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Statement of Principle

The City of Woodstock (City) is committed to ensuring equal access and participation for
people with disabilities with respect to the use and benefit of City services, programs, goods
and facilities in a manner that respects their dignity and that is equitable in relation to the
broader public. The City is committed to addressing the needs of residents, visitors, and
employees with visible or non-visible disabilities by removing and preventing barriers to
accessibility. The City is committed to meeting its current and ongoing obligations under the
Ontario Human Rights Code (the Code) respecting non-discrimination.

City services, programs, policies, goods, and facilities are to be available to people with
disabilities in a manner that:

e |Is free from discrimination.
¢ Reflects the principles of dignity and independence.
e Seeks to provide integrated services.

¢ Provides an opportunity equitable to others to obtain, use and benefit from the goods
or services.

e Takes into consideration a person’s disability while respecting the dignity and
independence of persons with disabilities.

Purpose

This policy outlines rules for the City to provide accessible goods, services, and facilities. It
provides a framework to guide the review and development of other City policies, by-laws,
procedures, and guidelines to comply with the standards developed under the Accessibility
for Ontarians with Disabilities Act 2005, S.O. 2005, c. 11 (AODA) and the Ontario Regulation
191/11: INTEGRATED ACCESSIBILITY STANDARDS (IASR).
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Scope

This policy applies to all City employees, volunteers, and any individual or organization that
provides goods, services, or facilities to the public or other third parties on behalf of the City,
in accordance with the legislation.

The Woodstock Public Library reports to a separate board and as such follows their own
respective policy.

Application

City Staff Responsibilities

The Clerk’s Department is responsible for reviewing this Policy annually and recommending
amendments to ensure on-going compliance with regulated accessibility standards and
legislative obligations. The City Clerk or designate shall provide advice and direction on the
implementation of this Policy. Supervisors and managers shall monitor staff to ensure
compliance with this Policy. Failure to comply with the AODA regulations can result in
administrative penalties. Failure to comply with this Policy may result in disciplinary action, up
to and including dismissal.

The responsibilities of the following City Staff members are listed below.
Accessibility Office (Clerk’s Department):

e Collecting information about requests and feedback from departments.
¢ Monitoring compliance with this policy on an annual basis.

e Providing a summary of the requests and feedback to the Woodstock Accessibility
Advisory Committee at its regular meetings.

Directors:
¢ Creating and maintaining service free from discrimination towards persons with
disabilities.
e Budgeting for the costs associated with accessible formats and communication
supports of materials originating from their departments.

e Monitoring situations where requests for accessible formats and communication
supports have not been provided and determine ways to make the information
more convertible in the future.

Managers and Supervisors:
e Creating and maintaining service free from discrimination towards persons with
disabilities.
e Ensuring employees are aware of this procedure and are logging requests and
feedback that are received by their departments with the Clerk’s Department.
e Tracking costs associated with requests.

e Ensuring employees are providing residents with the requested accessible format
and communication support.
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e Ensuring that staff provide residents with an explanation as to why information or
communications are unconvertible.

e Overseeing the provision of a summary of the unconvertible information or
communication support to the resident.

Procurement

When procuring goods, services, self-service kiosks or facilities, the City shall incorporate
accessibility criteria and features, unless it is not feasible (practicable). If not practicable, the
City shall provide an explanation, upon request (reference Municipal Code Chapter 376 —
Procurement of Goods and Services).

Information and Communications Standards

The City has a process for receiving and responding to feedback that is accessible to people
with disabilities upon request. The City communicates with people with disabilities in a
manner that considers their disability and works with them to determine what method of
communication works for them. Guidelines for communicating with people with disabilities are
included in the City of Woodstock Orientation training, copies of which are available upon
request. Additionally, City employees, volunteers, and third-party contractors shall use
terminology that adheres to guidelines provided in the City of Woodstock’s Accessibility
Training for Customer Service.

