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𝑮𝑰𝑨𝑮 𝑰𝒏𝒕𝒆𝒈𝒓𝒂𝒕𝒆𝒅 𝑨𝒄𝒄𝒆𝒔𝒔𝒊𝒃𝒊𝒍𝒊𝒕𝒚 𝑺𝒕𝒂𝒏𝒅𝒂𝒓𝒅𝒔 𝑷𝒐𝒍𝒊𝒄𝒚 
 
Statement of Intent  
 
As an organization, GIAG (Glengarry Inter-Agency Group Inc.) which shares the AODA principles of 
dignity, independence, and equal opportunity to access services, is committed to excellence in 
serving all clients including people with disabilities.  
 
We believe in integration and equal opportunity that ensures persons with disabilities (“PWD”) have 
the same opportunities to access and benefit from our services. GIAG is committed to meeting the 
needs of people with disabilities in a timely manner and do so by removing barriers to accessibility 
and meeting accessibility requirements under the Integrated Accessibility Standards Ontario 
Regulation 191/11 (IASR) of the Accessibility for Ontarians with Disabilities Act, 2005 (AODA).  
 
Scope  
 
This policy is intended to meet the requirements of Accessibility Standards for Customer Service, 
Ontario Regulation 429/07 under the Accessibility for Ontarians with Disabilities Act (AODA), 2005, 
and applies to the provision of services to the public or other third parties, not to the services 
themselves.  
 
a) This policy applies to the provision of services at all premises operated by GIAG.  
 
b) This policy applies to employees, volunteers, and third-party contractors who deal with the public 
or other third parties that act on behalf of GIAG, including when the provision of services occurs off 
the premises of GIAG such as in: outreach activities and the delivery of services at community events, 
job fairs, conferences etc.  
 
c) The section of this policy that addresses the use of service animals only applies to the provision of 
services that take place at sites operated by GIAG.  
 
d) This policy shall also apply to all persons who participate in the development of the GIAG policies, 
practices and procedures governing the provision of services to members of the public or third 
parties.  
 
Definitions  
 
Disability – For the purpose of this Policy, the term disability as defined by the Accessibility for 
Ontarians with Disabilities Act, 2005, and the Ontario Human Rights Code, is defined as:  
 

a) 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, 
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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, 

c) a learning disability, or 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, including a workplace injury or disability  

 
Accessible Format, Communication Support and Assistive Devices:  
– For the purposes of this Policy, accessible format, communication support and assistive devices 
may include:  
 
Large print, recorded audio and electronic formats, brail and other formats useable by persons with 
disabilities; captioning, alternative and augmentative communication supports, plain language, sign 
language and other supports that facilitate effective communications; wheelchairs, walkers, and 
electronic communication devices and other devices.  
 
Barrier For the purposes of this Policy, a barrier is defined as:  
 
Anything that keeps someone with a disability from participating fully in society because of his or her 
disability, including a physical barrier, an architectural barrier, an information or communications 
barrier, an attitudinal barrier, a technology barrier, a policy or a practice.  
 
The Provision of Services to Persons with Disabilities  
 

• The services or facilities must be provided in a manner that respects the dignity and 
independence of persons with disabilities. 

• The provision of services and/or facilities to persons with disabilities will be integrated with the 
provision of services and/or facilities to others, unless an alternative measure is necessary, 
whether temporarily or on a permanent basis, to enable a person with a disability to obtain, use 
or benefit from the services and/or facilities. 

•  Persons with disabilities will be given an opportunity equal to that given to others to obtain, use 
and benefit from the services and/or facilities. 

• When communicating with a person with a disability, the provider will do so in a manner that 
considers the person’s disability.  

• The agency will accommodate any use of assistive devices by persons with disabilities to obtain, 
use or benefit from the services and/or facilities, or other measures, if any, which enable them to 
do so. We will ensure that our staff is trained and familiar with the equipment or devices we have 
on site or that we provide that may help in providing goods or services to people with disabilities. 

• We welcome people with disabilities who are accompanied by a service animal. Service animals 
are allowed on our premises unless excluded by law. If excluded by law, we will do the following 
to ensure people with disabilities can obtain, use and benefit from our goods and services. 

 
Should you require an alternative format of this or another document, a copy of AODA documentation, 
more information or you wish to provide feedback, please contact: 
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Joeseph Chatelaine 
580 Main St. S Alexandria, On. K0C 1A0 
(613) 525-1533 Ext.238 
humanresources@giag.ca  
 

As it pertains to the application and deliver of the following standards, we can arrange for accessible 
feedback and alternate formats upon request. We are committed to do so in a timely manner 
consistent with the principles of the AODA and ISAR. 
 

