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Section: Corporate and Financial Services Council Adoption Date:  June 22, 2009 

 
 Revision No: Date:   Effective Date: January 1, 2010

Policy Statement & Strategic Plan Linkages 
 
Through the establishment of the Accessibility Standards for Customer Service 
policy and supporting procedures and practices that respect the dignity and 
independence of persons with disabilities, the Town of Newmarket is reflecting its 
commitment to sound governance, accountability and focus on service 
excellence in fulfilling its vision of being Well Beyond the Ordinary.     
Purpose 
 
The Town of Newmarket is committed to giving people with disabilities the same 
opportunity to access Town goods and services and allowing them to benefit 
from the same services, in the same place and in a similar way as other 
customers.  To ensure support for and compliance with the Accessibility for 
Ontarians with Disabilities Act, 2005 (AODA) and relevant regulations, the Town 
of Newmarket will make reasonable efforts to ensure that it provides accessible 
customer service to people with various kinds of disabilities and respects the 
core principles of independence, dignity, integration and equal opportunity, as 
defined herein.  
Definitions 
 
Taken from the Guide to the Accessibility Standards for Customer Service, 
Ontario Regulation 429/07 
 
Assistive Device – means an auxiliary aid such as communication aid, cognition 
aid, personal mobility aid and medical aid (i.e. canes, crutches, wheelchairs, or 
hearing aids etc.) to access and benefit from the goods and services offered by 
the Town of Newmarket. 
 

http://www.search.e-laws.gov.on.ca/en/isysquery/a810c8a4-a4b1-48a4-8a16-0316271b4450/1/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/a810c8a4-a4b1-48a4-8a16-0316271b4450/1/frame/?search=browseStatutes&context=
http://www.accesson.ca/NR/rdonlyres/FEE69AC5-45FA-4DDF-88FD-F6309550C3C8/4644/Guide_to_the_Accessibility_Standards_for_CS_EN.pdf
http://www.accesson.ca/NR/rdonlyres/FEE69AC5-45FA-4DDF-88FD-F6309550C3C8/4644/Guide_to_the_Accessibility_Standards_for_CS_EN.pdf
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Barrier - means anything that prevents a person with a disability from fully 
participating in all aspects of society because of the disability. Barriers may 
include a physical, architectural and attitudinal barrier as well as an information 
or communication barrier, technological barriers, a policy, procedure or a 
practice. 
 
Disability -  means any degree of physical disability including, but not limited to, 
diabetes, epilepsy, brain injury, paralysis, amputation, lack of coordination,  
blindness or visual impediment, deafness or hearing impediment, muteness or 
speech impediment, physical reliance on a guide dog, other animal, wheelchair 
or other remedial appliance or device; mental impairment or developmental 
disability; learning disability or dysfunction in understanding or using symbols or 
spoken language; mental disorder; or injury for which benefits were claimed or 
received under the Workplace Safety and Insurance Act, 1997. 
 
Guide Dog or Service Animal - a “guide dog” means a guide dog as defined in 
section 1 of the Blind Persons’ Rights Act.   
 
For the purpose of this policy, an animal is a service animal of a person with a 
disability if: 
 a)  it is readily apparent that the animal is used by the person for reasons 

relating to his or her disability: or 
 b) the person provides a letter from a physician or nurse confirming that the 

person requires the animal for reasons relating to the disability.  
 

 Legislation - for the purpose of this policy, refers to the Accessibility for 
Ontarians Disability Act (AODA) and Ontario Regulation 429/07, Accessibility 
Standards for Customer Service. 
 
Support Person – means in relation to a person with a disability, another person 
who accompanies him or her in order to help with communication, mobility, 
personal care or medical needs or with access to goods or services.  
 
A support person may be a paid support worker, a volunteer, a friend or a family 
member; the support person does not need to have special training or 
qualifications. 
 
Principles 
 
Dignity – service is provided in a way that allows the person with a disability to 
maintain self-respect and the respect of other people. 
 
Equal Opportunity – service is provided to a person with a disability in such a 
way that they have an opportunity to access Town goods or services equal to 
that given to others.  
 

http://www.search.e-laws.gov.on.ca/en/isysquery/6e5ce097-477c-4631-b89d-19f05537ce71/3/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/f15cd9f6-fbc2-4508-b4e9-b82e10dd2ef3/1/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/f15cd9f6-fbc2-4508-b4e9-b82e10dd2ef3/1/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/f15cd9f6-fbc2-4508-b4e9-b82e10dd2ef3/1/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/1/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/1/frame/?search=browseStatutes&context=
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Independence – when a person with a disability has the freedom to do things on 
their own without unnecessary help or interference from others. 
 
