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

Accessibility Polices, Practices and Procedures
Executive Summary
This is a statement that is put forth by your organizations’ leadership that explains the philosophy of your organization towards persons with disabilities and the implementation and impact of the Accessibility for Ontarians with Disabilities Act.  For an example Executive Summary see Appendix A. 
Mission Statement

This is a statement that expresses your organizations desire to eliminate the barriers faced by persons with disabilities and how by doing so, you plan to increase your business.  For an example Mission Statement see Appendix A.
Barrier Identification

This is a statement of how your organization plans to identify the barriers which persons with disabilities may face within your operation.  
Guiding Principles

This is a statement that your organization will adhere to the best of their ability to the principles of Dignity, Integration, Independence and Equal Opportunity when developing and implementing any policies, practices and procedures.
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.
Application and Implementation

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.  These policies shall be effective from the date of implementation set out in the Time Table portion of this Accessibility Plan.  This will be communicated through a series of emails, verbal notifications and handouts of the Accessibility Policy.

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.

Continued Monitoring and Evaluation

(Your organizations name) will work to ensure the continued monitoring and evaluation of their efforts to work toward the achievement of all policies through ongoing measurement of progress toward total inclusion.  This will be accomplished through a variety of methods including online reporting to the provincial government (for those practices with > 20 employees) as well as discussion and feedback with existing patients.
Feedback Process

As stated in the mission statement of this document, it is the goal of (Your organizations name) to comply with the spirit of Accessibility for Ontarians with Disabilities Act as well as to provide a platform within the organization that allows every staff member to contribute and provide everyone with the opportunity to do so.  To this end, a feedback process will be developed to enable the owner or management 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 owner or management 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.

· Seeking the recommendations of the community.

· Hiring the services of a disability consultant.

· Hiring the services of legal counsel.

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

 (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.
Appendix A
Executive Summary Templates

Example 1

XYZ Health Center and its founding partner Mr. Joe Big believe that one should look past the disability and see the ability in people first and foremost.  It is a cornerstone of Mr. Big’s personal and professional values that we must never assume that an individual is incapable of accomplishing their goals and when someone requires assistance Joe and the whole team at XYZ Health Centre will be there to provide it.  Joe is personally touched by the issues surrounding disability, he is a loving husband to his wife Joan that has Multiple Sclerosis. Joe and XYZ Health Centre is only too aware of the barriers and attitudes that can become obstacles to those with disabilities and has found over the years that by a little cooperation and a change of attitude those barriers can easily be overcome.   

XYZ Health Centre has an extensive record of providing service and support to the disabled community and to organizations whose purpose is to provide for the betterment of the disabled.  XYZ Health Center continues to be involved in a variety of community and business activities that support the needs of the disabled.

Sincerely,

Mr. Joe Big

President

XYZ Health Centre

123 Some Road

Anywhere, Ontario

Example 2

XYZ Health Centre and owners Mr. Joe Big and Ms. Joan Smart have over the 10 years of operation taken specific measures to accommodate the needs of individuals with disabilities.  It is the nature of the business that the clients of the centre are in fact clients due to a disability of one degree or another.  For this reason XYZ Health Centre will continue to be ever watchful and concerned about the removal of the barriers to the disabled and their ability to access our services in an inclusive manner.  It is a cornerstone of the industry that we look past the disability and see the ability in the people foremost.   Has an organization that is dedicated to the practice of healing we must never assume that an individual is incapable of accomplishing their goals and we must do everything we can to see what an individual is capable of when given the opportunity.  To that end, when someone requires assistance from our staff we will be there to provide it.

XYZ Health Centre Is dedicated to the spirit of the Accessibility for Ontarians with Disabilities Act and will continue to be involved with the community to provide an atmosphere of inclusion to the best of our ability.

Sincerely,

The Team at XYZ Health Centre

Mission Statement Templates

Example 1

It is the goal of XYZ Health Centre to become fully accessible to patients with disabilities by 2025 in accordance with Accessibility for Ontarians with Disabilities Act.  It is part of the core values of the centre that every individual deserves to be treated as an equal and should be given every opportunity to do so without any unnecessary barriers to overcome.

Example 2

XYZ Health Centre is committed to providing an organization that fosters an attitude of inclusion.  This will be accomplished by continually seeking out the barriers that are already, or that can become, an obstacle to persons with disabilities. XYZ Health Centre will become fully compliant with the Accessibility for Ontarians with Disabilities Act by 2025.

Customer Feedback Action Form Template
Customer Name  

Contact Information:

Home Phone Number  

Business Phone Number

Cell Phone Number

Street Address

City

Postal Code

Email

Fax Number

Date of initial feedback  

Feedback:

Distribution to 






 for action.  Date 

Initials 

Decision on required action:

Distribution to 






 for approval.  Date 

Initials 

Signature of final approval authority  

Date of insertion into accessibility plan  

Date of implementation  

1 year review of policy remarks:

Continue with policy  Yes  /  No  /  Review   - Date 

Name                          

 Initials 

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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