
 

 

 
Date:   June 25, 2019  
 
To:     Accessibility Advisory Committee Members 
 
From:    Charlotte Gravlev, Deputy City Clerk 
 
Re:     General Information – Committee Appointment 
                                                                    
 
Congratulations on your appointment as a member of the Accessibility Advisory 
Committee for the term ending November 14, 2022, or until a successor is appointed. 
 
The purpose of this memo is to provide you with additional details regarding your 
appointment. 
 
Committee Meetings 
 

Attendance  
 

 Attendance at meetings is important so that Accessibility Advisory Committee 
business is completed. 
 

 If you are unable to attend, need to leave early or expect to arrive late, you are 
requested to notify the Legislative Coordinator, as soon as you know your 
schedule.  This assists staff to determine if quorum will be achieved and 
maintained and provides the opportunity to contact the other committee 
members, if necessary, to confirm their attendance. 
 

 If it is realized prior to the meeting that the committee will not have quorum, the 
Chair will be advised and the meeting may be cancelled. 
 

 If quorum is not achieved within ½ hour after the scheduled start time, the meeting 
will be deemed as “failed for quorum” and the names of members who are in 
attendance will be recorded and the meeting will not proceed. 
 

 As outlined in the Procedure By-law, if citizen members are absent for three 
consecutive meetings, without cause, or approval from Council, the 
member will be deemed to have resigned and the vacancy will be filled in 
accordance with the Citizen Appointment Procedures. 
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Meeting Procedures 
 

 The appointment of the Chair and Vice-Chair or Co-Chairs is scheduled for the 
first meeting of the “new” committee. 
 

 The “Procedure By-law at a Glance” handout assists the members regarding 
Council-approved procedures for all meetings. 
 

 The Legislative Coordinator is present at the meetings to record the proceedings 
and to assist the Chair to ensure that procedures are followed properly. 
 

All Accessibility Advisory Committee business appointments are for the term ending 
November 14, 2022 or until successors are appointed.  As occurred this 2018, this 
means that this Committee will continue with normal business, if necessary, after the 
next municipal election in 2022 until the new Council at that time appoints a new 
committee.   
 
Meeting agendas and minutes are available on the City’s website for your reference at 
your convenience. 
 
Some meeting materials may be available in alternate formats.  If you require such 
materials, please advise staff. 
 
This orientation eManual includes reference material as you begin your duties.  Also, 
please be assured that City staff is available to assist you. 
 
I wish you an enjoyable and fulfilling experience on the Accessibility Advisory 
Committee.  If you have any questions, please contact myself or Chandra Urquhart, 
Legislative Coordinator, at (905) 874-2114. 
 
 
 
 
Charlotte Gravlev 
Deputy City Clerk 
Telephone: (905) 874-2115   Fax: (905) 874-2119 
charlotte.gravlev@brampton.ca 
 
cc: Peter Fay, City Clerk 
   Chandra Urquhart, Legislative Coordinator 

mailto:charlotte.gravlev@brampton.ca


 
 

 
 
 
 

 
 
 

 
 
 

Accessibility &  
City of Brampton 

 
 



 

The City of Brampton’s Commitment & 
Responsibilities 
 

Statement of Commitment 
 
The City’s mission is to be a vibrant, safe and attractive city of 
opportunity where efficient services make it possible for families, 
individuals and the business community to grow, prosper and enjoy a 
high quality of life.   
 
The City values diversity and inclusiveness and the unique 
contribution that each resident makes to the local community.  
 
The City recognizes that preventing new barriers, reducing and 
removing existing barriers and enhancing access to our goods, 
services and facilities is essential to providing increased opportunities 
that foster independence, inclusion and dignity for people of all ages 
and abilities.  
 
Policy Statements 
 
Inclusive Customer Service - The City of Brampton is committed to 
providing the guiding principles for inclusive customer service, so that 
all persons, including persons with disabilities and limited English 
speakers, have equal opportunity to obtain, use or benefit from 
municipal goods and services. The policy supports the provision of 
goods and services aligned with the principles of dignity, 
independence, integration and equality of opportunity. 
 
Transportation - The City of Brampton is committed to continuously 
providing a better transit experience for our customers. We strive to 
provide reliable, efficient and accessible service, making Brampton 
Transit the transportation mode of choice for people of all ages and 
abilities within the city.  
 
Employment - The City of Brampton is committed to being an equal 
opportunity employer and is committed to inclusive, barrier-free 
recruitment and selection processes and work environments.  
 



Provincial Legislation 
 
In June 2005, the Accessibility for Ontarians With Disabilities Act, 
2005 (AODA), received Royal Assent and became law.  This 
provincial legislation is designed to make Ontario fully accessible for 
people with disabilities.   
 
The purpose of the AODA is to benefit all Ontarians by developing, 
implementing and enforcing accessibility standards in order to 
achieve accessibility by the year 2025.  The legislation focuses on 
improving accessibility in areas such as buildings and spaces, 
employment, customer service, communications and transportation.  
The scope of the legislation includes the private sector as well as 
government and the broader public sector (hospitals, school boards 
and universities). 
 
The AODA: 
 

 Addressed the need for the development of mandatory 
standards to cover the full range of disabilities and barriers; 

 Introduced timelines to ensure the standards are implemented 
in a timely manner; 

 Provided standards to be incorporated in business and capital 
planning cycles to help manage the cost impact; and 

 Provided for the development and implementation of an 
enforcement tool to ensure compliance. 

 
Accessibility standards have been developed in consultation with 
persons with disabilities and these standards are rules that 
businesses and organizations in Ontario need to follow to identify, 
remove and prevent barriers.  The Accessibility Standard for 
Customer Service was the first standard to become law. 
 