Integration – service is provided in a way that allows the person with a disability 
to benefit from the same services, in the same place and in the same or similar 
way as other customers, unless an alternate measure is necessary to enable a 
person with a disability to access goods or services.   
 
Policy Provisions 
 
Accessible Customer Service: 
 
The Town of Newmarket shall make reasonable efforts to ensure that its policies, 
procedures and practices as amended from time to time are consistent with the 
following principles by establishing a set of Guidelines in support of this policy.  
 
a) The goods or services shall be provided in a manner that respects the 

dignity and independence of persons with disabilities. 
b) The provision of goods or services to persons with disabilities and others 

shall be integrated unless an alternate measure is necessary, whether 
temporarily or on a permanent basis, to enable a person with a disability to 
obtain, use or benefit from the goods or services. 

c) Persons with a disability shall be given an opportunity equal to that given 
to others to obtain, use and benefit from the goods or services. 

 
Assistive Devices: 
 
The Town of Newmarket permits a person with a disability to use and keep with 
them their own personal assistive devices to obtain, use or benefit from the 
goods or services offered by the Town of Newmarket. 
 
Where Town owned assistive devices are available, appropriate staff within the 
applicable department will be knowledgeable of the presence and trained in the 
use of the assistive devices. Staff will be available to assist with the Town owned 
assistive devices if requested for use by an individual. 
 
Communication: 
 
When acting on behalf of The Town of Newmarket and communicating with a 
person with a disability, do so in a manner that takes into account the person’s 
disability.   
 
Service Animals and Support Persons: 
 
The Town of Newmarket shall permit a person with disability, who requires to be 
accompanied by a support person into all Town premises that are owned or 
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operated public facilities.  Both persons are permitted to enter the premises 
together and the person with a disability will have access to their support person. 
 
A support person, when assisting a person with a disability to obtain, use or 
benefit from the Town’s goods and/or services, will be permitted to attend at no 
charge where an admission fee is applicable. 
 
The Town of Newmarket shall permit a person with a disability to be 
accompanied by a guide dog or other service animal into all Town of Newmarket 
owned and operated public facilities and will ensure that the person is permitted 
to keep the animal with him or her unless the animal is otherwise excluded by 
law.  
 
If the service animal is excluded by law from the facility, the Town of Newmarket 
will ensure that other measures are available to enable the person with a 
disability to obtain, use or benefit from the Town of Newmarket’s goods and 
services. 
 
Notice of Temporary Disruption: 
 
Public Notice of Service Disruption as per Appendix A or B, as amended from 
time to time shall be provided when facilities or services that people with 
disabilities usually use to access Town of Newmarket goods or services are 
temporarily unavailable or if the goods or service are expected in the near future 
to be temporarily unavailable, in whole or in part. 
 
The Notice must include the following information: 

a) The reason for and information about the disruption 
b) Anticipated duration 
c) Description of alternative facilities or services, if available 
d) Contact information 

 
Notice may be given by posting information in a conspicuous place on the 
premises, on the Town’s website or any other such method as is reasonable in 
the circumstances. 
 
Training: 
 
The Town of Newmarket shall ensure the following persons will or have received 
training regarding the provision of its goods and services to persons with 
disabilities. 
 

1) Every person who deals with members of the public or other third parties 
on behalf of the Town, whether the person does so as an employee, 
agent, volunteer or otherwise. 
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2) Every person who participates in developing the Town’s policies, practices 
and procedures governing the provision of goods or services to members 
of the public or other third parties. 

 
The training shall include but is not limited to the following: 
 

1) Review of the purpose of the Accessibility for Ontarians with Disabilities 
Act, 2005 (AODA) and requirements of Ontario Regulation 429/07 
Accessibility Standards for Customer Service; 

2) Instruction on how to interact and communicate with people with various 
types of disabilities; 

3) Instruction on how to interact with persons with disabilities who use 
assistive devices or require the assistance of a guide dog, other service 
animal or support person; 

4) Instruction on how to use equipment or devices available at Town 
premises or that are otherwise provided by the Town, that may help 
persons with disabilities access Town services, such as TTY telephones, 
elevators, lifts, accessible interactive kiosks, listening devices or other 
technology; and 

5) Instruction on what to do if a person with a disability is having difficulty 
accessing the Town of Newmarket’s services. 

 
Training shall be provided to each person as soon as practicable and training 
records shall be maintained as appropriate to ensure compliance with the 
legislation. 
 
Training shall be provided on an ongoing basis in connection with changes to the 
policy and supporting procedures and practices governing the provision of goods 
or services to a person with a disability. 
 
Departments utilizing the services of volunteers or other third parties are 
responsible for ensuring they have received training according to the legislation 
and for maintaining training records unless the services are secured through 
Purchasing and/or Office Services. 
 
