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A meeting of the Mississippi Mills Accessibility Advisory Committee was held on Tuesday, 
January 15, 2013 at 3:00 p.m. in the Ramsay Committee Room at the Municipal Office. 
 
PRESENT: 
Committee:   Shawn Humphrey, Chairperson 

Councillor Duncan Abbott   
Joyce Blyth 
Shawn Humphrey 
Jim Lowry  
 

Staff/Others: Rob Tremblay, Acting Town Clerk 
  Mary Lou Souter, Library Board Chair (left at 3:50 p.m.) 
  Peter Nelson, Chief Librarian (left at 3:50 p.m.) 
  
ABSENT: Myrna Blair (with regrets)  

Jim Hugessen (with regrets) 
 

  
The Acting Town Clerk called the meeting to order at 3:01 p.m.  
 
A. ELECTION OF CHAIR & INTRODUCTION OF NEW MEMBERS 
 

Moved by Councillor Abbott 
 Seconded by Joyce Blyth 

THAT Shawn Humphrey be elected as Chair of the Mississippi Mills Advisory 
Committee for a term expiring on December 31, 2013. 

CARRIED 
 
B. APPROVAL OF AGENDA 
 
 Moved by Jim Lowry 
 Seconded by Joyce Blyth 

THAT the agenda be accepted as presented. 
CARRIED 

 
C. DISCLOSURE OF PECUNIARY  INTEREST 

 
None were declared. 
 

D. DELEGATIONS 
 

1. Almonte Library Renovations Update 
 
Ms. Souter presented revised drawings, noting the project includes the replacement of 
the existing cement slab at the entrance, demolition/replacement of existing walkways, 
provision for two accessible parking spaces, and accessibility improvements to the 
washroom.  Discussion occurred on the placement of the automatic door opener, door 
locking mechanism, faucet, and signage for an adjacent ordinary parking space. Other 
capital projects were discussed including the Pakenham branch and potential for dealing 
with the rear emergency exit at the Almonte branch. 
 
ACTION: The delegation agreed to return at a subsequent meeting to discuss how 

they are meeting the requirements of the Integrated Accessibility Standard 
Regulation. 
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E. APPROVAL OF MINUTES 
 
 Moved by Councillor Watters 
 Seconded by Councillor Abbott 

THAT the minutes dated November 6, 2012 be approved as presented. 
 

CARRIED 
 

F. BUSINESS ARISING OUT OF MINUTES 
 
 A response to the accessibility grant to improve the Council Chambers sound system 

has not yet been received.  A consultation document on potential improvements to the 
Building Code on accessibility measures will be placed on the next agenda. 

 
G. REPORTS 

 
1.  Lanark County – Draft Accessible Pedestrian Signal Policy 
 
Member Blythe suggested that a traffic signal be added at the Ottawa/Mill intersection. 
 
ACTION: The Acting Clerk will re-circulate the document electronically and receive 

comments by Friday, January 25 for submission to the County.  He will also 
seek confirmation from the Director of Roads & Public Works on the Town’s 
traffic signals and specifically the timing of the light at Ottawa/Industrial. 

 
2. Agricultural Hall NLAS Fairgrounds Site Visit Report 
 

 Moved by Jim Lowry 
 Seconded by Joyce Blythe 

THAT the site visit report be accepted as presented. 
CARRIED 

 
ACTION: Councillor Abbott offered to provide an update in April on some of the items 

that will be addressed in 2013. 
 
3. Terms of Reference Review  

 
Reference to the Accessibility for Ontarians with Disabilities Act will be added to 
Section 1.  The Committee Membership in Section 4 will be altered to reflect the 
current composition.  The Term of Office will be updated based on Council direction 
in Section 8. 
 
Moved by Councillor Watters 
Seconded by Councillor Abbott 
THAT the Accessibility Advisory Committee recommend that the Terms of 
Reference be amended based on suggestions for Council approval. 

 
CARRIED 

 
ACTION: The Acting Clerk will confirm transportation needs and prepare a report for 

Committee approval pursuant to Section 9 of the Terms of Reference. 
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H. INFORMATION/CORRESPONDENCE 
 

1. Barrier Identification – Town of St. Marys 
 

ACTION: The Acting Clerk will invite the Community & Economic Development 
Coordinator to an upcoming meeting to discuss the Accessibility page on the 
Town website, which could include a barrier identification feedback form, as 
well as festivals and a potential requirement that accessible portable 
washrooms be provided.  Chairperson Humphrey will provide similar 
feedback form from Carleton University for review. 

 
2. Town Weekly Ads (Accessibility Did You Know?) 

 
Chairperson Humphrey suggested that an upcoming advertisement touch on snow 
clearing for accessible entrances and ramps. 

 
I. OTHER/NEW BUSINESS 
 

1. 2013 Meeting Schedule  
 

It was agreed that meetings would continue on the second Tuesday of the month.  
Monthly meetings will be required to deal with Integrated Accessibility Standard 
Regulation matters in Q1 and Q2 2013.  As much as possible, site visits will be 
combined with meetings. 
 
ACTION: A site visit of St. Andrews United Church in Pakenham will be organized for a 

future meeting, along with the possibility of Union Hall and Almonte Old Town 
Hall.  Holy Name Catholic Church may be visited to view its recent addition, 
which includes accessibility measures. 

ACTION: The accessible customer service training booklet will be reviewed at an 
upcoming meeting.  Action items will be incorporated in the multi-year plan 
where appropriate. 

ACTION: The Acting Clerk will follow up with the CAO with regards to the new front 
steps at the Township Office (requirement for centre railing and yellow strips 
for stairs). 

 
J. MEETING ANNOUNCEMENTS 
 

Next meeting:  Tuesday, February 12, 2013 
 
K. ADJOURNMENT 

 
Moved by Councillor Watters 
Seconded by Joyce Blyth 
THAT the meeting be adjourned. 

CARRIED 
 

The meeting adjourned at 4:33 p.m. 
 
