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Introduction:  This document contains policies that meet the requirements of the 
Customer Service Standard and other items that are good practices. This 
document will be revised as other standards are introduced under the 
Accessibility for Ontarians with Disabilities Act (AODA), 2005 or as 
circumstances change at our Church. 
 
1. Our Mission 
 

 
We are a Christian Community of Faith and we commit to support, nurture 
and embrace all people and all creation. We strive to reach out to 
everyone in need in our community and around the world. 
 
 

2.  Our Commitment 
 

In fulfilling our mission, St. Bartholomew’s United Church strives at all 
times to provide its programs, goods and services in a way that respects 
the dignity and independence of people with disabilities. We are also 
committed to giving people with disabilities the same opportunity to access 
our programs, goods and services and allowing them to benefit from the 
same services, in the same place, and in a similar way as other 
participants. 

 
3. Providing Programs, Goods and Services to People with Disabilities 
 

St. Bartholomew’s United Church is committed to excellence in serving all 
participants, including people with disabilities and we will carry out our 
functions and responsibilities in the following areas: 

 
                                             Worship, Social events. Etc., 
 

3.1 Communication 
 

• We will communicate with people with disabilities in ways that take into 

account their disability.  

• We will provide information in formats that are accessible for people with 

disabilities.  

• We will train staff and volunteers on how to interact and communicate with 

people with various types of disabilities. 
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Procedures: 
 
1. All registration forms will ask whether the registrant has 
accessibility needs. 
2. All venues will be checked for accessibility. 
 
When addressing a person, staff and volunteers will: 
 
1. Ask, “How can I help?” 

2. Give clear directions and explanations. 

3. Observe and listen.  What is being asked? 

4. Assess and ask what method of communication will be most effective – 

verbal, written or pictorial. 

5. Look for use of assistive devices, e.g. is the person wearing a hearing aid? 

If yes, staff and volunteers will wherever possible speak face-to-face in a 

quiet, well-lit setting to enable the person to see lips. 

6. Assess if the message has been received.   

7. Observe the person’s response to the communication.  Are there 

questions?  Is the person puzzled?  Ask if s/he understands.  Use another 

communication format if necessary, e.g. writing, demonstrating, providing 

assistive devices. 

8. If language is a barrier, speak slowly, use body language, access a 

translator, and invite the person to act as a translator. 

9. If understanding is a barrier, use examples or another format, e.g. writing. 

10. If reading is a barrier, provide large print and good lighting.  Verbally 

guide the person through the document. 

11. Provide a variety of ways to respond, e.g. spoken, written, demonstration. 

12. Be patient; allow time for the person to respond without interruption. 

13. If the person disagrees, accept that the person has another opinion.  Ask if 

the person would like to speak with someone else, perhaps someone with a 

higher level of authority. 

 
 
 
Practices: Same as procedures; in addition: 
 
1. Staff or volunteers will ensure that doors are open and that weather-related 

issues such as snow or ice have been dealt with. 

 
3.2 Telephone Services 

 
• St. Bartholomew’s United Church is committed to providing accessible 

telephone services to our participants.  
• St. Bartholomew’s United Church will train office staff/volunteers to 

communicate with participants over the telephone in clear and plain 
language and to speak clearly and slowly.  
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• St. Bartholomew’s United Church will offer to communicate with 
participants by other means if telephone communication is not suitable 
to their communication needs, or is not available. 

 
Procedures in St Bartholomew’s United Church Facility: 

 
1. A telephone will be accessible at all times in a quiet and private room, if 

required. 

2. Emergency information, e.g. name and location of the office, will be 

displayed by the phone. 

3. On the general telephone and e-mail, messages will be received and 

responded to within three days of receipt with the exception of church 

and/or statutory holidays. 

4. Assistance will be provided for those unable to use a phone, e.g. e-mail or 

fax. 

 
 
Practices: Same as procedures. 

 
3.3 Assistive Devices 

 
• St Bartholomew’s United Church is committed to serving people who 

use assistive devices to participate in and benefit from our programs, 
goods and services.  

• St Bartholomew’s United Church will ensure that people are permitted 
to use their own personal assistive devices to access applicable 
programs, goods and services.  

• St Bartholomew’s United Church will familiarize staff/volunteers with 
the various assistive devices that may be used by participants with 
disabilities while accessing our programs, goods and services. 

• Upon a participant’s request, St Bartholomew’s United Church will 
make every effort to provide the requested assistive device and/or 
service and to cover relevant financial expenses. 