Integrated Accessibility Standard Regulation: 
 
The IASR was enacted in June 2011 and combined standards and 
technical requirements for the areas of Information and 
Communications, Employment, Transportation and Design of Public 
Spaces under one regulation. Requirements in this regulation will be 
phased in over the next several years.   
 
 



Standards relating to the interior built environment have been, and 
will continue to be, incorporated in the Ontario Building Code as 
needed and where appropriate.  
 
Municipal Accessibility Plans: 
 
Legal obligations under the Ontarians With Disabilities Act, 2001 
(ODA) remain in force until such time the ODA will be repealed.  
Among other things, the ODA requires the City to prepare an annual 
accessibility plan.  The intent of this plan is to improve opportunities 
for people with disabilities. 

 
Annual Accessibility Plans must: 

 Report on measures taken to identify, remove and prevent 
barriers. 

 Describe measures in place to ensure by-laws, regulations, 
policies, programs, practices and services are assessed to 
determine their effect on accessibility for people with 
disabilities. 

 List the policies, programs, practices and services to be 
reviewed in the coming year to identify barriers. 

 Be available to the public. 
 

People with disabilities must be consulted in the development of the 
Municipal Accessibility Plan (MAP). The Accessibility Advisory 
Committee was established to assist with this consultation process.  

 
The introduction of the IASR has changed the approach Brampton 
takes to identify, remove and prevent barriers for people with 
disabilities. In previous years the annual accessibility plan was 
developed by staff and the Accessibility Advisory Committee (AAC) to 
identify local initiatives to be undertaken - there was no direction from 
the Province as to what barriers needed to be addressed or when.   
For the most part, the compliance initiatives for the IASR will form the 
work plan or accessibility plan for the City of Brampton for the next 
several years.   



 

Accessibility Advisory Committee 
 

 
The mandate for the Accessibility Advisory Committee is to advise on 
the preparation of the annual Accessibility Plan and to advise Council 
on the following: 
 

 The accessibility of a building, structure or premise, or part of a 
building, structure or premise: 

o That the City of Brampton purchases, constructs or 
significantly renovates 

o For which the City enters into a new lease. 
o That a person provides as municipal capital facilities 

under an agreement in accordance with the Municipal Act 

 Accessibility issues related to Brampton Transit 

 Other Brampton priorities as established by the AAC 

 Any other functions which may be specified by provincial 
legislation and/or other regulation. 

 
The AAC is comprised of up to 13 members and includes a member 
of Council, at with the majority of members who are people with 
disabilities, and others, with preference given to members who are 
parents and/or caregivers of people with disabilities. 
 
AAC members for the term ending on November 14, 2022, or until 
successors are appointed are:  
 

Harpreet Bhons 
Steve Anthony Chronicles 
Glenda Coupland 
Vicki Faulkner 
Nicolle Guillen 
Daleara Hirjikaka 
Sherri Hopkins 
Deepa Mohandoss 
Nuno Alberto Peixoto 
Vanessa Scott 
Raymond Shaver 
Bikki Singh 
Franco Spadafora 
Regional Councillor Pat Fortini  



The AAC meets quarterly on the second Tuesday of every month 
from 6:30 p.m. to 9:00 p.m.  Meetings are normally held in the 
Council Committee Room on the 4th Floor at Brampton City Hall.  
Meetings are open to the public. 
 
Agendas 
 
Agendas and attachments are prepared in an Arial size 14 font 
whenever possible.  Larger font and alternate formats are available. 
Hard copies of the agendas can be couriered to AAC members the 
Thursday or Friday prior to the AAC meeting upon request. Electronic 
copies are also a delivery option.  Agendas are also available online 
after 4:30 p.m. on the Friday before the meeting.  Meeting minutes 
are posted on the City’s website once they have been approved by 
City Council.   
 
The agenda includes the minutes from the previous meeting(s), 
correspondence, information items and an opportunity for questions 
to be asked.   
 
AAC members are encouraged to advise staff of items they would like 
to have on the agenda at least one week prior to the meeting.  These 
items are then added to the agenda and everyone has a chance to 
give some thought to the issues before meeting.   
 
Sub-Committees of the AAC 
 
There are opportunities for AAC members to participate in sub-
committees to address specific areas or items.  The sub-committees 
would be identified and established through the AAC.  
 



 

Accessibility Milestones & Programs       
 

 
Policies, practices and services have been implemented to address 
the varied needs of people with disabilities.  These include: 
 

 AAC Design and Development Input – A process is in place for 
the AAC to provide input into the design and development of 
public building projects, including new construction, renovations 
and retrofits. 

 

 Accessibility Technical Standards – These Council approved 
standards are used in the design and development of newly 
constructed and retrofitted and renovated municipal facilities.  

 
The development process began in 2003 with the Staff 
Committee and the Technical Sub-Committee.  Based on the 
City of London Facility Design Standards, adopted by that City 
in 2001, the City of Brampton Accessibility Technical Standards 
grew and became a tool for the City to use to prevent the 
creation of new barriers and to reduce and remove existing 
barriers.  With the commitment from City Council, staff and the 
Accessibility Advisory Committee, the Standards were adopted 
in November 2005. 

 
A copy of the Accessibility Technical Standards is available 
upon request. 

 

 Barrier Free Policy – This Policy establishes the principles for 
the review, development and implementation of the City’s by-
laws, policies, programs, services and facilities to move forward 
to identify, remove and prevent barriers, so people with 
disabilities have access equal to that available to all citizens of 
Brampton.  A copy of this is included in this information 
package. 

