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A choice to celebrate living.
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Introduction and Statement of Commitment
Sherwood Park Manor is a full-service non-profit long term care home licensed by the Ontario
Ministry of Health and Long Term Care and governed by a volunteer Board of Directors. The
Manor, as it is commonly referred to, is home to 107 residents.
Sherwood Park Manor is pleased to present our 2014 - 2018 Accessibility Plan. The plan
outlines our strategy to prevent and remove barriers to address the current and future
requirements of the Accessibilities for Ontarians with Disabilities (AODA), and in order to fulfill
our commitment as outlined in our Accessibility Policy.
The Ontario government passed the Accessibility for Ontarians with Disabilities Act (AODA) in
2005. It is the goal of the government of Ontario to make Ontario accessible by 2025.
Sherwood Park Manor is committed to complying with the Accessibility for Ontarians with
Disabilities Act, 2005 and all of the standards under it in order to meet the accessibility needs of
persons with disabilities ensuring equal access to goods, services, facilities, accommodations,
buildings, structures and premises.
The regulations associated with the Integrated Accessibility Standards (IASR) under the AODA
require that effective January 1, 2014, Sherwood Park Manor establish, implement, maintain
and document a multi-year accessibility plan which outlines the organization’s strategy to
prevent and remove barriers for persons with disabilities and to meet its requirements under
the IASR. Under the AODA, the following accessibility standards set certain requirements that
are applicable to Sherwood Park Manor:
Customer Service;
Transportation;
Information and Communications;
Employment; and
Built Environment (Design of Public Spaces)
This multi-year plan outlines Sherwood Park Manor’s
strategy to prevent and remove barriers to address the
current and future requirements of the AODA, and in
order to fulfill our commitment as outlined in our
Accessibility Policies.
In accordance with the requirements set out in the IASR, Sherwood Park Manor will:
Post this plan on our website (http://www.sherwoodparkmanor.com);
Provide this plan in an accessible format, upon request; and
Review and update this plan at least once every five
This multi-year plan provides a summary of our policies, our current and future actions and our
practices related to each accessibility standard.
This document is available in alternate formats upon request, such as electronic, large font, or
text only.
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What is a Disability?
A disability can happen to anyone at any time. Some
people are born with a disability. For others, the disability
happens because of an illness or an accident. Sometimes
it's because the person is getting older.
The definition of disability under the AODA is the same as
the definition of disability in the Ontario Human Rights
Code. This is the definition of disability that applies to the
customer service standard.
“DISABILITY” means:
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
muteness or speech impediment
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 a dysfunction in one or more of the processes involved in
understanding or using symbols or spoken language,
d) a mental disorder, or
e) an injury or disability for which benefits were claimed or received under the insurance
plan established under the Workplace Safety and Insurance Act, 1997.
It is important to understand that information about a disability is personal and private and
must be treated confidentially.
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What are Barriers?
Barriers are obstacles. Barriers to accessibility are obstacles that make it difficult — sometimes
impossible — for people with disabilities to do the things most of us take for granted — things
like going shopping, working, or taking public transit.
When we think of barriers to accessibility, most of us think of physical barriers — like a person
who uses a wheelchair not being able to enter a public building because there is no ramp.
There are many different types of barriers faced by people with disabilities. Some are visible.
Many are invisible. These include:
•

Attitudinal barriers, which includes people who discriminate and make assumptions
about what people with disabilities can and cannot do.

•

Information and communication barriers happen when a person can’t easily understand
information, such as print that is too small to read.

•

Technological barriers, as when certain technologies are not useful for people with
disabilities, such as a website that does not support screen reading software.

•

Organizational barriers are an organization’s policies, practices or procedures that
discriminate against people with disabilities, such as a hiring process that is not open to
people with disabilities.

•

Physical barriers are features of buildings or spaces that
cause problems for people with disabilities, such as lack
of access to ramps, or inaccessible transportation.