 
Procedures: 

 
The staff and volunteers will plan their activities with the needs of 
people using assistive devices in mind so they can participate equally 
in all activities. 

 
Hearing devices 

 
In venues where hearing devices are available, staff will ensure that 
devices are clean and functioning properly. 
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Mobility devices 
 
Staff or volunteers will discuss with the person how to store walkers or 
wheelchairs to avoid creating safety concerns and will escort people 
with walkers or wheelchairs to their seats. 
 
Signs will be posted clearly to direct people with mobility devices to 
washrooms, entrances, etc. 
 
Visual aids 
 
Material will be available in large print to those who request it. 
 
 
Practices: Same as procedures. 

 
 
 
3.4 Accessibility Liaison 
 
• St Bartholomew’s United Church Official Board designates its Property Chair 

Person as Accessibility Liaison to oversee all issues relating to accessibility. 

• As the Accessibility Liaison, the Property Chair will have several 

responsibilities: 

o propose policies on providing accessible programs, goods and 
services to participants with disabilities that are in compliance 
with the Accessibility Standards for Customer Service, Ontario 
Regulation 429/07 for approval by the Conference Executive. 

o monitor St Bartholomew’s United Church’s goods and services 
to ensure that practices and procedures are consistent with 
our governing policies. 

o coordinate accessibility training and training materials for all 
relevant staff and volunteers. 

o ensure that assistive devices provided by St Bartholomew’s 
United Church are in good working order and that requests for 
assistive devices are met. 

o be responsible for developing feedback procedures, reviewing 
feedback on accessibility and responding to any complaints or 
concerns. 
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Procedures: 
 

1. The accessibility liaison will report to the Official Board at each of its 

regular meetings summarizing recent activities. 

2. The accessibility liaison is responsible for proposing accessibility policies, 

developing procedures, and updating manuals. 

3. The accessibility liaison will coordinate accessibility training for all 

relevant staff and volunteers.   

4. If the Property Chair has named a Vice Chair, the acting Vice Chair will 

fulfil the functions of the accessibility liaison. 

 
 
 
Practices: 
 
1. The Official Board of St. Bartholomew’s United Church chooses the 

person to be the accessibility liaison, and has named the Property Chair to 

function as the accessibility liaison. 

2. The Official Board holds 10 regular meetings each year.  The Property 

Chair, as accessibility liaison, will report on accessibility issues as part of 

his reports to the Official Board with recommendations for changes to 

policy as required. 

3. The accessibility liaison will keep track of all training and will report to 

the Official Board. 

4. Through the Official Board, the accessibility liaison will ensure that all 

equipment is maintained. 

 
4. Use of Service Animals  
 

St. Bartholomew’s United Church is committed to welcoming people who 
are accompanied by a service animal on parts of our premises that are 
open to the public. 
 
St. Bartholomew’s United Church will ensure that all staff, volunteers and 
others dealing with participants are trained on how to interact with people 
who are accompanied by a service animal. 
 
 
Procedures: 
 
1. Staff and volunteers will be informed that persons with service animals are 

allowed full access to the public area of the relevant venue except for places 

where food is being prepared, in accordance with Ontario law. 
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Practices: 
 
1. Participants in committees or events will be informed about the types and 

functions of service animals. 

2. Persons with service animals will be encouraged to introduce/talk about their 

service animal. 

3. Staff and volunteers will not approach, speak to or touch service animals. 

 
5.  Support Persons 
 

St. Bartholomew’s United Church is committed to welcoming people who 
are accompanied by a support person. Any person with a disability who is 
accompanied by a support person will be allowed to enter the premises 
with his or her support person. 
 
Fees will not be charged for support persons accompanying a participant. 
 
Procedures: 
 
1. Support persons will not be charged an admission fee.  Registration forms will 

include this information. 

 
Practices: 
 
1. Support persons will be seated in close proximity to the person with a 

disability. 

2. Staff and volunteers will address the person with the disability directly, rather 

than through the support person and will discuss the best method of 

communication. 

 
6. Notice of Temporary Disruption 
 

St. Bartholomew’s United Church will provide participants with notice in 
the event of a planned disruption in the facilities or services usually used 
by people with disabilities, and will make every effort to provide notice in 
the event of any unexpected disruption. This notice will include information 
about the reason for the disruption, the anticipated duration, and a 
description of alternative facilities or services, if available. The notice will 
be delivered to participants by the most suitable means. 
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Procedures: 
 
In the event of any disruption of services, St. Bartholomew’s United 
Church will provide notice as soon as possible with the reason, expected 
completion date and alternate facilities.  This information will be posted on 
the website and/or delivered by e-mail or telephone and/or announced and 
posted as appropriate. 
 