Accessible Formats and Communication Supports

Except as otherwise provided by the AODA, the City of Woodstock shall, upon request, and
in consultation with the person making the request, provide or make arrangements to provide
accessible formats and communication supports for people with disabilities. Accessible
formats and communication supports shall be provided in a timely manner, taking into
account the person’s accessibility needs, and at a cost that is no more than the regular cost
charged to other persons, in accordance with the Accessible Formats and Communication
Supports Procedures (see Schedule B).

The City consults with the person making the request to determine the suitability of an
accessible format or communication support. This does not apply to products and product
labels, unconvertible information or communications and information that the City does not
control directly or indirectly through a contractual relationship. If it is determined that
information or communications are unconvertible, the department shall provide the person
requesting the information or communication with:

(@) an explanation as to why the information or communications are unconvertible;

(b) asummary of the unconvertible information or communications.
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Emergency Procedures, Plans and Information

The City shall provide all existing public emergency procedures, plans and public safety
information, upon request, in an accessible format or with appropriate communication
supports and in a timely manner.

Accessible Website and Web Content

In accordance with accessibility legislation, the City meets internationally recognized
standards for its website based on the Web Content Accessibility Guidelines (WCAG) 2.0
Level AA.

Employment Standards

The City notifies employees, job applicants, and the public that accommodations can be
made during the recruitment and hiring processes.

Recruitment and Notice to Applicants

The City of Woodstock shall post information about the availability of accommodation for
applicants with disabilities in its recruitment process. Job applicants who are individually
selected for an interview and/or testing shall be notified that accommodation for material to
be used in the process is available, upon request. The City shall consult with any applicant
who requests accommodation in a manner that takes into account the applicant’s disability.
Successful applicants shall be notified about the City’s policies for accommodating
employees with disabilities as part of their offer of employment.

Informing Employees

The City will inform employees of the policies used to support employees with disabilities,
including policies on the provision of job accommodation that consider an employee’s
accessibility needs due to disability. The City will provide this information to new employees
as soon as practicable after they begin their employment. The City will also provide updated
information to all employees whenever there is a change to existing policies on the provision
of job accommodation that consider an employee’s accessibility needs due to disability.

Accessible Formats and Communication Supports are available for employees, upon request.
The City shall consult with the employee to provide or arrange for the provision of accessible
formats and communication supports for information that is needed to perform the
employee’s job and generally available to employees in the workplace.

The City will consult with the employee making the request in determining the suitability of an
accessible format or communication support.
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Workplace Emergency Response Information

If an employee’s disability is such that workplace emergency response information is
necessary, and the City is aware of the need for accommodation, this information shall be
provided to employees. In addition, this information shall be provided, with the employee’s
consent, to the person designated to provide assistance. The information shall undergo
review when the employee moves to a different location, when the employee’s overall
accommodation needs or plans are reviewed and when the City reviews its general
emergency response plan.

Documented Accommodation Plans

Employees with disabilities may request individual accommodation plans. The City will
maintain a written process for developing and updating these plans. These plans shall
include information regarding accessible formats and communications supports. If requested,
the plans shall include individualized workplace emergency response information.

Return to Work Process

The City shall have in place a documented return-to-work process for employees returning
due to disability and requiring disability-related accommodations. This return-to-work process
will outline the steps that the City may take to facilitate the return to work.

Performance Management and Career Development and Redeployment

The City shall consider the accessibility needs of its employees with disabilities as well as
any individual accommodation plans when providing career development, performance
management and when considering redeployment.

Transportation Standards

Conventional Transportation Service Provider

The City provides conventional transportation services and in its accessibility plan, identifies
the process for managing, evaluating and taking action on customer feedback and develops
procedures for dealing with accessibility equipment failures. The City’s conventional
transportation service provider shall annually hold a public meeting involving persons with
disabilities to ensure that they have an opportunity to review the accessibility plan and
provide feedback on the accessibility plan. Additionally, the City shall follow all regulations
listed in O.Reg. 191/11 for conventional transportation service providers.

