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Purpose/ Rationale: 

Caledon Meals on Wheels is committed to providing an inclusive and accessible 

environment for all stakeholders, including clients, volunteers, employees, and board 

members. This policy outlines our commitment to accessibility, ensuring compliance with 

the Accessibility for Ontarians with Disabilities Act (AODA) and promoting equitable access 

to our services, employment, and volunteer opportunities. 

 

 

Scope: This policy applies to all Caledon Meals on Wheels personnel, clients and volunteers.  

 

DEFINITIONS 

Disability:  as defined by the AODA and the Ontario Human Rights Code, includes physical, 
mental, intellectual, or sensory impairments that may hinder participation in various activities.  

Barrier: refers to anything that prevents individuals with disabilities from fully accessing 
services, including physical, architectural, technological, or attitudinal obstacles. 

 

POLICY  

Caledon Meals on Wheels is committed to ensuring equal access and participation for people 

with disabilities. We are committed to treating people with disabilities in a way that allows 

them to maintain their dignity and independence. We believe in integration, and we are 

committed to meeting the needs of people with disabilities in a timely manner. We will do so 

by removing and preventing barriers to accessibility and meeting our accessibility requirements 
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under the Accessibility for Ontarians with Disabilities Act and Ontario’s accessibility laws. 

Caledon Meals on Wheels is committed to meeting its current and ongoing obligations under 

the Ontario Human Rights Code respecting non-discrimination. 

Caledon Meals on Wheels understands that obligations under the Accessibility for Ontarians 

with Disabilities Act, 2005 (AODA) and its accessibility standards do not substitute or limit its 

obligations under the Ontario Human Rights Code or obligations to people with disabilities 

under any other law.  

 

GUIDING PRINCIPLES AND STANDARDS 

Caledon Meals on Wheels is dedicated to providing equal access and dignity for people with 

disabilities. We promote inclusion by removing barriers and meeting accessibility standards 

under Ontario’s laws. 

This policy is guided by the following areas regulated under the AODA: 

• Customer Service 
• Information and Communications 
• Employment 
• Design of Public Spaces 
• Procurement 

Although the AODA also sets out standards for transportation, these standards deal mainly with 

services at the municipal level and therefore, are not included in this policy. 

Further, Caledon Meals on Wheels demonstrates a commitment to providing services that 

minimizes barriers to services users in the following areas: 

• Finances 

• Attitude  

CUSTOMER SERVICE  

Caledon Meals on wheels will provide accessible customer service to ensure individuals with 
disabilities have equal access to our programs and services. Staff and volunteers will receive 
training on how to interact and communicate effectively with individuals who have various 
disabilities.  

INFORMATION AND COMMUNICATIONS  

Caledon Meals on Wheels is committed to ensuring that information and communications are 
accessible to all stakeholders. Our digital platforms, including the website and electronic 
communications, will comply with AODA requirements for web accessibility. 
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We communicate with people with disabilities in ways that take into account their disability. 
This may include the following: 

• Written communication  

• In-person communication 

• Utilizing an ASL translator 

• Working alongside a support person 
 
We will work with the person with disabilities to determine what method of communication 
works for them.  When requested, we will provide information about our organization and its 
services, in accessible formats or with communication supports in a timely manner, taking into 
account their disability and at cost, if any, that is no more than the regular cost charged to 
other persons. We will consult with the person making the request in determining the 
suitability of an accessible format or communication support. If we determine that the 
information or communications are unconvertable, we will provide the requestor with an 
explanation as to why the information or communications are unconvertable, and a summery 
of the unconvertible information or communications. We notify the public about the availability 
of accessible formats and communication supports on our website and in program materials.  

EMPLOYMENT  

We notify employees, job applicants and the public that accommodations can be made during 
recruitment and hiring. We notify job applicants when they are individually selected to 
participate in an assessment or selection process that accommodations are available upon 
request. We consult with the applicants and provide or arrange for suitable accommodation. 