 

 Accessible Parking Permit Brochure – Developed with the 
Enforcement Division, this brochure identifies where permits 
holders may and may not park.  A copy is included in this 
information package. 
 



 

 Accessible Parking Manual – The City wants to ensure access 
to appropriately marked, signed and maintained accessible 
parking spaces.  Access to accessible parking is very important 
for people with disabilities to be able to enjoy services and 
facilities just as others are able to do.  This document outlines 
the requirements for accessible parking spaces and obligations 
for owners and operators of privately owned properties. A copy 
of this brochure in included in this information package. 

 

 Snow Removal Assistance Program – This program assists 
senior citizens and physically disabled homeowners with costs 
incurred for snow removal from their sidewalks and driveways.  
A copy of the application form is included in this information 
package.    

 

 Special Care Form - Brampton Fire and Emergency Services 
offer assistance to residents with disabilities when an 
emergency occurs.  If you or a resident in your home requires 
special assistance you can provide the Fire Department with 
your name and address by completing a Special Care Form 
and in the event of an emergency, the Fire Department will 
ensure that the responding crew will be better equipped to 
serve you.  A copy of the Special Care Form is included in this 
information package.  
 

 Inclusive Customer Service Policy - This policy provides guiding 
principles for inclusive customer service, so that all persons, 
including persons with disabilities and limited English speakers, 
have equal opportunity to obtain, use or benefit from municipal 
goods and services. It applies to all persons employed by or 
acting on behalf of the City, including agents, volunteers, 
students, contractors and otherwise. A copy of the Policy, all 
related Standard Operating Procedures and the Resource 
Manual are included in this information package. 
 



 
Contact Information 
 

 
If you have any questions please do not hesitate to contact one of us.  
We are part of the City Clerk’s Office, Office of the Chief Administrative 
Officer.  We are located on the 1st Floor, Brampton City Hall.      
 

Wendy Goss     
Accessibility Coordinator   
905-874-2184  
wendy.goss@brampton.ca 
    
Sylvia Ingham 
Access, Inclusion & Diversity Clerk 
905-874-2110 
sylvia.ingham@brampton.ca 
 
Teresa Olsen 
Deputy Clerk, Administrative Services and Elections 
905-874-2108 
teresa.olsen@brampton.ca 
 
 
 

mailto:wendy.goss@brampton.ca
mailto:sylvia.ingham@brampton.ca
mailto:teresa.olsen@brampton.ca


Accessibility Advisory Committee 2018-2022 
 
 
Members  
Harpreet Bhons 
Steve Anthony Chronicles 
Glenda Coupland 
Vicki Faulkner 
Nicolle Guillen 
Daleara Hirjikaka 
Sherri Hopkins 
Deepa Mohandoss 
Nuno Alberto Peixoto 
Vanessa Scott 
Raymond Shaver 
Bikki Singh 
Franco Spadafora 
Regional Councillor Pat Fortini 
 
 
Staff 
Peter Fay, City Clerk  

905-874-2172 – email:peter.fay@brampton.ca 
 
Charlotte Gravlev, Deputy City Clerk 
905-874-2115 – email: charlotte.gravlev@brampton.ca 
 
Wendy Goss, Accessibility Coordinator 
905-874-2184 – email: wendy.goss@brampton.ca 
 
Sylvia Ingham, Access, Inclusion and Diversity Clerk 
905-874-2110 – email: sylvia.ingham@brampton.ca 

 
Chandra Urquhart, Legislative Coordinator 
905-874-2114 – email: chandra.urquhart@brampton.ca 
 
 
 

mailto:peter.fay@brampton.ca
mailto:charlotte.gravlev@brampton.ca
mailto:wendy.goss@brampton.ca
mailto:sylvia.ingham@brampton.ca
mailto:chandra.urquhart@brampton.ca


 

 

Schedule of Meetings 

September 2019 – December 2019 

Training Room WT 2-A – West Tower, City Hall   

 

Meeting Dates 

September 10, 2019 

December 10, 2019 

 
 
 

Members:  If you are unable to attend a meeting, please contact  

Chandra Urquhart, Legislative Coordinator, at (905) 874-2114 or via 

email at chandra.urquhart@brampton.ca at your earliest possible 

convenience.  

 
 
 
 
 

 
 

mailto:chandra.urquhart@brampton.ca


 

 

 
 

Procedure By-law - At a Glance  
For Council Committees and Citizen Advisory Committees 

Additions to  
an Agenda 

Additions to the agenda for a Committee meeting are permitted by a 

two-thirds majority vote.  

Amendments 
If an amendment is not contrary, it is voted on before the main motion.  
The last amendment made is voted on first. 

Attendance 

If any member of a Committee fails to attend three consecutive regular 
meetings of that Committee without authorization by Council resolution, 
that citizen’s membership on the Committee is terminated and Council 
will appoint a new person to fill the vacancy. 

Call the Question 
The vote will be taken after any member who has not already spoken 
and wishes to, has spoken.  If a member speaks to the motion, he/she 
may not then immediately call the question. 

Chair Not Present 
If the Committee Chair does not attend within 15 minutes of the 
meeting start time, the Co-Chair, Vice-Chair, or other member, will 
assume the Chair for the meeting, until the arrival of the Chair. 

Conflict of Interest 

A member is required to declare a conflict of interest prior to any 
consideration of the matter and to disclose the general nature of the 
conflict.  The conflict must relate to a direct or indirect pecuniary 
interest, eg. positive or negative financial interest, affecting the member 
or the member’s spouse, child or parent.  The member shall not 
participate in the discussion, vote on any motion regarding the matter, 
or attempt in any way to influence the voting before, during or after the 
meeting.  Please refer to the Municipal Conflict of Interest Act. 