Third parties or contractors upon award of an RFP or tender process must verify 
training has been received as it relates to the legislation prior to commencement 
of work. 
 
Feedback: 
 
The Town of Newmarket has a process for receiving and responding to feedback 
regarding the manner in which the Town provides goods or services to persons 
with disabilities and shall make information about the process readily available to 
the public. 
 

http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/7/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/7/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/1/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/1/frame/?search=browseStatutes&context=
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The feedback process shall permit persons to provide feedback in person, by 
telephone, in writing, by email, online, on disk or by other method. 
 
Notice of Availability of Documents: 
 
The Town shall provide notice that upon request the Town will provide a copy of 
this policy and supporting procedures and practices required under Ontario 
Regulation 429/07, Accessibility Standards for Customer Service to any person. 
 
Format of Documents: 
 
Should the Town be required to provide a person with a disability with a 
document, or information contained in the document, the Town will give the 
person the document or information contained in the document, in a format that 
takes into account the person’s disability.  
 
If the document is required in a different format, staff will discuss what options 
are available to the individual and then agree upon the format the Town will 
provide. 
 
Accountability   
 
All staff of the Town of Newmarket shall use due diligence to ensure the 
Corporation complies with legislation by acting in accordance with the provisions 
of this policy and the supporting procedures and practices. 

Responsibilities 

Responsibilities of Management: 

• Educate employees and ensure compliance with all aspects of the policy. 
• Demonstrate behaviours that are consistent with the policy. 
• Provide support and guidance to staff members in fulfilling the policy. 
• Ensure all staff are trained according to the requirements of the legislation. 
• When aware of areas of non-compliance ensure appropriate action is taken. 

Responsibilities of the Clerk’s Department: 

• Complete and file the annual accessibility report as required by the 
legislation.  

Responsibilities of Employees: 

• Comply with all aspects of the policy. 
• Demonstrate behaviours that are consistent with the policy. 
• Participate fully in training as it relates to this policy. 

http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/7/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/7/frame/?search=browseStatutes&context=
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• When aware of areas of non-compliance ensure supervisor or manager is 
notified.  

Exclusions 
 
This Policy shall not apply during any period where an emergency has been 
declared by the head of Council. 
 
Cross-References: 
 
Guide to the Accessibility Standards for Customer Service, Ontario 
Regulation 429/07 
 
Compliance Manual: Accessibility Standards for Customer Service, Ontario 
Regulation 429/07 
 
AccessOn: www.accesson.ca  
 
Town of Newmarket - Procedures to Accessible Customer Service Policy 
 
Town of Newmarket Accessibility Plan  
 
Notice Policy – Policy No. CORP. 1-02 

http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/7/frame/?search=browseStatutes&context=
http://www.search.e-laws.gov.on.ca/en/isysquery/94164e6c-b143-4391-9364-e163886c09d4/7/frame/?search=browseStatutes&context=
http://www.accesson.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/compliance_guidelines.htm
http://www.accesson.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/compliance_guidelines.htm
http://www.accesson.ca/
http://www.newmarket.ca/userfiles/HTML/nts_1_5425_1.html
http://toni/policy/CORP-01-02.pdf


Corporate Procedures to Accessibility Standards for 

Customer Service 


Policy Statement &Strategic Plan Linkages 

Through the establishment of the Accessibility Standards for Customer Service 

policy and supporting procedures and practices that respect the dignity and 

independence of persons with disabilities, the Town of Newmarket is reflecting its 


-commitment _to- -sound _ gov:emaoce, _ accouniabJlity _a_nd _focu~- _ p_n_ _ ~~r:.vic;e__________ _ 
excellence in fulfilling its vision of being Well Beyond the Ordinary. 

Purpose 

The Town of Newmarket is committed to giving people with disabilities the same 

opportunity to access Town goods and services and allowing them to benefit 

from the same services, in the same place and in a similar way as other 

customers. To ensure support for and compliance with the Ontarians with 

Disabilities Act, 2005 (AODA) and relevant regulations, the Town of Newmarket 

will make reasonable efforts to ensure that it provides accessible customer 

service to people with various kinds of disabilities and respects the core 

principles of independence, dignity, integration and equal opportunity, as defined 

herein. 


Procedures 

Accessible Customer Service 

The Town of Newmarket shall make reasonable efforts to ensure that its policies, 
procedures and practices as amended from time to time are consistent with the 
following principles by establishing a set of procedures in support of this policy: 

a) 	 The goods or services will be provided in a manner that respects the 

dignity and independence of persons with disabilities. 


b) 	 The provision of goods or services to persons with disabilities and others 

must be integrated unless an alternate measure is necessary, whether 

temporarily or on a permanent basis, to enable a person with a disability to 

obtain, use or benefit from the goods or services. 


c) 	 Persons with disabilities must be given an opportunity equal to that given · 

to others to obtain, use and benefit from the goods or services. 