General Standards  
 
Accessibility Plan:  
 
GIAG’s multi-year Accessibility Plan outlines a phased-in strategy to prevent and remove barriers and 
to address the current and future requirements of the AODA. Progress on the Plan is reported on 
annually, is posted on the organization’s website and is provided in accessible formats upon request.  
 
Assistive Devices  
 
Customer’s own assistive device(s):  
 
Persons with disabilities may use their own assistive devices as required when accessing services 
provided by GIAG.  
 
In cases where the assistive device presents a safety concern or where accessibility might be an 
issue, other reasonable measures when possible will be used to ensure the access of services.  
 
Assistive devices provided by GIAG:  
 
Assistive devices provided by GIAG are available on a first come, first serve basis and upon request, 
to assist customers in accessing our services.  
 
Service Animals  
 
A customer with a disability that is accompanied by a service animal will be allowed access to 
premises that are open to the public unless otherwise excluded by law. “No pet” policies do not 
apply to service animals.  
 
Food Services Areas / Kitchens Exclusion Guidelines:  
 
A customer with a disability that is accompanied by a service dog will be allowed access to food 
service areas and/or kitchens that are open to the public unless otherwise excluded by law. Service 
animals, other than service dogs are not allowed in food service areas and/or kitchens.  
If a service animal is excluded by law, GIAG will offer alternative methods to enable the person with a 
disability to access services, when possible (for example, securing the animal in a safe location and 
offering the guidance of an employee).  
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Recognizing a Service Animal:  
 
If it is not readily apparent that the animal is being used by the customer for reasons relating to his 
or her disability, GIAG may request verification 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; or,  

• a certificate of training from a recognized guide dog or service animal training school.  
 
Care and Control of the Animal:  
The client that is accompanied by a service animal is responsible for maintaining care and control of 
the animal at all times.  
 
Allergies:  
If a health and safety concern present’s itself for example in the form of a severe allergy to the 
animal, GIAG will make all reasonable efforts to meet the needs of all individuals.  
 
Support Persons  
 
If a client with a disability is accompanied by a support person, GIAG will ensure that both persons 
are able to enter the premises together, and that the customer is not prevented from having access 
to the support person.  
 
In situations where confidential information might be discussed, consent will be obtained from the 
client, prior to any conversation where confidential information might be discussed.  
 
With the employee’s consent, we will provide workplace emergency information to a designated 
person who is providing assistance to that employee during an emergency. 
 
Admission Fees:  
If payment is required by a support person for admission to a special event at the premises, GIAG will 
ensure that notice is given in advance by posting notice of admission fees for support persons in 
advertisement of the event.  
 
Notice of temporary disruption 
In the event of a planned or unexpected disruption to services or facilities, GIAG will notify clients 
promptly. This clearly posted notice will include information about the reason for the disruption, its 
anticipated length of time, and a description of alternative facilities or services, if available. 
Information and Communications 

GIAG is committed to making information and communications accessible to persons with disability 
through print, telephone, websites and other means.  
 
Accessible Information:  
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GIAG ensures its information and communications are accessible and provided in accessible formats 
that meet the needs of persons with disability. This is provided, upon request, in a timely manner, 
taking into consideration the person’s accessibility needs due to disability, and at a cost that is no 
more than the regular cost charged to other persons. GIAG consults with the person making the 
request in determining the suitability of an accessible format or communication support.  
 
Accessible Websites and Web Content  
 
GIAG shall make the public website and web content, conform to the World Wide Web Consortium 
Web Content Accessibility Guidelines (WCAG 2.0), Hoping to be at Level A by January 1, 2021.  
 
Accessible Emergency Information  
 
GIAG provides emergency procedures and plan information to the public in an accessible format, or 
with appropriate communication supports, as soon as practicable, upon request.  
 
Feedback Process  

GIAG shall provide customers with the opportunity to give feedback on the service provided to 
clients with disabilities.  
 
Clients who wish to provide feedback on the way GIAG provides services to people with disabilities 
can do so in any of the following ways:  
 

• Feedback forms are available in the Human Resource office and Receptionist Desks at each of 
our locations.  

• Feedback can also be provided in person to the client’s primary contact at GIAG, the site or 
program manager or to the person with whom they are interacting.  

• Alternate methods of providing feedback such as verbally (in person) or written 
(handwritten), delivered, website or email) are available upon request.  

