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Purpose of Accessibility for Ontarians

with Disabilities Act
\‘

* A piece of legislation aimed at making Ontario barrier free
for those with disabilities by 2025 by developing and
implementing accessibility standards in respect to:

Goods

Services

Facilities
Accommodation
Employment

Buildings and Structures
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Purpose of Human Rights Code
.‘

* Qutlines that every person has a right to equal treatment
with respect to goods, services and facilities without
discrimination because of any of the protect grounds, in
this case disabilities

* This means that in order give people with disabilities an
equal opportunity, it is the responsibility of the employer to
accommodate them until the period of undue hardship.
This is known as the duty to accommodate
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AODA & Human Rights
.

* The Code and AODA work together in various ways to
promote equality and accessibility

* The Code has primacy, it overrides the AODA and other
Provincial laws where there is conflict

* Meeting AODA standards does not guarantee that the

organization has met the code requirements or that they
will not receive complaints, but it does lower the chances
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(The Code) Understanding the Duty

to Accommodate

\

* Accommodating people with disabilities is a legal duty
under the Code which allows people to benefit equally and
participate fully

* Every person with a disability is their own case. Therefore

the employer must consider the persons needs for
accommodation on an individual basis

* The employer is only exempt from this duty if it would
cause undue hardship
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(The Code) Undue Hardship
Legal limit of the dutym

* Refers to situations where severe negative effects outweigh the benefits to
providing accommodation

* Three factors the Code takes into consideration when assessing whether
accommodations would cause undue hardship:

# Cost (must be so great that accommodating the person with the disability would
impose great financial strain on the business)

# Qutside sources of funding (if any)

* Health and Safety requirements (if any)

* Other factors relating to accommodation that will not be considered when
assessing whether accommodation would cause undue hardship include, but are

not limited to:

* Employee Morale

* Business Inconvenience
*  Third Party Preferences
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(AODA) Integrated Accessibility

Standards Requirements

\

* Develop, implement and maintain policies governing how
accessibility will be achieved as well as for the provision of
goods, services and facilities

# Train all employees on the purpose and requirements of the
Act and on the policies established by LLSA

* Train all employees on the Customer Service Standards as
soon as practicable
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Customer Service Standards

o
* Training on:

* Instructions how to interact and communicate with people with
various types of disabilities

* Instructions on how to interact with people with disabilities who
use:

* Assistive Devices
* Require the assistance of a guide dog, service dog or service animal
** Require the use of a support person

* Instructions on what to do when a person with a disability is having
difficulty with your services
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Customer Service Procedures for

Specific Disabilities

Serving Persons who are Hard of Hearing or Dea

|dentify yourself by name
Use direct eye contact and normal volume
Speak clearly and concisely

Be attentive to cues that the person is having difficulty hearing
and adjust volume accordingly

Explore other means of communication (writing or electronic)
If the person reads lips, do not obstruct your face
If possible, stand directly in from of them

If a sign language interpreter is present, obtain consent from the
person with the disability before engaging in conversation that
includes confidential information
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Customer Service Procedures for

Specific Disabilities

o

Serving Persons with Vision Loss
« ldentify yourself by name and speak directly to the person

« Offer assistance in reading any documents or assistive
devices that the person may have

* If necessary, walk slight ahead and provide information on
the surroundings related to uneven ground/steps/obstacles
and change in direction

* At the end of the interaction, let the person know before
leaving
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Customer Service Procedures for

Specific Disabilities
.‘

Serving Persons who Deaf and Blind

* A support person will likely accompany a person who is deaf
and blind or the deaf and blind person will have a card
indicating their preference in how to communicate

* Additionally, follow procedures for serving those who are deaf
or blind listed in the previous slide

* |dentify yourself by name speak clearly and concisely
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Customer Service Procedures for

Specific Disabilities
.’

