










 
 
 
 

Appendix A  1 | 3 
 

 

ACCESSIBLITY STANDARDS FOR CUSTOMER SERVICE 

COMMUNICATION AND ASSISTIVE DEVICES 

 

COMMUNICATION 

Communication with people with a disability shall occur in ways that take into account 

their disability and communication needs. 

SGACL shall train designated staff and volunteers who interact with members of the 

public on communicating with people with various types of disabilities. 

Telephone Services: 

SGACL is committed to providing fully accessible telephone services to the people we 

serve, and training staff and volunteers (as applicable) to communicate over the 

telephone in clear and plain language.  

We will offer to communicate with people by all other available means (ie: video 

conference, TTY, relay services) if telephone communication is not suitable to their 

communication needs or if it is not available. 

To make a call using the Relay System 

Phone the number (1-800-855-0511), and tell the operator your name, the name of the 

person you are calling, and the number you wish to reach. 

The operator will make the call for you, and you speak to the operator as if you were 

talking directly to the person you are calling.  For example, say “Hi, How are you doing?” 

do not say “Tell him I said hello”. Remember to say “Go Ahead” when you finish speaking, 

so the person on the other end will know it is their turn to speak. 

If you normally speak very quickly, the operator may ask you to speak slower so your 

message can be typed.  There will be brief silences as the operator types to the TTY user 

and the user replies. 
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ASSISTIVE DEVICES 

SGACL welcomes and is committed to serving people with disabilities who use assistive 

devices to obtain, use or benefit from our services.  We will ensure that our staff are 

trained and are familiar with various assistive devices that may be used by people with 

disabilities while accessing our services. 

SGACL’s website indicates that we provide services that respect the independence and 
dignity of people with disabilities and offer services that include the use of assistive 
devices.  

The Main office located at 206 Hogarth Avenue West, Geraldton, which is open to the 

public, will post information in the front office/reception area that welcomes the use of 

assistive devices and encourages users to seek support from staff and volunteers as they 

require it.  

Examples of Assistive Devices may include: 

• Telephones with large numbers, amplifiers; 

• Wheelchairs; 

• Scooters; 

• Walkers; 

• Amplification devices that boost sound for listeners who are hard-of-hearing 
without reducing background noise; 

• Hearing aids; 

• Oxygen tanks; 

• Electronic notebooks or laptop computers; 

• Personal data managers; 

• Communication boards used to communicate using symbols, words or pictures; or 

• Speech-generating devices that “speak” when a symbol, word or picture is 
pressed. 

 

Moving personal assistive devices  

• If you have permission to move a person in a wheelchair, remember to: 
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o Wait for and follow the person’s instructions; 

o Confirm that the person is ready to move; 

o Describe what you are going to do before you do it; 

o Avoid uneven ground and objects that create a bumpy and unsafe ride; and  

o Practice consideration and safety – do not leave the person in an awkward, 

dangerous or undignified position such as facing a wall or in the path of 

opening doors. 

• Do not move items or equipment, such as canes and walkers, out of the users’ 

reach. 

• Respect personal space. Do not lean over a person with a disability or lean on their 

assistive device. 

• Let the person know about accessible features in the immediate environment 

(automatic doors, accessible washrooms, etc.).  

(Copyright for the above resource is Queen’s Printer. The resource is excerpted 

from the e-learning course developed by the Accessibility Directorate of Ontario 

and modified for this use.) 
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ACCESSIBLITY STANDARDS FOR CUSTOMER SERVICE 

USE OF SUPPORT SERVICES AND SERVICE ANIMALS 

 

USE OF SUPPORT PERSON 

We are committed to welcoming people with a disability who are accompanied by a 

support person.  Any person with a disability who is accompanied by a support person is 

able to enter any of SGACL’s premises with their support person and they shall have full 

access to their support person while on any of our premises.  At no time will services ever 

be restricted or fees charged a person with a disability if accompanied by a support 

person. 

USE OF SERVICE ANIMALS 

We are committed to welcoming people with a disability who are accompanied by a 

service animal on parts of our premises that are open to the public and other third parties.  

This requirement applies only to those areas of the premises where the public or third 

parties customarily have access and does not include places or areas of the agency 

where the public does not have access.  We will ensure that our staff and volunteers are 

properly trained in how to interact with people who are accompanied by a service animal. 

Examples of service animals include dogs used by people who have vision loss, hearing 

alert animals for people who are deaf, deafened, or hard of hearing, and animals trained 

to alert to an oncoming seizure. The customer service standard’s provisions also apply to 

animals providing other services to people with a disability.   

It is “readily apparent” that an animal is a service animal when it is obvious by its 

appearance or by what it is doing. For example, it may be readily apparent that an animal 

is a service animal if it is wearing a harness, saddle bags, a sign that identifies it as a 

service animal or has a certificate or identification card from a service animal training 

school or an identification card from the Attorney General of Ontario. It may also be readily 

apparent if a person is using the animal to assist them in doing things, such as opening 

doors or retrieving items. 