Specialized Transportation Service Provider

The City provides specialized transportation services and in its accessibility plan, identifies
the process for estimating the demand for specialized transportation services and develops
steps to reduce wait times for these services. The City’s specialized transportation service
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provider shall annually hold a public meeting involving persons with disabilities to ensure that
they have an opportunity to review the accessibility plan and provide feedback on the
accessibility plan. The City shall follow all regulations listed in IASR for specialized
transportation service providers.

Taxicabs
The City licenses taxicabs and has a duty to:

e Consult with its accessibility advisory committee, the public, and persons with
disabilities to determine the proportion of on-demand accessible taxicabs required in
the community.

e Prohibit owners and operators of taxicabs licensed by the City from charging a higher
fare or additional fee for persons with disabilities than for persons without disabilities
for the same trip.

e Prohibit owners and operators of taxicabs licensed by the City from charging a fee for
the storage of mobility aids or mobility assistive devices.

e Ensure owners and operators of taxicabs licensed by the City place vehicle
registration and identification information on the rear bumper of the taxicab.

e Ensure owners and operators of taxicabs licensed by the City make available vehicle
registration and identification information in an accessible format to persons with
disabilities who are passengers.

Design of Public Spaces (Accessibility Standards for the Built Environment)

The City is obligated to apply accessibility standards to any public space that is newly
constructed or redeveloped on or after January 1, 2016. The application of IASR does not
include any contract entered into on or before December 31, 2012 by the City to construct or
redevelop any public space.

Recreation Trails and Consultation

The City is obligated to maintain newly constructed and redeveloped recreational trails. The
City shall consult on the following matters with the public, persons with disabilities, and the
accessibility advisory committee before it constructs new or redevelops existing recreational
trails:

e The slope of the trail
e The need for, and location of, ramps on the trail
e The need for, location and design of:

o rest areas
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o passing areas
o viewing areas
o amenities on the trail

o any other pertinent feature

Recreation Trails Technical Requirements and Signage
The City shall meet the technical requirements for trails in accordance with the IASR.

Recreation trail head signage must have text that has high tonal contrast with its background
to assist with visual recognition and includes characters that use a sans serif font.

Outdoor Public Use Eating Areas

The City shall meet the general requirements for outdoor public use eating areas as outlined
in the IASR.

Outdoor Play Spaces

For all newly constructed and redeveloped outdoor play spaces that the City maintains or
intends to maintain, including play equipment, it shall consult on the needs of children and
caregivers with disabilities with the public, persons with disabilities, and the accessibility
advisory committee.

In the design of the outdoor play spaces, the City shall:

e Incorporate accessibility features, such as sensory and active play components, for
children and caregivers with various disabilities.

e Ensure that the ground surface is firm, stable and has impact attenuating properties for
injury prevention and sufficient clearance to provide children and caregivers with
various disabilities the ability to move through, in and around the outdoor play space.

Exterior Paths of Travels

The City shall follow all regulations for exterior paths of travel, ramps, stairs, curbs,
accessible pedestrian control signals and rest areas under the IASR.

Accessible Parking

The City shall follow all regulations for accessible parking related to on-street and off-street
parking, accessible parking spaces, access aisles, and signage under the IASR.
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Customer Service Standards

The City of Woodstock provides goods or services to members of the public, including those
with disabilities. As a large designated public sector organization, the City is committed to
meeting the Customer Service Standards set out in the IASR under the AODA.

Accessibility Advisory Committee

The City has established an advisory committee that consists of a majority of members who
have disabilities. The Woodstock Accessibility Advisory Committee (WAAC) shall advise
Council about the requirements and implementation of AODA accessibility standards, assist
in the preparation of accessibility reports, help set objectives and policies in connection with
accessibility matters, review site plans, promote public awareness and understanding of
accessibility issues, including access for persons with disabilities to a building or premises,
deal with non-conventional transportation eligibility appeals, and other matters on which
Council may seek advice.