Serving Persons who have Intellectual or Developmental Disabilities

* Engage with the person to have a shared understanding of how
you may be of assistance

* Provide information in a clear and concise manner, listen
carefully and restate information to ensure a shared
understanding

* Communicate directly with the person with the disability, rather
than a support person

* Use plain language and avoid technical terms
* Ask the person to repeat any information if not understood
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Customer Service Procedures for

Specific Disabilities
.‘

Serving Persons who have Learning Disabilities

* Engage with the person to have a shared understanding of
how you may be of assistance to them, recognizing various
communication difficulties

* Provide information in a clear concise manner, listen
carefully

* Ask the person if an assistive device may help them interact
in the situation
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Customer Service Procedures for

Specific Disabilities
.‘

Serving Persons with Mental Health Disabilities

* Engage with the person to have a shared understanding of
how you may be of assistance to them

* Speak clearly and concisely, listen carefully

* Keep in mind that recognizing symptoms may not always
be present and that they may have trouble controlling their
symptoms
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Customer Service Procedures for

Specific Disabilities
.‘

Serving Persons with Physical Disabilities

* Ask if the person needs help with any assistive devices and
provide support as needed

* Ensure walkways are free of obstacles and the personiis
familiar with location of automatic doors/elevators

* Ask permission to move a person’s assistive devices, unless
it’s an emergency
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Customer Service Procedures for

Specific Disabilities
\

h Assistive Devices ~i—

Serving Persons wit
* Definition:

* atechnical aid, communication device or other instrument that is used to
maintain or improve the functional abilities of people with disabilities

* Examples:
* Wheelchair
* Oxygen Tank
* Piece of paper and a pen®
* Laptop*
« Staff available to read information*

(*)LLSA is able to offer these devices as they are simple to
accommodate quickly. Others may require advance scheduling
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Customer Service Procedures for

Specific Disabilities

\

Serving Persons with Assistive Devices
How to interact with someone who requires an assistive device

* Engage with the person with the disability to understand
how you can best assist the person with their assistive
device. (i.e. Ask before pushing someone in their
wheelchair)

* Only in an emergency should you assist someone without
asking first
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Customer Service Procedures for

Specific Disabilities
\

Serving Persons who use Support People

« Definition of Support Person: In relation to a person with a
disability, another person who accompanies him or herin
order to help with:

* Communication

* Mobility

* Personal Care

* Medical Needs

* Access to Goods, Services and Facilities
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Customer Service Procedures for

Specific Disabilities
.’

Serving Persons who use Support People
How to interact with someone who requires a support person

* Communicate directly to the person with the disability,
rather than the support person

* Obtain consent from the person with the disability before
engaging in conversation that includes confidential
information

* Ensure person with disabilities have access to their support
person
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Customer Service Procedures for

Specific Disabilities
.’

Serving Persons who use Support People
Requirement of Support People

*  LLSA may require a person with a disability to be accompanied by a support
person when on the premises if, after consulting with the person with the
disability it is determined that:

* A support person is necessary to protect the health & safety of the person with
the disability or the health & safety of those on the premises; and

*  There is no other reasonable way to protect the health & safety of the person
with a disability and the health & safety of those on the premises

* If LLSA decides the person with the disability requires a support person, LLSA
shall waive any payment with respect to admission of the support person
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Customer Service Procedures for

Specific Disabilities
.’

Serving Persons who use Service Animals
Definitions
* Guide Dog:
* A Highly trained working dog that had been trained at one of the facilities listed in

Ontario Regulation 58 under the Blind Persons’ Rights Act, to provide mobility, safety
and increased independence

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

* Itis readily apparent that the animal is used by the person for reasons relating to his
or her disability, as a result of visual indicators such as the vest or harness worn by the
animal;

* The person provides documentation from a list of regulated health professionals
confirming that the person requires the animal for reasons relating to their disability

M
L

OCH
LOMOND



Customer Service Procedures for

Specific Disabilities
.’

Serving Persons who use Service Animals
How to interact with someone who requires a service animal

* Engage with the person to understand the need for the service animal, if it
is not easily identifiable

* Permit the service animal to accompany the person with the disability in
public areas of the building and allow him/her to keep the animal with
them, unless the law excludes

* Find an alternate method of providing service to the person if the law does
exclude the animal

* The person with the disability is responsible for ensuring the animal is
under control at all times. In the event the animal is showing disruptive or
aggressive behaviour, ask the person with the disability to remove the
animal
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Loch Lomond Ski Area Employees

Expectations

Take responsibility to seek resource information on any disabill at you may be
unfamiliar with, so that you meet the requirements of for the customer service
standards

* Communicate and interact with persons with disabilities in a manner that respects
their dignity and independence, encourages integration and provides equality of
opportunity taking into account the person’s disability

* Remain open-minded about what a person is capable of doing with their disability

* Communicate and interact the persons with disabilities in a manner that is
consistent with our philosophy of client-driven care

* Engage with persons with disabilities to have a shared understanding of how best
the Loch Lomond Ski Area can assist them

* Recognize that a person may have more than one disability and apply any necessary
accommodations, as outlined in this procedure
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