 
 
 
______________________________ 
Rob Tremblay, Recording Secretary  
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BACKGROUND 
 
Disabilit ies affect  people of all ages and background.  
Some people are born with one or more disabilit ies while 
many others develop disabilit ies through illness, injury or 
aging.  People with disabilit ies represent  a significant  and 
growing part  of our populat ion.   
 
Stat ist ics Canada report  
that  approximately 1.8 
m illion Ontar ians have 
disabilit ies -  about  15%  of 
the populat ion and 42%  of 
all seniors. Because dis-
ability tends to increase 
with age, it  is est imated 
that  20%  of the populat ion 
will have disabilit ies by the 
year 2020.  Enhancing the 
ability of people with 
disabilit ies to live independent ly and cont r ibute to the 
community will have posit ive effects on future prosperity 
in Ontar io.   
 
Municipal governments play an important  role in the 
planning and development  of communit ies:  st reets, 
parks, librar ies, social housing, ambulance services, 
programs, services, public buildings and elect ions.   
 
The Province of Ontario recognized that  accessibility is a 
shared responsibility and passed the Ontarians with 

Disabilit ies Act , 2001 (ODA)  on December 14, 2001.  This 
Act  requires broad public sector organizat ions to review 
their policies, programs and services through the 
development  of annual accessibilit y plans.  I n addit ion, 
municipalit ies with populat ions of 10,000 or more had to 
establish an Accessibilit y Advisory Comm it tee. 
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I n June 2005, the Province of Ontar io furthered its 
commitment  to accessibilit y by expanding on previous 
legislat ion to include the private sector.  The goal of this 
new act , Accessibility for Ontarians with Disabilit ies Act , 

2005, (AODA)  is to achieve accessibilit y for Ontarians 
with disabilit ies by 2025 with respect  to goods, services, 
facilit ies, accommodat ion, employment , buildings, 
st ructures and prem ises by developing, implement ing and 
enforcing accessibilit y standards.  The Act  also provides 
for the involvement  of people with disabilit ies, 
representat ives of various sectors of the economy and the 
Government  of Ontario in the development  of accessibility  
standards.  
 
Current ly, people with disabilit ies do not  have the same 
kind of opportunit ies as everyone else. They should be 
able to do the things that  most  of us take for granted:  
going to work or school, shopping, taking in a movie or 
eat ing out .  That ’s the goal of Accessibility for Ontarians 
with Disabilit ies Act . 
 
As a result , businesses and organizat ions that  provide 
goods and services to people in Ontar io will have to meet 
certain accessibility standards in f ive important  areas 
within specified t ime lim its:   
 

• customer service  
• t ransportat ion 
• informat ion and com municat ions  
• built  environment   
• employment  
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STATEMENT OF ORGANI ZATI ONAL COMMI TMENT 

 
The Town of Mississippi Mills is comm it ted to meet ing the 
accessibility needs of persons with disabilit ies in a t imely 
manner, while respect ing the following core values:  
 
1.  Dignity  means the person is valued and deserving of 

effect ive and full service. People with disabilit ies are 
not  t reated as an afterthought  or forced to accept  
lesser service, quality or convenience.  

 

2.  I ndependence  means freedom from cont rol or 
influence of others – freedom to make one’s own 
choices. I n other situat ions, it  may mean the freedom 
to do things in your own way.  

 

3.  I ntegrat ion means customers with disabilit ies fully 
benefit  from the same services, in the sam e place and 
in the same or sim ilar  way as other customers. 
I ntegrat ion means that  policies, pract ices and 
procedures are designed to be accessible to everyone 
including people with disabilit ies.  

 
4.  Equal opportunity  means having the same chances, 

opt ions, benefits and results as others. People with 
disabilit ies should not  have to make significant ly more 
effort  to access or obtain service. They should also not  
have to accept  lesser quality or more inconvenience.  

 
We also are required to communicate with a person with 
a disability in a manner that  takes into account  his or her 
ability. 
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REQUI REMENTS OF THE I NTEGRATED 

ACCESSI BI LI TY STANDARD ( O. REG. 1 9 1 / 1 1 )  

 
The Town of Mississippi Mills must  by January 1, 2010:  
 
1)  Establish policies, pract ices and procedures on 

providing goods or services to people with 
disabilit ies. 
 

2)  Use reasonable efforts to ensure that  our policies, 
pract ices and procedures are consistent  with the core 
principles of independence, dignity, integrat ion and 
equality of opportunit y.  
 

3)  Set  a policy on allowing people to use their own 
personal assist ive devices to access our goods and 
use our services and about  any other measures our 
organizat ion offers (assist ive device, services, or 
methods)  to enable them to access our goods and 
use our services.  
 

4)  Communicate with a person with a disability in a 
manner that  takes into account  his or her ability. 

 

5)  Allow people with disabilit ies to be accompanied by 
their guide dog or service animal in those areas of 
the prem ises we own or operate that  are open to the 
public, unless the animal is excluded by another law.  
I f a service animal is excluded by law, use other 
measures to provide services to the person with a 
disability.  
 

6)  Perm it  people with disabilit ies who use a support  
person to bring that  person with them while 
accessing goods or services in prem ises open to the 
public or third part ies. Where admission fees are 
charged, provide not ice ahead of t ime on what  
adm ission, if any, would be charged for a support  
person of a person with a disabilit y.  
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7)  Provide not ice when facilit ies or services that  people 
with disabilit ies rely on to access or use our goods or 
services are temporarily disrupted.  

 
8)  Train staff, volunteers, cont ractors and any other 

people who interact  with the public or third part ies 
on our behalf on a number of topics as out lined in 
the customer service standard.  

 
9)  Establish a process for people to provide feedback on 

how we provide goods or services to people with 
disabilit ies and how we will respond to any feedback 
and take act ion on any complaints.  Make the 
informat ion about  our feedback process readily 
available to the public.  

