that meant much more consistent service. 

 
o We added more signage to help direct patrons to our Accessible Camping area and it 

seemed to have the desired effect; I did not hear of any misdirected patrons this year! 
 
 
3. Supporting Materials: (10 points) Please also include any necessary 
supporting materials for the program - limiting materials to no more than 5 
examples for each area listed below (if applicable). Supporting materials 
may be placed within a specific section of the entry, or at the end.  
 
 
• Printed materials (brochures, handbooks, Recruiting materials, evaluation 
forms, signage, etc.)  
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Access Information for Vendors 

SERVING CUSTOMERS WITH DISABILITIES 
Train Your Staff So That All Customers Feel Welcome At Your Booth! 

 
Good Business Sense 
It makes good business sense to include people 
with disabilities. It broadens your customer 
base, it is the right thing to do, and it is the law 
(the American’s with Disabilities Act). 
 
Know Your Access Program Facts 
Become familiar with this event’s Access 
Program and the services provided for people 
with disabilities. Review the Access Program 
brochure and map. Identify where these 
features are located: 
§ The nearest accessible toilet 
§ The nearest accessible ATM 
§ The Access Center 
 
How to Serve People with Disabilities 
§ Treat your customers with disabilities just 

as you would treat any other customer, with 
respect and dignity.  

§ If someone appears to need assistance, ask 
how you may help. Do not assume you 
know what to do. Listen and follow 
directions. 

 
People with Mobility Limitations 
If your booth is not accessible and until you 
redesign your booth – use these techniques.  
§ Do not reach over a high counter. Come 

around and hand the item to the person. 
§ Bring items out from an inaccessible booth. 
§ Have a clipboard or tablet handy for signing 

credit card receipts. 
 
 
 

People Who are Blind or Have Low 
Vision 
For All Vendors: 
§ About 80% of those who use a cane or 

guide dog and are legally blind have some 
vision. It is very difficult to guess the 
amount of vision a person has so don’t 
make assumptions. 

§ As soon as you notice that a person who is 
blind or has low vision has entered or 
approached your booth, introduce yourself.  

§ Speak directly to the person who is blind, 
not to their companion. You may lightly 
touch the person’s arm so that they know 
with whom you are talking. Ask the person 
who is blind for their name so that you can 
address the person directly from then on. 
There is no need to speak especially slowly 
or loudly unless the person is also hard of 
hearing.  

 
§ When you are about to leave the area, let 

the person who is blind know so that they 
are not left talking to the air. 

 
(continued)	

 

“Hello.	(Touch	arm	lightly).	My	name	is	
Valerie	and	this	is	my	craft	booth.	May	
I	ask	your	name?”	…	“It	is	nice	to	meet	
you,	Max.	I	make	ceramic	goblets.	
Would	you	like	to	hold	one?”	…	“I	am	
stepping	away	for	a	moment	but	I	will	
be	back.”	
 

Everyone’s Invited! ®

1. Everyone’s Invited creates training materials for many festival groups. This is the first 
page of the Vendor Customer Service Training. 
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Everyone’s Invited To Bonnaroo 2018! – Access Info 
	

 
ACCESS CENTER 
Stop by our Access Center in Plaza 4, near 
the Tower, for information, services and 
assistance. Fully staffed 10a-10p. Skeleton 
crew 10p-10a.  
• Request wristband for access services 
• Assistive listening device 
• Sign language interpreter schedule 
• Large Print or braille programming info  
• Survey forms 
• Relax: shade, water, back yard games 
 
 
SERVICES FOR PATRONS WITH 
MOBILITY DISABILITIES 
Accessible Camping, RV, And Day Parking:  
Near the main entrance to Centeroo. 
 
Mobility Devices: Scooter, manual and 
motorized wheelchair rental located by 
Access Center. 10 AM to 6 PM. Advance 
reservations recommended. 
Only those who have mobility disabilities 
may use mobility devices. Wheelchairs and 
3 or 4-wheeled scooters are allowed. Two-
wheeled scooters, golf carts or other heavy, 
large, or fast vehicles are not allowed. Other 
types of mobility devices should be pre-
approved.  
 
Safety First: Please operate your mobility 
device in a safe and courteous manner – 
move no faster than walking speed and 
comply with the manufacturer’s instructions. 
 
Recharging Chairs And Scooters: Power is 
available at the Access Center for 
recharging medical equipment. Use of 
power is at your own risk. Bring a lock if you 
plan to leave your device. 
 

Accessible Golf Cart Shuttle Service: Three 
shuttle stops: Access Center, Centeroo 
South, Main stage Access Platform. Wait by 
shuttle stop signs. Access wristband 
required. No tipping please. 
 
