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Policy for Accessibility

Date Created: August 6, 2025 Last Revision Date: N/A )
Review Frequency: Annual Approval: Chief Executive Officer [ be
Applies to: All Programs Replaces: Accessible Consumer Service Policy
Purpose:

This policy is intended to meet the requirements of Accessibility Standards for Customer
Service, Ontario Regulation 429/07, under Accessibility for Ontarians with Disabilities Act, 2005;
it applies to the provision of services.

All services provided by Kenora Association for Community Living (KACL) must follow KACL's
Service Delivery Principles and advocate for dignity, independence, integration and equal
opportunity.

Application:
This policy applies to the provision of services, by all departments and programs, at premises
owned and operated by KACL.

This policy applies to employees, volunteers, agents and/or contractors who deal with the
public or other third parties who act on behalf of KACL, which includes the provision of goods
and services occurring off KACL premises, such as: delivery services, vendors, drivers, catering
and third party marketing agencies.

Definitions:

Assistive Device: a technical aid, communication device or other instrument that is used
to maintain or improve the functional abilities of people with disabilities. Personal assistive
devices are typically devices that consumers bring with them, such as a wheelchair, walker or a
personal oxygen tank that might assist in hearing, seeing, communicating, moving, breathing,
remembering and/or reading.

Guide Dog: a highly-trained working dog that has been trained to provide mobility, safety and
increased independence for people who are blind.

Service Animal: an animal is a service animal for a person with a disability if:

e itis readily apparent to the average person that the animal is used for reasons relating
to a person’s disability; or
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e the person provides documentation, such as a letter from a regulated health
professional, confirming that the person requires the animal for reasons relating to the
disability.

Policy:

Statement of Commitment:

The Kenora Association for Community Living (KACL) is committed to ensuring equal access and
participation for people with disabilities. We are dedicated to treating people with disabilities in
a way that maintains their dignity and independence. We believe in integration and are
committed to meeting the needs of people with disabilities in a timely manner by removing and
preventing barriers to accessibility and by meeting our obligations under the Accessibility for
Ontarians with Disabilities Act (AODA) and Ontario’s accessibility laws.

KACL is also committed to meeting its current and ongoing obligations under the Ontario
Human Rights Code, respecting the right to freedom from discrimination. We recognize that the
requirements of the AODA and its accessibility standards do not replace or limit our
responsibilities under the Human Rights Code or any other legislation applicable to people with
disabilities.

We are committed to excellence in serving and providing goods, services, and facilities to all
people, including those with disabilities. Our accessible customer service policies are designed
to reflect KACL’s Service Delivery Principles, which promote dignity, independence, integration,
and equal opportunity.

To that end, KACL will make every reasonable effort to ensure that its policies and procedures
are consistent with these principles by:
e Ensuring that all individuals receive the same value and quality of support;
¢ Allowing individuals to do things in their own ways and at their own pace when
accessing services, as long as safety is not compromised;
e Using alternative methods, when necessary, to ensure equal access to services in the
same place and in a similar manner;
e Considering individual support needs in the delivery of goods and services; and
e Communicating in ways that respect and account for each individual’s preferred method
of interaction and support needs.

We are committed to providing training to all employees, volunteers, and stakeholders on
accessibility standards and best practices. KACL will continue to review and update its
accessibility policies and practices to ensure compliance, remove barriers, and promote
inclusion throughout our organization.

Training:

KACL is committed to providing comprehensive accessibility training to all employees,
volunteers, contractors, and any other third parties who interact with the public or who provide
goods, services, or facilities on behalf of the organization.
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Training will be provided as soon as practicable upon hiring or engagement. This includes new
employees, board members, volunteers, and third-party service providers. Revised training will
be provided as necessary to reflect updates to policies, procedures, or legislation related to
accessibility.

Training will be provided to:
e All employees, volunteers, and board members;
e All persons involved in developing organizational policies;
¢ All others who provide goods, services, or facilities on behalf of KACL.

Training will be tailored to the specific roles of each individual and the level of interaction they
have with the public or with policy development.