Defer (to a  
Future Meeting) 

To postpone consideration of a matter to a future meeting, the vote on 
a deferral is taken immediately, that is, there is no discussion or debate 
on the motion to defer. 

Delegations 

A delegation is limited to speaking for a maximum of five minutes, 
unless an extension is agreed upon.  If the subject of the delegation is 
not a matter on the agenda, it will be received without comment and 
referred to staff for a report, unless there is a majority vote to simply 
receive the delegation.  Delegation requests are directed by the City 
Clerk's Office to the appropriate Committee. 

Interrupt a Speaker 
A member is prohibited from interrupting a speaker except on a point of 
order or point of privilege. 

Last Speaker  
to a Motion 

The mover has the right to be the last speaker unless the question is 
called and then those rules apply (see above). 

Minutes 

The minutes of each Committee meeting will be presented at the next 
regular meeting of the appropriate Standing Committee or Council for 
approval of the recommendations and receipt of the minutes.  The 
Standing Committee or Council may debate and amend any matter 
contained within the Committee minutes. 

Order of Speakers 
The order of speakers is as announced by the Chair.  Only a speaker 
may make a motion. 

Point of Order A point of order may be raised at any time, eg. for a breach of the rules. 



 

Point of Privilege 

A point of privilege may be raised at any time, eg. for a challenge to the 
Council's or member's integrity, statements naming a member, rights / 
privileges of Council, eg. incorrect minutes, conduct of staff/visitors, 
comfort of members, eg. noise, heat.  

Public Question Period 
A member of the public in attendance may ask a question regarding 
any decision made at a meeting.  A maximum of 15 minutes is allowed 
for all public questions. 

* Quorum * 

A majority of Committee members is required to be present and seated 
in order to constitute a quorum, unless a Committee terms of reference 
specify different quorum provisions.  If a quorum is not achieved within 
30 minutes of the meeting start time, the Legislative Co-ordinator will 
record the name of the members present and the meeting will not be 
called to order.  If quorum is lost during a meeting, the meeting is 
recessed and will reconvene when quorum is regained.  If quorum is 
not regained within 30 minutes, the Legislative Co-ordinator will record 
in the minutes the names of those present and the meeting will end 
without formal adjournment.  The items that were not considered will be 
placed on the agenda of the next meeting. 

Recorded Vote 
Any Committee member may request a recorded vote at a Committee 
meeting. 

Recount Vote 
A recount may be requested only immediately after the declaration of 
the vote by the Chair. 

Refer (to a Committee  
or Person Named  

in the Motion) 

A motion to refer will send or direct a matter to another Committee, staff 
or official named in the motion, for further work or consideration.  This 
motion is debatable, but only the merits of the referral, not the subject.  
In order to continue to discuss the subject, the motion to refer must be 
defeated. 

Reopen the Question 

To discuss a matter already voted on at a meeting, a two-thirds majority 
is required to reopen the question.  To discuss a matter from a previous 
meeting, a two-thirds majority is required by Council Resolution.  If a 
motion to reopen is lost, it cannot be raised again during the current 
term of Council. 

Speaking – Number of 
Times a Member  

may Speak 

A Committee member may speak initially for five minutes.  He/she may 
not speak again until everyone else who wants to, has spoken.  A 
member may then speak a second time for five minutes.  There is no 
restriction on the number of times a member may speak. 

 
 

The above are selected extracts from Procedure By-law 160-2004, as amended.  For further 
information, please refer to the Procedure By-law and/or contact the City Clerk’s Office. 

 
August 2017 
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Français 

Municipal Conflict of Interest Act 

R.S.O. 1990, CHAPTER M.50 

Consolidation Period:  From March 26, 2019 to the e-Laws currency date. 

Last amendment: 2019, c. 1, Sched. 4, s. 35. 

Legislative History: 1994, c. 23, s. 2; 1996, c. 32, s. 76; 1997, c. 25, Sched. E, s. 7; 1997, c. 31, s. 156; 1999, c. 6, s. 41; 2002, c. 17, Sched. 

F, Table; 2005, c. 5, s. 45; 2006, c. 19, Sched. C, s. 1 (1); 2006, c. 32, Sched. C, s. 33; 2006, c. 32, Sched. D, s. 10; 2007, c. 7, Sched. 27; 

2007, c. 8, s. 219; 2009, c. 33, Sched. 21, s. 7; 2016, c. 23, s. 58; 2017, c. 10, Sched. 3; 2018, c. 3, Sched. 5, s. 37 (see: 2019, c. 1, Sched. 3, 

s. 5); 2019, c. 1, Sched. 4, s. 35. 

