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Policy Statement 

Fred Victor is committed to provide programs and services in a manner that respects the dignity and 

independence of people with disabilities. Fred Victor is committed to ensure that users of service with 

disabilities have the same opportunity to access our programs and services with the same quality and 

timelines and in the same place as others do, wherever possible.  Reasonable efforts are made to ensure 

that services offered by Fred Victor are provided in such a way that the key principles of dignity, 

independence, integration and equality of opportunity are respected. 

Whether a person’s disability is apparent or not, everyone is treated with courtesy, made to feel welcome, 

and have their need for accommodation respected whenever they interact with a Fred Victor program or 

service, its staff, board, trainees, students, volunteers, contractors, consultants and others working on 

behalf of Fred Victor and who interact with users of service and visitors. 

Fred Victor supports the full inclusion of people with disabilities in all our programs and services as set 

out in the Canadian Charter of Rights and Freedoms, Ontario Human Rights Code, The Ontarians with 

Disabilities Act (ODA), 2001 and the Accessibility of Ontarians with Disabilities Act (AODA), 2005. 

Purpose 

The purpose of this policy is to: 

1. Convey the organization’s commitment to providing programs and services that are accessible to 

people with disabilities; 

2. Ensure that individuals are aware of and understand that Fred Victor will not tolerate acts that 

disrespect people with disabilities and/or denies them service and will take necessary action 

should they occur; and 

3. Ensure that individuals are aware of the available recourse (feedback and/or complaint) if they 

are subjected to, or become aware of, situations that disrespect people with disabilities and/or 

denies them service. 

Commitment 

Fred Victor is committed to: 

1. Ensure that this policy is adhered to; 

2. Promoting the policy throughout the organization and providing training and education to staff, 

board, trainees, students and volunteers; 



3. Require contractors, consultants, partner agencies and others working on behalf of Fred Victor 

and who interact with users of service and visitors to ensure their staff has the appropriate 

training; 

4. Ensure the policy is available to anyone who has an interest in Fred Victor. A notice is posted 

stating Fred Victor’s Accessibility Policy is available upon request; 

5. Strive to provide this policy in formats that consider disabilities and will work with users of service 

to develop options; 

6. Ensure appropriate referrals to external services when Fred Victor sites are not accessible; 

7. Respond to feedback and investigate complaints in an objective and timely manner; and 

8. Take the appropriate action to address the identified issue. 

Scope  

This policy applies to Fred Victor staff, board, trainees, students, volunteers, partner agencies, 

contractors, consultants and others working on behalf of Fred Victor and who interact with users of 

service and visitors. 

Training 

All Fred Victor staff, board, trainees, students, volunteers and those who deal with users of service on 

behalf of Fred Victor will receive Accessibility Awareness Training within three months of beginning their 

duties.  The Senior Manager or Director of the program is responsible to ensure that the training occurs. 

Fred Victor will provide training on: 

 The Accessibilities of Ontarians with Disabilities Act, 2005 and the requirements of the 
Accessibility Standards for Customer Service; 

 Fred Victor’s policies, practices and procedures relating to the provision of programs or services 
to people with disabilities; 

 How to interact and communicate with persons with various types of disabilities; 

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

 How to use the equipment and/or devices that Fred Victor makes available on its premises to 
assist people with disabilities; and 

 What to do if a person with a disability is having difficulty in accessing Fred Victor’s programs and 
services; 
 

Ongoing training occurs on an as needed basis when changes are made to these policies, practices, and 

procedures. 

Contractors, consultants and partner agencies providing services on behalf of Fred Victor to users of 

service are required to confirm their staff has the appropriate training.   

Fred Victor maintains training records including the type & date of training and the names of the people 

who attended the training. 

Assistive Devices 

Fred Victor allows people to use their personal assistive devices to access our programs and services, 

wherever possible. 



Fred Victor informs users of service and visitors with disabilities about the personal assistive devices 

available for their use on our premises. 

Service Animals 

People with disabilities may bring their service animals onto Fred Victor premises that are open to users 

of service and visitors except in areas that are prohibited by law.  For prohibited areas, Fred Victor 

suggests appropriate alternatives and provide assistance. 

It is the responsibility of the owner to ensure her/his service animal is kept in control at all times.  Fred 

Victor provides assistance to people with disabilities who are accompanied by a service animal when they 

request help with their animal if it is safe and reasonable to do so. 

Support Persons 

People with disabilities may bring a person who provides support in regards to their disability with them to 

Fred Victor premises when accessing programs and services.  This includes attendance at any meetings 

and interviews.  Depending on the circumstance, it may be appropriate for permission to be obtained from 

the person with the disability for their support person to attend a meeting or interview which could be 

considered private or confidential.  This permission can take many forms, depending on the specific 

needs of the person with the disability, and may include, written or verbal permission, a nod of the head, 

or otherwise.  Fred Victor staff documents the permission. 

If it is not apparent that a support person is required, Fred Victor may ask the person with a disability for a 

letter from a qualified professional confirming the person requires a support person for reasons related to 

her/his disability. 

