Accessibility for Individual
Service

Frontier College
Customer Service Training
Program


Presenter
Presentation Notes
Welcome to Frontier College’s Accessibility of Ontarians with Disabilities Act, 2005 (AODA) Customer Service Training Program which was designed to review the legislative requirements. Ontario was the first jurisdiction in Canada to pass such legislation and is leading the way to develop, implement and enforce standards to make Ontario more accessible for everyone, especially person with disabilities.  Frontier College has adapted this Legislation in response to the Law, as well as serve as a Frontier College Customer Service Training Program Nationally.
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What is a Disability?

The Human Rights Code and AODA defines disability* as:

a) any degree of physical disability, infirmity, malformation or
disfigurement that is caused by bodily injury, birth defect or iliness
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,

¢) a learning 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 ("handicap")'.
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Presentation Notes
The Human Rights Code and AODA defines disability* as:
 
any degree of physical disability, infirmity, malformation or disfigurement that is caused by bodily injury, birth defect or illness and, without limiting the generality of the foregoing, includes diabetes mellitus, epilepsy, a brain injury, any degree of paralysis, amputation, lack of physical co-ordination, blindness or visual impediment, deafness or hearing impediment, muteness or speech impediment, or physical reliance on a guide dog or other animal or on a wheelchair or other remedial appliance or device,
a condition of mental impairment or a developmental disability,
a learning disability, or a dysfunction in one or more of the processes involved in understanding or using symbols or spoken language,
a mental disorder, or
an injury or disability for which benefits were claimed or 'received under the insurance plan established under the Workplace Safety and Insurance Act, 1997 ("handicap")'.
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Defining Customers

customers can come in many different
forms

term for customer can vary between
organizations

For the purpose of this training our
“customers” are individuals with whom we
(as staff or volunteers) come into contact:
someone who calls to inquire; someone
who walks in the door; anyone who deals
with us on any given day.


Presenter
Presentation Notes
Customers can come in many different forms and could be considered: guests of the establishment, members of a club or group, participants in a program, vendors of a company, students of a school and/or clients of a business.  
Under the Accessible Customer Service Standard, employees, volunteers and organizations must constantly and consistently apply four principles: Dignity, Independence, Integration and Equal Opportunity.   For the purposes of this training and in general, our “customers” are individuals with whom we (as staff or volunteers) come into contact …. someone who calls to inquire, someone who walks in the door, anyone who deals with us on any given day.
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Terminology

When referring to someone with a
disabillity, it is extremely important
that you put the person first. It is:

e a person with a physical disability

e a person with a hearing
impairment

e a person with vision loss
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It is important to use respectful terminology when referring to individuals with disabilities.  It is extremely important that you put the person first and not address or identify him/her by the disability. 
For example:
Say “a person with a disability” rather than a “disabled person”
Say “a person with a physical disability” rather than a “handicapped person”
Say “a person with vision loss” rather than a “blind person”
Always show respect for the person first when addressing a person with a disability.
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Barriers

Barriers can be:

* Physical or architectural

* |nformation/communication
¢ Attitudinal

® Technological

®* Policy or practice
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Presentation Notes
Physical Barriers may include:
Aisles that are too tight or cluttered; poor lighting; buildings that only have stairs or steps.
Information/Communication Barriers
Ability to read written documents; understand signs or directions; communicate what they need; accessing required information. 
Attitudinal Barriers
Difficult to fully integrate into society; all people should be treated equally; You should not show pity or look down on anyone. Express a genuine interest in helping each individual by listening, demonstrating patience and offering assistance.
Technological Barriers
Make their website more accessible to individuals with physical disabilities.
Organizational
Ensure Policy/Practice is in place.
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Types of Disabillities

Vision

Hearing

Physical

Intellectual

Developmental

Learning

Mental health

Speech or language
* Deaf-blind
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Best Practice Tips:
Vision Disabilities

Introduce yourself and offer assistance

When guiding an individual offer your elbow and walk slowly

Offer to read or summarize written material

If you have to leave to get something, let them know

Be clear and precise with directions

Ask if they want you to open doors
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Best practice tips for assisting people with vision disabilities:
 
Identify yourself so the person knows who is talking, offer assistance, but wait until the person accepts your offer or makes a request.
When providing written material, offer to read or summarize it.
If you need to leave the person to get something, let them know where you are going and when you will return.
Be clear and precise when giving directions, e.g. two steps behind you, to your right and so forth. 
Before opening the door, ask if they want you to open it. Indicate whether the doors open to the left or right and if it is pulled or pushed.
If a person requests assistance with guiding or mobility:
Offer your arm, asking which arm is better and ask for further directions on how to proceed.
Walk at a pace that works for the person and verbally advise of obstacles and the environment such as; announcing handrails, doors, stairs and describing the surrounding areas.  
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Best Practice Tips:
Deaf or Hard of Hearing
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Presentation Notes
Best practice tips for assisting individuals that are deaf or hard of hearing:
 
 People who are Deaf or hard of hearing may communicate in various ways such as sign language, speech, and writing. Follow the customer’s lead in communicating. 
 If the person writes, respond in writing. Have paper and pen handy if the person gestures they want to write.
 If the person responds by talking and lip reading, look directly at them and enunciate clearly in a normal tone of voice. Keep your hands or any objects away from your mouth and face. Rephrase or substitute words rather than repeat yourself again and again.
 Avoid directly asking the person if they lip read as this is culturally offensive to many. 
 Pointing is perfectly acceptable in the Deaf community. Feel free to point products or information.