CONTENTS 

1. Definitions 
1.1 Principles 
2. Indirect pecuniary interest 
3. Interest of certain persons deemed that of member 

EXCEPTIONS 
4. Where s. 5 does not apply 

DUTY OF MEMBER 
5. When present at meeting at which matter considered 
5.1 Written statement re disclosure 
5.2 Influence 

RECORD OF DISCLOSURE 
6. Disclosure to be recorded in minutes 

REGISTRY 
6.1 Requirement to establish registry 

REMEDY FOR LACK OF QUORUM 
7. Quorum deemed constituted 

ACTION WHERE CONTRAVENTION ALLEGED 
8. Application 
9. Power of judge 
11. Appeal to Divisional Court 
12. Proceedings not invalidated but voidable 
13. Other proceedings prohibited 

GENERAL 
14. Insurance 
15. Conflict with other Acts 

       

Definitions 

1 In this Act, 

“child” means a child born within or outside marriage and includes an adopted child and a person whom a parent has 
demonstrated a settled intention to treat as a child of his or her family; (“enfant”) 

“controlling interest” means the interest that a person has in a corporation when the person beneficially owns, directly or 
indirectly, or exercises control or direction over, equity shares of the corporation carrying more than 10 per cent of the 
voting rights attached to all equity shares of the corporation for the time being outstanding; (“intérêts majoritaires”) 

“council” means the council of a municipality; (“conseil”) 

“elector” means, 

 (a) in respect of a municipality, or a local board thereof, other than a school board, a person entitled to vote at a municipal 
election in the municipality, and 

 (b) in respect of a school board, a person entitled to vote at the election of members of the school board; (“électeur”) 

http://www.ontario.ca/fr/lois/loi/90m50
http://www.e-laws.gov.on.ca/navigation?file=currencyDates&lang=en
http://www.ontario.ca/laws/statute/S19001#sched4s35
http://www.ontario.ca/laws/statute/S02017#schedfs2
http://www.ontario.ca/laws/statute/S02017#schedfs2
http://www.ontario.ca/laws/statute/S05005#s45s1
http://www.ontario.ca/laws/statute/S06019#schedcs1s1
http://www.ontario.ca/laws/statute/S06032#schedcs33s1
http://www.ontario.ca/laws/statute/S06032#schedds10
http://www.ontario.ca/laws/statute/S07007#sched27s1
http://www.ontario.ca/laws/statute/S07008#s219
http://www.ontario.ca/laws/statute/S09033#sched21s7
http://www.ontario.ca/laws/statute/S16023#s58
http://www.ontario.ca/laws/statute/S17010#sched3s1
http://www.ontario.ca/laws/statute/S18003#sched5s37
http://www.ontario.ca/laws/statute/S19001#sched3s5
http://www.ontario.ca/laws/statute/S19001#sched3s5
http://www.ontario.ca/laws/statute/S19001#sched4s35
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“interest in common with electors generally” means a pecuniary interest in common with the electors within the area of 
jurisdiction and, where the matter under consideration affects only part of the area of jurisdiction, means a pecuniary 
interest in common with the electors within that part; (“intérêt commun à tous les électeurs”) 

“judge” means a judge of the Superior Court of Justice; (“juge”) 

“local board” means a school board, board of directors of a children’s aid society, committee of adjustment, conservation 
authority, court of revision, land division committee, municipal service board, public library board, board of management 
of an improvement area, board of health, police services board, planning board, district social services administration 
board, trustees of a police village, board of trustees of a police village, board or committee of management of a long-term 
care home, or any other board, commission, committee, body or local authority established or exercising any power or 
authority under any general or special Act in respect of any of the affairs or purposes, including school purposes, of one or 
more municipalities or parts thereof, but does not include a committee of management of a community recreation centre 
appointed by a school board or a local roads board; (“conseil local”) 

Note: On a day to be named by proclamation of the Lieutenant Governor, the definition of “local board” in section 1 of the Act is amended by 

striking out “police services board” and substituting “police service board”. (See: 2019, c. 1, Sched. 4, s. 35) 

“meeting” includes any regular, special, committee or other meeting of a council or local board, as the case may be; 
(“réunion”) 

“member” means a member of a council or of a local board; (“membre”) 

“municipality” includes a board, commission or other local authority exercising any power in respect of municipal affairs or 
purposes, including school purposes, in territory without municipal organization, but does not include a committee of 
management of a community recreation centre appointed by a school board, a local roads board or a local services board; 
(“municipalité”) 

“parent” means a person who has demonstrated a settled intention to treat a child as a member of his or her family; (“père ou 
mère”) 

“school board” means a board as defined in subsection 1 (1) of the Education Act, and, where the context requires, includes 
an old board within the meaning of subsection 1 (1) of the Education Act; (“conseil scolaire”) 

“senior officer” means the chair or any vice-chair of the board of directors, the president, any vice-president, the secretary, 
the treasurer or the general manager of a corporation or any other person who performs functions for the corporation 
similar to those normally performed by a person occupying any such office; (“dirigeant”) 

“spouse” means a person to whom the person is married or with whom the person is living in a conjugal relationship outside 
marriage. (“conjoint”)  R.S.O. 1990, c. M.50, s. 1; 1997, c. 25, Sched. E, s. 7; 1997, c. 31, s. 156 (1); 1999, c. 6, s. 41 (1); 
2002, c. 17, Sched. F, Table; 2005, c. 5, s. 45 (1, 2); 2006, c. 19, Sched. C, s. 1 (1); 2006, c. 32, Sched. D, s. 10; 2007, c. 8, 
s. 219; 2016, c. 23, s. 58. 

