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 PROCEDURE
   TOWNSHIP OF UXBRIDGE
SUBJECT:
          ACCESSIBILE CUSTOMER SERVICE TRAINING
DEPARTMENT:

ALL
DATE ORIGINATED:
OCTOBER,  2009
REFERENCE:
ONTARIO REGULATION 429/07



Accessibility for Ontarians With Disabilities Act, 2005
________________________________________________________________

1.
OVERVIEW:

Under the Accessibility for Ontarians with Disabilities Act, 2005 (AODA) all  Ontario Municipalities with populations in excess of 10,000 are required to comply with Accessibility Standards for Customer Service,  Ontario Regulation 429/07 no later than January 1st,  2010.  More specifically, the Township of Uxbridge is responsible to provide training to all employees, volunteers and any others who deal with the public or other third parties on their behalf, and all those who are involved in the development and approvals of customer service policies, practices and procedures.
________________________________________________________________
2.
WHO REQUIRES TRAINING?

All staff who deal with members of the public or other third parties and all staff who participate in developing or having influence over Township policies, practices or procedures with respect to providing customer service to persons with disabilities require training under O. Reg 429/07. This includes, but is not limited to, staff in the following areas:

· Council Members

· CAO and Administrative Staff

· Clerk’s Department

· Development Services Department
· Parks, Recreation and Culture Department

· Public Works Department

· Treasury Department

· Library Staff

· Fire Department

· All volunteers on Boards and Committees of Council
________________________________________________________________
3.
CONTENT OF TRAINING

Training will include the following:
· Review of the purposes of the Accessibility for Ontarians with Disabilities Act, 2005 and the Customer Service Standard, O. Reg 429/07

· Instruction on how to interact and communicate with persons with various types of disabilities
· Instruction on how to interact with persons with disabilities who use assistive devices  or require the assistance of a support person or a service animal

· How to locate and use the assistive devices located on Township property

· What to do if a person with a disability is having difficulty in accessing the Township’s services or facilities

· Information regarding the Township of Uxbridge’s Policy, Practices and Procedures with respect to O. Reg 429/07
________________________________________________________________
4.
TIMING OF TRAINING

Training must be provided to all current employees and volunteers by January 1st, 2010.

For any new employees, training will be provided as soon as practicable after commencement of their duties.
Employees will also be trained on an ongoing basis when changes are made to Township Accessibility policies, practices and procedures.
________________________________________________________________
5.
METHOD OF TRAINING

All staff do not need to be provided with the same level of training, as long as it meets the requirements as outlined in the content section. Training provided to management can be in a different format than the training provided to front-line staff. Township employees and volunteers will be sorted into three (3) levels of training based on the frequency of their contact with customers. The three levels are:

	Level 1
	Level 2
	Level 3

	No/rare interaction

	Limited interaction
	Frequent interaction

	Booklet “How May I Help You” 
	1-hour  session + Customer Service Procedures  or pamphlet
	2-hour session including Case Studies and/or Group Exercises + Customer Service Procedures


________________________________________________________________
6.
RECORD OF TRAINING

The Township of Uxbridge will keep a record of all training provided under the AODA, 2005  and the O.Reg 429/07 including the dates on which the training was provided as well as the participants present. 