Accessibility training at KACL includes:

e An overview of the Accessibility for Ontarians with Disabilities Act, 2005 (AODA) and the
requirements of the Customer Service Standards;

e KACL's internal policies related to accessible customer service;

¢ How tointeract and communicate with individuals with various types of disabilities;

¢ How to interact with individuals who use assistive devices or require the assistance of a
service animal or a support person;

e How to use available equipment or devices that may help provide services to individuals
with disabilities (e.g., [insert specific equipment or devices used at your organization]);

¢ What to do if a person with a disability is having difficulty accessing KACL's goods,
services, or facilities.

Training will also include relevant aspects of the Ontario Human Rights Code as it pertains to
people with disabilities.

KACL will maintain accurate records of all accessibility training. These records will include:
e The dates on which training was delivered;
e The names or number of individuals who received the training.

We ensure that all required individuals are trained as soon as possible after joining the
organization and that training is updated whenever there are changes to our accessibility
policies or procedures.

Assistive Devices:

At KACL, we are committed to ensuring that people with disabilities can access our goods,
services, and facilities using the assistive devices that best support their independence and
dignity.

People supported by KACL are welcome to use their own personal assistive devices when
accessing services. These devices may include, but are not limited to, mobility aids (e.g.,
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wheelchairs, walkers), communication aids (e.g., speech-generating devices), and technology
supports (e.g., tablets, communication apps).

In situations where the use of a personal assistive device presents a significant and unavoidable
health or safety concern, or where the use of the device is restricted (e.g., due to
incompatibility with the physical environment), KACL will make every reasonable effort to
provide alternate measures to ensure access to our goods, services, or facilities.

Example: If a person supported uses an oxygen tank, accommodations will be made to ensure
their safety in environments where open flames or other hazards are present—such as
relocating to a flame-free area—to ensure the safety of all individuals.

Through person-centred planning, KACL supports people in identifying, exploring, and accessing
assistive devices tailored to their unique needs, interests, and goals. Additionally, KACL provides
a range of assistive devices through its Health & Safety Program to support both the person and
the employee in ensuring safe and inclusive service delivery. These may include:

e Accessible entrances and ramps

¢ Raised seating platforms

e Grab bars and adjustable toilet safety rails

¢ Independent feeding devices (plate guards, specialized spoons and cups, table mats)

e Ceiling lift systems and individualized slings

¢ Commodes, walkers, walking canes, wheelchairs

e Communication devices

¢ Technology devices (iPads, computers)

e Literacy-based programming materials

e Specialized activity tools (paintbrushes, visual aids, augmentative communication tools,

partial participation aids)

People supported are responsible for the purchase and maintenance of personal assistive
devices. However, KACL will assist individuals in exploring potential funding supports through
programs such as:

e Assistive Devices Program (ADP)

e March of Dimes

e Trillium Foundation

e Other available funding sources

KACL ensures that all relevant employees are trained and familiar with the assistive devices
available on-site or provided by the organization. Training includes:
o Awareness of the types of devices commonly used by people supported;
e How to safely support the use of devices (e.g., lifts, feeding supports, communication
tools);
e Procedures to follow if a person is having difficulty accessing services due to assistive
device use;
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e Understanding when and how to implement alternative supports or accommodations,
especially when a personal device cannot be used due to safety reasons.

This training is part of our commitment to ensuring that services are delivered in a way that
upholds dignity, promotes independence, and respects the unique needs of every individual we
support.

Communication:

KACL is committed to communicating with people with disabilities in ways that take into
account their individual communication needs and preferences. We recognize that effective
communication is essential to ensuring equitable access to our services and facilities.

