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1.00 ACCESSIBILITY FOR PARTICIPANTS WITH DISABILITIES

Policy Statement

This policy describes how Langs will ensure it takes all reasonable measures to provide accessible
service to participants with disabilities.

Langs is committed to ensuring all participants have equal access to the services we provide. We will do

this by:

establishing policies, procedures and practices that describe how we serve people with
disabilities;

using reasonable efforts to ensure our participant policies are consistent with the principles
of dignity, independence, integration of services and equality of opportunity;

dealing with the use of assistive devices for people with disabilities in our policies;
communicating with people with disabilities in ways that take into account their disabilities;
welcoming people accompanied by guide dogs, service animals or support people and providing
information about access;

providing clear, complete, timely and prominent notice of temporary disruption of any of our
facilities used by people with disabilities to help them access our services;

providing timely and ongoing training to our staff, students and volunteers who deal with
participants to ensure their understanding of and ability to implement our policies regarding
service to people with disabilities;

implementing and communicating our processes for receiving and responding to feedback
and handling complaints about how we provide services to people with disabilities; and
complying with documentation standards, including availability and format of documents.

Definitions

Assistive Devices - These can include devices that people bring with them, such as walkers, magpnifiers,
or oxygen tanks. Assistive devices that an organization might provide include assistive software for
people with visual, hearing or mobility impairments, wheelchairs or TTY (telephone teletype), real-time
captioning or assistance from a staff person.
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Barrier - Anything that prevents a person with a disability from fully participating in all aspects of society
because of their disability, including a physical barrier, an architectural barrier, information or
communications barrier, an attitudinal barrier, an information or communications barrier, a
technological barrier, a policy or practice.

Dignity - Treating a participant with a disability as valued and deserving of the same type of service
Langs provides to any other participant.

Disability - The definition of “disability” used in the Accessibility for Ontarians with Disabilities Act
(AODA) is from the Human Rights Code and means:

e any degree of physical disability, infirmity, malformation or disfigurement that is caused by
bodily injury, birth defect or illness and, without limiting the generality of the foregoing,
includes diabetes mellitus, epilepsy, a brain injury, any degree of paralysis, amputation, lack
of physical coordination, blindness or visual impediment, deafness or hearing impediment,
muteness or speech impediment, or physical reliance on a guide dog or other animal or on a
wheelchair or other remedial appliance or device;

e acondition of mental impairment or a developmental disability;

e a learning disability, or a dysfunction in one or more of the processes involved in
understanding or using symbols or spoken language;

e amental disorder, or

e an injury or disability for which benefits were claimed or received under the insurance plan
established under the Workplace Safety and Insurance Act, 1997.

The Guide: Accessibility Standards for Customer Service, Ontario Regulation 429/07 states:
“The definition includes disabilities of different severity, visible as well as non-visible disabilities,
and disabilities the effects of which may come and go.”

Guide Dog - A guide dog is a dog trained as a guide for a blind person. This is a dog that has
successfully completed the training program at any of the facilities listed in the Blind Persons’ Rights
Act and has been qualified as a guide dog.

Interpretation - Interpretation means rendering spoken language into another spoken language, or the
process of rendering spoken language into visual language, e.g., American Sign Language.
Interpretation includes a variety of alternative methods of communication that meet the needs of the
person with a disability.

Patient/Participant — A person who inquires about or accesses the services of Langs or visits our sites.

Service Animals - Service animals are animals that are individually trained to perform tasks for people
with disabilities, such as guiding people who are blind, alerting people who are deaf, pulling
wheelchairs, alerting and protecting a person who is having a seizure, or performing other special
tasks. An animal is qualified to be a service animal if it is readily apparent the animal is used by the
person for reasons relating to their disability or the person provides a letter from a physician or nurse
confirming the person requires the animal for reasons relating to the disability.