Centeroo & Arch Accessible Entrances: 
People with significant mobility disabilities, 
or who use service animals, may use these 
Access Entrances. This entrance is marked 
with a wheelchair symbol. Stop at the 
Access Center first to get the required 
access wristband. 
 
Locked Accessible Toilets: Codes to locked 
accessible toilets for patrons with disabilities 
are available at the Access Center.  
 
Speedy Water Station Access: The two 
drinking water stations on Fifth Ave in 
Centeroo have protected access lanes and 
accessible faucets during the heat of the 
day when these stations may be crowded. 
Look for the wheelchair sign. 
 
Accessible Portable Showers: Accessible 
showers in both the general admission and 
VIP Accessible Camping areas. 
 
Reserved Viewing Areas For Patrons With 
Mobility Disabilities: There are two raised 
viewing platforms at the What Stage, one by 
the Guest Bleachers and one towards the 
center of the field near a delay tower and 
beer booth. There is one raised viewing 
platform at the Which Stage, with access 
from Fifth Ave, and there is a ground-level 
viewing area directly in front of the Which 
Stage. For safety reasons, this area may be 
closed during some shows. There are also 
raised viewing platforms at This and That 

Everyone’s Invited! ®

1. This page and the next show the Access Info handout given to our 
patrons when they get to the festival. 
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Tents at the back of the tents by the sound 
mixing platforms. The Other Stage has a 
platform in the field near a tree. 
Reserved viewing areas are only available 
to patrons who use wheelchairs or who 
have a disability that would make it very 
difficult to stand in the audience and who 
have signed out an access wristband at the 
Access Center.  Thank you for showing 
respect for people who have permanent 
mobility disabilities or severe injuries or 
conditions and do not take up space 
unnecessarily. Thank you. 
 
 
SERVICES FOR PATRONS WHO ARE 
BLIND OR HAVE LOW VISION 
Large Print and Braille: Large print and 
braille programming information is available 
at the Access Center. 
 
Guided Tour: A one-time guided tour of 
Centeroo is available to those who are blind 
or have low vision. Stop at the Access 
Center to schedule a time. 
 
 
SERVICES FOR PATRONS 
WHO ARE DEAF OR HARD OF HEARING 
American Sign Language Interpreters: 
Advance reservations requested. Stop by 
the Access Center to see the schedule.  
 
Assistive Listening Devices (ALDs): ALDs, 
for patrons who are hard of hearing, may be 
checked out at the Access Center. Advance 
reservations encouraged. 
 
 
MEDICAL CONSIDERATIONS 
A person bringing a syringe will need to 
show medication in prescription packaging 
with name on the label, and photo ID. 
Medication may be refrigerated in the 
Centeroo Medical tent. Be sure to remove 
your medication by 10 PM Sunday night. 
Please use sharps and bio-hazard disposal 
at Plaza 4 or at any medical tent. 
 
 
 
 

Powered Medical Equipment: Stop by the 
Access Center for charging information. 
 
SERVICE DOGS 
Persons with disabilities and their service 
dogs or miniature horses that are 
individually trained to do work or perform 
tasks for those persons with disabilities are 
welcome at Bonnaroo. Other types of 
animals and pets are not allowed.  
 
Those who masquerade their pet as a 
service animal will be ejected from the site 
without refund. Bonnaroo reserves the right 
to refuse admittance to or eject any 
individual whose conduct poses a direct 
threat to the health or safety of others. 
 
All animals on site should register at the 
tollbooths. Service animals will receive 
helpful information and a service animal tag. 
Those who missed the registration may go 
to the Access Center to register. 
 
Service animals must be housebroken, 
under control and in the presence of their 
handlers at all times, and not pose a threat 
to any person or animal. 
 
For Bonnaroo’s complete service animal 
policy, go to:	www.bonnaroo.com/accessibility 
 
 
AND MORE 
Vendors: If assistance is needed while 
conducting business with a vendor, please 
alert the vendor or a member of the 
Bonnaroo staff. 
 
Services That Are Not Provided: 
   • Wheelchair push service. 
   • Personal care attendants. 
 
Thank You: Let us know if there is 
anything you need. Thank you for 
coming and have a brilliant time!  
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© Laura Grunfeld of Everyone’s Invited, LLC, June 2018 
 

Everyone’s Invited! ®

BONNAROO ACCESS PROGRAM SURVEY 
Please help us improve the Access Program services and features by writing your 
suggestions for the program. To jog your memory, here is a list of much of what we 
do. Please comment on the things that worked well and the things that did not. 
 