Having an understanding of the types of barriers encountered
by people with disabilities helps the home remove barriers to
services and programs at Sherwood Park Manor.
If you are an individual with a disability this accessibility plan
lays out Sherwood Park Manor’s policy and commitment
statements and illustrates how attention to accessibility is embedded into our practices and
procedures.
If you are an employee of Sherwood Park Manor it is your responsibility to be familiar with and
act in accordance with the policy statements, resources and procedures outlined in this plan.

Reference Understanding Disabilities at the end of the document for information about
different disabilities and tips for interacting with people with disabilities.
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Customer Service and Transportation
At Sherwood Park Manor, we deliver a variety of healthcare services to our residents, including
those with disabilities. Through education, resources and ongoing planning and process
development, we strive to be a home free of barriers for our customers.
Sherwood Park Manor has designed and implemented a number of tools and resources that
allow staff and volunteers to provide services to persons with disabilities. Below are a number
of ways we work to eliminate barriers for individuals with disabilities:
A formal feedback process for staff, volunteers, residents and visitors to identify
accessibility barriers that require action by the organization
An information pamphlet has been created and provided to all existing staff and
volunteers. It is available to both internal and external contacts at the front office and
on our website
An online training module for management, front office staff and maintenance which
covers the purpose of the Accessibility for Ontarians with Disabilities Act, required
standards and tips for effectively communicating with persons with a disability and
supporting individuals with assistive devices, service animals or support persons
Accessible transportation services are available directly through Sherwood Park Manor
or through external services to our residents participating in community activities
Wheelchairs are available at the main entrance of our home for residents and visitors
Service animals may accompany clients, patients, residents and visitors who require
assistance; our Resident and Family Services Manager works to ensure that necessary
precautions are in place for service animals
Support persons may remain with persons with disabilities and where they may not be
allowed access for reasons of privacy and confidentiality, alternative support
arrangements are available
Information about temporary service disruptions are available through the front office
and/or through notifications posted on our website
Providing information about our services through our website that meets accessibility
standards
Publishing our Accessibility Plan on our website for full access
Meeting the needs of individuals with disabilities is part of our everyday business. Sherwood
Park Manor is committed to continuous improvement to ensure that we maintain high levels of
customer service to persons with disabilities. Our future objectives include:

•

An information pamphlet has been created which will be part of new orientation
education on accessibility standards at Sherwood Park Manor, emphasizing respect and
consideration for persons with disabilities
Procurement practices that incorporate accessibility criteria and features for applicable
goods, services and facilities
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Information and Communication
Sherwood Park Manor is committed to providing accessible communications for persons with
disabilities. We incorporate accessibility into our communication strategies, materials and
processes to ensure that we can efficiently provide communication and information to
individuals with disabilities.
Our goal is to provide effective and efficient access to information for all of our residents, staff,
volunteers and visitors to the home.
Sherwood Park Manor follows accessibility design principles and best practices when
developing, implementing and maintaining information and communications. We strive to
ensure that information is available and accessible to persons with disabilities. This includes our
website, communication material, telephone communication and one-on-one interaction:
New staff and volunteer orientation includes information on communicating with
disabled persons, highlighting a number of physical, cognitive and personal assistive
communicative techniques
Feedback process is available in accessible formats and/or with communications
supports upon request
Public notices (i.e. temporary disruptions or emergency information) on our website are
available in a variety of alternate formats such as large print, HTML and tagged PDF’s
and/or with communication supports upon request
AODA Level A compliant website (For a website to meet AODA standards, it must meet a
minimum Level A compliance against Web Content Accessibility Guidelines (WCAG) 2.0.
Developed by the World Wide Web Consortium (W3C) WCAG 2.0 refers to a set of
twelve internationally recognized guidelines that document methods and tactics that
can be used to make websites accessible for persons with a variety of disabilities)
We are committed to the ongoing development of how we share information with others. Our
future goals for improving accessibility of our communication and information include:
Improve awareness that information is available in accessible formats and/or with
communication supports upon request through notifications in prominent public
locations such as the website
Provide educators with accessibility awareness training related to accessible
program or course delivery including: guidelines and best practices for creating
accessible documents for common desktop applications such as MS Word, Excel and
PowerPoint Print; guidelines that recommend accessible font size, type, layout, plain
language and contrast
Sourcing alternate language guidelines which include how we provide access to
translation services
Sourcing additional assistive devices (i.e TTY device) for the home
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Employment
At Sherwood Park Manor, we practice non-discriminatory, comprehensive and accessible
employment standards to recruit and retain employees. These employment practices enable
staff with disabilities to fully participate in all aspects of the organization. We are committed to
developing a workplace of inclusion, understanding and accommodation for staff with
disabilities.
Sherwood Park Manor has focused on an accessible workplace through the following initiatives:
Managers are trained on the obligations as an employer to provide employment
accommodation and on our accommodation and return to work processes that support
individuals with disabilities to fully participate in the work environment
Manager are trained on the obligations to let job applicants (internal and external) know
that recruitment and hiring processes will be modified to accommodate their
disabilities, if requested
Staff receive training on our policies for accommodating employees with disabilities and
our return to work processes
Individuals with disabilities participate with their managers and our Occupational Health
and Safety Committee in the planning and development of their documented individual
workplace accommodation plan including a plan to ensure their safety in the event of an
emergency
Employees with disabilities have access to information in accessible formats and/or with
communication supports upon request
Staff may use assistive devices, support persons and/or service animals to fully
participate at work where needed
Accessibility needs are taken into consideration to enable staff to fully participate in
training activities
Sherwood Park Manor intends to further improve our employment accessibility practices.
These efforts will include:
•