 
All feedback and/or complaints will be directed to the appropriate department and management 
personnel for review.  
 
Complaints will be addressed according to our organization’s regular complaint resolution process as 
detailed in the GIAG Policy and Procedures manual -HR 4.02.  
 
Clients who make a formal complaint or raise a concern will receive acknowledgement of their 

feedback and notice of any resulting actions based on concerns or complaints that were submitted 

Employment   
 
GIAG is committed to fair and accessible employment practices.  
 
Recruitment and Selection  
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GIAG provides notice to its employees and the public about the availability of accommodation for 
applicants with disabilities in its recruitment and selection processes.  
 
During the recruitment process, applicants are notified that accommodations are available upon 
request relating to materials or processes being used. Arranging suitable accommodation is 
determined by GIAG in consultation with the candidate and takes into consideration the candidate’s 
accessibility needs due to disability.  
 
When making an offer of employment, the successful candidate is notified of GIAG’s policies for 
accommodating employees with disabilities.  
 
Supports for Employees  
 
GIAG’s employees are informed of policies used to support employees with disabilities, including 
policies on the provision of job accommodations that take into consideration an employee’s 
accessibility needs due to disability.  
 
This communication is part of every new employee’s orientation package. 
 
Performance Management, Career Development, Advancement and Redeployment  
 
The performance management process, including assessment, goal setting, talent management (also 
includes office relocation), takes into consideration the accessibility needs of employees with 
disabilities, as well as individual accommodation plans.  
 
Accommodation Plans  
 
GIAG maintains documented individual accommodation plans for employees with disabilities. As 
necessary and as requested, the individual employee plan could include information regarding 
accessible formats and communication supports.  
 

Accommodation Process  

Workplace accommodations can range from simple and straightforward cases, to lengthy and 
complex ones.  The steps in this procedure outline the general process by which GIAG addresses 
accommodation for employees with disabilities in the workplace. It must be recognized that the 
Human Rights Tribunal of Ontario has emphasized that following a proper process in every case is of 
critical importance and that failure to do so may be seen as a violation of the Human Rights Code. 

The principles of dignity, individualization, inclusion, and full participation are to be applied 
throughout the entire accommodation process.  All parties share in the responsibility to engage in 
meaningful dialogue and to work together respectfully towards accommodation solutions. 

Requests for Accommodation 
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A need for accommodation for reasons of disability may be identified in a number of ways, including 
the following: 

● An employee may identify the need by notifying their manager that due to a disability, they 
cannot perform the essential duties of their job and are requesting an individual 
accommodation plan. 
 

● For an employee returning to work after an illness or injury, the return to work process 
involves a review to determine whether there are any disabilities and/or required 
accommodations prior to the employee returning to the workplace, and they are covered by 
the RTW Policy. 
 

● The need for accommodation may be identified by a manager, health care provider or 
another party, in which case the employee will be made aware of the accommodation 
process. 

Accommodation requests are to be made in writing to the employee’s manager.  If requested, the 
employee may provide their accommodation request in an alternate format that takes into account 
their accommodation needs. 

In the event that an accommodation request is denied, the employee will be provided with written 
documentation of the reasons for the denial.  These reasons will also be provided in alternate format 
upon request. 

The denial of an accommodation request may be appealed, in writing, to Senior Management if not 
involved in the original decision or designate.  A final decision will be reached as soon as reasonably 
possible, based on a review of the accommodation request, the written documentation of the 
reasons for the denial, and any further information provided by or obtained from all parties 
regarding the request. 

Medical Documentation 

● A request for accommodation must be supported by appropriate medical documentation.   
 

● Medical documentation must confirm that the employee has a disability that interferes in their 
ability to do their job or otherwise participate fully in the workplace, outline the specific 
restrictions and limitations that need to be accommodated, and the duration of the 
accommodation.  

 
● Pursuant to the previous point, the employee will be provided with a Functional Abilities Form, 

(FAF) which the employee will be instructed to have completed by their treating health care 
practitioner.  

 



 

P a g e  8 | 24 

 

● It is recognized that there may be some obvious cases where medical documentation would not 
be required; Human Resources can assist with this determination. 

 
● Additional medical documentation may be required with complex medical cases, cases involving 

a permanent disability, or cases requiring clarification about the employee’s disability or 
restrictions.   

 
● In such situations, GIAG will provide the employee with the employer's written request for 

further information from the employee’s doctor, medical specialist, or other healthcare 
provider.   