We notify successful applicants of policies for accommodating employees with disabilities when 
making offers of employment. We notify staff that supports are available for those with 
disabilities as soon as practicable after they begin their employment. We provide updated 
information to employees whenever there is a change to existing policies on the provision of 
job accommodation that take into account an employee’s accessibility needs due to a disability. 

We will consult with employees when arranging for the provision of suitable accommodation in 
a manner that takes into account the accessibility needs due to disability. We will consult with 
the person making the request in determining the suitability of an accessible format or 
communication supports specifically for: 

a) information that is needed in order to perform the employee’s job; and 
b) information that is generally available to employees in the workplace 

Where needed, we will also provide customized emergency information to help an employee 
with a disability during an emergency. 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. We will provide the information as soon as practicable after we become 
aware of the need for accommodation due to the employee’s disability. 
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We will review the individualized workplace emergency response information: 
a) When the employee moves to a different location in the organization; 
b) When the employee’s overall accommodations needs or plans are reviewed; and 
c) When the employer reviews its general emergency response policies. 

We have a written process to develop individual accommodation plans for employees. 

We have a written process for employees who have been absent from work due to a disability 
and require disability-related accommodations in order to return to work. 

Our performance management, career development and redeployment processes take into 
account the accessibility needs of all employees. 

DESIGN OF PUBLIC SPACES  

When developing or redeveloping public spaces under Caledon Meals on Wheels control, we 
will ensure compliance with AODA accessibility standards. This includes the design of pathways, 
entrances, service counters, and parking areas. Accessibility considerations will be integrated 
into all planning and construction projects to remove or prevent physical barriers. 
 

PROCUREMENT  

Caledon Meals on Wheels will consider accessibility in its procurement processes. When 
acquiring goods, services, or facilities, we will ensure that accessibility features and criteria are 
included. Vendors and service providers will be encouraged to demonstrate their commitment 
to accessibility and provide inclusive products and services. 
 

FINANCES 

Caledon Meals on Wheels is committed to ensuring financial accessibility for all individuals 

using our services. We will work to minimize financial barriers by offering affordable program 

options and exploring funding opportunities that support equitable access. Our organization 

will actively seek grants, partnerships, and sponsorships to subsidize services for those in need.  

ATTITUDE  

Creating an inclusive and respectful environment begins with fostering a positive and 

welcoming attitude. Caledon Meals on Wheels is dedicated to promoting awareness and 

understanding of accessibility and disability-related issues among staff, volunteers, and 

stakeholders. Through ongoing training and open dialogue, we will challenge stereotypes and 

address biases to create a supportive atmosphere. Our team is committed to providing 

respectful, inclusive, and empathetic service, ensuring that all individuals feel valued, 

respected, and empowered to participate fully in our community. 
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ROLES AND RESPONSIBILITIES  

The Executive Director will serve as the accessibility coordinator, overseeing the 
implementation of accessibility initiatives and ensuring policy compliance. In this role, they will 
provide necessary training, approve accessibility plans and reports, and support ongoing 
accessibility efforts.  

The Executive Director will work with the Health and Safety Representative and other leaders 
within the organization to assist in identifying, assessing, and addressing barriers, developing 
and maintaining the Accessibility Plan, conducting annual accessibility audits, soliciting and 
responding to feedback, and monitoring progress.  

 

TRAINING  

We are committed to training all staff and volunteers in accessible customer service, other 
Ontario’s accessibility standards and aspects of the Ontario Human Rights Code that relate to 
persons with disabilities. 

In addition, we will train: 

a) all persons who participate in developing the organization’s policies; and 

b) all other persons who provide goods, services or facilities on behalf of the organization 

Training of our employees and volunteers on accessibility relates to their specific roles. 

Training includes: 

• Purpose of the Accessibility for Ontarians with Disabilities Act, 2005 and the 
requirements of the Customer Service Standards. 

• Our policies related to the Customer Service Standards. 

• 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. 

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

• What to do if a person with a disability is having difficulty in accessing our organization’s 
goods, services or facilities. 