We will work directly with the person supported to determine the most appropriate method of
communication. This may include, but is not limited to:

¢ Verbal communication (in-person or by phone)

¢ Written communication (emails, letters, printed materials)

¢ Communication through support persons or interpreters

e Use of plain language or simplified content

e Use of augmentative or alternative communication methods

e Use of visual supports (e.g., pictures, symbols, visual schedules)

e Use of technology supports (e.g., tablets, communication apps)

e Providing documents in accessible formats (e.g., large print, digital formats, or upon

request, audio versions)

KACL employees are trained to communicate in ways that are respectful, inclusive, and
responsive to the support needs of each person. This includes:

¢ Listening actively and without assumptions;

e Confirming understanding by checking in with the person supported;

o Offering assistance while maintaining the person’s independence and dignity;

e Adapting communication strategies as needed to ensure effective service delivery.

We will make every reasonable effort to ensure that communication is accessible, consistent
with KACL’s Service Delivery Principles and our commitment to person-centred support.

Service Animals:

KACL welcomes people with disabilities and their service animals. A person supported who is
accompanied by a guide dog or other service animal will be allowed to access all parts of our
premises that are open to the public or to third parties, unless otherwise prohibited by law.
“No pet” policies do not apply to guide dogs or service animals.

A service animal can often be identified through visual indicators such as a harness, vest, or by
observing it assisting the individual in performing tasks related to their disability.

When it is not readily apparent that an animal is being used for reasons related to a person’s
disability, KACL employees may request verification, which may include one of the following:
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o Documentation from a regulated health professional confirming the need for the service
animal due to a disability;

o Avalid identification card signed by the Attorney General of Canada;

o A certificate of training from a recognized guide dog or service animal training school.

A regulated health professional includes members of the following colleges:
o College of Audiologists and Speech-Language Pathologists of Ontario
e College of Chiropractors of Ontario
e College of Nurses of Ontario
e College of Occupational Therapists of Ontario
e College of Optometrists of Ontario
e College of Physicians and Surgeons of Ontario
e College of Physiotherapists of Ontario
e College of Psychologists of Ontario
e College of Registered Psychotherapists and Registered Mental Health Therapists of

Ontario

People supported who are accompanied by a guide dog or service animal may access food
service areas that are open to the public, unless otherwise excluded by law.

If service animals are prohibited by another law, KACL will:
e Explain to the person supported why the animal is excluded (e.g., due to food
preparation regulations or sterile environments); and
¢ Discuss and provide, wherever possible, alternative ways to provide access to goods,
services, or facilities. This may include temporarily securing the service animal in a safe
location and offering guidance from a KACL employee.

The person supported who is accompanied by a guide dog or service animal is responsible for
the care and control of the animal at all times while on KACL premises.

If a health and safety concern arises—such as a severe allergy to the service animal —KACL will
make all reasonable efforts to balance the needs of both individuals affected. This may include
adjustments to seating arrangements, scheduling, or service delivery approaches to support
access for all parties.

Support Persons:

KACL welcomes people with disabilities who are accompanied by a support person. A person
supported who requires assistance will be permitted to have their support person accompany
them on KACL premises.

We will ensure that:

e Both the person supported and their support person are allowed to enter the premises
together;

6/12



Docusign Envelope ID: 29C81CE6-35CA-8014-8239-4171ECEEC1EF

o The person supported is not prevented from having access to their support person at
any time;
o Staff will communicate directly with the person supported unless otherwise requested.

If an admission fee is normally charged to access a KACL event, program, or facility, no fee will
be charged to the support person. Where applicable, notice of admission fees (or lack thereof)
will be clearly posted in advance wherever KACL fee information is publicly available, including:

e KACL's website

e Reception areas of public-facing sites

e Program information materials

In limited circumstances, KACL may require a person with a disability to be accompanied by a
support person for health or safety reasons, either for:

e The person supported themselves, or

e Others on the premises

Before making such a decision, KACL will:
e Consult with the person supported to understand their specific needs;
e Consider health or safety risks based on available evidence;
e Determine whether there is any other reasonable way to protect health or safety
without requiring a support person.

If it is determined that a support person is required, KACL will waive any applicable admission
fee for that individual.