Support Person - A support person is an individual hired or chosen to accompany a person with a
disability to provide services or assistance with communication, mobility, personal care, medical
needs, or access to services. This may be a professional, relative, volunteer or friend.
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Training - Every person who deals with a member of the public or participates in developing the
organization’s policies, procedures and practices governing the provision of services to the public,
including organization, will receive training and orientation to the AODA’s policies, procedures, and
practices governing the provision of goods and services to persons with disabilities. This training
will be provided as soon as practicable after they are assigned the applicable duties. The training
will also be provided on an ongoing basis in connection with any changes to policies, procedures and
practices.

Feedback

The opportunity for the public to provide feedback on services provided through Langs can be done
through the current participant feedback process, or by telephone, or in person. Notice of the
availability of the feedback document is posted within the organization and will be shared upon
request and communicated in a manner that takesinto account a person’s disability.

Applicability

This policy and its sub-policies apply to:
o all people who access our services;
o all staff, volunteers, students, contractors, consultants and others working on behalf of Langs
who provide participant services;
e staff, board members, volunteers and others who are involved in developing policies and
procedures regarding the standard; and
e people who accompany participants with disabilities who use our services.
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1.01 COMMUNICATING WITH PEOPLE WITH DISABILITIES
Purpose

e This policy describes how Langs will communicate with people with disabilities.

e This policy describes how Langs will take into account a range of disabilities.

e This policy describes the communication criteria that must be taken into account when
communications are developed and distributed.

Policy Statement

e Langs strive to communicate effectively with people with disabilities. We will do this by:
o takinginto accountindividual disabilities when communicating;
o educating staff, students, volunteers and others about providing effective ways of
communicating with people with disabilities;
o using appropriate language when referring to people with disabilities and taking action
when unacceptable terms are used;
o soliciting feedback about our communications from clients, consumers, experts and
others; and
o  keeping current with communication technology and standards for people with
disabilities.
e Langs will develop and enforce communication criteria that provide a range of options to make
all of our communication more accessible to people with disabilities. We will do this by:
o adapting current best practices whenever possible; and
o ensuring there is a quality control process for communications.

Procedures

e When possible, Langs will provide aids that are used to help people with a disability
communicate (e.g., text readers, amplifiers, screen magnifiers and interpretation).

e Staff, students and volunteers will communicate with clients over the telephone and in person
in clear and plain language.

e  When possible, Langs will offer alternative formats for communication in order to address the
needs of people with disabilities (e.g., large print, Braille, etc.).
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Definitions

Assistive Communications Devices - Software or aids that are used to help people with a
disability communicate. Examples of assistive communication devices are text readers, amplifiers,
screen maghnifiers, captioning and interpretation.

Communication - A process of providing, sending, receiving and understanding information.
Examples of methods of communications are spoken, written, graphic, symbolic, electronic and
sign language.

Disability - The definition of “disability” used in the Accessibility for Ontarians with Disabilities Act
(AODA), 2005.

Formats - Describes media used such as CD, electronic or paper.
Standard - Means the Accessibility Standards for Customer Service.
Limitations
This policy does not cover:
e communications that are from third parties which we forward to others; or
e communications that are under copyright and cannot be altered by our organization.
Applicability
This policy and its sub-policies apply to:
o all staff, volunteers, students, contractors, consultants and others working on behalf of
Langs and who communicate with clients, consumers and the public; and

e staff, board members, volunteers and others who are involved in developing policies
and procedures regarding the standard.
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1.02 GUIDELINES FOR ACCESSIBLE COMMUNICATION

Providing documents in multiple accessible formats are a requirement of the Accessibility for
Ontarians with Disabilities Act (AODA) 2005, Integrated Accessibility Standards. The following
guidelines have been recommended and approved for use for all written communications used by
Langs’ staff including but not limited to email, meeting documents, policy manuals, program
materials, and content for Langs’ website.

Clear Print Guidelines

Documents are considered to be clear print when they are clearly designed, easy to read and
formatted in an accessible manner. The standard clear print to be used for Langs’ documents is a
minimum 11 pt Calibri font.