 
Addit ionally, the Town must :  
 
• Document  in wr it ing all our policies, pract ices and   

procedures for providing accessible customer service 
and meet  other document  requirements set  out  in the 
standard.  
 

• Not ify customers that  documents required under the 
customer service standard are available upon request .  
 

•  When giv ing documents required under the customer 
service standard to a person with a disabilit y, provide 
the informat ion in a format  that  takes into account  the 
person’s disability. 

 
• Use reasonable efforts to ensure that  our policies, 

pract ices and procedures are consistent  with the core 
principles of independence, dignity, integrat ion and 
equality of opportunit y.  
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The Town of Mississippi Mills must  by January 1, 2012:  
 
10)  Provide emergency procedures, plans and public 

safety informat ion in an accessible format , or with 
communicat ion supports, as soon as pract icable, 
upon request . 
 

11)  Provide and review indiv idualized workplace 
emergency response informat ion for those 
employees that  require it .  

 
The Town of Mississippi Mills must  by January 1, 2013:  
 
12)  Develop policies for governing how the Town is 

achieving or will achieve accessibility through 
meet ing the requirem ents of the Regulat ion. 
 

13)  Adopt  a statement  of organizat ional com mitment  in 
policies, stat ing that  accessibility needs will be met  
in a t imely manner. 

 
14)  Establish a mult i- year accessibility plan, in 

consultat ion with the Accessibility Advisory 
Commit tee, out lining st rategies to prevent  and 
remove barr iers and meet  the requirements of the 
Regulat ion. 

 
15)  Post  the accessibility plan on the Town website and 

make it  available in an accessible format  upon 
request . 

 
16)  I ncorporate accessibilit y cr iter ia when procuring or 

acquir ing facilit ies, good and services, including self-
service kiosks. 

 
The Town of Mississippi Mills must  by January 1, 2014:  
 
17)  Report  on the accessibility plan with annual reports, 

posted on the Town website.  
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18)  Keep a record of t raining provided to all employees 

and volunteers on accessibility standards and the 
Human Rights Code. 

 
19)  Review feedback policies to ensure they provide for 

accessible formats and communicat ion supports 
upon request . 

 
20)  Ensure new websites and web content  will conform  

to WCAG 2.0 Level A requirements. 
 

21)  Ensure the Employment  Policy addresses 
accommodat ion dur ing the recruitment  process and 
when commencing employment . 

 
22)  Provide accessible formats and communicat ion 

supports for employees that  request  them, as well as 
indiv idual accommodat ion plans. 

 
23)  Document  a return to work policy. 

 
24)  Take into account  accessibility needs in the 

performance management , career development  and 
redeployment  processes. 

 
The Town of Mississippi Mills must  by January 1, 2015:  
 
25)  Provide accessible formats and communicat ion 

supports upon request , in a t imely manner, and in 
consultat ion with the person making the request . 
 

26)  Ensure the cost  for accessible formats and 
communicat ion supports will be no more than the 
regular cost  charged to other people. 

 
27)  Not ify the public about  the availability of accessible 

formats and communicat ion supports. 
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The Town of Mississippi Mills must  by January 1, 2016:  
 
28)  Ensure compliance with the Built  Environment  

standards to remove barr iers in the design of public 
spaces and buildings. 

 
The Town of Mississippi Mills must  by January 1, 2018:  
 
29)  Reviewed and updated the accessibility plan writ ten 

in 2013. 
 

The Town of Mississippi Mills must  by January 1, 2021:  
 

30)  Ensure new websites and web content  will conform  
to WCAG 2.0 Level AA requirements. 
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THE ONTARI O HUMAN RI GHTS CODE 

The Ontario Human Rights Code (the Code) provides for equal rights 

and opportunities, and freedom from discrimination. The Code 

recognizes the dignity and worth of every person in Ontario. I t 

applies to the areas of employment, housing, facilit ies and services, 

contracts, and membership in unions, trade or professional 

associations. 

At work, employees with disabilities are entitled to the same 

opportunities and benefits as people without disabilities. In some 

cases, they may need special arrangements or “accommodations” so 

they can do their job duties. 

Customers, clients and tenants with disabilities also have the right to 

equal treatment and equal access to facilit ies and services. Examples 

of facilit ies and services are restaurants, shops, hotels and movie 

theatres, as well as apartment buildings, transit and other public 

places. 

Public and private education providers must also make sure their 

facilities and services are accessible, and that students with 

disabilities are accommodated. 

Even when facilities and services are designed as inclusively as 

possible, you may still need to accommodate the individual needs of 

some people with disabilities. Under the Code, unions, landlords and 

service providers have a legal “duty to accommodate” persons with 

disabilities. The goal of accommodation is to allow people with 

disabilities to equally benefit from and take part in services, housing 

or the workplace. 

 

Accommodation is a shared responsibility. Everyone involved, 

including the person asking for accommodation, should work 

together, exchange relevant information, and look for 

accommodation solutions together. There is no set formula for 

accommodating people with disabilities. Even though some 

accommodations can benefit many people, you still need to consider 

individual needs each time a person asks to be accommodated. A 

solution for one person may not work for someone else. 
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ACCESSI BLE CUSTOMER SERVI CE 

 
Accessible customer service can mean many things. 
Most ly, it  is the understanding that  each indiv idual may 
need a slight ly different  type of accommodat ion. 
 
For example, a person who is blind may need to have 
informat ion read aloud to them;  an indiv idual with a 
learning disabilit y may need to have inst ruct ions wr it ten 
down;  and someone who uses a wheelchair  may need 
help in f inding a route they can use. 
 
Some small steps we can take immediately to im prove 
accessibility include:  
 

♦ Treat ing all customers with dignity and respect  
♦ Asking ‘How may I  help you?’ 

 
Accessible customer service is GOOD customer service:  
courteous, helpful and prompt . 

W HAT CAN YOU DO? 

 
Always star t  with people first .  That  means saying “person 
with a disability”  rather than “a disabled person.”   I n any 
interact ion, it  means addressing the person’s service 
needs, rather than focusing on the disabilit y. 