Exclusion of Service Animal 

A service animal can only be excluded from access to the premises where this is required 

by another law. Examples include the Health Protection and Promotion Act and the Food 

Safety and Quality Act. The former Act prohibits service animals in places where food is 
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prepared, processed, or handled (e.g., culinary arts classroom) although service dogs are 

permitted where food is served and sold (e.g. restaurant). 

Where there is a risk to the health and safety of another person as a result of the presence 

of a service animal, consideration must be given to options available prior to exclusion of 

a service animal. An example would be a situation where a person has a severe allergy 

to the service animal. It is SGACL’s expectation that the situation be fully analyzed and 

all measures to eliminate the risk be considered, e.g., creating distance between the two 

people concerned, making reasonable alterations to schedules, etc. 

A service animal can be excluded if it is of a breed that is prohibited by law. An example 

would be the Ontario Dog Owners’ Liability Act which places restrictions on pit bull terriers.   

Alternative measures if a Service Animal must be excluded 

In the rare instance where a service animal must be excluded, SGACL must make every 

effort to put alternative arrangements in place to provide the services required by the 

person with a disability.  This could involve leaving the animal in a secure area where it 

is permitted by law and discussing with the person how best to serve them, e.g., a person 

with a vision disability might need someone (a member of staff or volunteer) to guide 

them. 

When it is necessary to confirm an animal is a Service Animal 

Where an animal is not a trained guide dog and it is not readily apparent that the animal 

is a service animal, an SGACL staff member may ask the person using the service animal 

for a letter from a medical professional or regulated health professional confirming that 

the animal is needed because of a disability. The letter does not need to identify the 

disability, why the animal is needed or how it is used.  Where the person using the service 

animal regularly attends at the office open to the public, a Support Services Supervisor 

may request to keep a copy of the letter on file but only as long as required by the 

circumstances. Alternatively, the person using the service animal may be asked to bring 

a letter with them on occasions when they visit the premises. The Support Services 

Supervisor shall preserve the confidentiality of the letter and information contained in the 

letter and shall not use or disclose the letter or information except as provided for in the 

Municipal Freedom of Information and Protection of Privacy Act, R.S.O. 1990, cM56, or 

as otherwise required by law. 
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ACCESSIBLITY STANDARDS FOR CUSTOMER SERVICE 

NOTICE OF TEMPORARY DISRUPTION 

 

SGACL will provide people with notice in the event of a planned or unexpected disruption 

in the office or of services usually used by people with disabilities.   

A notice of disruption will include information about the reason for the disruption, its 

anticipated duration, and a description of alternative facilities or services, if available.  

Such notice will be placed at the public entrance to our office location and in the reception 

area. 

Any Management staff having knowledge of a planned or unexpected disruption shall 

ensure that the Notice of Disruption in Services is posted forthwith.  Other options for 

notice may be used and would include:  posting a notice on the agency website, and 

through direct communication with support staff and people supported.  

Examples of areas of disruption may include, but are not limited to:  accessible 

washrooms, elevator, parking lot, sidewalk, grab bars, lighting, access to office building. 

Example of Notices of Disruption: 

Type of Disruption: Office Building Closed 

Reason for Disruption: Holiday 

Duration of Disruption:  December 24, 2022, to January 3, 2023 

Alternative Facilities:  As arranged, on a case by case basis 

 

 

 

 



 
 
 
 

Appendix D 

ACCESSIBLITY STANDARDS FOR CUSTOMER SERVICE 

TRAINING 

SGACL will provide training to all employees, volunteers and others who work with the 

public or other third parties on their behalf.   

All staff who regularly work out of the Hogarth and Red Rock offices, including all Support 

Services Supervisors, shall receive training.  Further, training will be provided to all new 

designated staff within one month of hire. 

Training will include the following: 

• The purposes of the Accessibility for Ontarians with Disabilities Act, 2005 and the 

requirements of the Customer Service Standard. 

• How to interact and communicate with people with various types of disabilities. 

• How to interact with people who use an assistive device or require the assistance 

of a service animal or a support person. 

• How to use the assistive devices that the employer may have on the premises or 

that a person with a disability may use and require assistance with. 

• What to do if a person with a disability is having difficulty in accessing SGACL’s 

services. 

• SGACL’s policies, practices and procedures relating to the Customer Service 

Standard. 

NOTE: Staff will receive additional training when changes are made to policies, practices 

and procedures related to the Customer Service Standard. 
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ACCESSIBLITY STANDARDS FOR CUSTOMER SERVICE 

FEEDBACK PROCESS 

 

The ultimate goal of SGACL is to meet and surpass expectations while serving people 

with a disability.  Feedback on accessible service and how well we are meeting such 

expectations is welcome and appreciated. 

Feedback on experiences with or concerns about accessibility of services can be made 
to the Executive Director: 

• On our website at www.sgacl.ca. 

• By phone at (807) 633-2300. 

• By email at sheila.zappitelli@sgacl.ca. 

The Executive Director shall review all feedback and will respond within twenty-one (21) 
days from the day the feedback was received, and in the same method the feedback was 
provided. 
 
 

 

 

 

 

 

 

 

 

 

 


