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Policy, Practices and Procedures for the Customer Services Standards of the Accessibility for Ontarians with Disabilities Act
Information and Templates
info@accesspros.ca      
647-477-8745

Customer Service for the Disabled Standard, Ontario Regulation 429/07

Accessibility Policies, Practices and Procedures

The following information and templates are intended to aid your clinic in compliance with the Accessibility for Ontarians with Disabilities Act.  

Policies, Practices and Procedures 
Your clinic is required to set up policies, practices and procedures on how you plan to provide accessible goods or services to people with disabilities.   Since your clinic or practice has less than 20 employees, you do not have to have these policies, practices and procedures documented in writing.  It is, however, the recommendation of Accessibility Professionals of Ontario that you have a written copy of your accessibility plans so that if a member of the public asks about your policies, practices and procedures you can simply hand them over.  Clinics and practices with less than 20 employees are required to make available to the public information regarding their feedback process.
Guiding Principles

When developing any policies, practices or procedures you are required to keep the following four guiding principles in mind.  
The following definitions are from the Guide to the Accessibility Standards for Customer Service, Ontario Regulation 429/07.   
Dignity

What does the principle of dignity mean? 
Policies, procedures and practices that respect the dignity of a person with a disability are those that treat them as customers and clients who are as valued and as deserving of effective and full service as any other customer.  They do not treat people with disabilities as an afterthought or force them to accept lesser service, quality or convenience.  Service delivery needs to take into account how people with disabilities can effectively access and use services and show respect for these methods.
Independence

What does the principle of independence mean?

In some instances, independence means freedom from control or influence of others – freedom to make your own choices.  In other situations, it may mean the freedom to do things in your own way.  People who may move or speak more slowly should not be denied an opportunity to participate in a program or service because of this factor.
Integration
What does the principle of integration mean?

Integrated services are those that allow people with disabilities to fully benefit from the same services, in the same place and in the same or similar way as other customers.  Integration means that policies, practices and procedures are designed to be accessible to everyone including people with disabilities.
Equal Opportunity
What does the principle of equal opportunity mean?

Equal opportunity means having the same chances, options, benefits and results as others.  In the case of services it means that people with disabilities have the same opportunity to benefit from the way you provide goods or services as others.  They should not have to make significantly more effort to access or obtain service.  They should also not have to accept lesser quality or more inconvenience.
Barrier Identification 
This is a statement of how your organization plans to identify the barriers which people with disabilities may face within your operation.  
AODA Customer Service Standard Policy Template 
The policies set forth within this Accessibility Plan will apply to all chiropractors, members, contractors and volunteers of (your organizations name) retained by the organization.  
· The accessibility policies of (your organizations name) will be communicated through emails, verbal notifications or handouts of the Accessibility Policy.
(Your organizations name) will review any new policies, practices and procedures before instituting them.  This will be done through the following steps to ensure that no undue hardship on (your organizations name) is being created:

1. Discuss the proposed policy and decide on the viability of the policy.
2. If the decision is made to implement the policy have the proposed policy, practice or procedure committed to paper for distribution through your organization.
3. Set a date for implementation of the new standard.
4. Distribute the new standard to the appropriate personnel.
5. Implement the standard.
Accessible Customer Service Training 
(Your organizations name) will ensure that all chiropractors, employees, volunteers, or required contractors dealing either with the public or with third party organizations (business to business) are trained under the requirements of the Accessible Customer Service for the Disabled Standard (429/07).  Furthermore, (your organizations name) will ensure that any new chiropractors, employees, volunteers, or required contractors dealing either with the public or with third party organizations (business to business) will be trained under the requirements of the Accessible Customer Service for the Disabled Standard (429/07) within 6 months from the start date of their employment.

All employees of (your organizations name) will be required to be trained in any changes or updates to these policies, practices and procedures and the Customer Service for the Disabled Standard.

Feedback Process 
It is the goal of (your organizations name) to comply with the spirit of Accessibility for Ontarians with Disabilities Act. To this end a feedback process will be developed to enable the team at (your organizations name) to respond to feedback received by the organization regarding the accessible customer service provided by (your organizations name) to its patients and potential patients.  When a complaint has been put forth, the team at (your organizations name) will review the scenario and make every effort to accommodate the requests of the individual or group in a manner that is satisfactory to all without causing undue hardship to (your organizations name).  This may include, but may not be limited to, taking the following actions;

· Utilizing the Customer Feedback Form

· Calling the complainant and discussing the remedial action using a manner that takes into account the complainants disability.