W HAT I S A DI SABI LI LTY? 

 
Let ’s take some t im e to understand the definit ion of 
different  disabilit ies and some t ips to assist  you in 
providing accessible customer service. 
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A “Disability” as defined by the AODA includes:  
 
• any degree of physical disability,  infirm ity,  

malformat ion or disfigurement  that  is caused by bodily 
injury, birth defect  or illness;  
 

• a condit ion of mental impairment  or a developmental 
disability;  
 

• a learning disability, or a dysfunct ion 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 I nsurance Act , 1997.  
 

• any degree of physical disability,  infirm ity,  
malformat ion or disfigurement  that  is caused by bodily 
injury, birth defect  or  illness and, without  lim it ing the 
generality of the foregoing, includes diabetes, mellitus, 
epilepsy, a brain injury, any degrees of paralysis, 
amputat ion, lack of physical coordinat ion, 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 wheel chair or  
other remedial appliance or device. 
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BEST PRACTI CES AND PROCEDURES  

 
Physical disabilit ies include a range of funct ional 
lim itat ions from m inor diff icult ies in moving or 
coordinat ing one part  of the body, through muscle 
weakness, t remors, and paralysis.  Physical disabilit ies 
can be congenital such as Muscular Dyst rophy;  or 
acquired, such as tendonit is.  A physical disability may 
affect  an indiv idual’s ability to:  
 
♦ Perform manual tasks such as 

holding a pen, turning a key or 
grip a door knob 
 

♦ Move around independent ly 
 

♦ Control the speed or 
coordinat ion of movements 
 

♦ Reach, pull or manipulate 
objects 
 

♦ Have st rength or endurance. 
 
There are many types and degrees of physical disabilit ies, 
and not  all require a wheelchair.  I t  may be diff icult  to 
ident ify a person with a physical disability. 
 

Here are some tips on serving customers who have 

physical disabilit ies:  
 
♦ Speak normally and direct ly to your customer.  Don’t  

speak to someone who is with them. 
 

♦ People with physical disabilit ies often have their own 
way of doing things.  Ask before you help. 
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♦ Wheelchairs and other mobilit y devices are part  of a 
person’s personal space, don’t  touch, move or lean on 
them. 
 

♦ Don't  touch assist ive devices, including wheelchairs, 
unnecessarily unless it ’s an emergency.  
 

♦ Provide your customer informat ion about  accessible 
features of the im mediate environment  (automat ic 
doors, accessible washrooms, etc.) . 

 
♦ Keep ramps and corr idors free of clut ter.  Remove 

obstacles and rearrange furniture to ensure clear 
passage. 
 

♦ Provide seat ing for those that  cannot  stand in line. 
 

♦ Be pat ient .  Customers will ident ify their needs to you. 
 
Hearing loss can cause problems in dist inguishing certain 
frequencies, sounds or words.  A person who is deaf, 
deafened, or hard-of-hearing m ay be unable to:  
 
♦ Use a public telephone.  

 
♦ Understand speech in noisy environments. 

 
♦ Pronounce words clearly enough to be understood by 

st rangers. 
 
They may be able to hear out  of one ear bet ter than the 
other.  
 
Like other disabilit ies, hear ing loss has a wide var iety of 
degrees.  Remember, customers who are deaf or hard of 
hearing may require assist ive devices when 
communicat ing.   
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Here are some tips on serving 

customers who are deaf or hard of 
hearing:  
 
♦ Always ask how you can help. Don’t  

shout .  
 

♦ At t ract  the customer’s at tent ion before speaking. The 
best  way is a gent le touch on the shoulder or gent ly 
waving your hand.  
 

♦ Make sure you are in a well- lighted area where your 
customer can see your face.  
 

♦ Look at  and speak direct ly to your customer. Keep 
your hands and other objects away from your face and 
mouth.   
 

♦ I f necessary, ask if another method of communicat ing 
would be easier, for example a pen and paper.  
 

♦ Be clear and precise when giv ing direct ions, and 
repeat  or rephrase if necessary. Make sure you have 
been understood.  

 
♦ Don’t  touch or address service animals – they are 

working and have to pay at tent ion at  all t imes.  
 

♦ Be pat ient . Communicat ion for people who are 
deaf may be different  because their f irst  language may 
not  be English. I t  may be American Sign Language 
(ASL) .  

 
♦ I f the person uses a hearing aid, t ry to speak in an 

area with few compet ing sounds.  
 

♦ Talk on the side where they can hear the best . 
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♦ Deaf people may use a sign language interpreter to 
communicate -  always direct  your at tent ion to the 
Deaf person -  not  the interpreter.  Any personal (e.g. 
financial)  mat ters should be discussed in a private 
room to avoid other people overhearing. 
 

Deaf- Blindness is a combinat ion of hear ing and vision 
loss.  A person who is deaf-blind has significant  diff icult y 
accessing informat ion and perform ing daily act iv it ies.  
Deaf-blindness interferes with communicat ion, learning, 
orientat ion and mobility.  People who are deaf-blind 
communicate using various sign language systems, 
Braille, telephone devices, communicat ion boards and any 
combinat ion thereof.  Most  people who are deaf-blind will 
be accompanied by an I ntervener, a professional who 
helps with communicat ing.  I nterveners are t rained in 
special sign language that  involves touching the hands of 
the client  in a two-hand, manual alphabet  or finger 
spelling, and may guide and interpret  for their client . 
 

Here are some tips on serving customers who are 

deaf-blind:  
 
♦ Do not  assume what  a person can or cannot  do.  Some 

people who are deaf-blind have some sight  or hearing, 
while others have neither. 
 

♦ A customer who is deaf-blind is likely to explain to you 
how to communicate with them or give you an 
assistance card or a note explaining how to 
communicate with them. 
 

♦ Do not  touch or address service animals -  they are 
working and have to pay at tent ion at  all t imes. 
 