If design and formatting restrictions prevent the use of the minimum clear print guidelines,
provisions must be made to reproduce the document in an alternate format to suit the needs of
the person with the disability, upon request.

Large Print Guidelines

Documents are considered to be large print if the font size ranges from 16-48 point text or higher.
The scale varies according to the visual disabilities of individuals. The standard large font
formatting to be used by Langs is 18 pt Calibri, however documents will be formatted to a larger
size on request. All of Langs’ documents and publications shall be produced in large print upon
request from members of the public.

Design and Formatting Guidelines

The accessibility, usability, legibility, ease of reading and comprehension of a document largely
depends on its design and formatting. Documents should be designed and formatted in a manner
that is clear, easy to read and understandable.

Font

e Use clear font with easily recognizable characters for documents, printed publications,
minutes and agendas.

e Font style should be consistent throughout documents wherever possible.
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e Do not use decorative style fonts, e.g., Viuildi
e Do not use italics, underlining or uppercase letters throughout documents.
e Do not use fonts with excessively thick or thin characters, e.g., Broadway, or Bmoﬁteg
Hawnd.
Type Colour
e Use black type on white background or white print on dark background.
e Restrict coloured text to titles, headings, or highlighted material.
Contrast

It is essential to create documents with high contrast between text colour and background to
ensure legibility for persons using screen readers or suffering from dyslexia. Achieving a colour
palette that will work for everyone is not always possible, so the following should serve as a
guideline to achieve at least 70% contrast.

Use high contrast colours for text and background. Do not use colours which are similar in
lightness or darkness next to each other.

Do not use similar colours together. For example, red, orange and green together are difficult
to distinguish for persons with low vision.

Do not use text on an image or patterned background as letters and shapes will be harder to
identify.

Page Alignment

Make margins wide enough with sufficient space for binding, hole punching, etc.

A line of text should be no wider than 6.5” across an 8.5” size page.

Left alighment is recommended for all paragraph text because the start of each sentence is
consistent, which makes it easier to read.

Line spacing should be set to single or 1.5 point size.

Headings should be clear and distinct; placement should be in close proximity to the
paragraph it references, so they remain associated.

Columns can create challenges for those using screen readers. If columns must be used it is
important that the Column Function is used to create standard width and spacing.

Images

Images can be used to convey meaning or to add a creative touch. Images can also facilitate the
ease of comprehension for people suffering from dyslexia or visual learners. When using images
be mindful of the following guidelines:

Always include text describing the image (preferably next to the image or below the image)
for persons using screen readers.

Whenever possible, do not overlay text on images.
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Website Content

In addition to the above clear and accessible document guidelines, all content that is to be featured
on the Langs website must conform to Web Content Accessibility Guidelines 2 (WCAG 2), details
of which can be found at: http://www.w3.org/WAI/WCAG21/quickref/?versions=2.0

These are technical instructions for creating web content. As part of meeting AODA accessibility,
Langs will ensure that all content created for the website will adhere to these guidelines.

Source: City of Hamilton. “Clear, Accessible, and Large Print Guidelines”, September 2011.
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1.03GUIDE DOGS AND SERVICE ANIMALS
Policy Summary

This policy describes how Langs will welcome people with disabilities who are accompanied with guide
dogs or other service animals.

Purpose

This policy describes how people with disabilities and their service animals will be treated on Langs’
premises.

Policy Statement

Langs is committed to allowing full access to our services and premises to people with disabilities and
their service animals wherever possible. We will do this by:
e allowing full access to our premises, unless that area of the organization is not open to the
public or other third parties or animals are excluded by other laws such as public health;
e  educating staff, volunteers, students and others dealing with the public about the use of service
animals;
e  providing training to staff, volunteers, students and others dealing with the public on how to
interact appropriately with people with disabilities who are accompanied by a service animal;
e  assisting people with disabilities who are accompanied by a service animal when they request
help with their animal if it is safe and reasonable to do so;
e  ensuring health regulations concerning service animals are posted in any area where food is
prepared and served; and
e  providing other measures to access our services for people with disabilities if their service
animal is excluded by law from certain areas of our premises.