 
● Where such requests result in insufficient information to determine appropriate accommodation 

measures, GIAG may require the employee to undergo an independent medical examination.   
 

● The employee will be requested to sign a consent document to permit enquiries and release of 
information to GIAG. The costs associated with obtaining additional medical documentation will 
be covered by GIAG. 

 
● GIAG will review the information in the medical documents received, and will only communicate 

non-confidential information (e.g. functional abilities, limitations or restrictions, prognosis, 
anticipated duration of accommodation) to the employee’s manager.   

 
● No confidential information (e.g. diagnosis, treatment plan, name/specialty of the health care 

provider) will be shared without the prior written consent of the employee, excepting only where 
the information needs to be shared with a supervisor or others in order to achieve the 
accommodation. 

 
Accommodation Process 

● The employee shall notify their manager of the request for an individual accommodation plan. 
 
● The employee or manager may contact Human Resources for assistance in the development of 

the accommodation plan.  Human Resources will provide information, support and assistance as 
needed throughout the accommodation process. 

 
● Once the request is received, the employee will be required to provide appropriate medical 

documentation, as noted above. 
 

● The medical documentation will be reviewed to ensure that the information provided is 
adequate and will request additional medical information if needed. The manager will be 
informed about the employee’s restrictions, limitations, and accommodation needs. 

 
● The manager, in consultation with the employee, will make every reasonable effort to identify 

appropriate accommodation measures that will enable the employee to fulfill the essential duties 
of their job.   
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● The manager will also determine whether the employee requires individualized workplace 

emergency response information and/or an individual Workplace Emergency Response 
Information plan as a result of the disability. 

 
● All possible reasonable accommodation measures must be canvassed. Those accommodation 

measures selected to be included in the accommodation plan must be the measures that most 
respect the dignity of the individual while achieving the aim of providing the individual with equal 
opportunity, provided that no accommodation measures are selected which create undue 
hardship. 

 
● Where a concern arises that either no measure for accommodation is available or all possible 

accommodation measures would give rise to an undue hardship, Human Resources or Senior 
Management, as applicable, must be involved in any subsequent decisions regarding the 
accommodation process. 

 
● Once the accommodation measures have been determined, the manager will prepare a written 

accommodation plan outlining the nature of the accommodation and the measures agreed 
upon.   

 
● The manager will sign the plan document, and the employee and the employee’s union 

representative (if any) will be given an opportunity to sign the plan.  A copy of the final plan will 
be forwarded to all parties involved.  A copy will be kept alongside the employee’s personnel file. 

 
● The manager, with cooperation from the employee, is responsible for ensuring that the 

measures outlined in the accommodation plan are implemented.   
 

After identifying the most appropriate accommodation(s), the details will be documented in a 
written plan, including: 

• What accommodation(s) will be provided 

• How to make information accessible to the employee, including accessible formats and 
communication supports 

• Employee emergency information and/or emergency response plan (if applicable) 

• When the plan will be reviewed and updated 
The manager will give the employee in an accessible format (if required), a copy of the individual 
accommodation plan.  
 
Monitoring and Review 

● The manager must conduct ongoing monitoring and reassessment of the accommodation plan 
during the period of accommodation.   
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● GIAG may request updated medical information on a periodic basis to support ongoing 
accommodations. 
 

● If the accommodation is no longer appropriate, the employee and the manager will work 
together to gather relevant information and reassess the employee’s needs in order for the 
employer to find the best accommodation measure. 
 

● The employee or manager can contact GIAG senior management to assist in reviewing or revising 
the accommodation plan if the restrictions and limitations have changed or if updated medical 
documentation is received. 
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Individual Accommodation Plan 
 
Employee’s name:   Date:   

Employee’s title/department:   Manager:   

Limitations Job-related tasks/activities affected by limitations 

Is this an 
essential job 

requirement? 

   

   

   

   

   

 
Sources of expert input into the individual accommodation plan (e.g., human resources manager, 
family doctor, specialists): 

  

  

  

  

  

Accommodation measures are to be implemented from [start date] to [end date]. 

If no end date is expected, the next review of this accommodation plan will occur on [review date].  
 
(The accommodation measure(s) should be reviewed annually, at a minimum.) 

 

 

Description of Accommodation Measure(s) 
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Which job requirements and 
related tasks require 

accommodation? 

What are the objectives of the 
accommodation (i.e., what 

must the accommodation do to 
be successful)? 

Which accommodation 
strategies/tools have been 
selected to facilitate this 

task/activity? 