In emergency situations assist the individual in recognizing and responding to the emergency;
Persons relying on the use of a hearing aid may find it difficult to hear in a noisy environment, suggest moving to a quieter location.
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Best Practice Tips:
Deaf-Blindness
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Best practice tips for assisting individuals who are deaf-blind include:
 
 Understand that communication can take some time and be patient;
 Ask what would make the person the most comfortable and respect his/her needs to the maximum extent possible;
 Avoid sudden movements or touching of the customer that may catch him/her off guard, unless it is an emergency.
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Best Practice Tips:
Physical Disability

 Ask before touching or moving any assistive device

 Ensure the environment is free of obstacles

» Talk to the individual at their eye level
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Best practice tips for assisting people with physical disabilities:
 
 Always ask before touching or moving any assistive device;
 Ensure the environment is clear and free of obstacles;
 If you are providing one-to-one support, consider pulling up a chair and talking to the customer at their eye level.
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Best Practice Tips:
Speech or Language Disabilities

* If you don’t understand, ask the
individual to repeat the information

* Ask closed-ended questions
Inviting a “yes” or “no” response

* Be understanding and reassuring
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Best Practice Tips
Best practice tips for assisting people with speech or language disabilities:
 
 If you don’t understand, it is okay to ask the person to repeat the information;
 Consider asking closed-ended questions inviting a “yes” or “no” response; 
 Be understanding and reassuring.


http://www.frontiercollege.ca/

Best Practice Tips:
Mental Health Disabillities

Listen to what the person is telling
you

Ask how you can help and try to work

with the individual to find a solution

Be confident, patient and reassuring
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Best practice tips for assisting individuals with mental health disabilities:
 
 Listening skills are important when dealing with such situations as you need to understand the real issue to know how you can offer help.
 Ask how you can help and try to work with the person to find a solution.
 Be confident, patient and reassuring.


http://www.frontiercollege.ca/

Best Practice Tips:
Intellectual Disabilities

Provide examples when sharing
and providing information

Remember that the individual
can make her own decisions

Be patient and verify understanding

Provide information in small chunks
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Best practice tips for assisting people with intellectual disabilities:
 
 Provide examples when sharing and providing information.
 Remember that the person can make his or her own decisions.
 Be patient and verify understanding.
 Provide information in smaller chunks.
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Best Practice Tips:
Over the Telephone

e Speak normally, don’t shout,
and listen carefully

e Avoid interrupting the individual
or trying to finish his/her
sentences

e Politely ask the individual to
repeat if you do not understand
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Best Practice tips speaking to an individual over the telephone would include:
Speak normally using clear plain language, don’t shout, and listen carefully.
Avoid interrupting or interjecting to finish sentences. Patiently wait while the person explains themselves.
It is okay to politely ask the person to repeat information, if you do not understand.
When using a TTY phone or message relay service, remember to speak as you would normally addressing the person and not the operator
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Rules for Handling
Service Animals

e Never separate the individual
and their service animal

® Don't touch, pet or talk to
the animal

@
Do not feed or offer treats

to the animal
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General Rules for Handling Service Animals would include:
 
Ensure the individual and their service animal are not separated
Avoid touching, petting or talking to the animal – when the animal is out with the person, it is working and should not be distracted
Get permission before providing water or anything else to the animal 
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General Tips for Working
with a Support Person

® Introduce yourself to both persons
e Talk directly to the individual
® Address the individual appropriately

® Don't try to have side conversations
with the support person

¢ Provide any written materials to both
persons

e Never separate the individual and
their support person
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General tips for working with a support person:

Introduce yourself to both the individual and support person
Talk directly to the individual, even if the support person is responding
Address the individual appropriately such as asking: "How can I help you today" as opposed to asking the support person "Can you find out what they need?"
Don't try to have side conversations with the support person
Provide any written materials to both the individual and the support person
Ensure the individual and the support person are not separated
Get permission from the individual prior to discussing confidential information
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General Tips for Working
with Assistive Devices

® Never refuse to work with the device
® Don't stare or gawk at the device

e Ensure the individual and assistive device
have the appropriate amount of space

e Don't block, knock or bump into assistive
devices

® Offer assistance if the individual is having
trouble working with their device
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General Tips for Working with Assistive Devices
 
Be open and willing to work with assistive devices
Focus on the customer and not the device. 
Ensure the customer and assistive device have the appropriate amount of space
 Avoid blocking, knocking or bumping into assistive devices
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Summary

e [reat all individuals and others in a
polite, professional and respectful
manner

® Recognize and remove barriers

e Notify individuals of service
disruptions

® Collect and address feedback
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Presentation Notes
By constantly applying the requirements under the AODA and the customer service standards we are furthering our commitment by ensuring that our doors are open to all people and that each individual is treated with dignity, independence, integration and equal opportunity. 
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Quiz

Please follow the link below to take the
mandatory quiz when you are ready.

https://www.research.net/s/SVC5D5SN

information@frontiercollege.ca
1-800-555-6523
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Presentation Notes
The final piece of the customer service standard is accepting and responding to customer feedback.  After all, customer comments can lead to improved service, increased clientele and a reduction in complaints. Establishing a variety of methods to offer feedback such as in person, by phone or through email will mean that all customers will have the opportunity to supply their input into the organization. 
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