Definitions

Guide Dog - is a dog that has successfully completed the training program at any of the facilities listed
in the Blind Person’s Rights Act and has been qualified as a guide dog.

Premises — All locations and facilities under the control of Langs.

11
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Service Animal - May also be called “assistance animal”, “assist animal”, “support animal” or “helper
animal”. Ananimal is qualified to be a service animal if:

e itisreadily apparent that the animal is used by the person for reasons relating to their disability; or

e the person provides a letter from a medical practitioner confirming the person requires the
animal for reasons relating to their disability.

Limitations

This policy does not cover:
. Langs events held off premises over which Langs has no control.
e Animals that do not come under the definition of “guide dog” or “service animal”.

Applicability

This policy and its sub-policies apply to:
. all staff, volunteers, students, contractors, consultants and others working on behalf of Langs
and who provide client services; and
e  staff, board members, volunteers and others who are involved in developing policies and
procedures regarding the standard.

12
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1.04 USE OF ASSISTIVE DEVICES
Policy Summary

This policy describes how Langs will allow people with disabilities to use their personal assistive devices
and the availability of assistive devices on our premises (see Appendix A, Assistive Devices).

Purpose

e This policy will describe how people with disabilities who use personal assistive devices will be
treated whenever they are on our premises or using our services.

e This policy will further describe how information about the availability of assistive devices on our
premises will be kept and communicated.

Policy Statement

e langsis committed to ensuring that clients with disabilities who access our services and anyone with
a disability who visits our sites will be able to use their assistive devices within the limits of any
applicable health and safety laws or regulations. We will do this by:

o using reasonable effort to ensure clients, consumers and visitors with disabilities and
who use assistive devices are treated with dignity, independence, integration of
services and equality of opportunity;

o educating staff about personal assistive devices; and

o allowing clients, consumers and people with disabilities who use our services or visit
our sites to use their personal assistive devices.

e We will inform our clients, consumers and visitors with disabilities about the personal assistive
devices available for their use on our premises. We will do this by:

o keeping an updated inventory of assistive devices available for use by clients, consumers and
visitors and making that information available to them in accessible formats and locations;
and

o striving to expand our inventory of assistive devices when making budgeting and purchasing
decisions.

13
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Definitions

Alternative Ways - Ways of helping clients, consumers or visitors with disabilities access our premises
or services when they are unable to use their own assistive devices. Alternative ways must consider the
principles defined in this policy. Examples of alternative ways are:
e astaff person providing assistance when a personal assistive device cannot be used;
e writing information clearly and simply if electrical equipment causes static in a person’s hearing
aid; and
e asking how best to assist the person.

Assistive Devices - May be devices that people bring with them such as walkers, magnifiers, or oxygen
tanks. Assistive devices that an organization might provide include assistive software for people with
visual, hearing or mobility impairments, wheelchairs or TTY (telephone teletype), real-time captioning or
assistance from a staff person.

Disability — The definition of “disability” used in the Accessibility for Ontarians with Disabilities Act
(AODA), 2005.

Principles — are from the standard and require service providers to use reasonable effort to ensure
policies, procedures and practices are consistent with:
e respecting the dignity and independence of people with disabilities;
e providing services to people with disabilities that are integrated with the services provided
to people unless an alternative measure is required; and
e giving equal opportunity to people with disabilities to obtain, use and benefit from our services.

Standards — Means the Accessibility Standards for Customer Service.
Limitations

This policy does not cover devices that are used by people without disabilities or devices that are not
related to disability. The policy does not supersede health and safety laws or regulations.