   

   

   

   

   

 

Roles and Responsibilities 

Outstanding actions to implement accommodation Assigned to Due date 

   

   

   

   

   

 

Additional Documents Included 

Document Yes No 

Emergency Plan   

Accessible Communications   

Return-to-Work Plan    
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Return to Work Accommodation’s Plan following a Disability Leave  
 
GIAG’s return to work process is for employees returning from disability leave who require disability 
related accommodation to facilitate their return to work. This may also include workplace emergency 
response information. The documented accommodation plan is part of the return to work process. 
 
STEP 1: INITIATE THE RETURN-TO-WORK PROCESS 

 

● The employee reports their need for a disability leave to their supervisor or to human 
resources (as applicable) 

● Information is sent to the RTW coordinator or designate 

STEP 2: MAKE AND MAINTAIN CONTACT WITH THE EMPLOYEE ON LEAVE 

 
RTW coordinator or designate 
 

● Maintains regular contact with the employee, with the employee’s consent 
● Provides the employee with RTW information 
● Helps resolve any problems with treatment, if asked to by the employee 
● Monitors the employee’s progress until they are fit for work 

Employee 
 

● Receives and follows the appropriate medical treatment 
● Updates the RTW coordinator or designate about their progress 
● Gives the healthcare provider the RTW information 

 
Manager 
 

● Ensures work practices are safe for returning employee 
● Assists RTW coordinator or designate with identifying accommodations 
● Assists RTW coordinator or designate with analyzing the demands of each job task 
 

Healthcare provider 
 

● Provides appropriate and effective treatment to the employee 
● Provides required information on the employee’s functional abilities, if requested 

 
STEP 3: DEVELOP A RETURN-TO-WORK PLAN 
 

● The employee, the RTW coordinator or designate, and the healthcare provider (if needed) 
collaborate to develop a formal RTW plan, which is included in the employee’s individual 
accommodation plan, if applicable:  
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● if the employee has no residual functional limitations, they return to their regular position 
with no accommodation required 

● if the employee has temporary functional limitations, they return to a temporary modified 
work environment with accommodation, or to an alternative transitional position, if available 
or possible 

● if the employee has lasting functional limitations, they return to work with permanent 
accommodations or is permanently reassigned to another position, if available or possible 

 
STEP 4: MONITOR AND EVALUATE THE RETURN-TO-WORK PROCESS 

 

● The employee, supervisor, and RTW coordinator or designate monitor and review the RTW 
process regularly until it has been completed  

● If the employee encounters challenges, the RTW plan is modified to overcome these 
challenges  

 
Workplace Employee Emergency Response Information  
 
GIAG provides employees individualized workplace emergency response information as requested or 
when made aware of the need for accommodation due to disability. GIAG provides this information 
as soon as practicable after becoming aware of the need for accommodation. Written emergency 
accommodation plans are documented for the individual and reviewed/assessed when:  
 

• The employee moves to a new office,  

• The employee’s overall accommodation plan is being reviewed; and,  

• GIAG reviews overall emergency response policies.  
 
With the employee’s consent, we will provide workplace emergency information to a designated 
person who is providing assistance to that employee during an emergency. 
 

Individualized Employee Emergency Response Information Form 
 

Use the information collected in the emergency response worksheet to create an individualized 
workplace emergency response for each employee with a disability. Modify this form if an employee 
needs different types of accommodations for different types of emergencies.  

All information in this document is confidential and will be shared only with the employee’s consent.  

EMPLOYEE INFORMATION 

Name:   

Department:   

Telephone:    Mobile phone:     E-mail:   
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EMERGENCY CONTACT INFORMATION 

Name:   

Telephone:    Mobile phone:     E-mail:   

Relationship:   

WORK LOCATION 
(Repeat for other work locations) 

Address: 
 
Floor: 
   
Room name/number: 
  

EMERGENCY ALERTS 

[Name of employee] will be informed of an emergency situation by: 

◻ Existing alarm system 

◻ Pager device 

◻ Visual alarm system 

◻ Co-worker 

◻ Other (specify):   

ASSISTANCE METHODS 
List types of assistance (e.g., staff assistance or transfer instructions). 

  

  

Worksheet for Individual Emergency Response Plans 

INSTRUCTIONS 

The employee with a disability completes this worksheet with their manager to help identify threats 
to the employee’s safety that could arise in an emergency situation. The worksheet is also used to 
provide suggestions on how to overcome the identified threats.  

The information collected is confidential and will be shared only with the employee’s consent. They 
do not have to provide details of their medical condition or disability—only about the type of help 
they may need in an emergency.  