Create a written process for developing and documenting individual accommodation
plans for employees with disabilities

•

Ergonomic assessments through external ergonomists to ensure that the physical work
spaces meet the unique needs of a staff member with a disability
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Built Environment and Design of Public Spaces
The Accessibility Standards for the Built Environment focus on removing barriers in two areas:
1. buildings
2. public spaces
The standard for the design of public spaces only applies to new construction and major
changes to existing features.
Sherwood Park Manor has focused on an accessible workplace through the following:
Major repairs to our front entrance curb ramps to improve accessibility
Placement of outdoor rest areas
Signage indicating accessible areas (i.e. washrooms)
Sherwood Park Manor intends to further improve our employment accessibility practices.
These efforts will include:
Improvement of outdoor walking paths
Re-painting of parking lot to easily identify accessible parking spaces
Improved identification of electric front and patio door access
•

Improvement of service counter at front office

•

Maintenance and restoration of public spaces
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Follow up and Feedback
Evaluation is an ongoing process to monitor and track the accessibility planning process.
Sherwood Park Manor is committed to seeking feedback to provide some input regarding
improvements to accessibility.
This feedback with be reviewed as a standing agenda items of the Joint Occupational Health
and Safety Committee meetings.
Your comments will help us improve future
accessibility plans.
Please let us know what you think about
Sherwood Park Manor’s Accessibility Plan.
You can send in your comments or inquiries in
any of the following ways:
Email:
Mail:

feedback@sherwoodparkmanor.com
Sherwood Park Manor
1814 County Road 2, East
Brockville, Ontario
K6V 5T1

Phone: 613-342-5531
Fax:

613-342-3767

You can access this plan at: www.sherwoodparkmanor.com SOMEWHERE ON THERE
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Understanding Disabilities
A person’s disability may make it physically or cognitively hard to
perform everyday tasks. Listed below are different kinds of
disabilities, the effects of these limitations on an individual’s ability
to perform daily tasks and tips on how to interact.
Physical disabilities
There are many types and degrees of physical disabilities. Not all
physical disabilities require a wheelchair.
People who have arthritis, heart or lung conditions or amputations
may also have difficulty with moving, standing or sitting.
It may be difficult to identify a person with a physical disability.
Tips on how to interact with people with physical disabilities
• Speak normally and directly to your customer. Don't speak to the person who is with
them.
• People with physical disabilities often have their own ways of doing things. Ask before
you help.
• Be patient. People will tell you what they need.
• Don't touch assistive devices, including wheelchairs, unless it's an emergency.
• Tell the person about accessible features in the surrounding area (automatic doors,
accessible washrooms, etc.).
• Remove obstacles and rearrange furniture so they have clear passage.
Visual disabilities
Visual disabilities reduce a person's ability to see clearly.
There are many degrees of vision loss. Few people with vision loss are totally blind. Many have
limited vision.
Vision loss can restrict a person’s ability to:
• read signs
• locate landmarks
• see hazards
People with vision loss may use a guide dog or a white cane. Others may not. You may not
always be able to tell if a person has vision loss.
Tips on how to interact with people with vision loss
• Identify yourself when you approach the person and speak directly to them.
• Speak normally and clearly.
• Never touch the person without asking permission, unless it's an emergency.
• If you offer assistance, wait until your receive permission.
• Offer your arm (the elbow) to guide the person and walk slowly.
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•

Don't touch or address service animals – they are working and have to pay attention at
all times.
• If you're giving directions or verbal information, be precise and clear. For example, if
you're approaching a door or an obstacle, say so.
• Don't just assume the person can't see you.
• Don't leave the person in the middle of a room. Show them to a chair, or guide them to
a comfortable location.
• Identify landmarks or other details to orient the person to the environment around
them.
• Don't walk away without saying good-bye.
• Be patient. Things may take a little longer.
Hearing loss
There are many degrees of hearing loss.
People who have hearing loss may be:
• deaf (a person with profound hearing loss)
• deafened (a person who has become deaf later in life)
• hard of hearing (a person who has some hearing loss)
People with profound hearing loss may communicate using sign language. Other people may
use assistive devices, such as hearing aids, to communicate.
Tips on how to interact with people with hearing loss
• Always ask how you can help. Don't shout.
• Attract the person's attention before speaking. The best way is a gentle touch on the
shoulder or gently waving your hand.
• Make sure you are in a well-lighted area where the person can see your face.
• Look at and speak directly to the person. Address them, not their interpreter.
• If necessary, ask if another method of communicating would be easier, for example a
pen and paper.
• Don't put your hands in front of your face when speaking.
• Be clear and precise when giving directions, 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 attention at
all times.
• Any personal (e.g., financial) matters should be discussed in a private room to avoid
other people overhearing.
• Be patient. Communication for people who are deaf may be different because their first
language may not be English. It may be American Sign Language (ASL) or Langue des
signes Quebecoise (LSQ).
• If the person uses a hearing aid, try to speak in a quiet area. Background noise can be
distracting.
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Deaf-blind
A person who is deaf-blind has a combined loss of vision and hearing. This makes it difficult for
people to access information.
Most people who are deaf-blind are accompanied by an intervenor, a professional who helps
with communicating.
Tips on how to interact with people who are deaf-blind
• Don't assume what a person can or cannot do. Some people who are deaf-blind have
some sight or hearing, while others have neither.
• A person who is deaf-blind will probably give you a card or a note explaining how to
communicate with them.
• Speak directly to the person as you normally would, not to the intervenor.
• When you approach a person who is deaf-blind, make sure you identify yourself to the
intervenor.
• Don't touch or address service animals – they are working and have to pay attention at
all times.
• Never touch a person who is deaf-blind suddenly or without permission unless it's an
emergency.
Speech or language disabilities
Some people have problems communicating. It could be due to cerebral palsy, hearing loss or
another condition that:
• makes it difficult to pronounce words
• causes slurring or stuttering
• prevents someone from expressing themselves or understanding written or spoken
language.
Some people who have severe difficulties may use communication boards or other assistive
devices.
Tips on how to interact with people with speech or language disabilities
• Just because a person has one disability doesn't mean they have another. For example,
if a person has difficulty speaking, don't assume they have an intellectual or
developmental disability as well.
• If you don't understand, ask the person to repeat the information.
• If possible, ask questions that can be answered yes or no.
• Be patient and polite. Give the person whatever time they need to get their point
across.
• Don't interrupt or finish the person's sentences. Wait for them to finish.
• Patience, respect and a willingness to find a way to communicate are your best tools.
Mental health disabilities
Mental health disabilities are not as visible as many other types of disabilities.
Some people with mental health disabilities may have:
• hallucinations (hearing voices or seeing things that aren’t there)
• difficulty concentrating or remembering
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•

