
COUNCILPOLICYRESOLUTION

POLICYNUMBERDATEI217 NOVEMBER23 2009

POLICYTYPE ADMINISTRATION

SUBJECT ACCESSIBILITYSTANDARDSFORCUSTOMERSERVICE

POLICYCONTENT

1 Requirements

UndertheAccessibilityforOntarianswithDisabilitiesAct 2005 theOntario
Regulation42907 AccessibilityStandards forCustomerService requiresevery
providerofgoodsandservicestoestablishpolicies practicesandprocedures
governingtheprovisionofitsgoodsandservicestopersonswithdisabilities

2 PolicyStatement

TheCityofKitchenervaluesthecontributionsandparticipationofallcitizensinthe
lifeoftheCity Tofacilitatethisinvolvement theCityofKitcheneriscommittedto
providinggoodsandservicesthatareaccessibletoall

3 Definitions

AssistiveDevices

Forthepurposesofthispolicy assistivedevices aredefinedasanypieceof
equipmentorproductthatisusedtoincrease maintain orimprovefunctional
capabilitiesofpersonswithdisabilities

ServiceAnimal

Forthepurposesofthispolicy a serviceanimal isdefinedaseither

i Aguidedog asdefinedinsection1oftheBlindPersonsRights Act RSO
1990 cB7 or

ii Ananimalusedbyapersonwithadisability includingbutnotlimitedtoa
dog if

a Itisreadilyapparentthatsuchanimalisusedbythepersonfor
reasonsrelatedtohisorherdisability or
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3 Definitions contd

ServiceAnimal contd

b Ifthepersonprovidesaletterfromaphysicianornurseconfirming
thatthepersonrequiressuchanimalforreasonsrelatingtohisorher
disability

ServiceDisruption

Forthepurposesofthispolicy a service disruption isdefinedasplannedor
unplannedunavailabilityoffacilitiesorservicesoperatedbytheCityofKitchener
includingbutnotlimitedtoprograms washroomfacilities elevatorsandwebsites

SupportPersons

Forthepurposeofthispolicy a supportperson isdefinedas inrelationtoa
personwithadisability anotherpersonwhoaccompanieshimorherinorderto
helpwithcommunication mobility personalcareormedicalneedsorwithaccessto
goodsorservices

4 GeneralPrinciples

a ProvisionofGoodsandServicestoPersonswithDisabilities

TheCityofKitchenerwillusereasonableeffortstoensurethatitspolicies
practicesandprocedurespromoteaccessibilityandreflecttheprinciplesof
independence integration dignityandequalopportunity

b Training

TheCityofKitchenerwillensurethatthefollowingpersonsreceivetrainingin
AccessibilityStandardsforCustomerService

i Allemployees volunteers agentsandthoseotherthirdpartieswho
dealwithmembersofthepubliconbehalfoftheCity

ii Everypersonwhoparticipatesinthedevelopingtheproviders
policies practicesandproceduresgoverningtheprovisionofgoods
andservicestomembersofthe publicorotherthirdparties

Trainingwillbeprovidedassoonaspracticableuponanindividualbeing
assignedtheapplicabledutiesandonanongoingbasisinconnectionwith
changestoCitypolicies practicesandproceduresgoverningtheprovisionof
goodsandservicestopersonswithdisabilities
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4 GeneralPrinciples contd

b Training contd

Trainingwillincludethefollowingbutnotlimitedto

i AreviewofthepurposesoftheActandtherequirementsofthe
Regulation

ii Howtointeractandcommunicatewithpersonswithvarioustypesof
disability

iii Howtointeractwithpersonswithdisabilitieswhouseanassistive
deviceorrequiretheassistanceofaguidedogorotherserviceanimal
ortheassistanceofasupportperson

iv HowtouseequipmentordevicesavailableontheCityspremiseor
otherwiseprovidedbytheCitythatmayhelpwiththeprovisionof
goodsorservicestoapersonwithadisability

v Whattodoifapersonwithaparticulartypeofdisabilityishaving
difficultyaccessingtheCitysgoodsorservices