Section Amendments with date in force (d/m/y) 

1997, c. 31, s. 156 (1) - 01/01/1998; 1999, c. 6, s. 41 (1) - 01/03/2000 

2002, c. 17, Sched. F, Table - 01/01/2003 

2005, c. 5, s. 45 (1, 2) - 13/06/2005 

2006, c. 19, Sched. C, s. 1 (1) - 22/06/2006; 2006, c. 32, Sched. D, s. 10 - 01/01/2007 

2007, c. 8, s. 219 - 01/07/2010 

2016, c. 23, s. 58 - 01/01/2017 

2018, c. 3, Sched. 5, s. 37 - no effect - see 2019, c. 1, Sched. 3, s. 5 - 26/03/2019 

2019, c. 1, Sched. 4, s. 35 - not in force 

Principles 

1.1 The Province of Ontario endorses the following principles in relation to the duties of members of councils and of local 
boards under this Act: 

 1. The importance of integrity, independence and accountability in local government decision-making. 

 2. The importance of certainty in reconciling the public duties and pecuniary interests of members. 

http://www.ontario.ca/laws/statute/S02017#schedfs2
http://www.ontario.ca/laws/statute/S05005#s45s1
http://www.ontario.ca/laws/statute/S06019#schedcs1s1
http://www.ontario.ca/laws/statute/S06032#schedds10
http://www.ontario.ca/laws/statute/S07008#s219
http://www.ontario.ca/laws/statute/S16023#s58
http://www.ontario.ca/laws/statute/S18003#sched5s37
http://www.ontario.ca/laws/statute/S19001#sched3s5
http://www.ontario.ca/laws/statute/S19001#sched4s35
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 3. Members are expected to perform their duties of office with integrity and impartiality in a manner that will bear the 
closest scrutiny. 

 4. There is a benefit to municipalities and local boards when members have a broad range of knowledge and continue to 
be active in their own communities, whether in business, in the practice of a profession, in community associations, 
and otherwise. 2017, c. 10, Sched. 3, s. 1. 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 1 - 01/03/2019 

Indirect pecuniary interest 

2 For the purposes of this Act, a member has an indirect pecuniary interest in any matter in which the council or local board, 
as the case may be, is concerned, if, 

 (a) the member or his or her nominee, 

 (i) is a shareholder in, or a director or senior officer of, a corporation that does not offer its securities to the public, 

 (ii) has a controlling interest in or is a director or senior officer of, a corporation that offers its securities to the public, 
or 

 (iii) is a member of a body, 

that has a pecuniary interest in the matter; or 

 (b) the member is a partner of a person or is in the employment of a person or body that has a pecuniary interest in the 
matter.  R.S.O. 1990, c. M.50, s. 2. 

Interest of certain persons deemed that of member 

3 For the purposes of this Act, the pecuniary interest, direct or indirect, of a parent or the spouse or any child of the member 
shall, if known to the member, be deemed to be also the pecuniary interest of the member.  R.S.O. 1990, c. M.50, s. 3; 1999, 
c. 6, s. 41 (2); 2005, c. 5, s. 45 (3). 

Section Amendments with date in force (d/m/y) 

1999, c. 6, s. 41 (2) - 01/03/2000 

2005, c. 5, s. 45 (3) - 13/06/2005 

EXCEPTIONS 

Where ss. 5 and 5.2 do not apply 

4 Sections 5 and 5.2 do not apply to a pecuniary interest in any matter that a member may have, 

 (a) as a user of any public utility service supplied to the member by the municipality or local board in like manner and 
subject to the like conditions as are applicable in the case of persons who are not members; 

 (b) by reason of the member being entitled to receive on terms common to other persons any service or commodity or any 
subsidy, loan or other such benefit offered by the municipality or local board; 

 (c) by reason of the member purchasing or owning a debenture of the municipality or local board; 

 (d) by reason of the member having made a deposit with the municipality or local board, the whole or part of which is or 
may be returnable to the member in like manner as such a deposit is or may be returnable to all other electors; 

 (e) by reason of having an interest in any property affected by a work under the Drainage Act or by a work under a 
regulation made under Part XII of the Municipal Act, 2001 or Part IX of the City of Toronto Act, 2006, as the case may 
be, relating to local improvements; 

 (f) by reason of having an interest in farm lands that are exempted from taxation for certain expenditures under the 
Assessment Act; 

 (g) by reason of the member being eligible for election or appointment to fill a vacancy, office or position in the council or 
local board when the council or local board is empowered or required by any general or special Act to fill such 
vacancy, office or position; 

http://www.ontario.ca/laws/statute/S17010#sched3s1
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 (h) by reason only of the member being a director or senior officer of a corporation incorporated for the purpose of 
carrying on business for and on behalf of the municipality or local board or by reason only of the member being a 
member of a board, commission, or other body as an appointee of a council or local board; 

 (i) in respect of an allowance for attendance at meetings, or any other allowance, honorarium, remuneration, salary or 
benefit to which the member may be entitled by reason of being a member or as a member of a volunteer fire brigade, 
as the case may be; 

 (j) by reason of the member having a pecuniary interest which is an interest in common with electors generally; or 

 (k) by reason only of an interest of the member which is so remote or insignificant in its nature that it cannot reasonably 
be regarded as likely to influence the member.  R.S.O. 1990, c. M.50, s. 4; 2002, c. 17, Sched. F, Table; 2006, c. 32, 
Sched. C, s. 33 (1); 2017, c. 10, Sched. 3, s. 2. 

Section Amendments with date in force (d/m/y) 

2002, c. 17, Sched. F, Table - 01/01/2003 

2006, c. 32, Sched. C, s. 33 (1) - 01/01/2007 

2017, c. 10, Sched. 3, s. 2 - 01/03/2019 

DUTY OF MEMBER 

When present at meeting at which matter considered 

5 (1)  Where a member, either on his or her own behalf or while acting for, by, with or through another, has any pecuniary 
interest, direct or indirect, in any matter and is present at a meeting of the council or local board at which the matter is the 
subject of consideration, the member, 

 (a) shall, prior to any consideration of the matter at the meeting, disclose the interest and the general nature thereof; 

 (b) shall not take part in the discussion of, or vote on any question in respect of the matter; and 

 (c) shall not attempt in any way whether before, during or after the meeting to influence the voting on any such question.  
R.S.O. 1990, c. M.50, s. 5 (1). 