Notice of Temporary Disruption:

Service disruptions may occur due to reasons that are within or beyond the control or
knowledge of KACL. In the event of a planned or unexpected disruption to facilities or services
that people with disabilities rely on to access or use KACL supports, we will make every
reasonable effort to provide advance notice. In some cases, especially during unplanned
disruptions, advance notice may not be possible.

Services and facilities that may require notification in the event of a disruption include, but are
not limited to:

e Entrances and accessible parking spaces

e Accessible washrooms

¢ Lifts, elevators, and automatic doors

e Communication devices or supports

e Program-specific supports used by people with disabilities

e Transportation services arranged through KACL

o Virtual platforms or assistive technologies

Posted notifications will include the following details unless not readily available:
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e The service(s) or facility(ies) affected

e The reason for the disruption

e The anticipated duration

e Adescription of alternative services or options available

When disruptions occur, KACL will notify people supported, employees, and stakeholders by:
e Posting notices in highly visible and accessible areas, including:
o At the point of disruption
o At main entrances and nearest accessible entrances
o Onthe KACL website
e Contacting individuals with scheduled appointments
¢ Verbally notifying people supported during intake, bookings, or in advance of visits
e Emailing or phoning affected programs and services
¢ Notifying associated supported living staff, family members, and caregivers, where
appropriate
e Using any other method deemed reasonable under the specific circumstances

KACL is committed to minimizing the impact of service disruptions on people with disabilities
and will take proactive steps to ensure alternative solutions are offered whenever possible.

Feedback Process:

KACL welcomes feedback on how we provide accessible customer service. Feedback from
people supported, family members, and members of the public helps us identify barriers and
improve the quality of our services. We are committed to ensuring that the feedback process is
accessible to all.

People supported and members of the public may provide feedback through a variety of
methods, including:
e Completing an online feedback form at: https://www.kacl.ca/feedback-and-complaints/
e Submitting a written letter or note (handwritten or typed)
e Providing verbal feedback in person or by phone
e Sending an email
e Requesting an accessible format or communication support for submitting feedback

Feedback forms and information about the feedback process are available at KACL's Central
Office and online. Alternative formats and communication supports will be provided upon
request to ensure accessibility.

Feedback can be submitted directly to:
Brad Findlay

Director, Corporate Services

Email: bfindlay@kacl.ca

Phone: (807) 407-6209
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Feedback may also be given verbally to any KACL employee or submitted to the Human
Resources Department at the KACL Central Office.

All feedback, including complaints, will be directed to the appropriate department and
reviewed in a timely manner. Feedback will be acknowledged and, where applicable, KACL will
respond to concerns by outlining any actions taken or planned in response.

Individuals who submit formal feedback can expect to receive a response within five (5)
business days, unless additional time is required to address the concern appropriately.

Notices of Availability of Documents:

KACL notifies the public that documents related to accessible customer service are available
upon request. This notification is provided by:
e Posting notices in conspicuous locations at KACL-owned and operated sites
e Publishing information on KACL’s website at: https://www.kacl.ca/
¢ Including accessibility information in onboarding, service materials, and public
documents where relevant
¢ Offering notice through other reasonable methods upon request

All documents required by the Accessibility Standards for Customer Service regulation are
available in a format that takes into account a person’s disability. Upon request, KACL will:
e Provide documents in an accessible format or with communication support
e Consult with the individual making the request to determine the most suitable format or
support
e Provide the information in a timely manner and at no additional cost

Self-Service Kiosks:

KACL does not currently own or operate any self-service kiosks. However, should KACL design,
procure, or acquire self-service kiosks in the future, we will ensure that accessibility features
are incorporated to support equitable access for people with disabilities.

We will consider the needs of people with a wide range of abilities and consult applicable
accessibility standards when evaluating or implementing kiosk technology.

Information and Communications:

KACL is committed to ensuring that people with disabilities can access information in ways that
meet their individual needs.

We have a process in place for receiving and responding to feedback that is accessible to
persons with disabilities upon request. We also communicate with people with disabilities in
ways that take into account their disability and support their independence, dignity, and
inclusion.
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When requested, KACL will provide or arrange for the provision of accessible formats or
communication supports for information about our organization and its services, including
public safety information:
¢ Inatimely manner, taking into account the person’s accessibility needs due to disability
e At a cost that is no more than the regular cost charged to other persons

We will consult with the person making the request to determine the suitability of the
accessible format or communication support.