Establishment of Accessibility Plans and Policies

The City shall produce a Multi-Year Accessibility Plan. The plan will be posted on the City’s
website and shall be made available in an accessible format and with communication
supports, upon request. Progress on the plan will be provided to Council annually in the City’'s
Status Report. The Accessibility Plan shall be reviewed and, if necessary, updated at least
once every five (5) years.

The City maintains policies governing how the City shall meet its requirements under AODA,
and the City will provide policies in an accessible format, upon request. The City shall make
reasonable efforts to ensure that its policies, practices and procedures are consistent with the
same principles used to govern the City’s overarching accessibility policy.

Use of Service Animals and Assistive Devices

The City welcomes people with disabilities and their service animals. Service animals are
allowed in areas of City facilities that are open to the public and third parties. A service animal
can be easily identified by its harness or vest, or when it helps a person perform certain
tasks.

If the animal cannot be easily identified as a service animal, the City employee may ask for
proper documentation from a regulated health professional that confirms the person needs
the service animal for reasons relating to their disability. A regulated health professional is

defined as a member of one of the following colleges:

e 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
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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

If a person with a disability is accompanied by a guide dog or other service animal, the City
shall ensure that the person is permitted to enter the premises with the animal and allowed to
keep the animal with him or her unless the animal is otherwise excluded by law from the
premises. City staff will explain the reason for the exclusion and shall ensure that other
measures are available to enable the person with a disability to obtain, use or benefit from
the City’s goods or services.

This applies in equal measure to assistive devices. Customers with disabilities shall be
permitted to enter the premises with their mobility aids. People with disabilities may use their
own assistive devices when accessing the City’s goods, services, or facilities. In cases where
the assistive device presents a significant and unavoidable health or safety concern or may
not be permitted for other reasons, other measures will be used to ensure the person with a
disability can access the City’s goods, services, or facilities. The City ensures that its staff are
trained with various assistive devices available on site or that are provided to be used.

Support Persons

If a person with a disability is accompanied by a support person, the City shall ensure that
both persons are permitted to enter the premises together and that the person with a
disability is not prevented from having access to the support person while on the premises.

If an amount is payable by a person for admission to the premises or in connection with a
person’s presence at the premises, the City shall ensure that notice is given in advance about
the amount, if any, payable in respect of the support person.

The City may require a person with a disability to be accompanied by a support person when
on the premises, but only if, after consulting with the person with a disability and considering
the available evidence, the City determines that:

e a support person is necessary to protect the health or safety of the person with a
disability or the health or safety of others on the premises; and

e there is no other reasonable way to protect the health or safety of the person with a
disability and the health or safety of others on the premises.

In such a situation the City of Woodstock will waive admission fees for support persons who
accompany a person with a disability, to facilities where admission is charged.

Notice of Temporary Disruption

In the event of a planned or unexpected disruption to services or facilities for people with
disabilities, the City shall give notice of the disruption to the public. A clearly posted notice will
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include information about the reason for the disruption, steps taken in connection with the
disruption, its anticipated duration, and a description of alternative services or facilities, if
available. The notice will be posted in a conspicuous place on premises owned or operated
by the City, made publicly available on the City’s website, or by another method reasonable
in the circumstances.

Training

All City employees, volunteers and third parties developing policies, practices, or procedures,
or providing goods and services on the City’s behalf shall be required to undergo training on
the requirements of AODA accessibility standards and on the Human Rights Code as it
pertains to persons with disabilities. The training shall be appropriate to the duties of the
employee, volunteer, or third party. Training shall take place as soon as practicable after
being assigned the applicable duties.

Training records are maintained and include the training date and the number of individuals
who attended. Training includes:

e Purpose of the AODA and the requirements and policies of the Customer Service
Standards under the IASR.