Where member to leave closed meeting 

(2)  Where the meeting referred to in subsection (1) is not open to the public, in addition to complying with the requirements 
of that subsection, the member shall forthwith leave the meeting or the part of the meeting during which the matter is under 
consideration.  R.S.O. 1990, c. M.50, s. 5 (2). 

Exception, consideration of penalty 

(2.1)  The following rules apply if the matter under consideration at a meeting or a part of a meeting is to consider whether to 
suspend the remuneration paid to the member under subsection 223.4 (5) or (6) of the Municipal Act, 2001 or under 
subsection 160 (5) or (6) of the City of Toronto Act, 2006: 

 1. Despite clauses (1) (b) and (c), the member may take part in the discussion of the matter, including making 
submissions to council or the local board, as the case may be, and may attempt to influence the voting on any question 
in respect of the matter, whether before, during or after the meeting.  However, the member is not permitted to vote on 
any question in respect of the matter. 

 2. Despite subsection (2), in the case of a meeting that is not open to the public, the member may attend the meeting or 
part of the meeting during which the matter is under consideration. 2017, c. 10, Sched. 3, s. 3. 

When absent from meeting at which matter considered 

(3)  Where the interest of a member has not been disclosed as required by subsection (1) by reason of the member’s absence 
from the meeting referred to therein, the member shall disclose the interest and otherwise comply with subsection (1) at the 
first meeting of the council or local board, as the case may be, attended by the member after the meeting referred to in 
subsection (1).  R.S.O. 1990, c. M.50, s. 5 (3). 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 3 - 01/03/2019 
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Written statement re disclosure 

5.1 At a meeting at which a member discloses an interest under section 5, or as soon as possible afterwards, the member shall 
file a written statement of the interest and its general nature with the clerk of the municipality or the secretary of the 
committee or local board, as the case may be. 2017, c. 10, Sched. 3, s. 4. 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 4 - 01/03/2019 

Influence 

5.2 (1)  Where a member, either on his or her own behalf or while acting for, by, with or through another, has any pecuniary 
interest, direct or indirect, in any matter that is being considered by an officer or employee of the municipality or local board, 
or by a person or body to which the municipality or local board has delegated a power or duty, the member shall not use his 
or her office in any way to attempt to influence any decision or recommendation that results from consideration of the matter. 
2017, c. 10, Sched. 3, s. 4. 

Exception 

(2)  However, if a municipality delegates a power to suspend the remuneration paid to a member under subsection 223.4 (5) 
of the Municipal Act, 2001 or subsection 160 (5) of the City of Toronto Act, 2006 to a person or body, and the person or body 
is considering exercising that power with respect to a member, subsection (1) of this section does not prevent the member 
from attempting to influence any decision or recommendation of the person or body that results from consideration of the 
matter. 2017, c. 10, Sched. 3, s. 4. 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 4 - 01/03/2019 

RECORD OF DISCLOSURE 

Disclosure to be recorded in minutes 

6 (1)  Every declaration of interest and the general nature thereof made under section 5 shall, where the meeting is open to the 
public, be recorded in the minutes of the meeting by the clerk of the municipality or secretary of the committee or local 
board, as the case may be.  R.S.O. 1990, c. M.50, s. 6 (1). 

Idem 

(2)  Every declaration of interest made under section 5, but not the general nature of that interest, shall, where the meeting is 
not open to the public, be recorded in the minutes of the next meeting that is open to the public.  R.S.O. 1990, c. M.50, s. 6 
(2). 

REGISTRY 

Requirement to establish registry 

6.1 (1)  Every municipality and local board shall establish and maintain a registry in which shall be kept, 

 (a) a copy of each statement filed under section 5.1; and 

 (b) a copy of each declaration recorded under section 6. 2017, c. 10, Sched. 3, s. 5. 

Access to registry 

(2)  The registry shall be available for public inspection in the manner and during the time that the municipality or local 
board, as the case may be, may determine. 2017, c. 10, Sched. 3, s. 5. 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 5 - 01/03/2019 

REMEDY FOR LACK OF QUORUM 

Quorum deemed constituted 

7 (1)  Where the number of members who, by reason of the provisions of this Act, are disabled from participating in a 
meeting is such that at that meeting the remaining members are not of sufficient number to constitute a quorum, then, despite 
any other general or special Act, the remaining number of members shall be deemed to constitute a quorum, provided such 
number is not less than two.  R.S.O. 1990, c. M.50, s. 7 (1). 
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Application to judge 

(2)  Where in the circumstances mentioned in subsection (1), the remaining number of members who are not disabled from 
participating in the meeting is less than two, the council or local board may apply to a judge without notice for an order 
authorizing the council or local board, as the case may be, to give consideration to, discuss and vote on the matter out of 
which the interest arises.  R.S.O. 1990, c. M.50, s. 7 (2). 

Power of judge to declare s. 5, 5.1 or 5.2 not to apply 

(3)  The judge may, on an application brought under subsection (2), by order, declare that section 5, 5.1 or 5.2 does not apply 
to the council or local board, as the case may be, in respect of the matter in relation to which the application is brought, and 
the council or local board thereupon may give consideration to, discuss and vote on the matter in the same manner as though 
none of the members had any interest therein, subject only to such conditions and directions as the judge may consider 
appropriate and so order.  R.S.O. 1990, c. M.50, s. 7 (3); 2017, c. 10, Sched. 3, s. 6. 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 6 - 01/03/2019 

ACTION WHERE CONTRAVENTION ALLEGED 

Application 

8 (1)  An elector, an Integrity Commissioner of a municipality or a person demonstrably acting in the public interest may 
apply to a judge for a determination of the question of whether, 

 (a) a member has contravened section 5, 5.1 or 5.2; or 

 (b) a former member contravened section 5, 5.1 or 5.2 while he or she was a member. 2017, c. 10, Sched. 3, s. 7. 