• We train every person as soon as practicable after being hired and provide training in 
respect of any changes to the policies. 

• We maintain records of the training provided including the dates on which the training 
was provided and the number of individuals to whom it was provided. 
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ASSISTIVE DEVICES  

People with disabilities may use their personal assistive devices when accessing our goods, 
services or facilities. In cases where the assistive device presents a significant and unavoidable 
health or safety concern or may not be permitted for other reasons, other measures will be 
used to ensure the person with a disability can access our goods, services or facilities. Where 
applicable we ensure that our staff are trained and familiar with various assistive devices we 
have on site or that we provide that may be used by customers with disabilities while accessing 
our goods, services or facilities. 

SERVICE ANIMALS  

We welcome people with disabilities and their service animals. Service animals are allowed on 
the parts of our premises that are open to the public and third parties. When we cannot easily 
identify that an animal is a service animal, our staff may ask for documentation (template, 
letter or form) from a regulated health professional that confirms the person needs the service 
animal for reasons relating to their disability. Service animals are prohibited in our Kitchen 
where food and meals are prepared for serving.  

A service animal can be easily identified through visual indicators, such as when it wears a 
harness or a vest, or when it helps the person perform certain tasks. For more information on 
animals in the workplace see policy also HR- Pets in the Workplace Policy.  

 

SUPPORT PERSONS  

A person with a disability who is accompanied by a support person will be allowed to have that 
person accompany them on our premises or in our programs. 

In certain cases, Caledon Meals on Wheels might require a person with a disability to be 
accompanied by a support person for the health or safety reasons of: 

• The person with a disability and requires physical, emotional or additional supervision 
such as in situation where an individual may wonder from programs. 

• Others on the premises. 

• Before making a decision, this organization name will: 

• Consult with the person with a disability and/or their substitute decision maker to 
understand their needs 

• Consider health or safety reasons based on available evidence 

• Determine if there is no other reasonable way to protect the health or safety of the 
person or others on the premises 

If Caledon Meals on Wheels determines that a support person is required, we will waive the 
admission fee or fare (if applicable) for the support person. 

FEEDBACK AND COMPLAINTS 

Caledon Meals on Wheels welcomes feedback on how we provide accessible customer service. 
Customer feedback will help us identify barriers and respond to concerns. 
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Feedback may be provided in the following ways: 

Contacting the Executive Director at: 

Phone: 905-857-7651 

Email: info@cmow.org 

By Mail: 1-10 McEwan Drive W Bolton, ON L7E 1H1 

Individuals can expect to receive an initial response within 5 business days. Should an 
investigation be required, an additional 30 days may be required to complete a full assessment 
of the complaint. 

Caledon Meals on Wheels ensures our feedback process is accessible to people with disabilities 
by providing or arranging for accessible formats and communication supports, on request. 

 

MONITORING AND REPORTING  

The organization will conduct on an annual basis a formal accessibility assessment that 
identifies, mitigates, prevents and removes (where possible) accessibility barriers for all 
stakeholders. The assessment includes: 

• Client and stakeholder feedback surveys and/or discussions 

• Identification of trends and other key learnings 

• Quality improvement and implementation plan 

• Evaluating the effectiveness of actions taken 

• Communications with stakeholders on efforts 

The Executive Director will track progress, maintain documentation, and report findings to the 
leadership team and other stakeholders. The Board of Directors will review the Accessibility 
Report and Plan annually to ensure continuous improvement. 

 

 

REFERENCES AND RELATED FORMS, POLICIES AND PROCEDURES 

GN – Complaints Policy 
HR – Equitable Recruitment Hiring and Promotion Policy 
HR – Employee Vacation Statutory Holidays and Leaves Policy 
HS – Workplace Violence and Harassment Prevention and Response Policy 
The Accessibility for Ontarians with Disabilities Act, 2005 
Ontario Human Rights Code, 1990 
Ontarians with Disabilities Act, 2001 
Ontario Public Sector Directives 
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