· Seeking the recommendations of an association associated with the disability in question.

The feedback process is to take into account the individuals disability, and will be made available through a variety of methods such as;

· In person

· On the telephone

· In writing

· By E-mail

For an example of a Customer Feedback Form see Appendix A
(Your organizations name) will respect the individual’s right to privacy under Ontario’s Privacy Information Protection Act (PIPA) and will abide by the rules of PIPA regarding any request for information.
Communication 
1. Any communication between (your organizations name) and their patients or the public will be conducted in a manner that takes into account an individual’s disability.  An understanding shall be reached on how it is best to communicate with a person with a disability on a case by case basis.  This may include, but will not be limited to, the following methods of communication;

· Verbal communication
· Written communication

· Digital communication which may include e-mail, video, audio disc or tape

· Hand gestures

Notice of Temporary Disruption of Service 
(Your organizations name) will ensure that any expected temporary disruption of service will be identified and related to their patients through the following means;

1. Staff will refer to the Policies, Practices and Procedures for instructions 

2. Notification of disruption will be placed on the (your organizations name) website.
3. Notification of disruption will be placed on the telephone message service.
4. Notification of disruption will be indicated in writing and placed on the entrance way to the offices of (your organizations name) (Priority and consideration will be given to any security issues).
5. The staff answering the phones at (your organizations name) will identify the disruption of services to all incoming calls within five business days of the expected disruption of service.
(Your organizations name) will ensure that any unexpected temporary disruption of service will be identified and relayed to the public through the following means;
1. Staff will refer to the Policies, Practices and Procedures for instructions 

2. Notification of disruption will be placed on the telephone message service.

3. Notification of disruption will be indicated in writing and placed on the entrance way to the offices of (your organizations name) (Priority and consideration will be given to any security issues).

The Notification of Temporary Disruption of Service will include the following information;

1. The reason for the disruption of service.
2. The expected length of the disruption of service.
3. A description of alternate services if available.
Assistive Devices and Mobility Aids
(Your organizations name) will ensure that all its chiropractors, employees, volunteers, or required contractors are trained and familiar with various assistive devices and a variety of other aids that may be used by any of their patients or the public seeking access to our services.  Employees, volunteers, or required contractors of (your organizations name) will adhere to the following guides when interacting with either existing patients or potential patients that require assistive devices.

1. Ask if the patient requires assistance.
2. If assistance is required, clinic staff will listen to the instructions of the patient requiring assistance and repeat the instructions back to the patient so that all instructions are clearly understood and executed.
3. Only chiropractors will be allowed to offer advice on the use of assistive devices.
4. If an individual’s assistive device cannot be utilized within our offices ), other arrangements for the access our goods and services should be made.
5. All chiropractors, employees, volunteers, or contractors of (your organizations name) will be informed of the areas of the office that must be kept clear of assistive devices due to safety regulations and will make other arrangements for access of services if required.
6. All chiropractors, employees, volunteers, or contractors of (your organizations name) will be trained in the operation and use of any assistive devices that are supplied by the (your organizations name) for use by its patients or potential patients.

Services Animals

(Your organizations name) will train its employees, volunteers, or required contractors in the treatment and rules pertaining to the use of service animals.
At no time will the chiropractors, employees, volunteers, or required contractors of (your organizations name) prevent an individual requiring the use of a service animal from accessing the services of the service animal while on the premises.  
Support Persons

(Your organizations name) will train its chiropractors, employees, volunteers, or required contractors in the treatment and rules pertaining to the use of support persons.

At no time will the chiropractors, employees, volunteers, or required contractors of (your organizations name) prevent an individual requiring the use of a support person from accessing the services of the support persons while on the premises.

(Your organizations name) chiropractors, employees, volunteers, or contractors will treat every individual with all due respect and will direct all attention to them and address the support person only when required.
Alternate Formats of Communication
(Your organizations name) will reasonably endeavour to provide, if requested, alternate formats of items such as this Policy, Practice and Procedure document as well as invoices and other applicable reports.  These formats may include, but are not limited to, such communication structures as;

· audio disc 
· hard copy with large font type

· electronic text

· oral communication

Since it would cause undue hardship on (your organizations name) to provide the requested information in all forms of alternate formats and is not feasible to do so, all efforts will be made to reasonably accommodate any request for information in an alternate format.  
All information contained in these templates was been created by Accessibility Professionals of Ontario unless otherwise stated.

To contact Accessibility Professionals of Ontario email at info@accesspros.ca or 647-477-8745 
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