Corporate Policy Manual Page 1 of 12 
Section: Corporate and Financial Services Policy No. CORP 
Updated - September 23; 2011 



Assistive Devices 

The Town of Newmarket permits persons with disabilities to use and keep with 
them their own personal assistive devices to obtain, use or benefit from the 
goods or services offered by the Town of Newmarket. 

Where Town owned assistive devices are available, appropriate staff within the 
applicable department will be knowledgeable of the presence and trained in the 
use of the assistive devices. Staff will be available to assist with the Town owned 

- - - -assistive-devices ifreq1;1ested-for-use-by an individual. -- -- - - - - -'- - _ -- __ _ _ 

Each department will maintain a list of assistive devices available within the 
department and will review it from time to time. 

A person with a disability may use an assistive device such as, but not limited to, 
wheelchairs, walkers, white canes used by people who are blind or who have low 
vision, note taking devices, portable magnifiers, recording machines, assistive 
listening devices, personal oxygen tanks and devices for grasping. 

When interacting with a person with a disability who may use one or more 
assistive device: 

o 	 Ensure that the person is permitted to enter the premises with the device 
and to use the device to access goods or services. 

o 	 Ensure that persons with disabilities are aware of assistive devices 
available on the Town of Newmarket premises. 

o 	 Offer an assistive device in a manner that respects the person's dignity 
and independence. 

o 	 Do not lean or reach over an assistive device. 
o 	 Remove potential barriers to the use of assistive devices where possible. 

Communication 

When acting on behalf of the Town of Newmarket and communicating with a 
person with a disability do so in a manner that takes into account the person's 
disability. 

Should the Town of Newmarket be requested to provide a person with a disability 
a public document or information, the Town of Newmarket will take into 
consideration the communication needs of the person with a disability and 
provide the information to the person with a disability in a format that is agreed 
upon. 

In-house printed material and publications produced on behalf of the Corporation 
of the Town of Newmarket should contain a note indicating "alternative formats 
are available upon request" and include the relevant contact information. 
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In-house printing and publications produced on behalf of the Corporation of the 
Town of Newmarket, where possible, should adhere to the CNIB's Clear Print 
Standards. The Standards are available at: 
http://www.cnib.ca/en/services/accessibilities/resources/clearprint/Default.aspx 

If one form ,or method of communication cannot be used by a person with a 
disability, he/she may be able to use another form or method, or a combination. 

When communicating with a person with a disability ensure you confirm with 
him/her to -erisLire they- ontlerstand the information being- presented~ - - - - - - - - - - - - -

Each table below defines a specific category of disability and outlines some 
communication tips to help provide service to customers. 

­

Vision Disabilities: 
Definition: 

• 	 A vision disability reduces a • 	 Don't assume your customer can't 
person's ability to see clearly. see you. 

• 	 It may restrict a person's ability to • 	 Speak normally and directly to 
read signs, locate landmarks or customer. 
see hazards. • 	 Offer your elbow to guide. 

• 	 Most individuals who are legally -• 	 If they accept, walk slowly, wait for 
blind have some remaining vision permission. 
very few are totally blind. • 	 Identify landmarks. 

• 	 May use a guide dog or white • 	 Be precise and descriptive with 
cane. information. 

• 	 May need to view written • 	 Don't walk away without saying 
documents in large print, or with goodbye 
help of a magnifier. • 	 Be patient, interactions may take 

Ion er. 

­

Hearin Disabilities: 
Definition: . 

• 	 A person with a hearing loss may • 	 Attract the customer's attention 
be deaf or hard of hearing. before speaking - gentle touch on 

• 	 Like other disabilities, hearing loss the shoulder or wave of your hand. 
has a wide variety of degrees. • 	 Look at and speak directly to the 

• 	 A person with a hearing impairment person. 
may require assistive device when • 	 May have to use pen and paper to 
communicating. communicate. 

• 	 Speak clearly; keep hands away 
from your face. 

• 	 Reduce back round noise. 

Corporate Policy Manual Page 3 of 12 
Section: Corporate and Financial Services Policy No. CORP 
Updated - September 23, 2011 

http://www.cnib.ca/en/services/accessibilities/resources/clearprint/Default.aspx


-- ------ - -------- ·- -- --~-- ----- -----·--· 

• 	 May restrict a person in the • Speak directly to the person. 
following ways: • Ask before you help. 

o Control or speed of movements • Don't touch assistive devices, 
o Coordination and balance 	 including wheelchairs 
o Ability to grasp some objects unnecessarily unless it is an 
o Ability to walk long distances emergency. 

o-Aoility_fo_ sit-or stana-foY -- - - - - - - - - - - -~ - bon'fle-ave the- person-fr,- an­

prolonged periods 	 awkward, dangerous or undignified 
• 	 Can be present at birth, result from position. 

disease, injury or be temporary. 