Where fees for services apply, unless otherwise communicated in advance, the fee charged to a support 

person accompanying the person with a disability is 50% of the fee charged to the person with a disability 

with the exception of meals which is full fee, subject to the availability of funds at the discretion of Fred 

Victor. Other accommodations may be made for individuals with support persons in advance of trainings 

and events at the discretion of the program manager.   

Feedback Process 

Fred Victor invites users of service and visitors to provide feedback, and if necessary, file a complaint on 

how Fred Victor provides services to people with disabilities.  Fred Victor responds to negative feedback 

and complaints, as presented, in a timely manner. Fred Victor staff generally deal with verbal complaints 

in person to the person’s satisfaction.  The program manager deals with written complaints through a 

more formal process of investigation. 

Feedback and complaints are provided as per Fred Victor’s Users of Service Feedback and Complaint 

Policy. 

Communications 

Fred Victor communicates with people with disabilities in a manner that takes into account their disability.  

Staff communicates in a manner that enables people with disabilities to communicate effectively for 

purposes of requesting, using and receiving Fred Victor programs, services, and facilities. Fred Victor 

strives to provide documents in formats that consider disabilities and will work with users of service to 

develop options.  



Fred Victor trains staff who communicate with users of service on how to interact and communicate with 

people with disabilities who staff are likely to encounter at Fred Victor. 

Fred Victor may request information from others (e.g. doctor, social worker, family member) regarding an 

individual’s abilities as is reasonable and necessary for the sole purpose of determining the feasibility of 

an accommodation or providing the most appropriate accommodation.  Any information provided is 

treated as confidential and only shared with those who need to know for the purposes of assessing and/or 

providing an appropriate accommodation. 

Notice of Temporary Disruption of Service 

Fred Victor provides users of service and visitors with notice of disruption in the facilities or services 

usually used by people with disabilities. 

The notice is posted in conspicuous places where people with disabilities can access the information as 

soon as the service is not available.  The notice provides the reason for the disruption, estimated length 

of disruption and a description of alternative facilities or services, if any, that are available.  The notice is 

posted well in advance for planned disruptions such as maintenance. 

Documentation 

Fred Victor maintains all documents related to the provision of programs and services to people with 

disabilities e.g. policies, procedures and training records. 

Definitions 

1. Assistive Device - may be devices that people bring with them, such as walkers, magnifiers, or 

oxygen tanks.  Assistive devices that an organization might provide include: assistive software for 

people with visual, hearing or mobility impairments, wheelchairs or TTY (telephone teletype), real-

time captioning or assistance from a staff person. 

2. Barrier – anything that prevents a person with a disability from fully participating in all aspects of 

society because of his or her disability, including a physical barrier, architectural barrier, 

information or communications barrier, attitudinal barrier, technological barrier, policy or practice. 

3. Complaint – a verbal or written expression of dissatisfaction that can be made by an individual or 

group.  

4. Dignity – treating a user of service with a disability as valued and deserving of the same type of 

service Fred Victor provides to any user of service. 

5. Disability – the definition of disability used in the AODA, 2005 and the Customer Service 

Standard is from the Human Rights Code and means: i) 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 guide dog or other animal or on a wheelchair or other remedial appliance or device;                                                                                                              

ii) a condition of mental impairment or a developmental disability;                                                                      

iii) a learning disability, or a dysfunction in one or more of the processes involved in 

understanding or using symbols or spoken language;                                                                                                             

iv) a mental illness; and                                                                                                                              

v) an injury or disability for which benefits were claimed or received under the insurance plan 

established under the Workplace Safety and Insurance Act, 1997. 



6. Equal Opportunity – people with disabilities having the same chances, options, benefits as 

others and their special needs are taken into account to ensure they can fully participate in 

programs and services. 

7. Feedback – an evaluative response which can be good, bad or neutral. 

8. Independence – freedom from control or influence of others, freedom to make choices or do 

things in a preferred way at a chosen pace. 

9. Integration – refers to service which is provided in a manner that allows the person with a 

disability to benefit from the same services, in the same place and in the same or similar manner 

as other users of service, unless an alternate measure is necessary to enable the person with the 

disability to access the goods or services. 

10. Premises – all locations under the control of Fred Victor or facilities temporarily used by Fred 

Victor. 

11. Service – for the purpose of this policy, service is defined as work or duties performed for the 

benefit of the user of service and include providing advice, assistance, and instructions in addition 

to providing programming, consultations and training.  Service does not mean the content of the 

services FV provides. 

12. Service Animal – an animal is qualified to be a service animal if:  

i) it is readily apparent the animal is used by the person for reasons relating to her or his 

disability; 

ii) the person provides a letter from a doctor or nurse confirming the person requires the 

animal for reasons relating to the disability. 

13. Support Person – is a person who assists an individual with a disability to lead a self-directed life 

and who accompanies him or her in order to help with communication, mobility, personal care or 

medical needs or access to goods or services.  This may be a professional, relative, friend or 

volunteer. 

14. User of Service – is a person who inquires about, applies for or accesses the services of Fred 

Victor or visits our premises. 

 

 

 


