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Essential Companion Policy 
 

At the Lowther Pavilion we take our responsibilities toward disabled customers very seriously. 

We recognise that in order for some of our customers to take advantage of all that we have to 

offer they may need support from another person. 

As such it is our policy that where this is the case we make available free tickets which will 

enable a guest to bring a personal assistant or companion with them to support them with their 

needs. 

Example 

Customer 1 is a wheelchair user and the layout of the venue they are visiting means 

that there is no way that they will be able to purchase or carry drinks to the viewing 

area. Customer 1 has a friend, who has agreed that he will do this for both of them 

and also help Customer 1 get to the toilet if they need. 

Customer 1 will be able to bring a friend with them at no cost. 

 

The only criteria we have for having a free Companion ticket is that a customer has to have 

another person with them to get the same quality of service as non-disabled people for a 

reason related to their own impairment. 

(This does not apply to short term conditions like broken limbs). 
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Requesting a free Essential Companion Ticket 

Due to the fact that this scheme is potentially subject to fraudulent misuse we have to operate 

a system to check eligibility for a free ticket. Customers need to apply for the following   

“The Access Card”. 

The Access Card is widely accepted as a form of ID representing the type of disability a 

customer may face. This also negates any conversation requirement to discuss any disabilities 

present with the venue staff. We as the Lowther Pavilion only accept this Access card for this 

facility. 

 

http://www.accesscard.org.uk/
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The Access Card is available to apply for here - https://www.accesscard.org.uk/ and is the 

only method of validating an essential companion ticket with us at the Lowther Pavilion 

theatre. 

 

The Role of an Essential Companion 

By accepting the free ticket your Companion accepts responsibility for providing you with the 

support you need to attend the event. 

This includes being able to provide you with additional assistance during the course of an 

emergency evacuation. 

The staff at the event are unable provide assistance in excess of their typical role and general 

reasonable adjustments so it’s important that, if you need help moving around, your 
Companion is ready and willing and able to support you with this. 

Example 

Customer 1 has mild learning difficulties and needs a Companion to help negotiate 

crowds of people and a friend of his cousin said he’d be his Companion at an event. 

Customer 1 needs the toilet part way into the first half but the friend is too 

engrossed in the event to help them, leaving Customer 1 to ask a Steward to 

accompany them. 

In this situation we would reserve the right to remove the friend from the event. Please read 

more on what happens if you lose your support. 

Young Carers 

It is the policy of the Lowther Pavilion that all children under the age of 16 are accompanied by 

an appropriate adult. We accept that young carers are a much valued and needed source of 

support but we are only able to accept them under the free Companion ticket scheme where 

there is no risk of them being left unattended. 

If your need for a Companion is something related to a potential deterioration in your condition 

then a Companion ticket may not be authorised for anyone under the age of 16. 

https://www.accesscard.org.uk/
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Customer 1 has epilepsy and needs a Companion with them to monitor their 

condition and provide support if they have a grand mal seizure. Their daughter 

provides this support for them at home and has come to the concert as their PA. 

Customer 1 has a grand mal seizure and loses consciousness for some time. During 

this time their daughter, even though she is a carer, is not under the supervision of 

an adult. 

If you attend the venue with a Companion under this age or if there is doubt in the absence of 

valid photo ID we reserve the right to refuse admission. This policy does not apply where there 

are other adults in the party able to accept responsibility for the young carer. 

 

Contingency – What happens if you lose your support? 

It is important that you and your companion are aware of what happens if for some reason you 

lose your support. If it is felt that your Companion is not providing you with the support you 

need we reserve the right to eject them from the facility at any time and refuse access under 

the companion scheme for future events. 

We will endeavour to support you with the rest of your visit if this is the case but if we are 

unable to make appropriate reasonable adjustments to do this and it jeopardises your, or other 

customers, Health and Safety we may be left with no other option than ask you to leave also. It 

is especially important that you choose the right support to come with you. 

 

Abusing the system 

If we feel that either the disabled customer or their companions are abusing the system we 

reserve the right to treat the matter as Fraud and look at bringing legal action. Every accessible 

space taken up by somebody that doesn’t need it represents a disabled person missing out. 
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