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

e How to interact with people with disabilities who use an assistive device or require the
assistance of a service animal or a support person.

e How to use the equipment or devices available on-site or otherwise provided by the
City that may help with providing goods, services, or facilities to people with
disabilities.

e What to do if a person with a disability is having difficulty in accessing the City’s
goods, services, or facilities.

Additionally, training is provided on an ongoing basis after changes are made to policies,
practices, and procedures governing the provision of goods and services to persons with
disabilities.

Feedback Process

The City welcomes feedback on how it provides accessible services. Customer feedback
helps the City identify barriers and respond to concerns. Feedback can be provided in the
following ways:

e City’s website: https://www.cityofwoodstock.ca/your-government/accessibility/

e Telephone: 519-539-1291

e E-mail: accessibility@cityofwoodstock.ca
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e In person at any City facility

The City will ensure that the feedback process is available upon request for people with
disabilities through accessible formats and communication supports. All customer feedback
received shall be forwarded to the City Clerk’s Department to investigate with the appropriate
Department Head with a response provided within seven days to the person who submitted
the feedback. If deemed appropriate by the City Clerk or designate, the feedback will be
considered by the WAAC.

Notice of Availability of Documents

The City notifies the public that documents related to this Policy are available in the
appropriate format or communication support upon request on the City’s website or in person.
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Schedule A
Definitions

Accessible Formats - may include, but are not limited to, large print, recorded audio and
electronic formats, Braille and other formats usable by persons with disabilities.

Communications - means the interaction between two or more persons or entities, or any
combination of them, where information is provided, sent or received.

Communication Supports - may include, but are not limited to, captioning, alternative and
augmentative communication supports, plain language, sign language and other supports
that facilitate effective communications.

Conventional Transportation Services — means public passenger transportation services
on transit buses that are provided by the City of Woodstock but does not include specialized
transportation services.

Conventional Transportation Service Provider — means a designated public sector
transportation organization described in O.Reg. 191/11 schedule 1, paragraph.5 that provides
conventional transportation services that operate solely within the Province of Ontario.

Conversion ready - an electronic or digital format that facilities conversion into an accessible
format.

Disability — is defined, per Section 2 of the Accessibility for Ontarians with Disabilities Act,
2005, S.0. 2005, c. 11 and the Human Rights Code, R.S.0. 1990, c. H.19, as follows:

a. “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,

b. a condition of mental impairment or a developmental disability,

c. alearning disability, or a dysfunction in one or more of the processes involved in
understanding or using symbols or spoken language,

d. a mental 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.”

Electronic Text — presentation of information in order to enable various computer programs
to convert the information into a “readable” format. All illustrations or graphical information is
explained fully in text.

Information - includes data, facts and knowledge that exists in any format, including text,
audio, digital or images, and that conveys meaning. The information and communications
standards do not apply to the following:

1. Products and product labels.
2. Unconvertible information or communications.
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3. Information that the City does not control directly or indirectly through a contractual
relationship.

Kiosk — an interactive electronic terminal, including a point-of-sale device, intended for public
use that allows users to access one or more services or products or both.

Service Animals — are defined under the Accessibility for Ontarians with Disabilities Act
2005, Ontario Regulation 191/11 Integrated Accessibility Standards, as follows:

An animal is a service animal for a person with a disability:

a. ifitis readily apparent that the animal is used by the person for reasons relating to
his or her disability; or

b. if the person provides a letter from a regulated health professional confirming that
the person requires the animal for reasons relating to the disability.

Specialized Transportation Services — means public passenger transportation services
that are provided by the City of Woodstock and are designed to transport persons with
disabilities.

Specialized Transportation Service Provider — means a designated public sector
transportation organization described in O.Reg. 191/11 schedule 1, paragraph.5 that provides
specialized transportation services that operate solely within the Province of Ontario.

