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PURPOSE 

Parry Sound Public Library is committed to meeting its current and ongoing 
obligations under the Ontario Human Rights Code respecting non-discrimination. 

Parry Sound Public Library 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. 

Parry Sound Public Library is committed to complying with both the Ontario 
Human Rights Code and the AODA. 

Parry Sound Public Library is committed to excellence in serving all customers 
including people with disabilities. 

Our accessible customer service policy is consistent with the principles of 
independence, dignity, integration and equality of opportunity for people with 
disabilities. 

Section 1: Assistive devices  

People with disabilities may use their personal assistive devices when accessing 
our goods, services or facilities. Examples of personal assistive devices: 
wheelchairs, scooters, walkers, amplification devices that boost sound for 
listeners who are hard of hearing without reducing background noise, hearing 
aids, oxygen tanks, electronic notebooks or laptop computers, personal data 
managers, communication boards used to communicate using symbols, words or 
pictures, speech-generating devices that “speak” when a symbol, word or picture 
is pressed. 
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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. 

Section 2: Communication 

1. Parry Sound Public Library recognizes that everyone has the right to access 
public information.  If a person cannot access a public document because of 
a disability, they are being denied their right to access.  The library is 
committed to communicate with a person with a disability in a way that 
takes into account that person’s particular communication needs and 
communication supports are considered.   

The following are methods to achieve effective and accessible 
 communications: 

a. Making the original communication more accessible through the library 
website, 
 

b. Changing the usual method of communication, i.e., providing accessible 
alternate formats and communication supports and 

 

c. Permitting persons to use their assistive devices or communication 
supports. 

Parry Sound Public Library will work with the person with a disability to 
determine what method of communication works for them. 

2. Parry Sound Public Library, in conjunction with the Township of Parry 
Sound Customer Service manual will follow guidelines for: 
 

a. Making original communication more accessible, 
 

b. Changing usual methods of communication, alternate formats and 
communication supports, 
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c. using assistive devices or services, 
 

d. clear print accessibility and clear writing principles and 
 

e. telephone service standard. 

Section 3: Service Animals 

1. Parry Sound Public Library welcomes people with disabilities and their 
service animals. The library recognizes that guide dogs and service animals 
are not pets – they are working animals.  They are used by people with 
disabilities to overcome barriers; much like assistive devices such as a cane 
or wheelchair. 
 

2. Definitions: 
 
a. Guide Dog means a guide dog as defined in section 1 of the Blind 

Persons’ Rights Act 
 

b. Service Animal is an animal of service if: 
 

1. the animal can be easily identified through visual indicators, such as 
when it wears a harness or vest, or when it helps the person perform 
certain tasks 
 

2. the person provides documentation from one of the following 
regulated health professionals confirming that the person requires 
the animal for reasons relating to the disability: 

 College of Audiologists and Speech-Language Pathologists of 
Ontario 

 College of Chiropractors of Ontario 
 College of Nurses of Ontario 
 College of Occupational Therapists of Ontario 
 College of Optometrists of Ontario 
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 College of Physicians and Surgeons of Ontario 
 College of Physiotherapists of Ontario 
 College of Psychologists of Ontario 
 College of Registered Psychotherapists and Registered Mental 

Health Therapists of Ontario 

Section 4: 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. 

If a fee or fare is normally charged to a customer for accessing your goods, 
services or facilities, the fee/fare will not be charged for support persons. 

Section 5: Notice of Temporary Disruption 

In the event of a planned or unexpected disruption to services or facilities for 
customers with disabilities, Parry Sound Public Library will notify customers 
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. 

The notice will be made publicly available in the following ways: 

 Posted signage 

 TV Monitors in the library 

 Library website 

 In person reminders 

Section 6: Training 

The Parry Sound Public Library follows the training plans in the Township of Parry 
Sound Customer Service Manual.   
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Parry Sound Public Library will provide accessible customer service training to: 

 all employees and volunteers 
 anyone involved in developing our policies 
 anyone who provides goods, services or facilities to customers on our 

behalf. 

Staff will be trained on accessible customer service within 30 days after being 
hired. 

Training will include: 

 purpose of the Accessibility for Ontarians with Disabilities Act, 2005 and the 
requirements of the customer service standard 

 Parry Sound Public Library policies related to 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 
 what to do if a person with a disability is having difficulty in accessing Parry 

Sound Public Library’s goods, services or facilities 

Staff will also be trained when changes are made to our accessible customer 
service policies. 

Section 7: Feedback Process 

1. Parry Sound Public Library welcomes feedback on how we provide 
accessible customer service. Customer feedback will help us identify 
barriers and respond to concerns. 

 Customers will be notified of how to provide feedback in the 
following ways: 

 In our information brochures, newsletters and publications 

 At our customer service reception area 

 On our website 

 In an alternate format upon request 
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2. Customers who wish to provide feedback on the way Parry Sound Public 
Library provides goods, services or facilities to people with disabilities can 
provide feedback in the following way(s): 

 Telephone 

 Email 

 Website 

 In person 

 In writing 

The feedback process, upon request, will be made available to people with 
disabilities in accessible formats or with appropriate communication 
supports 

3. Parry Sound Public Library strives to deal with all feedback at the point of 
service delivery.  All feedback, will be handled in the following manner: 

Compliments: 

a. Record details and forward to the CEO, who will acknowledge 
receipt within 3 working days. 

b. If applicable, the CEO will write to the individual employee to 
thank them for providing excellent service to the patron. 

Suggestions: 

a. Record details and forward to the CEO, who will acknowledge 
receipt within 10 working days. 

b. Send a response to the patron within 15 working days that either 
explains how we will implement the suggestion; investigate it 
further or why we are unable to implement the suggestion. 

c. Keep the patron informed about any delays. 
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Complaints: 

a. Try to resolve the problem straight away. 
b. Record details and forward to the CEO, who will acknowledge 

receipt within 3 working days to inform the patron who is dealing 
with the complaint and give them a deadline for response. 

c. Respond to the patron within 10 working days.  If we have made a 
mistake, make sure we take action to put things right. 

d. Keep the patron informed about any delays. 
e. Inform the patron about their right to complain to the next stage 

if they are dissatisfied with our response. 

Parry Sound Public Library will make sure our feedback process is accessible 
to people with disabilities by providing or arranging for accessible formats 
and communication supports, on request. 

Section 8: Notice of Availability of Documents 

1, Parry Sound Public Library will notify the public that documents related to 
accessible customer service, are available upon request by posting a notice 
in the following location(s)/way(s): 

 In our information brochures, newsletters and publications 

 At our customer service reception area 

 On our website 

Parry Sound Public Library will provide this document in an accessible 
format or with communication support, on request. We will consult with 
the person making the request to determine the suitability of the format or 
communication support. We will provide the accessible format in a timely 
manner and, at no additional cost. 
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Section 9: Modifications to this or other Policies 

Any policies of the Parry Sound Public Library that do not respect and promote 
the principles of dignity, independence, integration and equal opportunity for 
people with disabilities will be modified or removed. 

Related Documents: 

Town of Parry Sound Customer Service Manual 

Accessiblity for Ontarians with Disabilities Act, 2005. S.O.c.11 

Accessibility Standards for Customer Service, Ontario Regulation 429/07 

Integrated Accessibility Standards, Ontario Regulation 191/11 