 
Practices: 
 
1. Signs will be put on the doors of St. Bartholomew’s United Church explaining 

the disruption. 

2. If the disruption causes a cancellation of a Service, workshop or meeting, 

participants will be notified by e-mail.  If a member does not have e-mail, a 

phone call will be made to notify of the disruption. 

3. If the disruption is planned, announcements will be made at up-coming 

Services or meetings, will be put on the website, and an announcement will be 

left on the relevant voicemail. 

4. All announcements will indicate the anticipated length of disruption and 

alternate facilities, if any. 

 
 
 
 
7. Training for Staff and Volunteers 
 

As the Accessibility Liaison, the Property Chair will be responsible for 
coordinating training for all employees, volunteers and others who deal 
with participants or other third parties on our behalf, and all those who are 
involved in the development and approvals of accessibility policies, 
practices and procedures. 
 
Procedures: 
 
Training volunteers:  At the beginning of each year, every committee will 
conduct a training session with the full committee.  If there are 
membership changes during the year, the committee’s chair will arrange 
training for the new volunteers at the earliest possible time. 
 
Training staff:  The Property Chair will conduct regular training for all staff. 
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Practices: 
 
1. The accessibility liaison will develop a package of material for those who 

need to be trained, including how to interact with individuals with disabilities, 

their devices, service animal or support person. 

2. All staff and volunteers will be trained what to do if a person with a disability 

is having problems accessing our services. 

3. All staff and volunteers will be trained on the feedback procedure. 

 
8. Feedback Process 
 

St. Bartholomew’s United Church strives to meet or surpass expectations 
while serving participants with disabilities.  
 
Comments on our programs, goods and services regarding how well those 
expectations are being met are welcome and appreciated. 
 
• Feedback regarding the way St. Bartholomew’s United Church provides 

programs, goods and services to people with disabilities can be made by the 

means most suitable to the person providing feedback. 

• All feedback will be directed to the Property Chair as the Accessibility 

Liaison. 

• Participants can expect to hear back within two weeks. 

• Confidentiality will be respected. 

 
Complaints will be addressed according to the procedures outlined by the 
Property Chair as Accessibility Liaison. Complaint procedures will be 
documented by the Property Chair or his delegate as Accessibility Liaison 
and made available to the Official Board. 
 
Procedures: 
 
The accessibility liaison will… 
 
1. Inform those accessing St. Bartholomew’s United Church’s facilities that 

feedback may be made by telephone, in writing, by e-mail or the use of a 

feedback form available in all offices and posted on St. Bartholomew’s 

United Church’s web site 

2. Provide feedback forms to persons expressing concern or appreciation for 

accessibility policies and procedures. 

3. Confirm receipt of feedback within 48 hours. 
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Practices: 
 
1. The full accessibility policy with procedures and practices, feedback processes 

and forms will be included on St. Bartholomew’s United Church’s website. 

 
9. Modifications to this or Other Policies 
 

St. Bartholomew’s United Church is committed to developing accessibility 
policies that respect and promote the dignity and independence of people 
with disabilities.  
 
• No changes, therefore, will be made to this policy before considering 
the impact. 
• Any policy of St. Bartholomew’s United Church that does not respect 

and promote the dignity and independence of people with disabilities 
will be modified or removed. 

 
 
Procedures: 
 
St. Bartholomew’s United Church’s accessibility policy can only be 
changed by the Official Board in compliance with changes to the 
Accessibility for Ontarians with Disabilities Act.  The procedures and 
practices are living documents that will be changed by the accessibility 
liaison to reflect new circumstances. 
 
Practices: 
 
Same as procedures. 

 
10. Questions about This Policy 
 

This policy seeks to achieve service excellence to participants with 
disabilities. If anyone has a question about the policy, or its purpose, an 
explanation or reply will be provided by the Accessibility Liaison, Mr. Terry 
Owen, Property Chair of St. Bartholomew’s United Church, 22 Abbey 
Road, Brampton, Ontario. L6W 2T8. 905-451-2768 
Terry.Owen@stbartholomewsunitedchurch.ca  
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