---------~---­

Intellectual of Develo mental Disabilities: 

• 	 Intellectual development and • Don't assume what a person can or 
capacity that is below average. cannot do. 

• 	 Can mildly or profoundly limit ability • Use plain language. 
to learn, communicate, do • Take your time, be patient 
everyday activities and live • Ask: "Do you understand this?" 
independently. • Provide one piece of information at 

• 	 May be an invisible disability. a time. 
• 	 They may understand you more • If you can't understand what is 

than you know. 	 being said, don't pretend. Just ask 
again. 

Learnin Disabilities: 
Definition: 

• People with learning disabilities • 	 Take your time, be patient it may 
have average or above-average take a little more time for the 
intelligence, but take in information, person to understand and respond. 
retain it, and express knowledge in • 	 Provide information in a way that 
different ways. works for your customer (i.e. pen 

• May affect language based and paper) 
learning, mathematics, and/or • 	 Speak normally, clearly and directly 
writing, fine motor skills. to your customer. 

• 	 Be prepared to explain the 
information ou rovide. 
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Mental Health Disabilities: 

• 	 Mental health disabilities include a • Treat the customer with the same 
range of disorders however there level of respect and consideration. 
are three main types of mental • Be confident and reassuring. 
health disabilities - anxiety, mood, • If the customer is in crisis, ask how 
behavioural. best to help. 

• 	 A person with a mental health • Take the customer seriously. 
disability can look like anyone else; • Don't take things personally. 

- - - -you-may not-know that a- person - - - - - - -- -- - -- - - - - -- - - - - - - - - - - - - -- -- - ­

has a mental health disability 

unless ou are informed of it. 


'.Definition: 
• 	 May have problems • Don't make assumptions. 

communicating. • 	 Give whatever time they need to 
• 	 May be difficult to pronounce get their point across. 

words, slurring or stuttering. • 	 Ask questions that can be 
• 	 May use communication boards or answered 'yes' or 'no', if possible. 

other assistive devices. • 	 Don't interrupt or finish your 
customer's sentences. 

• 	 Say: " I don't understand, can you 
lease re eat that?" 

• Cannot see or hear to some extent, • 	 Speak directly to your customer, 
this results in greater difficulties in not to the intervenor. 
accessing information and • 	 Identify yourself to the intervenor. 
managing daily activities. • 	 A customer who is deafblind may 

• Many will be accompanied by an have a card or note explaining how 
Intervenor, a professional who to communicate with them. 
hel s with communicatin . 

Corporate Policy Manual Page 5 of 12 
Section: Corporate and Financial Services Policy No. CORP 
Updated - September 23, 2011 



- - - - - - - - - -- - - - - - - - - - - - - - - - - - - -

Support Persons 

The Town of Newmarket shall permit a person with a disability, who requires, to 

be accompanied by a support person, into all Town premises that are owned or 

operated public facilities. Both persons are permitted to enter the premises 

together and the person with a disability will have access to their support person. 


Staff will direct all communication to the person directly and not the support 

person, unless instructed to do so. 


- - - - - - - - - - - - - - - - ·- - - - - - - - - - - - - - - - -- - - - - - ­

Any confidential information such as tax information, personal information etc. 
that is discussed in the presence of a support person will be identified as such 
prior to the information being released and the person with the disability will 
determine if the information can be released in the presence of the support 
person. 

In some incidences where confidentiality is important because of the nature of 
the information being discussed, the support person may be required to sign a 
confidentiality agreement. 

The Town of Newmarket may require a person with a disability to be 
accompanied by a support person when accessing goods and services, but only 
if a support person is necessary to protect the health or safety of the person with 
a disability or the health and safety of others on the premises. Persons with a 
disability are free to accept a reasonable risk of injury to them just as others do. 

A support person, when assisting a person with a disability to obtain, use or 
benefit from the Town's goods and/or services, will be permitted to attend at no 
charge where an admission fee is applicable. 

Service Animals 

The Town of Newmarket shall permit a person with a disability to be 
accompanied by a guide dog or other service animal into all Town of Newmarket 
owned and operated public facilities and will ensure that the person is permitted 
to keep the animal with him or her unless the animal is otherwise excluded by 
law. 

