Introduction / Background
The Canadian Diabetes Association supports the full inclusion of persons with disabilities as set out in the Canadian Charter of Rights and Freedoms, Ontario Human Rights Code, the 2001 Ontarians with Disabilities Act (ODA) and the 2005 Accessibility for Ontarians with Disabilities Act (AODA).  

The Accessibility Standards for Customer Service, Ontario Regulation 429/07 (also referred to as the accessible customer service regulation or the “customer service standard"), came into force on January 1, 2008.  It is the first accessibility standard created under the authority of the AODA and is a significant step toward the overarching goal of a barrier-free Ontario by January 1, 2025.

Building on our Mission of “leading the fight against diabetes by helping people with diabetes live healthy lives while we work to find a cure,” we strive to provide goods and services in a way that respects the dignity and independence of persons with disabilities and ensuring that customers with disabilities receive accessible goods and services with the same quality and timeliness as others do.

Legislation and Internal Polices
Accessibility for Ontarians with Disabilities Act, 2005:  www.AccessON.ca
CDA AODA Customer Service Policy and Online Training can be found on Nexus, http://Nexus, 

under Human Resources – Learning and Development.

What is a Disability?

As per AODA, a disability is 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 co-ordination, 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.
· A disability may stem from birth, illness or bodily injury.

· A disability can be visible, such as someone requiring a mobility device to get around.

· A disability can be non-visible, such as someone with a learning disability or mental health disability.

· A disability can be permanent, such as someone with vision loss.

· A disability can be temporary, such as someone having a broken leg.
What to Say

Words influence how persons with disabilities are thought of:

· Always put people first.  Just as a person shouldn't be defined by an illness/disease, a person shouldn't be defined by a disability either.
· Use "disability" or "disabled," not "handicap" or "handicapped."

· If you're not sure, err on the side of caution and wait until a person describes their situation to you, instead of making assumptions.

Top 10 Tips

1. A disability can be visible or non-visible.

2. Make sure your actions/decisions are consistent with the principles of independence, dignity, integration and equality of opportunity.

3. Focus on the person not their disability.

4. Communicate in a manner that takes into account his or her disability.

5. Allow persons with disabilities to be accompanied by their service animal or support person.

6. Keep assistive devices in mind when planning events or selecting venues.

7. If you offer facilities or services for persons with disabilities (such as an elevator or accessible washroom), let people know when they are out of order.

8. Train your staff, volunteers and contractors on AODA and any Association specific support expectations.

9. Let persons with disabilities provide feedback on how you met their needs and take appropriate action on any complaints.

10. Everybody is responsible for and benefits from an accessible Ontario.

Questions or Feedback

For comments or questions about our Accessible Customer Service policy, contact:  

     The Canadian Diabetes Association

     ATTN:  Accessibility Officer
     1400-522 University Ave.

     Toronto, Ontario

     M5G 2R5

     1-800-BANTING (1-800-226-8464)

     Fax:  416-363-3373
     Email:  accessibility@diabetes.ca
Communication Policy

The Association will communicate to people with disabilities in ways that take into account their disability.  This means employees will communicate in a means that enables people with disabilities to communicate effectively for purposes of using, receiving and requesting the Association’s goods, services and facilities.

Notice of Temporary Disruptions  

The Association will provide customers with notice in the event of a planned or unexpected disruption in the facilities or services used by persons with disabilities. This notice will include information about the reason for the disruption, how long the disruption is expected to last, and a description of any alternative facilities or services available (if any). 

Training for Employees  

The Association will provide training to employees, volunteers, contractors and 3rd parties about the Accessibility Standards for Customer Service, Ontario Regulation 429/07 policy and topics as outlined in the standards.  Going forward, all new Association employees will take this training as part of their orientation. 

In addition, where an assistive device is provided by the Association, employees will be trained in its proper useage.
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Use of Service Animals

People with disabilities may also be accompanied by their service animal, unless the animal is excluded by another law.   If such a case arises, employees will suggest appropriate alternatives and provide assistance.

A service animal is any animal trained to assist persons with disabilities.  Remember, the service animal is an extension of the owner, and has a job to do, so focus on the person not their animal.
Some examples are:
· Dog
· Ferret
· Miniature Horse
· Helper Monkey
· Bird
· Cat

Use of Support Persons

People with disabilities are permitted to be accompanied by a support person to help with communication, mobility, personal care or medical needs in all areas of the Association that are open to the public.
· Remember to talk to the person not to their support person.
· Before discussing confidential information in front of the support person, ask for the consent of the person with a disability.

Consistent with recent decisions such as the “one person one fare” case, the Association will review whether a support person will be charged for any fee based event or activity on a case by case basis.
Assistive Devices

People with disabilities may use assistive devices as required to access goods and/or services provided by the Association unless otherwise prohibited by law.  An assistive device is a technical aid, communication device, or medical aid modified or customized, that is used to increase, maintain, or improve the functional abilities of people with disabilities.

Some examples are:
· Wheelchair
· Scooter
· Walker
· Cane
· Oxygen tank
· Hearing aid
· Crutches
· Standing frame
· Computer devices such as screen reading software, touchscreens, etc...
· Speech synthesizer

Any assistive device used is an extension of the person using it.  Just as you wouldn't just touch someone without their permission or invade their personal space, the same applies to assistive devices and any space they occupy.
TTY Services

To aid customers over the phone who are hearing impaired, Bell provides relay services free of charge.

· 1-800-855-0511 (Voice to TTY)
· 711 (TTY to Voice)
· 1-800-855-1155 (TTY to TTY)
· If using a mobile phone, dial #711 and speak to the TTY operator.


Acknowledgement of Understanding

I acknowledge that I have carefully read and understood the Accessibility for Ontarians with Disabilities Act 2005 (AODA) and completed the associated training.  

These standards and laws are applicable to anyone who represents the Canadian Diabetes Association (CDA), and have been made available to me online and, if requested, in hard copy form.

I accept my responsibility and accountability for adhering to these standards regarding my conduct while with representing the Association, and I am aware that violations can lead to fines and the Association re-evaluating their relationship with me.
Please return this completed form to your CDA contact, or visit https://www.surveymonkey.com/s/9L9MRWF to submit it online.

______________________________________      

First Name                                                                             

______________________________________      

Last Name

______________________________________
Address                

______________________________________
Address 2

_____________

Postal Code                                                          

__________________________
Telephone (including area code)

_____________________________________                      _____________

Signature                                                                          Date (MM/DD/YYYY)
Page 3 of 3