♦ Never touch a person who is deaf-blind suddenly or  
without  perm ission unless it  is an emergency.  
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♦ Understand that  communicat ion can take some t ime-
be pat ient .  
 

♦ Direct  your at tent ion to your customer, not  the 
I ntervener. 

 
Vision disabilit ies reduce one’s ability to see clearly.  
Very few people are totally blind.  Many have lim ited 
vision such as tunnel vision, where a person has a loss of 
peripheral or side vision, or a lack of cent ral v ision, which 
means they cannot  see st raight  ahead.  Some can see the 
out line of objects while others can see the direct ion of 
light .  Vision loss can result  in:  
 
♦ Difficult y reading or seeing faces 

 
♦ Difficult y manoeuvr ing in unfam iliar places 

 
♦ I nabilit y to different iate colours or distances 

 
♦ A narrow field of v ision 

 
♦ The need for bright  light , or cont rast  

 
♦ Night  blindness. 
 
Vision disabilit ies can rest r ict  your customers’ abilit ies to 
read signs, locate landmarks or see hazards.  I n some 
cases, it  may be diff icult  to tell if a person has a vision 
disability.   Others may use a guide dog or white cane.   
 

Here are some tips on serving customers who have 

vision disabilit ies:  
 
♦ I dent ify yourself when you approach your customer 

and speak direct ly to them.  
 

♦ Speak normally and clear ly.  
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♦ Never touch your customer without  asking perm ission, 
unless it ’s an emergency.  
 

♦ I f you offer assistance, wait  unt il you receive 
perm ission.  
 

♦ Offer your arm  ( the elbow)  to guide the person and 
walk slowly.  
 

♦ Don’t  touch or address service animals – they are 
working and have to pay at tent ion at  all t imes.  
 

♦ I f you’re giving direct ions or verbal 
informat ion, be precise and clear. For 
example, if you’re approaching a door or  
an obstacle, say so.  
 

♦ Don't  j ust  assume the indiv idual can't  
see you.  
 

♦ Don't  leave your customer in the 
m iddle of a room. Show them to a 
chair,  or guide them to a comfortable locat ion.  
 

♦ I dent ify landmarks or other details to orient  your 
customer to the environment  around them.  
 

♦ Don't  walk away without  saying good-bye.  
 

♦ Be pat ient , things may take a lit t le longer.  
 

Speech disabilit ies involve the part ial or total loss of the 
ability to speak.  I ndividuals with speech disabilit ies may 
have problems with:  
 
♦ Pronunciat ion 

 
♦ Pitch and loudness 
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♦ Hoarseness or breathiness 
 

♦ Stut tering or slurr ing. 
 
Some people have problems communicat ing.  I t  could be 
the result  of cerebral palsy, hearing loss, or another 
condit ion that  makes it  diff icult  to pronounce words, 
causes slurr ing or  stut tering, or not  being able to express 
themselves or understand wr it ten or spoken language.  
Some people who have severe diff icult ies may use 
communicat ion boards or other assist ive devices.   
 

Here are some tips on serving customers with speech 

or language impairments:    
 
♦ Just  because a person has one disabilit y doesn’t  m ean 

they have another. For exam ple, if a custom er has 
difficulty speaking;  don't  assum e they have an 
intellectual or developm ental disabilit y as well.   
 

♦ I f you don’t  understand, ask your custom er to repeat  the 
informat ion.  

 
♦ I f you are able, ask quest ions that  can be answered 'yes' 

or 'no'.  
 

♦ Be pat ient  and polite, and give your custom er whatever 
t im e he/ she needs to get  his/ her point  across.  

 
♦ Give the person your full at tent ion.  Don’t  interrupt  or 

finish your custom er’s sentences.  Pat ience, respect  and 
a willingness to find a way to communicate are your best  
tools.  
 

♦ I f possible communicate in a quiet  environment . 
 
♦ Verify your understanding. 
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I ntellectual disabilit ies affect  a person’s ability to think 
and reason.  I t  may be caused by genet ic factors such as 
Downs Syndrome, exposure to environmental toxins such 
as Fetal Alcohol Syndrome, brain t rauma or psychiat r ic 
disorders.  A person with an intellectual disorder may 
have diff iculty with:   
 
♦ Understanding spoken and wr it ten informat ion 

 
♦ Conceptual informat ion 

 
♦ Percept ion of sensory informat ion 

 
♦ Memory. 
 
People with intellectual or developmental disabilit ies may 
have diff icult y doing many things most  of us take for  
granted.  These disabilit ies can m ildly or profoundly lim it  
one’s ability to learn.  You may not  be able to know that  
someone has this disability unless you’re told, or you 
not ice the way people act , ask quest ions or use body 
language. 
 
As much as possible, t reat  your customers with an 
intellectual or developmental disability like anyone else.  
They may understand more than you think and they will 
appreciate you t reat ing them with respect . 
 

Here are some tips on serving customers who have an 

intellectual or developmental disability:  
 
♦ Don’t  assume what  a person can or cannot  do. 

 
♦ Use clear, simple language. 

 
♦ Be prepared to explain and provide examples 

regarding informat ion. 
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♦ Remember that  the person is an adult  and unless you 
are informed otherwise, can make their own decisions. 
 

♦ Be pat ient  and ver ify your understanding. 
 

♦ I f you can’t  understand what  is being said, don’t  
pretend.  Just  ask again.  
 

♦ Provide one piece of informat ion at  a t ime. 
 

♦ Speak direct ly to your customer, not  to their 
companion or at tendant . 

 

Learning disabilit ies include a 
range of disorders that  effect  
verbal and non-verbal inform-
at ion acquisit ion, retent ion, 
understanding and processing.  
People with a learning disability 
have average or above average 
intelligence, but  take in and 
process informat ion and express 
knowledge in different  ways.   
 
Learning disabilit ies can result  in:   
 
♦ Difficult ies in reading 

 

♦ Problem solving 
 

♦ Time management  
 

♦ Way finding 
 

♦ Processing informat ion.  
 