For the purpose of these Guidelines and in support of the Corporate Accessibility 
Standards for Customer Service Policy a service animal for a person with a 
disability if: 

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

b) the person provides a letter from a physician or nurse confirming that the 
person requires the animal for reasons relating to the disability. 
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-- -- - -----------------·-------~ -------·----------·-··--·- --~-------- -- ------ ------------------·---------­

If the service animal is excluded by law, i.e. where food is prepared, the Town of 
Newmarket will ensure that other measures are available to enable the person 
with a disability to obtain, use or benefit from the Town of Newmarket's goods 
and services. · 

Where a service animal is excluded by law from the premises, the reason why 
the animal is excluded shall be explained to the person with a disability. 

- -Town- of-1'\Jewrtfarker staff -may -request- t:r -1etter ·from-·a- physician- ~or -nurse- - -- - - -
confirming the person who requires the assistance of a service animal or guide 
dog to validate that the animal is as defined above by producing a certificate. 

The guide dog or service animal must be in the care and control of the person 
with a disability while accessing goods and services at the Town of Newmarket. 

Staff will not touch, handle, feed or speak to the guide dog or service animal. 

If the Town of Newmarket is providing ongoing services to a person with a 
service animal or in other special circumstances the Town of Newmarket may 
request to maintain a copy of the letter. A copy of the letter should only be kept 
when necessary and only for as long as necessary. Collection of this information 
must adhere to all privacy and protection acts. 

- - - - - - - - - - ­

Notice of Service Disruption 

Public Notice of Service Disruptions as per Appendix A or B shall be provided 
when facilities or services that people with disabilities usually use to access 
Town of Newmarket goods or services are temporarily unavailable or if the goods 
or service are expected in the near future to be temporarily unavailable, in whole 
or in part.· 

The Notice must include the following information: 
a) The reason for and information about the disruption 
b) Anticipated duration 
c) Description of alternative facilities or services, if available 
d) Contact information 

When a disruption is known in advance or planned, a Notice of Disruption of 
Service will be posted 2 weeks prior to a service disruption whenever possible. 
Unexpected disruptions in service shall be posted as soon as possible. 

Notices may be given by posting the information in a conspicuous place on the 
premises, on the Town's website or any other such method as is reasonable in 
the circumstances, for example: 
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a) 	 On the Town of Newmarket owned, leased or operated buildings or 
property, on the front doors. 

b) 	 In the local newspaper 
c) 	 After hours service line 
d) 	 LED Display Boards where appropriate 
e) 	 VoiQemail where appropriate 
f) 	 Or by other method as appropriate 

Each department will appoint a designated person and back up person to be 
- - --responsible for-pesting-and-maintainingthe-notice-ot servicedisr:uption.'- ___________

Notices and signages that are written will take into consideration the Clear 
Print Accessibility Guidelines from the CNIB , available at: 
http://www.cnib.ca/en/services/accessibilities/resources/clearprint/Default.aspx 

All service disruption notifications will be logged and recorded with the details of 
the service disruption and when the disruption was rectified. The department 
appointed person and/or backup person shall be responsible for mainta'ining the 
record. 

Refer to Appendix A and B for sample Notice of Service Disruption Forms. 

- -- -- -- - _____ _ 

Training 

The Town of Newmarket shall ensure that the following persons will or have 
received training regarding the provision of its goods and services to persons 
with disabilities. 

1) 	 Every person who deals with members of the public or other third parties 
on behalf of the Town of Newmarket, whether the person does so as an 
employee, agent, volunteer or otherwise. 

2) 	 Every person who participates in developing the Town of Newmarket's 
polices practices and procedures governing the provision of goods or 
services to members of the public or other third parties. 

The training shall include but is not limited to the following: 

1) 	 Review of the purpose of the Accessibility for Ontarians Disabilities 
Act, 2005 (AODA) and requirements of the Accessibility Standards for 
Customer Service Ontario Regulation 429/07; 

2) 	 Instructions on how to interact and communicate with people with 
various types of disabilities; 

3) 	 Instruction on how to interact with people with disabilities who use 
assistive devices or require the assistance of a guide dog, other 
service animal or support person; 
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--- ----------·--·­

4) 	 Instruction on how to use equipment or devices available at Town 
premises or that you otherwise provide, that may help people with 
disabilities access our services, such as TTY. telephones, elevators, 
lifts, accessible interactive kiosks, listening devices or other 
technology; and 

5) 	 Instruction on what to do if a person with a disability is having difficulty 
accessing the Town of Newmarket's services. 

Training shall be provided to each person as soon as practicable and training 
--recofcfs-sfialr-5e-maintainea--a:s-appropriate-ro -ensare -compliarrcE:r -with- -the- --

legislation. 