If KACL determines that requested information or communications are unconvertible, we will
provide the individual with:

e An explanation as to why the information or communication is unconvertible; and

¢ A summary of the unconvertible content in an accessible manner

Unconvertible information may include content that cannot be rendered into accessible
formats due to legal, technical, or practical limitations.

KACL notifies the public of the availability of accessible formats and communication supports
through:

¢ Notices posted at public service locations

¢ Information on our website: https://www.kacl.ca

e Program materials and onboarding resources

¢ Staff communication during service interactions

KACL is committed to meeting the Web Content Accessibility Guidelines (WCAG) 2.0, Level AA
as required under Ontario’s accessibility laws. This includes ensuring our public-facing websites
and web content are accessible and compliant.

Employment:

KACL is committed to inclusive, accessible employment practices and recognizes the right of
every employee to be supported in the workplace in accordance with their accessibility needs
due to disability.

KACL notifies employees, job applicants, and the public that accommodations are available
during all stages of the recruitment and hiring process. Specifically:
e Job postings include a statement that accommodations can be made upon request;
e Applicants selected for an assessment or selection process are informed that
accommodations are available;
e KACL consults with applicants who request accommodations to determine and provide
suitable arrangements;
o Successful applicants are notified of KACL’s policies for accommodating employees with
disabilities when offers of employment are made;
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¢ All new employees are notified as soon as practicable after their employment begins
about available workplace accommodations and supports;

o Employees will be informed of any updates to existing policies or procedures that affect
accessibility or accommodation in the workplace;

Information will be provided in accessible formats or with communication supports upon
request, in consultation with the employee, for:

¢ Information needed to perform their job

¢ Information generally available to all employees in the workplace

Where an employee has a disability and requires assistance in the event of an emergency, KACL
will:
e Provide individualized workplace emergency response information as soon as
practicable after becoming aware of the need for accommodation;
e With the employee’s consent, share this information with designated individuals
assigned to assist them during emergencies;
¢ Review the individualized emergency response plan:
o When the employee moves to a different location within the organization
o When their accommodation needs or plans are reviewed
o When KACL reviews its general emergency response policies

KACL has a process for the development of individual accommodation plans for employees with
disabilities. These plans include:

¢ A method for the employee to participate in the development process

e Means for assessing accommodation needs

e Steps taken to protect the privacy of personal information

e Information about accessible formats and communication supports

e The involvement of medical or other expert evaluations, where necessary

e Regular review and updates as required

KACL has a return-to-work process for employees who have been absent due to a disability and
who require accommodation to return to the workplace. This process:

e Supports a smooth and appropriate transition back to work;

e Isintegrated with individual accommodation plans, as required.

KACL takes into account the accessibility needs of employees with disabilities, as well as
individual accommodation plans, when:

e Conducting performance management

e Providing career development and advancement opportunities

e Implementing reassignment processes

These practices ensure that all employees have equitable access to growth and advancement
opportunities within the organization.
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Communication and Training:

Inclusion is one of KACL’s Four Fundamentals. This Policy is reviewed during orientation, regular
and mandatory training, and as required in performance management and progressive
discipline.

Additional communication occurs at regularly held Team Meetings and is featured on KACL's
main Sharepoint communication site.

Evaluation:

Evaluation of Policy will be completed annually or as needed by the Chief Executive Officer, or
designate.

References:

Accessibility for Ontarians with Disabilities Act, 2005;

Accessibility Standards for Customer Service, Ontario Regulation 429/07;
Blind Persons’ Rights Act;

Dog Owners’ Liability Act;

Food Safety and Quality Act, 2001, Ontario Regulation 31/05;

Health Protection and Promotion Act, Ontario Regulation 562;

Ontario Human Rights Code, R.S.0,1990.
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