Here are some tips on serving customers who have 

learning disabilit ies:  
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♦ Pat ience and a willingness to find a way to 
communicate are your best  tools.  
 

♦ When you know that  someone with a learning 
disability needs help, ask how you can best  help them .  
 

♦ Speak normally and clear ly, and direct ly to your 
customer.  
 

♦ Take some t ime — people with some kinds of learning 
disabilit ies may take a lit t le longer to understand and 
respond.  

 
♦ Try to find ways to provide informat ion in a way that  

works best  for them. For example, have a paper and 
pen handy.  

 
♦ I f you’re dealing with a child, be pat ient , encouraging 

and support ive.  
 

Mental Health disabilit ies include a range of disorders 
however there are three main types of mental health 
disability:  
 
♦ Anxiety 

 
♦ Mood 

 
♦ Behavioural 
 
People with mental health disabilit ies may seem edgy or 
irr itated;  act  aggressively;  be perceived as pushy or 
abrupt ;  be unable to make a decision;  start  laughing or 
get  angry for no apparent  reason. 
 

Here are some tips on serving customers who have 

mental health disabilit ies:  
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♦ Treat  a person with a mental health disabilit y with the 
same respect  and considerat ion you have for everyone 
else.  

 
♦ Be confident  and reassuring.  Listen carefully and work 

with your customer to meet  their needs.  
 

♦ I f someone appears to be in a cr isis, ask them to tell 
you the best  way to help.  

 
♦ Stay calm  and courteous, even if your customer 

exhibits unusual behaviour, focus on the service they 
need and how you can help. 

 

 

Sm ell disabilit ies can involve the inability to sense smells 
or a hypersensit iv ity to odours and smells.  A person with 
a smelling disabilit y may have allergies to certain 
odours, scents, or chemicals or may be unable 
to ident ify dangerous gases, smoke, fumes, 
and spoiled food. 
 
Touch disabilit ies can affect  a person’s 
ability to sense texture, temperature, v ibrat ion or 
pressure.  Touch sensat ions may be reduced or 
heightened result ing in a hypersensit iv ity to touch, 
temperature, or the opposite:  numbness and the inabilit y 
to feel touch sensat ions. 
 
Taste  disabilit ies can lim it  the exper ience of the four 
primary taste sensat ions:  sweet , bit ter, salty and sour.  A 
person with a taste disability may be unable to ident ify 
spoiled food or noxious substances.   
 
Other disabilit ies result  from a range of other 
condit ions, accidents, illnesses and diseases including 
ALS, asthma, diabetes, cancer, HI V/ AID’s, environmental 
sensit iv it ies, seizure disorders, heart  disease, st roke and 
joint  replacement .   
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Disabilities are not 
always visible or 
easy to distinguish 

  

 

 

 

 

 

Dealing w ith custom ers on the phone: 

Dealing with a person with disabilit ies over the phone 
may require addit ional skill and pat ience. 
 

Here are some tips on serving customers with 

disabilit ies on the phone:  
 
♦ Speak normally, clear ly and direct ly.  

 
♦ Don’t  worry about  how their  voice sounds, concent rate 

on what ’s being said.  
 

♦ Be pat ient , don’t  interrupt  and don’t  finish your 
customer’s sentences. Give your customer t ime to 
explain him / her.  
 

♦ Don’t  t ry to guess what  your customer is saying. I f 
you don’t  understand, don’t  pretend. Just  ask again.  
 

♦ I f you’re not  certain what  was said, j ust  repeat  or 
rephrase what  you’ve heard.  
 

♦ I f a telephone customer is using an interpreter or a 
TTY line, j ust  speak normally to the customer, not  to 
the interpreter.  
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♦ I f your customer is having diff icult y communicat ing, 
make arrangements to call back when it ’s convenient  
to speak with someone else.  

 

CUSTOMERS W I TH SUPPORT PERSONS  

 
Means any person whether a paid 
professional, volunteer, fam ily 
member or fr iend who accompanies 
a person with a disability in order to 
help with communicat ions, personal 
care or medical needs or with access 
to goods or services.   
 
I f a person with a disability is 
accompanied by a support  person, 
they are perm it ted to enter the prem ises together and are 
not  prevented from having access to each other while on 
the prem ises.  The Town may require a person with a 
disability to be accompanied by a support  person while on 
its prem ises, but  only if 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 prem ises.   
 
Where fees for goods and services are advert ised or 
promoted by the Town, it  will provide advance not ice of 
the amount  payable, if any, in respect  of the support  
person. 
 
Confident iality and pr ivacy laws must  be considered with 
respect  to informat ion available to persons providing 
support .   
 
Appropriate behaviour is expected of a support  person as 
it  is of the customer with the disabilit y and all other 
customers.  
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Customers with Support  Persons: 

 

• Both persons are perm it ted to enter the prem ises 
together. 
 

• The person with a disability is not  prevented from 
having access to the support  person while on the 
prem ises. 
 

• Consent  is required if confident ial informat ion is going 
to be shared when a Support  Person is present . 
 

• The Support  Person is adm it ted free of charge.  
 

• Speak direct ly to your customer, not  the support  
person. 

  

CUSTOMERS W I TH SERVI CE ANI MALS  

 
Means any animal indiv idually t rained to do work or 
perform  tasks for the benefit  of a person with a disability.  
A service animal is not  a pet .  To be considered a service 
animal under the standard, it  must  either be readily 
apparent  that  the animal is being used because of a 
person’s disability or  the person with the disability must  
be prepared to show a let ter from a doctor or nurse 
confirm ing that  it  is required for reasons relat ing to his or 
her disability.    
 
I f a person with a disability is accompanied by a guide 
dog or other service animal, the Town will perm it  the 
person to enter the prem ises with the animal and keep it  
with him  or her, unless the animal is otherwise excluded 
by law from the prem ises.  I n those instances, the Town 
will look to other available measures to enable the person 
with a disability to obtain, use or benefit  from the Town’s 
goods and services.  
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Customers with Service Anim als: 

 

• Allowed anywhere customers normally have access. 
 