Training shall be provided on an ongoing basis in connection with changes to the 
policy and supporting procedures and practices governing the provision of goods 
or services to a person with a disability. 

The Human Resources Department will record the content of the training 
provided, the name of the person, number of persons trained, location and date 
the training was completed for all employees. 

Departments utilizing the services of volunteers or other third parties are 
responsible for ensuring they have received training according to the legislation 
and for maintaining training records unless the services are secured through 
Purchasing and/or Office Services. 

Third parties or contractors upon award of an RFP or tender process must verify 
training has been received as it relates to the legislation prior to commencement 
of work. 

New employees will be trained on the Accessibility Standards for Customer 
Service as indicated in the AODA as part of their orientation package or as soon 
as practicable in the case of a new employee or if an employee changes 
positions. 

Training must be provided as soon as practicable, to affected individuals if the . 
Town of Newmarket's polices, procedures or practices change in connection with 
the provision of goods or services to people with disabilities. 

, 	
' --- - -------- --­
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Feedback Process 

The Town of Newmarket has a process for receiving and responding to feedback 
regarding the manner in which the Town of Newmarket provides goods or 
services to persons with disabilities and shall make information about the · 
process readily available to the public. 

The feedback process will permit persons to provide feedback in person, by 

telephone, in writing, by email, online, on disk or by other method. Feedback will 

also r,-e-re-ceivea-cfn-tne-comm-ent e·ard·s·p-rovide·d-within-e·ach-C·o·mmis·sion·.- ----- --

Comment cards are to be posted in conspicuous locations throughout the 
organization. The comment cards are directed to the appropriate Commissioner 
and accessibility issues are forwarded to the Manager of Customer Services for 
follow-up. 

Under the following conditions staff will complete the form for the person who is 
providing the feedback: 

1) Feedback is from a person who is unable to provide written information 
due to their disability. 

2) Feedback is received over the telephone. 

Staff will repeat back the information taken to the person providing the feedback 
to ensure it has been accurately recorded. 

When a complaint regarding the accessibility of goods or services within the 
Town of Newmarket is received for response the complaint will be forwarded to 
the Manager of Customer Services. 

The Manager of Customer Services will respond within 14 business days to the 
person and will include what actions will be taken to address and or improve the 
area of concern. The response could be in written format such as a letter or 
email or verbal such as in person or over the telephone or alternative method as 
appropriate. 

--- ·-- -- - ------ - ---- ---- --- -­

Notice of Availability 

The Town shall provide notice that upon request the Town will provide a copy of 
this policy and supporting procedures and practices required under Ontario 
Regulation 429/07 Accessibility Standards for Customer Service to any person. 
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• 	 Town policies, procedures and practices ·on the prov1s1on of goods or 
services to persons with disabilities - this includes the use of personal 
assistive devices by persons with disabilities to access Town goods or 
services. 

• 	 Service animals and support persons - this refers to the entry of service 
animals and support persons to those areas of the premises that are 
owned or operated by the Town, where such are open to the public. 

• Notice of temporary disruption - this includes the steps that will be taken 
___ in connection with a temporary planned or unexpected disruption to 

facilities or services that persons-witn-aisa5ilities--u-sua11rosef-to access __
Town goods or services. 

• 	 Training - provides description of the Town's training on accessible 
customer service. 

• 	 Feedback Process- includes a description of the process for receiving and 
responding to feedback on the manner in which the Town provides goods 
or services to people with disabilities 

______________
_____________ _ 

Format of Documents 

Should the Town of Newmarket be required to provide a person with a disability 
with a document, or information contained in the document, the Town will give 
the person the document or information contained in the document, in a format 
that takes into account the person's disability. 

If the document is required in a different format, staff will discuss what options 
are available to the individual and then agree upon the format the Town will 
provide 

The timeframe attached to the conversion process varies depending on the 
media chosen, the size, complexity and quantity of documents to be converted. 
Documents shall be returned in a timely manner depending on the factors 
previously noted. 

Conversion shall be processed in-house whenever possible. When a member of 
the public requests a piece of Town documentation in an alternate format the 
department of origin shall be responsible for the cost of the conversion, materials 

· and distribution, not the public requester. 
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Contact: 

For more information about this policy, procedures and practices or questions 
related to accessibility at the Town of Newmarket, please contact: 

Town Clerk 

395 Mulock Drive 

Newmarket, ON 

L3Y 4X7 

5-895-51-93-ext. 2202 -- ---------~ ----------- --- ---- --------------·--------

Cross-References: 

Guide to the Accessibility Standards for Customer Service, Ontario 
Regulation 429/07 

\ 

Compliance Manual: Accessibility Standards for Customer Service, Ontario 
Regulation 429/07 

ccessOn: www.accesson.ca 

own of Newmarket Accessibility Standards for Customer Service Policy 

own of Newmarket Accessibility Plan 

Notice Policy 

~ -- ~ --- - ----90 ~---- ~--------­
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Town of Newmarket 
Notice of Service Disruption 

 
There will be a scheduled service disruption at the______.  

