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POLICY  

London Cross Cultural Learner Centre (CCLC) is committed 

to excellence in serving all clients including people with dis-

abilities. It is intrinsic to our values that our clients are pro-

vided with a positive, non-discriminatory, proactive service 

environment. Furthermore, we hold it true that short of undue 

hardship to the organization, accommodations will be made 

with an understood timeline and in a professional manner. 

PURPOSE 

To provide our clients with a positive, non-discriminatory, 

proactive service environment aligned with the 2005 Accessi-

bility for Ontarians with Disabilities Act (AODA). Ensuring 

Staff know whatôs expected of them when they communicate 

with clients with disabilities. 



SCOPE 

This policy applies to the provision of goods and services at 

premises owned and operated by CCLC. 

 

This policy applies to employees, volunteers, agents and/or 

contractors who deal with the public or other third parties that 

act on behalf of CCLC, including when the provision of goods 

and services occurs off the premises of CCLC. 

 

The section of this policy that addresses the use of guide dogs, 

service animals and service dogs only applies to the provision 

of goods and services that take place at premises owned and 

operated by CCLC.   

 

This policy shall also apply to all persons who participate in 

the development of the CCLCôs policies, practices and proce-

dures governing the provision of goods and services to mem-

bers of the public or third parties. 



GUIDING PRINCIPLES  

CCLC will make every reasonable 

effort to ensure that its policies, 

practices and procedures are consis-

tent with the principles of dignity, 

independence, integration and equal 

opportunity by:  

 

 

¶ Ensuring that all clients receive the same value and  

quality 

¶ Allowing clients with disabilities to do things in their 

own ways, at their own pace with accessing goods and  

services as long as this does not present a safety risk 

¶ Using alternative methods when possible to ensure that 

clients with disabilities have access to the same services, in 

the same place and in a similar manner 

¶ Taking into account individual needs when providing 

goods and services 

¶ Communicating in a manner that takes into account the 

client's disability. 



Assistive Devices  

Persons with disabilities may use their own assistive devices 

as required when accessing goods or services provided by 

CCLC.  

 

We will ensure that our Staff is trained and familiar with vari-

ous assistive devices that may be used by clients with disabili-

ties while accessing our services. 

 

In cases where the assistive device presents a safety concern 

or where accessibility might be an issue, other reasonable 

measures will be used to ensure the access of goods and ser-

vices.   

Communication  

We will communicate with people with disabilities in ways 

that take into account their disability.  



Guide Dogs, Service Animals and Service Dogs 

We welcome people with disabilities and their Guide Dogs, Service 

Animals and Service Dogs.  

 

Guide Dogs, Service Animals and Service Dogs are allowed on the 

parts of our premises that are open to the public unless otherwise ex-

cluded by law.  

 

If a service animal is excluded by law we will provide another way for 

the person to access our services, when possible.  

 

The client that is accompanied by a guide dog, service dog and/or ser-

vice animal is responsible for maintaining care and control of the ani-

mal at all time.  

 

If a health and safety concern presents itself for example in the form of 

a severe allergy to the animal, CCLC will make all reasonable efforts 

to meet the needs of all individuals.  

 

If it is not readily apparent that the animal is being used by the client 

for reasons relating to his or her disability, CCLC may request verifica-

tion from the client.  

 

Verification may include:  

¶ A letter from a physician or nurse confirming that the person 

requires the animal for reasons related to the disability 

¶ A valid identification card signed by the Attorney General of 

Canada  

¶ A certificate of training from a recognized guide dog or ser-

vice animal training school. 



Support Persons 

A person with a disability who is accompanied by a support 

person will be allowed to have that person accompany them 

on our premises.  

 

In situations where confidential information might be dis-

cussed, consent will be obtained from the client, prior to any 

conversation where confidential information might be dis-

cussed.   



Notice of Temporary Disruption  

In the event of any temporary disrup-

tions to facilities or services that client's 

with disabilities rely on to access or use 

CCLC's services, reasonable efforts 

will be made to provide advance notice. 

In some circumstances such as in the 

situation of unplanned temporary dis-

ruptions, advance notice may not be 

possible. 

 

This notice will be posted as clearly as possible and will include in-

formation about the reason for the disruption, its anticipated length 

of time, and a description of alternative facilities or services, if 

available.  