• Customer is responsible for  the care and supervision 
of the service animal. 

 
• Avoid talk ing to, touching or 

making eye contact  with the 
service animal 

 
• Customer is perm it ted to keep 

the animal with him  or her 
unless the animal is otherwise 
excluded by law from the 
prem ises (e.g. areas where 
food is prepared) . 

 

CUSTOMERS W I TH ASSI STI VE DEVI CES 

 

Customers using Assist ive Equipm ent :  
 
• I nappropriate to lean on or reach over them. 

 
• Ensure that  the person is perm it ted to enter the 

prem ises with the device and to ut ilize the device 
unless excluded by law. 

 
• Potent ial barr iers to the use of assist ive devices must  

be removed where possible. 
 

• Ensure persons with disabilit ies are aware of assist ive 
devices available on the providers’ prem ises or 
otherwise supplied by the provider. 
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• Assist ive devices must  be offered in a manner that  
respects the persons’ dignity and independence. 

DI SRUPTI ONS I N  SERVI CE  

 
I t  is possible that  from t ime to t ime there will be 
disrupt ions in service, such as an elevator under repair , 
renovat ions that  lim it  access to an area, or technology 
that  is temporar ily unavailable.  I f a disrupt ion in service 
is planned, and expected, it  is im portant  to provide 
reasonable not ice. 
 
People with disabilit ies may often go to a lot  of t rouble to 
access services, such as booking t ransit  or arranging a 
r ide. By providing not ice, you can save that  person an 
unnecessary t r ip. Not ice can be provided on the Town’s 
website, by telephone, or in wr it ing. 
 
I n the event  of an unexpected disrupt ion in service, 
provide not ice in a var iety of ways and as quickly as 
possible. Please refer to the unexpected disrupt ion of 
service template at  the back of this guide.  Consider 
offering alternat ive methods of service while inform ing 
those that  may be im pacted personally. 

FEEDBACK PROCESS 

 
Feedback from the public gives the Town staff and 
members of Council opportunit ies to learn and im prove.  
The Town recognizes the r ight  of the public to make a 
complaint , compliment , or make suggest ions on ways to 
improve our services. 
 
To assist  us in ensuring that  the delivery of goods and 
services to those with disabilit ies is provided in an 
effect ive and t imely manner, the public is invited to 
provide their feedback in wr it ing, in person, e-mail or 
telephone, addressed to:  
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Town Clerk 

Town of Mississippi Mills 
PO Box 400 

3131 Old Perth Road,  
Almonte, ON   K0A 1A0 

 
Phone:  613-256-2064 ext  226 

Fax:  613-256-4887 
E-mail:  sstone@mississippim ills.ca  

 
The Town Clerk will respond either in wr it ing, in person, 
e-mail or telephone acknowledging receipt  of feedback 
and will set  out  the act ion to be taken in response to any 
complaints.  A response will be provided within twenty-
one (21)  days.   
 
I nformat ion about  the feedback process will be posted at  
each facilit y and on the Town’s website.  
 

STI LL HAVI NG DI FFI CULTY? 

What  happens if for some reason you can’t  serve a person 
with a disability? 
 
1.  Treat  all customers with respect .  

2.  Give them your full at tent ion 

3.  Ask how you can help or serve them bet ter 

4.  Offer to communicate using a var iety of methods  

5.  Accept  any feedback they may provide 

 
I t  is im portant  to recognize that  there are available 
internal & external resources for you to use to assist  you 
in deliver ing service to persons with disabilit ies:  
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External Resources  

 
 Province of Ontar io Accessibility Website:   

www.AccessON.ca. 
 
 Minist ry of Community and Social Services:  

ht tp: / / www.mcss.gov.on.ca/ mcss/ english/ pillars/ ac
cessibilityOntar io/  

 
I nternal Resources 

 
 Corporate Customer Service Policy  

 
 Customer Service Procedures 

 
 Accessibility Advisory Commit tee 

 
 

ENFORCEMENT &  NON- COMPLI ANCE 

 

The Town is required to report  annually that  it  is 
compliant  with the I ntegrated Accessibility Standard 
Regulat ion.   
 
The Standard provides for the appointment  of provincial 
inspectors to verify compliance.   

Penalt ies for non-compliance include fines:  
 
-  I ndiv idual can be fined up to $50,000 per day 
-  Organizat ion can be fined up to $100,000 per day. 
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NOTI CE OF TEMPORARY DI SRUPTI ON FORM 

 

ACCESSIBILITY FOR ONTARIANS WITH DISABILITIES ACT 

NOTICE OF TEMPORARY DISRUPTION 
 
 
Date:  _______________________ 
 
Dear Customers:   
 
Please be advised of the following disruption: 
 
___________________________________________________ 
 
___________________________________________________ 
 
Anticipated Duration:  _________________________________ 
 
Description of Alternative facilities or Services (if any) 
 
____________________________________________________ 
 
____________________________________________________ 
 
____________________________________________________ 
 
Questions concerning this disruption in service may be directed 
to: 
 
___________________________________________________ 
 
___________________________________________________ 
 
We apologize for inconveniences that this disruption has caused. 
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FEEDBACK FORM 

 

  
CUSTOMER FEEDBACK FORM 

 
Feedback from  our custom ers gives the Town of Mississippi 

Mills staff and Council opportunit ies to learn and im prove.  
 
Please tell us the date and t im e of your visit :  
 
Date _________________   Tim e:  ___________________ 

Facilit y __________________________________________ 

Nam e of staff involved if applicable____________________  

 

Did we respond to your custom er services needs today?   

  YES    NO 

 
Was our custom er service provided to you in an accessible 
m anner? 
 