Date:   
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EMPLOYEE INFORMATION 

Name:   

Department:   

Telephone:    Mobile phone: _______________   E-mail: 
 ______________ 

EMERGENCY CONTACT INFORMATION 

Name:   

Telephone:    Mobile phone: _______________   E-mail: 
__________________ 

Relationship:   

WORKPLACE LOCATION 

1. Where do you work? 

Address:   

Floor:    Room name/number:   

2. Do you work in different places on a regular basis? 

◻ Yes 
◻ No 

List the addresses, floors, and room locations. (Use additional sheets as necessary.) 

  

  

POTENTIAL EMERGENCY RESPONSE BARRIERS 
3. Can you read/access our emergency information? 

◻ Yes 
◻ No 

 
Design of Public Spaces Standards 
 
The goal of the Accessibility Standards for the design of Public Spaces is to remove barriers in the 
public spaces and buildings. GIAG shall have regard to accessibility for persons with disabilities when 
designing new or making major modifications to waiting areas and service counters in GIAG public 
spaces.  
 
Training  
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Training of our employees and volunteers on accessibility relates to their specific roles. We train 
every person as soon as practicable after being hired and provide training in respect of any changes 
to the policies.  
 
Training will be provided to:  

a) all employees, volunteers, and others who deal with the public or third parties on our behalf.  
       b)   people involved in the development and approval of our customer service policies. 
  
Training will include: 

• Purposes of the Accessibility for Ontarians with Disabilities Act, 2005 and the requirements of the 
customer service standard. 

• How to interact and communicate with people with various 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. 

• Glengarry Inter-Agency Group Inc. policies related to the customer service standard. 

• How to use the equipment or devices available on-site or otherwise available that may help in 
providing goods or services to people with disabilities.  

• What to do if a person with a disability is having difficulty accessing our services. 

• Staff will also be trained when changes are made to our accessible customer service policy and 
changes to legislation. 

 
Record of Training:  
 
GIAG shall keep a record of the training, including the dates on which the training is provided and the 
number of individuals to whom it is provided. 
 
Transportation: 
 
GIAG employees are available to aid in transporting a PWD. Company vehicles have been outfitted 
with handrails for extra support and has a wheelie platform for additional help to clients who need it. 
Necessary accommodation is provided by a third party when needed.  
 
Vehicle accident/incident procedures Policy Statement: 
 
GIAG shall ensure that procedures are in place to guide drivers in the event of a collision/accident 
involving a GIAG vehicle. 
 
 Purpose:  
 
All accident/incidents, regardless of severity, must be managed in a professional manner.  
 
Documentation assists GIAG to address the situation and accurately relay information to parents, 
insurance, and police.  
 
Procedure:  
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An accident is defined as one of our vehicles coming into contact with another vehicle, a person or 
an object.   
 
An accident is also defined as an incident requiring first aid treatment.  
 
An incident is defined as an event in which the vehicle must be pulled over that does not require first 
aid attention but does require full attention or assistance. 
 
Incident:  
1. Pull vehicle over safely to the side of the road 
 
 2. Address the situation calmly  
 
3. Phone GIAG for assistance if required  
 
4. Complete Incident/Accident form 
 

Daily Vehicle Inspection Policy Statement: 

GIAG shall inspect daily, any vehicles to be driven and document such inspection in the Vehicle and 

Usage Log located in each vehicle.  

Purpose:  

GIAG is committed to providing transportation services compliant with the Ministry of Transportation 

guidelines. This requires that the daily vehicle inspection be conducted and documented.  

Procedure:  

Ministry of Transportation Guidelines:  

Requires that a complete and thorough vehicle inspection be completed before the vehicle being 

driven on any day.   

Requires that the vehicle inspection be documented and signed in the Vehicle Inspection Log.  

Requires that any defects and/or damage be logged and reported immediately  

Fines levied for non-compliance can be levied by the Ministry.  

GIAG Guidelines:   

Requires that all Ministry guidelines be followed.  

Requires that every driver complete a walk around inspection of any vehicle they are to be driving 

before and directly after driving the vehicle and that such inspection is noted in the Vehicle 

Inspection Log  
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Requires that any defects and/or damage not previously noted be reported to the Program Manager 

immediately. 

Drivers’ Records Policy Statement: 

GIAG shall keep up to date records of all drivers Driving GIAG Vehicles.  

Purpose:  

GIAG wishes to adhere to best practices with respect to screening and monitoring of the status of 

Driving Records, for the safety and well-being of all persons using the GIAG’s transportation services.  