Support Person — is defined, per the Accessibility for Ontarians with Disabilities Act 2005,
Ontario Regulation 191/11 Integrated Accessibility Standards, as follows:

“a support person means, in relation to a person with a disability, another person who
accompanies a person with a disability in order to help with communication, mobility,
personal care or medical needs or with access to goods, services or facilities.”

Unconvertible — means information or communications that cannot be converted because
doing so is not technically feasible or because the required conversion technology is not
readily available.
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Schedule B

Accessible Formats and Communication Supports Procedure

This procedure applies to City employees, volunteers and other persons or organizations that
provide goods, services or facilities to the public or other third parties on behalf of the City, in
accordance with the Integrated Accessibility Regulation developed under the Accessibility for
Ontarians with Disabilities Act (AODA), 2005, S.0.2005, c.11. and in support of the City of
Woodstock Accessibility Policy.

The procedures apply to all materials and communications produced by the City of
Woodstock for release to the public whether produced in house or on behalf of the City (i.e.
consultant reports). It does not apply to unconvertible information and information that the
City does not control directly or indirectly through a contractual relationship.

Each publication should be produced in such a way as to reduce or eliminate barriers in the
original document. Adaptation to another format can be accommodated easily and quickly
when accessibility is considered during the development.

Notification

The City will advise the public of the availability of accessible formats and communications
supports by means of the following:
e Alink on all City websites to the Accessible Formats and Communication Supports
request form;
e Signage at every public service counter advising of the availability of Accessible
formats and Communication Supports, if requested;
e Or by such other method as is deemed reasonable by the City Clerk or his or her
designate in the circumstances.

Processing Requests

Requests for an accessible format or communication support can be received by staff in
person, by phone or by electronic formats such as emails or service requests. Upon receipt of
a request, staff will complete the Online Request Form which is forwarded to the Clerk’s
Department for record keeping purposes. The request is to be responded to by the
appropriate operational staff. The Online Request Form is provided on the City’s website.

All City staff shall, upon request, and in consultation with the person making the request,
provide or make arrangements to provide accessible formats and communication supports for
persons with disabilities. Accessible formats and communication supports shall be provided

in a timely manner, taking into account the person’s accessibility needs and at a cost that is
no more than the regular cost charged to other persons.

Timeframe

The timeframe for the conversion process of a document into an accessible format, or the
provision of a communication support, can vary depending on the media chosen, the size,
complexity, quality of source documents, and the number of documents to be converted.
Documents shall be returned in a timely manner depending on the factors previously noted.
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If the document being requested is the subject of a public consultation or has a set timeframe
for public comment, the timeframe for document conversion and distribution must be taken
into consideration.

Cost of Conversion

When a member of the public requests a City document in an accessible format or
information with a communication support, the department of origin is responsible for the cost
of conversion, materials and distribution of information. The cost of conversion for materials
related to the work of an advisory committee shall be the responsibility of the Clerks
Department.

Once the appropriate format or support is determined by the requestor, staff shall provide or
arrange for the provision of the accessible formats and/or communication support for persons
with disabilities.

If a staff member determines that information is unconvertible, they shall, in consultation with
their manager, provide the person requesting the information or communication with:

a. a written explanation as to why the information or communications are unconvertible;
and,

b. a summary of the unconvertible information or communication.

The Accessibility Office is available for consultation to help determine if information can be
converted.

Common Accessible Formats

Some of the most common accessible formats are (but not limited to):
e HTML or electronic text version online that meet the WCAG 2.0 level A or AA;
e Text saved as a Word document;
e Large Text;
¢ Plain language versions; and
e Braille.

Common communication supports are (but not limited to):
e Screen Reader software;
e Verbal explanation of a written document;
¢ Video Captioning, transcripts;

e Alternative and augmentative communication supports such as an FM loop system or
Communication Access Realtime Translation (CART); and

e Sign language interpretation.

Enquiries

For further information regarding this procedure, contact the City Clerk’s Department at
accessibility@cityofwoodstock.ca.
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