GETTING HERE:  
• Bonnaroo.com Access Info Guide 
• Response to Emailed Questions 
• Highway Signs with !Symbol 
• Tollbooth Access Lane Signs 
• Access Lane Staffing 
• Signage to Camping/Parking  
• Parking Staff Directing Traffic 
GA ACCESSIBLE CAMPING 
• Access Center 
• PowerStrip 
• Accessible Camping 
• Accessible Portable Toilets 
• Accessible Showers 
• Water Stations 
VIP ACCESSIBLE CAMPING 
• Accessible Toilets 
• Accessible Showers 
• Camping Location 
• Signs with !Symbol 
ACCESSIBLE DAY PARKING 
• Accessible Day Parking 
• Entering and Exiting Systems 
 

INSIDE VENUE 
• Access Entrances to venues 
• On-site Access Signage 
• Platforms and Viewing Areas 
• Pathways 
• Accessible ATMs 
• Medication Refrigeration 
WHEELCHAIR RENTAL VENDOR 
• Customer service 
• Scooter/chair quality 
ACCESS GOLF CART SHUTTLE 
• Carts and drivers 
COMMUNICATIONS 
• Sign Language Interpreters 
• Assistive Listening Devices 
• Large Print 
• Braille 
CUSTOMER SERVICE 
• Access Team, Staff & Volunteers 
• Parking Staff 
• Security 
• Bonnaroo Vendors 
• Other Staff - which team?________ 

Please write your suggestions here, or on the back of this page, or email 
Access@Bonnaroo.com. Your contact information is optional. 

 
 
 
 
 
 
 
 
 
 
 

 

 
 
                             

                                          Facebook.com/everyonesfestival       www.instagram.com/everyonesfestival 

2. The Access Program Survey distributed to our patrons.  
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3. First page of on line application form developed to recruit our new employees for the 
team (since the event is over the application form is now closed): 

 
 

 
 
 

4. Special wheelchair symbol one of my team designed just for Bonnaroo. Bonnaroo logo 
inside the wheel. 

 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
• Promotional / marketing / media materials  
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1. Access Info Guide at www.bonnaroo.com/accessibility  

 

 
 
 

2. Everyone’s Invited – Laura Grunfeld, Facebook page. 
www.facebook.com/everyones.festival  

3. Everyone’s Invited website home page. www.EveryonesInvited.com  
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4. Disability Rights TN: “Everyone’s Invited at Bonnaroo” article. 
www.disabilityrightstn.org/resources/news/june-2015/everyone-s-invited-at-bonnaroo  
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5. MTV News: “The Most Inspiring Festival Job You’ve Probably Never Heard Of” article. 
www.mtv.com/news/2186246/everyones-invited-bonnaroo-interview  
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Everyone’s	Invited	pen	

• Merchandise materials (photographs accepted)  
We don’t sell anything so these two items are not technically “merchandise” but Everyone’s 
Invited gives away pens to staff and clients and sometimes to patrons. I will send some pens with 
this application. Bonnaroo provides t-shirts for our team. I am including one along with this 
application.  
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Brothers	Yeriel	and	Aris,	Access	
Team	Platform	Ushers,	modeling	the	
Access	Team	t-shirt.	
	

Access	Team	shuttle	driver	Zach,	and	Camping	
Ambassador	Matt.	Zach	has	on	the	2018	t-shirt	
and	Matt	has	on	the	2017	t-shirt.	Matt	
modified	it	himself	and	it	was	his	first	tie-dye!	
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• Information provided to participants / volunteers / sponsors / students / 
charities etc.  
See online “Access Info Guide” and “Access Info Handout” in above sections. Also mentioned 
above, various training materials.  
 
 
• Supporting photographs  

 
 

 
 
 
 

 
 

 
 
 
 

Most	of	the	2018	Everyone’s	Invited	to	Bonnaroo!	Access	Team.	
Missing	from	the	photo:	the	ASL	team	and	a	few	others	that	couldn’t	make	it	to	the	training.	

These	fun	patrons	dress	as	superheroes	every	year!	

Todd	hangs	signs,	soo
oo	

important!	
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Deaf	patron,	Thomas	(right),	prepares	to	be	interviewed	by	the	Bonnaroo	Content	team.	

Our	last	photo	in	the	application,	some	of	the	Access	Team	at	sunset.	<3	
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• Measurable results: tangible & intangible  
Over the years, depending on attendance, programming, weather and other factors, we have 
hosted from 400 to 670 vehicles in the Accessible Camping area. The word has spread and people 
who are quite disabled are able to attend and enjoy this four-day, outdoor music festival with 
portable toilets and mud! We sometimes host Make-a-Wish families and other people who don’t 
know if they will be able to make it back next year. If we can do a little something extra to make 
it possible for people who are struggling with so much, we are more than happy to make it 
happen.  
 
 
 
 
Thank you for this opportunity to apply for such a prestigious award. 
 
 
 
 

           
            Laura Grunfeld 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Laura Grunfeld took all photos in this application, other than the one of Duncan 
the service animal.  