Applicability
This policy and its sub-policies apply to:

e People with disabilities who access our services or premises.

e All staff, volunteers, students, contractors, consultants and others working on behalf of Langs and
who provide client services.

e Staff, board members, volunteers and others who are involved in developing policies and
procedures regarding the standard.

e People who accompany clients with disabilities who use our services or visit our sites.
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1.05 NOTICE OF DISRUPTIONS IN SERVICE PROCEDURES
Rationale

This procedure describes how Langs will provide notice on disruptions in service to people with
disabilities.

In the event that there is a disruption in the usual facilities or services that Langs provides to people with
disabilities in order for them to access our services (e.g., accessible washrooms, ramps, accessible, parking
spaces, automatic doors, , etc.), we will provide notice of such disruption as far in advance as possible,
through a variety of means.

Procedures

e Whenservice disruptions are planned or anticipated (e.g., routine maintenance or upgrades), notices
of the disruption will be posted in advance.

e When service disruptions are not anticipated (e.g., sudden malfunctions), notices of service
disruption will be posted as soon as the disruption occurs.

e All notices regarding service disruptions will, where relevant:

o note the reasons for the disruption;

o note how long service is expected to be disrupted;

o be posted in conspicuous places where people with disabilities can easily access the
information such as on the door to the premises, on bulletin boards throughout the building,
and on the website; and

o direct clients to alternative ways to access the service.

e Intheeventof both anticipated and unanticipated service disruptions, alternative means of providing
the service will be offered where possible.
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1.06 S

UPPORT PERSONS

Policy Summary

This policy describes how Langs will welcome people with disabilities who are accompanied by a support

person.

Purpose

This policy describes how people with disabilities and their support persons will be treated on Langs’
premises and at Langs’ community events.

Policy Statement

Langs is committed to allowing full access to our premises to people with disabilities and their support
persons. We will do this by:

Allowing full access to our premises to people with disabilities and their support persons, unless
that area of the organization is not open to the public or other third parties.

Ensuring the person with a disability and their support person are able to enter our premises
together and that the person with a disability has access to their support person at all times while
on the organization’s premises.

Educating and training staff, volunteers, students and others dealing with the public about how
support persons will be treated.

Including in our publications and on our website where appropriate that we welcome people who
are accompanied by support persons.

Giving advance notice about the admission fee, if any, that will be charged to a support person
accompanying a person with disabilities to events or services sponsored by Langs. We will ensure
signage and templates are present for events providing details about admission costs for support
people.

When clients access Langs’ programs and services in the company of their support person, it is
understood that the client has provided implied consent to the presence of their support person
and that the client’s support person understands and commits to the confidentiality of the client’s
personal health information.
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Definitions

Admission - The fee charged for attending events or obtaining services.

Premises — All locations under the control of Langs including satellite locations.

Support Person — May also be called “support professional”, “caregiver”, “interpreter” to name a few.
A support person is a person who assists an individual with a disability to lead a self-directed life and
who accompanies them in order to help with communication, mobility, personal care, medical needs
or access to goods or services. This may be a professional, relative, volunteer, or friend.

Limitations

This policy does not cover:
e events held on Langs’ premises that are not sponsored by Langs;
e langs’ events held off promises over which Langs has no control; and
e the organization is not responsible for providing a support person.

Applicability

This policy and its sub-policies apply to:
o all staff, volunteers, students, contractors, consultants and others working on behalf of Langs
and who provide client services; and
o staff, board members, volunteers and others who are involved in developing policies and
procedures regarding the standard.
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APPENDIX A — ASSISTIVE DEVICES

Assistive Devices available at 1145 Concession Road, Cambridge

ITEM

Wheel chair

Oxygen - portable tank
Oxygen - portable tank
Ceiling lift system
Crutches

Stretcher

LOCATION

Medical reception

Medical storage — clinical area

Medical crash cart — outside of Exam Room #6
William Pautler accessible washroom

Soiled utility room

Soiled utility room

Assistive Devices available at 2958 Greenfield Road, Ayr

ITEM
Wheel chair
Oxygen - portable tank

Stretcher

LOCATION
Front hallway
Beside the emergency cart; in the storage closet in the lab

Storage room by the staff kitchen

18
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