   YES          SOMEWHAT (please explain below)              
   NO (please explain below)   

________________________________________________ 
________________________________________________ 
 
Did you have any problem s accessing our goods and 
services? 
   NO          SOMEWHAT (please explain below)              
   YES (please explain below)   

________________________________________________ 
________________________________________________ 
 
Please add any other com m ents you m ay have:  
________________________________________________ 
________________________________________________
Contact  inform at ion:  (opt ional)  
________________________________________________ 
________________________________________________ 
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BUI LDI NG AN I NCLUSI VE COMMUNI TY 
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Municipal Matters
January 24, 2013

Hall rentals available in almonte and PakenHam.  
to book your reservation now, call calvin murPHy, recreation dePartment 613-256-1077

uPcoming meetings:
Jan 29 @ 6:00 pm  Special Committee 
(Water & Sewer Rate Study Update)
Jan 31 @ 5:00 pm Special Committee 
(Training, Recreation Master Plan)
Feb 5 @ 6:00 pm Council
Feb 5 @ 6:00 pm  Committee of the 

Whole 
All meetings held in the Council Chambers 

(3131 Old Perth Road) 
unless otherwise indicated.

you’re invited to  
tour tHe new mississiPPi mills 
wastewater treatment Plant - 

saturday, January 26/13

The Town of Mississippi Mills, in partnership 
with the Ontario Clean Water Agency, is 
offering public tours of the new Wastewater 
Treatment Facility located at 212 Wolf Grove 
Road, Almonte. 

Residents and business owners are invited to 
attend guided tours to learn more about the 
facility operations on Saturday, January 26, 
2013. 

Tours will commence at 10:30 am and finish at 
3:00 pm (last tour will depart at 2:45pm).

accessibility - did you know?

Persons with a disability can only access 
your business if the accessible entrance and 
ramp are cleared of snow.  Be sure to keep 
accessible parking spots available as well. 
Accessible entrances and washrooms are more 
convenient for all customers.

aerobics classes starting 
January 28tH

It’s a new year. Treat yourself to a healthier you. 
The Town of Mississippi Mills is hosting new 
Aerobics classes in Almonte and Pakenham. 
The 9 week session starts the week of January 
28th. The cost is $72 for the session or $8 a 
class. Classes will be senior friendly so we 
encourage everyone to come out.

Contact Calvin Murphy at 613-256-1077 for 
more information and to register.

tHe town of mississiPPi mills 
needs your inPut

How would you rate the quality of recreation 
programs, parks and facilities in your 
community?

What kind of activities would you like to 
participate in?

What new or improved recreation facilities do 
you think are required in the coming years?

For what age groups do you think additional 
recreation programs should be provided?

We work hard to make sure you and your 
family has access to quality parks, recreation 
programs and services.

And we want to ensure that we’re meeting 
your needs for years to come.

That’s why we’re reviewing the parks, recreation 
programs and facilities in your community. 
And you can help us by completing a short 
survey…

Add your voice today! Take 5 - 10 minutes to 
fill out the survey now available on our new 
website www.mississippimills.ca.

We will be accepting feedback until February 
8, 2013.

Your input is an essential part of this review 
and will help the Town assess our delivery 
of current and future parks and recreation 
facilities, programs and services in Mississippi 
Mills.

Hard copies can be found at: The Almonte 
Community Centre (182 Bridge Street), The 
Stewart Community Centre in Pakenham (112  
MacFarlane Street), The Almonte Old Town 
Hall (14 Bridge Street), The Municipal Office 
(3131 Old Perth Road), The Almonte library 
(155 High Street) and The Pakenham library 
(128 MacFarlane Street)

Have any questions? For more information, 
or to receive a hard copy of the survey, please 
contact Calvin Murphy, Recreation Coordinator 
at cmurphy@mississippimills.ca or
613-256-1077 Ext. 24.

Quote for tHe suPPly of 
building maintenance services

Quotes on the prescribed Form and sealed in an 
envelope clearly marked “Building Maintenance 
Services” will be received by Rob Tremblay, 
Acting Town Clerk at the

Town of Mississippi Mills Municipal Office 
3131 Old Perth Road,  
Almonte, ON K0A 1A0

until 12:00 noon local time,  
friday, february 1, 2013

Quote documents may be obtained from the 
Municipal Office, at the above address, or 
downloaded at www.mississippimills.ca.

Quotes will be publicly opened at 12:15 p.m. 
local time, Friday, February 1, 2013, in the 
Committee Room, Municipal Office, 3131 Old 
Perth Road, RR 2, Almonte. The lowest or any 
quotes will not necessarily be accepted.

For further information, please contact Rob 
Tremblay, Acting Town Clerk at 613-256-2064 
ext. 226.

*** emPloyment oPPortunity ***

building insPector 

$54,470.13 - $64,693.43

For a detailed job description, check out our 

web site at mississippimills.ca or call Diane 

Smithson, CAO at 613-256-2064 ext 225.

Interested candidates are invited to submit 

in confidence, a resume outlining their 

qualifications to the undersigned no later than 

12 o’clock noon on monday, february 11, 

2013.  We would like to thank all who apply, 

but only those applicants selected for an 

interview will be acknowledged.

If you require this document or any additional 

documents in an alternative format, please 

contact our office at 613-256-2064.  Should 

you require any special accommodations in 

order to apply or interview for a position with 

the Town of Mississippi Mills we will endeavour 

to make such accommodations.

Information collected will be used in accordance 

with the Municipal Freedom of Information and 

Protection of Privacy Act for the purpose of job 

selection.

reQuest for ProPosals

Professional (arcHitectural / 

engineering) services 

for renovations at tHe 

stewart community centre, 

PakenHam

Deadline for submissions is noon on 

Wednesday, February 6, 2013.  Copies of 

the RFP providing additional information 

can be located on the Town’s website www.

mississippimills.ca.   Any firms interested in 

submitting a proposal are requested to notify 

Diane Smithson, Chief Administrative Officer 

by email at dsmithson@mississippimills.ca in 

case any addendums to the RFP are issued.
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