The disruption will be from _______ until ________. 

The disruption includes: 

• _________(ex. repairs to showers, automatic doors out of 
order, computer systems down, sold out of green bins 
etc. ) 

• (List reason for the disruption in service) 
 
The following facilities or alternative services are able to 
assist you with the above: (list alternative facilities or access 
to service)  
 

 

On behalf of the Town of Newmarket, thank you for your 
patience in this matter. 
 

Name 
Position 
Contact Information 

 



 
 

 
 

Town of  Newmarket  
Notice of Service Disruption  

 
There will be a scheduled service disruption at the 


____________________________________. 
 

The disruption will be from __________ until ____________.
  

The disruption includes: 
 

•  ____________________________________________  
 
•  ____________________________________________  

 
The following facilities or alternative services are able to 
assist you with the above:  
 

 

On behalf of the Town of Newmarket, thank  you for  your 
 
patience in this matter.
  
 

Name:
  
Contact Information: 




Appendix B (1)· .· 


Town of Newmarket 

----,----------­

Notice of Service Disruption 

There is currently an unexpected service disruption at the 

The estimated disruption will be from. until 

The disruption includes: 

• 	 ( ex. repairs to showers, automatic doors out of 
order, computer systems down, sold out of green bins 
etc.) 

• (List reason for disruption) 

The following facilities or alternative services are able to 
assist you with the above: (list alternative facilities or access 
to service) 

On behalf of the Town of Newmarket, thank you for your 
patience in this matter. 

Name 

Position 

Contact Information 


-------



                                                 

 

                                                        

  
 
 

 

Town of Newmarket 
Notice of Service Disruption 

 
There is currently an unexpected service disruption at the 

______________________________________________.   

The estimated disruption will be from ___________ until 

_________________. 

The disruption includes: 

• ____________________________________________ 
 

• ____________________________________________ 
 
The following facilities or alternative services are able to 
assist you with the above:  
 

 

 

On behalf of the Town of Newmarket, thank you for your 
patience in this matter. 
 
 
Name: 
Contact Information: 



 
 

 
 

Town of  Newmarket  
Notice of Service Disruption  

 
There will be a scheduled service disruption at the______.  

The disruption will be from _______ until ________. 

The disruption includes:  

• 	 _________(ex. repairs to showers, automatic doors out of 
order, computer  systems down, sold out of green bins  
etc. )  
• 	 (List reason for the disruption in service)  

 
The following facilities or alternative services are able to 
assist you with the above: (list alternative facilities or access  
to service)   
 

 

On behalf of the Town of Newmarket, thank  you for  your  
patience in this matter.  
 

Name  
Position  
Contact Information 



 
 

 
 

  Town of Newmarket 
Notice of Service Disruption  

 
There will be a scheduled service disruption at the 


____________________________________. 
 

The disruption will be from __________ until ____________.
  

The disruption includes: 
 

•  ____________________________________________  
 
•  ____________________________________________  

 
The following facilities or alternative services are able to 
assist you with the above:  
 

 

On behalf of the Town of Newmarket, thank  you for  your 
 
patience in this matter.
  
 

Name:
  
Contact Information: 




                                                                                                          

   
 
 

 

Town of  Newmarket 
 
Notice of Service Disruption 
 

 
There is currently an unexpected service disruption at the  

______.  The es timated di sruption will be from  _______ until  

________.  

The disruption i ncludes:  

• 	 _________(ex. repairs to showers, automatic doors out of 
order, computer  systems down, sold out of green bins  
etc. )  
• 	 (List reason for  disruption)  

 
The following facilities or  alternative  services  are  able to 
assist you  with the above: (list alternative fac ilities or access  
to service)   
 

 

On behalf of the Town of Newmarket, thank  you for  your  
patience in this matter.  
 
Name  
Position  
Contact Information  
 



                                                                                                         

   
 
 

 

Town of  Newmarket 
 
Notice of Service Disruption 
 

 
There is currently an unexpected service disruption at the
  

______________________________________________.  
 

The  estimated di sruption will be from ___________ unti l
  

_________________.
  

The  disruption includes: 
 

•  ____________________________________________  
 
•  ____________________________________________  

 
The following facilities or  alternative  services  are  able to 
assist you  with the above:  
 

 

 

On behalf of the Town of Newmarket, thank  you for  your 
 
patience in this matter.
  
 
 
Name:
  
Contact Information: 
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