 

When disruptions occur CCLC will provide notice by: 

 

¶ Posting notices in conspicuous places including at the 

point of disruption, at the main entrance and the nearest ac-

cessible entrance to the service disruption and/or on the 

CCLCôs website 

¶ Contacting clients with appointments 

¶ Verbally notifying clients when they are making an  

appointment 

¶ By any other method that may be reasonable under the 

circumstances. 



Feedback Process 
CCLC shall provide clients with the opportunity to provide feedback on the service 

provided to clients with disabilities. Information about the feedback process will be 

readily available to all clients and notice of the process will be posted on our web-

site www.lcclc.org  

 

Feedback forms along with alternate methods of providing feedback such as ver-

bally (in person or by telephone) or written (hand written, delivered, website or 

email), will be available upon request. 

 

Clients who wish to provide feedback on the way CCLC provides services to people 

with disabilities can do this by using any of the following methods:  

 

¶ In person, requesting a meeting with the Manager of the program that is pro-

viding the service or with CCLCôs Executive Director or designate in her or his 

absence 

 

¶ By telephone, with the Manager of the program providing the service or 

with the Executive Director or designate in her or his absence at 519.432.1133 

 

¶ In writing, by leaving a note in the suggestion box located in the main re-

ception area 

  

¶ By regular mail to: 505 Dundas Street,   London, Ontario   N6B 1W4; 

 

¶ By email, sending a message to cclc@lcclc.org 

 

All feedback will be directed to the Executive Director or designate in her or his 

absence.  

 

Clients that provide formal feedback will receive acknowledgement of their feed-

back, along with any resulting actions based on concerns or complaints that were 

submitted.    

http://www.lcclc.org
mailto:communications@lcclc.org


NOTICE OF AVAILABILITY AND FORMAT DOCUMENTS  

CCLC shall notify clients that the documents related to the 

Accessibility Standard for Client Service are available upon 

request and in a format that takes into account the client's dis-

ability.  

 

Notification will be given by posting the information in a con-

spicuous place owned and operated by CCLC, the CCLC's 

website and/or any other reasonable method. 

 



TRAINING  

Training for Staff  

CCLC will provide training to employees and volunteers who 

deal with the public or other third parties on their behalf.  

 

This training will be provided to all new hired staff after the 

completion of the three month probation. 

 

Training will be provided to existing staff before the end of 

the month of December 2011. 

 

Training will include:  

¶ An overview of the Accessibility for Ontarians with Dis-

abilities Act, 2005 and the requirements for the client service 

standard 

¶ CCLCôs plan related to the client service standard 

¶ How to interact and communicate with people with vari-

ous types of disabilities 

¶ How to interact with people with disabilities who use an 

assistive device or require the assistance of a service animal 

or a support person 

¶ How to use any equipment or devices available at CCLC 

to assist with providing services to people with disabilities; 

¶ What to do if a person with disabilities is having diffi-

culty in accessing CCLCôs services 

¶ Staff will also be trained when changes are made to 

CCLCôs Accessible Client Service Plan. 



DEFINITIONS  

ñDisabilityò: As defined by Ontario Human Rights Code: 

a. ñany degree of physical disability, infirmity, malforma-

tion 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 physi-

cal co-ordination, blindness or visual impediment, deaf-

ness or hearing impediment, muteness or speech impedi-

ment, 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 dis-

ability; 

c. 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.ò 



DEFINITIONS  

ñAssistive Devicesò: Any piece of equipment a person with a dis-

ability uses to help them with daily living. (e.g. wheelchair, 

screen readers, listening device, cane, etc). 

 

ñSupport Personò: Persons that help someone with a disability to 

perform daily tasks. A support person does not have to be a 

paid support worker; he or she can be a family member or 

friend.  

 

ñBarrierò: Anything that keeps someone with a disability from 

participating fully in society because of the disability. They 

can be visible or non visible.  



REFERENCES and RELATED STATEMENTS of POLICY 

and PROCEDURE 

¶ Accessibility for Ontarians with Disabilities Act (AODA), 

2005 

¶ Ontario Human Rights Code 

¶ Food Safety and Quality Act 2001, Ontario Regulation 31/05 

¶ The Health Protection and Promotion Act, Ontario Regulation 

 562 Section 60 

¶ Dog Ownersô Liability Act, Ontario 

 

MODIFICATION TO THIS OR OTHER POLICIES  

Any policy of CCLC that does not respect and promote the dignity 

and independence of people with disabilities will be modified or re-

moved. 