acute mood swings.
Other people may not show any signs. You won't know that a person has a mental health
disability unless you are told.
Here are some examples of mental health disabilities: schizophrenia, depression, phobias,
bipolar, anxiety and mood disorders.
Tips on how to interact with people who have mental health disabilities
• Treat a person with a mental health disability with the same respect and consideration
you have for everyone else.
• Be confident and reassuring. Listen carefully and work with the person to meet their
needs.
• If someone appears to be in a crisis, ask them to tell you the best way to help.
Intellectual or developmental disabilities
People with intellectual or developmental disabilities may find it hard to do many things most
of us take for granted.
These disabilities can mildly or profoundly limit their ability to learn, socialize and take care of
their everyday needs.
You may not be able to know that someone has this disability unless you are told, or you notice
the way they act, ask questions or use body language.
Tips on how to interact with people who have an intellectual or developmental disability
• Don't assume what a person can or cannot do.
• Use plain language and speak in short sentences.
• Make sure the person understands what you've said.
• If you can't understand what's being said, don't pretend. Just ask again.
• Provide one piece of information at a time.
• Be supportive and patient.
• Speak directly to the person, not to their companion or attendant.
Learning disabilities
Learning disabilities are information processing disorders. They can affect how a person
acquires, organizes, expresses, retains, understands or uses verbal or non-verbal information.
Here are some examples:
• dyslexia (problems in reading)
• dyscalculia (problems in mathematics)
• dysgraphia (problems in writing and fine motor skills).
People with learning difficulties may have problems communicating.
You may not know that a person has a learning disability unless you are told.
Tips on how to interact with people who have learning disabilities
• Patience 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.
• Speak normally and clearly, and directly to the person.
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Take some time; people with some kinds of learning disabilities may take a little longer
to understand and respond.
Try to find ways to provide information in a way that works best for them. For example,
have a paper and pen handy.
If you're dealing with a child, be patient, encouraging and supportive.
Be courteous and patient. The person will let you know how to best provide service in a
way that works for them.

Smell
Smell disability is the inability to sense, or a hypersensitivity to, odours and smells. A person
with a smelling disability may have allergies to certain odours, scents or chemicals or may be
unable to identify dangerous gases, smoke, fumes and spoiled food.
Taste
Taste disability limits the ability to experience the four primary taste sensations: sweetness,
bitterness, saltiness, and sourness. A person with a taste disability may be unable to identify
ingredients in food, spoiled food, or noxious substances.
Touch
Touch disability alters the ability to sense surfaces and their texture or quality, including
temperature, vibration and pressure. Touching sensations may be heightened, limited, absent
(numbness), or may cause pain or burning. A person with a touch disability may be unable to
detect (or be sensitive to) heat, cold or changing temperatures. Alternatively, a person with a
touch disability may be hypersensitive to sound, physical vibrations, or heated surfaces or air.
Other
Disabilities can result from other conditions, accidents, illnesses, and diseases, including ALS
(Lou Gehrig disease), asthma, diabetes, cancer, HIV/AIDS, environmental sensitivities, seizure
disorders, heart disease, stroke and joint replacement.
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Appendix A
Sherwood Park Manor Accessibility Policy
SHERWOOD PARK MANOR
ADMINISTRATIVE MANUAL
Subject:

Issue Date:

Accessibility

December 20, 2014

Subject:

Revised Date:

Customer Service Standards

New

Section:
A – 3 – 24

Page: 1-3

Policy:
The purpose of this Customer Service Standards Policy is to fulfill the requirements set
out in regulation 429/07 to establish a policy for Sherwood Park Manor that governs the
provision of its goods or services to persons with disabilities.
This policy applies to all full-time, part-time, casual employees, students, as well as
volunteers.
Procedure:
Sherwood Park Manor shall use reasonable efforts to ensure that its policies, practices
and procedures are consistent with the following principles:
• The goods or services will be provided in a manner that respects the dignity and
independence of persons with disabilities.
• The provision of goods or services to persons with disabilities and others, will be
integrated unless an alternate measure is necessary, whether temporarily or on a
permanent basis, to enable a person with a disability to obtain, use or benefit
from the goods or services.
• Persons with disabilities will be given an opportunity equal to that given to others
to obtain, use and benefit from the goods and services.
• Persons with disabilities may use assistive devices and/or support persons in the
access of goods and services.
• Persons with disabilities and their service animals will be accommodated in all
aspects of service provisions unless the animal is otherwise excluded by law.
• Sherwood Park Manor employees, when communicating with a person with a
disability, shall do so in a manner that takes into account the person’s disability.
Best Practices:
Accessible Customer Service follows four basic principles:
• Dignity
• Independence
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• Integration
• Equal Opportunity
Employees can achieve the standard by following these steps in relation to consumers,
clients and customers:
• Ask how you can help
• Offer a variety of methods of communication
• Understand the nature and scope of the services you offer
Use of Assistive Devices, Support Persons and Service Animals
Sherwood Park Manor will provide assistance in the use of assistive devices; support
persons and/or support animals may accompany a person with disabilities in the access
of goods and services.
Temporary Service Disruption in Service
It is possible that from time to time there will disruptions in service, such as, renovations
that limit access to an area, or technology that is temporarily unavailable. People with
disabilities may often go to a lot of trouble to access services, such as booking
accessible transit or arranging a ride. Notice will be provided over the phone or in
writing where applicable.
Unexpected Disruption in Service
In the event of an unexpected disruption in service, such as loss of power, Sherwood
Park Manor may have to make some changes to protect the health and safety of
residents and staff, as well as prohibit any visitors from coming in to the Home to protect
their health and safety as well. Notice may be provided in a variety of ways and will be
done as quickly as possible. In the event of a service disruption, alternative methods of
service may be considered and those impacted by service disruption shall be informed
of any alternative methods.
Training
All current employees and volunteers, shall receive training by December 31, 2014.
New employees and volunteers shall receive training during their initial orientation day to
the home.
Training Records
Training records shall be kept for individuals, including the dates when the training was
taken.
Feedback Process
Comments relating to our programs and services with regard to customer service are
welcomed and appreciated.
Feedback regarding the way Sherwood Park Manor provides goods and services to
people with disabilities can be made:
In person or mail:
Sherwood Park Manor
1814 County Road 2, East
Brockville, Ontario
K6V 5T1
Telephone:
613-342-5531
Fax:
613-342-3767
E-mail:
feedback@sherwoodparkmanor.com
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When communicating with the person with the disability who is providing feedback, staff
shall do so in a manner that takes into account the person’s disability. All feedback will
be reviewed by the Manager for the specific program or department.
If the feedback is a complaint, then the Client Complaint Process Policy and Procedure
should be utilized.
Documentation
Sherwood Park Manor shall upon request, give a copy of the policies and procedures
required under the Ontario Regulation 429/07 – Accessibility Standards for Customer
Service to any person.
When providing the person with the disability the document, or information contained in
the document, it will be given in a format that takes into account the person’s disability.
Non-Compliance
Sherwood Park Manor is committed to providing service in a manner that respects the
dignity and independence of people with disabilities.
• No changes will be made to this policy before considering the impact on people
with disabilities;
• Any Sherwood Park Manor policy that does not respect and promote the dignity
and independence of people with disabilities will be modified or removed; and
• Failure to comply with this policy may result in disciplinary action up to and
including termination.
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