Procedure:  

1. Each driver shall provide a copy of his or her current and valid driver’s license. 

 2. Any changes to the status of a driver’s license must be reported immediately to the Program 

Manager/Designate.  

Managing Behaviours while driving Policy Statement:  

Drivers must maintain discipline in GIAG vehicles at all times. 

Purpose: 

 GIAG shall make every effort to provide safe and reliable Transportation Services.  

Procedure:  

Minor inappropriate behavior issues are defined as but not limited to any situations, which can be 

dealt with while remaining on the road.  

Major inappropriate behaviors are defined as but not limited to any situations where they must be 

taken off the road (pulled over to the side).  

1. Should minor behavior issues arise; the Support Staff and/or Driver will handle the situation 

verbally. If this cannot happen, the behavior is then deemed major.  

2. Should major behavior issues arise the Driver will pull the vehicle off the road in a safe manner. 

 3. If there is a support staff on the vehicle: 

 a) The driver will call GIAG to inform the senior staff of the delay. 

 b) Follow steps of dealing with an incident 

 c) The support staff will complete an incident report  

4. If no support staff are available, the Driver:  

a) Will pull the vehicle over and address the behavior through discussion of the problem at hand 

explaining the safety implications.  



 

P a g e  20 | 24 

 

b) Call GIAG when possible to inform the Senior Staff of the situation.  

 Complete and incident report to hand in to the immediate supervisor 

Transportation of Members Policy Statement: 

GIAG shall provide safe transportation to and from programming/special events and out-trips by 

GIAG paid employees in GIAG vehicles exclusively. 

Purpose:  

GIAG wishes to adhere to best practices with respect to safe transportation of members/guests  

Procedure:  

All safety parameters will be employed for the return of the member. Including the ministry 

guidelines for booster seats. Booster seats provide 60 per cent more protection than seatbelts alone. 

These must be used by pre-school and primary-grade-aged children who have outgrown their 

forward-facing child car seat, are under the age of eight and weigh 18 kilograms (40 lbs.) or more but 

less than 36 kilograms (80 lbs.), and who are less than 145 centimetres (4 feet, 9 inches) tall. Booster 

seats raise a child so that the adult seatbelt works more effectively. The child’s head must be 

supported by the top of the booster, vehicle seat or headrest. You must use a booster seat with a 

lap/shoulder belt. The lap/shoulder belt should be worn so that the shoulder belt fits closely against 

the body, over the shoulder and across the centre of the chest and the lap belt sits firmly against the 

body and across the hips. Always follow the manufacturer’s instructions when installing a booster 

seat in your vehicle and secure the booster seat with a seatbelt when a child is not travelling in it or 

remove it from the vehicle.  

If your vehicle has lap belts only, secure the child by the lap belt only. Never use a lap belt alone with 

a booster seat. 

Children may begin wearing a seatbelt once they are able to wear it properly (a lap belt flat across 

the hips, shoulder belt across the centre of the chest and over the shoulder), and if any one of the 

following criteria is met:  

The child turns eight years old. 

 The child weighs 36 kilograms (80 lbs.) or more.  

The child is 145 centimetres (4 feet 9 inches) tall or taller.  

Do not place a child in a seating position in front of an air bag that is not turned off. The safest place 

for a child under age 13 is in the back seat. 

Availability and Format of Documents  
 
Documents related to the Accessibility Standard for Customer Service may be made available upon 
request and in a format that takes into consideration the customer's disability. Notification will be 
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given by posting the information in a conspicuous place on the premises operated by GIAG, as well as 
on the agency’s website. 
 
Posting and Availability of Policy  
 
This policy is posted on the GIAG website, under the URL: www.giag.ca . A hard copy is available for 
review by the public at each of our Resource Information Centres.  
 
Policy Modification  
 
Any policy of the Glengarry Inter-Agency Group Inc that does not respect and promote the principles 
of dignity, independence, integration and equal opportunity for people with disabilities will be 
modified or removed. 
 
Training 
 
Deliver to all employees, volunteers and third-party contractors, Board members and anyone 
involved in developing organization policies, Customer Service Awareness training, training on 
Human Rights Awareness as it relates to disabilities, and the IASR standards (Employment, 
Information and Communication, Transportation and the Build Environment) that are applicable to 
GIAG. 
Training of our employees and volunteers on accessibility relates to their specific roles. We train 
every person as soon as practicable after being hired and provide training in respect of any changes 
to the policies.  
 