TheCitywillkeeprecordsofthetrainingprovidedincludingdatesthetraining
isprovidedandthenumberofpersonstrained

c CommunicationwithPersonswithDisabilities

Whencommunicatingwithapersonwithadisability theCitywilldosoina
mannerthattakesintoaccountthepersonsdisability Theindividualwitha
disabilitymayrequestanaccommodationandoralternateformatsto
facilitatetheirinteractionwiththeCity Citystaffandvolunteerswillworkwith
theindividualwithadisabilitytoprovideatimelyandappropriate
accommodationandoralternateformat

d ServiceAnimals

TheCityiscommittedtowelcomingpeoplewithdisabilitieswhoare
accompaniedbyaserviceanimalontoallCityofKitchenerownedand
operatedpublicfacilitiesthatareopentothe public TheCitywillensurethat
theindividualispermittedtokeeptheanimalwithhimorherunlessthe
animalisotherwiseexcludedbylaw

Ifaserviceanimalisexcludedbylaw theCitywillensurethatalternate
meansareavailabletoenablethepersonwithadisabilitytoobtain useor
benefitfromtheCitysgoodsandservices
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4 GeneralPrinciples contd

d ServiceAnimals contd

Ifitisnotreadilyapparentthattheanimalisaserviceanimal theCitymay
askthepersonwithadisabilityforaletterfromaphysicianoranurse
confirmingthatthepersonrequirestheanimalforreasonsrelatingtohisor
herdisability

Itistheresponsibilityofthepersonwithadisabilitytoensurethathisorher
serviceanimaliskeptincontrolatalltimes

e SupportPersons

ApersonwithadisabilitymayparticipateinCityofKitchenerprogramsand
servicesaccompaniedbyasupportperson Asupportperson when
assistingapersonwithadisabilitytoobtain useorbenefitfrom theCitys
goodsandserviceswillbepermittedtoattendatnocharge Tofacilitatethe
attendanceofasupportperson theCityofKitchenerrecognizesthe
PersonalAttendantforLeisure PAL Card

TheCitymayrequireapersonwithadisabilitytobeaccompaniedbya
supportpersonwhileonCitypremisesinsituationswhereitisnecessaryto
protectthehealthandsafetyofthepersonwithadisabilityofthehealthand
safetyofothersonthepremises

If inthepresenceofasupportperson personalinformationisbeing
discussed Citystaffmustensurethattheindividualconsentstothesupport
personbeingpresent Consentcanbegivenverballyorinwriting

f AssistiveDevices

TheCityshallusereasonableeffortstoallowpersonswithdisabilitiestouse
theirownassistivedevicestoaccessgoodsandorservices

Itistheresponsibilityofthepersonwithadisabilitytoensurethathisorher
assistivedeviceisoperatedinasafeandcontrolledmanneratalltimes

TheCityprovidesavarietyofassistivedevicesatitsfacilities Adetailedlist
andinformationontheoperatingproceduresforthosedeviceswillbe
availableontheCityswebsiteorbyrequestingacopyfromthefacilitywhere
thedeviceexists
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4 GeneralPrinciples contd

g NoticeofServiceDisruptions

TheCityisawarethattheoperationofitsservicesandfacilitiesisimportant
tothepublic However temporarydisruptionsintheCitysservicesand
facilitiesmayoccur

TheCitywillmakereasonableefforttoprovidenoticetothepublicofthe
disruption Thenoticewillincludeinformationaboutthereasonforthe
disruption itsanticipateddurationandadescriptionofalternativefacilitiesor
services ifany thatmaybeavailable TheCitywillmakereasonableeffortto
provideadvancenoticeofplanneddisruption Insituationsofunplanned
disruption advancenoticemaynotbepossible Insuchinstances theCity
willprovidenoticeassoonaspossible

TheCitywillprovidenoticebypostingtheinformationinvisibleplacesandor
ontheCityswebsiteassoonasreasonablypossible

h Feedback

TheCityofKitchenervaluesthefeedbackfromitscitizens Feedbackfroma
memberofthepublicaboutthedeliveryofgoodsandservicestopersons
withdisabilitiesmaybesubmittedbytelephone inperson inwriting in
electronicformat throughTTYorthroughothermethods

FollowingtheCitizenServiceStandards staffwillrespondwithinone
businessdaytotheauthorofthefeedback Theauthorofthefeedbackwill
beprovidedwitharesponseintheformatinwhichthefeedbackwas
receivedandwilloutlinetheactionstakentoresolvetheconcern ifany

5 AvailabilityofAccessibilityStandardsforCustomerServiceDocuments

Thispolicyandanyotherdocumentskeytothedeliveryofgoodsandserviceswill
bemadeavailableontheCityswebsiteandavailablethroughtheCityClerks
Office Thisdocumentcanbeprovidedinalternateformats uponrequest
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