Multi-Year Integrated Accessibility Plan:  
GIAG ’s multi-year Accessibility Plan outlines a phased-in strategy to prevent and remove barriers and 
to address the current and future requirements of the AODA. Progress on the Plan is reported on 
annually and is provided in accessible formats upon request.  

 
 AODA Integrated Accessibility Plan (IASR) 
 

Regulation/ 
Topic 

Target Date Requirement Status 

    

http://www.giag.ca/
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Integrated 
Accessibility 
General  

January 1, 
2014  

 
➢ Develop GIAG Accessibility Policy for IASR including 
statement of commitment  
➢ Develop GIAG Multi-Year Accessibility Plan  
- Policy and Plan to be posted on the organization website 
www.giag.ca and to be available in accessible format  
- Plan for a functional team to represent IT, Marketing and 
Communication, Quality Assurance, Administration, HR and 
Operations and Service Delivery to contribute to the 
accessibility processes and implementation of each phase of 
the Plan  
- Committee oversight provided by HR and Operations  
 

Complete  

January 1, 
2015 

 
➢ Develop and deliver training to employees on IASR 
requirements that apply to GIAG and the Ontario Human 
Rights Code (related to disabilities)  
- HR to develop and deliver training and record its completion  
- Deliver to all employees, volunteers and third-party 
contractors, Board members and anyone involved in 
developing organization policies  
- Training for new employee orientation and onboarding 
processes  
- Training to be provided on any changes to the prescribed 
policies  
 

Complete  

January 2019 - 
2024… 

 
➢Review accessibility plan every 5 years 
- Continue to identify new opportunities to eliminate barriers 
and provide updates to multi-year plan as needed and post 
progress made 

 
 
 
 

Build 
Environment 
Design of Public 
Spaces Standards 

  

➢Meet Accessibility Standards for Design of Public Spaces 
when building or making major modifications to GIAG public 
spaces  
- Examine related public spaces including service counters 
and waiting areas 
 

 

 
 
 
 
 
 
 

January 1, 
2016  
 

 
➢Provide accessible formats and communication supports  
- Define, develop and arrange for the provision of accessible 
formats and communication supports most suitable for 
persons with disabilities accessing GIAG services  
- Establish process for employees to consult with PWD and 
make decision in determining the suitability of the accessible 
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Information and 
Communication  
 

format or communication support and provide this in a timely 

manner at a cost no more than the cost charged to other 
persons  
 
 

January 1, 
2014  
 

 
➢New websites and significant refresh meet WCAG 2.0 
Level A  
- Meet WCAG 2.0 Level A for all new websites and significant 
refresh to confirm to WCAG 2.0 Level A  
- Provide text and audio alternatives available to PWD upon 
request  
 

 

January 1, 
2021 

 
➢All websites and content meet WCAG 2.0 Level AA  
- New website content coded to meet WCAG 2.0 Level A/AA  
- AODA compliance is included as one of the criteria for 
selecting technology vendors/software for new website 
development initiatives  
 

 

January 1, 
2012 

 
➢Emergency procedures and plans accessible to public  
- Provide emergency procedures/plans in accessible format 
upon request  
- Provide employees with disabilities with individual 
emergency evacuation plans as requested or disability known 
to the organization  
 

 

  
➢Provide feedback processes in accessible format with 
communication supports as requested  
- Make feedback forms in accessible format available in 
Resource Information Centre and Reception Desks at each 
location; available in larger print upon request or with 
communication supports  
- Link to on-line feedback available on website  
- Feedback can be provided in person with primary contact or 
to Manager  
- Alternative methods can be made available upon request  
 

 

 
 
 
 
 
 
 

 ➢Recruitment and hiring processes provide accommodation  
- Review and as necessary make modifications of existing 
recruitment and hiring policies, procedures and processes  
- Specify on GIAG website, job posting etc. that 
accommodation is available  
- Include availability of accommodation as part of the script 
for all recruitment and selection processes  
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Employment  
 

- Upon request, consult with the applicant to arrange for 
provision of suitable accommodation in a manner that takes 
into account the applicant’s accessibility needs due to 
disability  
 

  
➢Accommodation plans for Performance Management and 
Career development  
- Review and as necessary make modifications or develop 
new processes that address accessibility needs for persons 
with disabilities in providing these programs  
 

 

  
➢Employee Emergency Response Plans   
- Workplace Emergency Response forms and Individual 
Emergency Response plans developed for employees who 
have disclosed a disability and may also have 
accommodation as required  
 

 

 

 

 

 

 

 

 