Six-week period 

(2)  An application may only be made within six weeks after the applicant became aware of the alleged contravention. 2017, 
c. 10, Sched. 3, s. 7. 

Exception 

(3)  Despite subsection (2), an application may be made more than six weeks after the applicant became aware of the alleged 
contravention if all of the following conditions are satisfied: 

 1. The applicant applied to an Integrity Commissioner for an inquiry under section 223.4.1 of the Municipal Act, 2001 or 
under section 160.1 of the City of Toronto Act, 2006 in accordance with those sections. 

 2. The Integrity Commissioner conducted an inquiry under section 223.4.1 of the Municipal Act, 2001 or under section 
160.1 of the City of Toronto Act, 2006 and the Commissioner, 

 i. has advised the applicant under subsection 223.4.1 (16) of the Municipal Act, 2001 or under subsection 160.1 
(16) of the City of Toronto Act, 2006 that the Commissioner will not be making an application to a judge, 

 ii. has not completed the inquiry within the time limit set out in subsection 223.4.1 (14) of the Municipal Act, 2001 
or subsection 160.1 (14) of the City of Toronto Act, 2006, or 

 iii. has terminated the inquiry under subsection 223.4.1 (12) of the Municipal Act, 2001 or subsection 160.1 (12) of 
the City of Toronto Act, 2006. 

 3. The application under this section includes a copy of the applicant’s statutory declaration made under subsection 
223.4.1 (6) of the Municipal Act, 2001 or under subsection 160.1 (6) of the City of Toronto Act, 2006. 

 4. The application under this section is made within six weeks after the earlier of the following, 

 i. the day the Commissioner advised the applicant under subsection 223.4.1 (16) of the Municipal Act, 2001 or 
under subsection 160.1 (16) of the City of Toronto Act, 2006 that the Commissioner will not be making an 
application to a judge, 

 ii. the last day on which the Commissioner is required under subsection 223.4.1 (14) of the Municipal Act, 2001 or 
subsection 160.1 (14) of the City of Toronto Act, 2006 to complete the inquiry referred to in paragraph 2 of this 
subsection, and 

 iii. the day the inquiry was terminated under subsection 223.4.1 (12) of the Municipal Act, 2001 or subsection 160.1 
(12) of the City of Toronto Act, 2006. 2017, c. 10, Sched. 3, s. 7. 
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Same, application by Integrity Commissioner 

(4)  Despite subsection (2), an application may be made more than six weeks after the applicant became aware of the alleged 
contravention if the applicant is an Integrity Commissioner and if the application relates to an inquiry conducted by the 
Commissioner under section 223.4.1 of the Municipal Act, 2001 or under section 160.1 of the City of Toronto Act, 2006. 
2017, c. 10, Sched. 3, s. 7. 

No application by Integrity Commissioner during regular election 

(5)  No application shall be made by an Integrity Commissioner of a municipality during the period of time starting on 
nomination day for a regular election, as set out in section 31 of the Municipal Elections Act, 1996, and ending on voting day 
in a regular election, as set out in section 5 of that Act. 2017, c. 10, Sched. 3, s. 7. 

Limitation 

(6)  Despite subsections (2), (3) and (4), no application shall be made after the sixth anniversary of the alleged contravention. 
2017, c. 10, Sched. 3, s. 7. 

Contents of notice of application 

(7)  The notice of application shall state the grounds for finding that the member or former member contravened section 5, 
5.1 or 5.2. 2017, c. 10, Sched. 3, s. 7. 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 7 - 01/03/2019 

Power of judge 

9 (1)  If the judge determines that the member or former member contravened section 5, 5.1 or 5.2, the judge may do any or 
all of the following: 

 1. Reprimand the member or former member. 

 2. Suspend the remuneration paid to the member for a period of up to 90 days. 

 3. Declare the member’s seat vacant. 

 4. Disqualify the member or former member from being a member during a period of not more than seven years after the 
date of the order. 

 5. If the contravention has resulted in personal financial gain, require the member or former member to make restitution 
to the party suffering the loss, or, if the party’s identity is not readily ascertainable, to the municipality or local board, 
as the case may be. 2017, c. 10, Sched. 3, s. 7. 

Same 

(2)  In exercising his or her discretion under subsection (1) the judge may consider, among other matters, whether the 
member or former member, 

 (a) took reasonable measures to prevent the contravention; 

 (b) disclosed the pecuniary interest and all relevant facts known to him or her to an Integrity Commissioner in a request 
for advice from the Commissioner under the Municipal Act, 2001 or the City of Toronto Act, 2006 and acted in 
accordance with the advice, if any, provided to the member by the Commissioner; or 

 (c) committed the contravention through inadvertence or by reason of an error in judgment made in good faith. 2017, c. 
10, Sched. 3, s. 7. 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 7 - 01/03/2019 

10 REPEALED: 2017, c. 10, Sched. 3, s. 7. 

Section Amendments with date in force (d/m/y) 

1997, c. 31, s. 156 (2) - 01/01/1998 

2017, c. 10, Sched. 3, s. 7 - 01/03/2019 
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Appeal to Divisional Court 

11 (1)  An appeal lies from any order made under section 9 to the Divisional Court in accordance with the rules of court.  
R.S.O. 1990, c. M.50, s. 11 (1); 2017, c. 10, Sched. 3, s. 8. 

Judgment or new trial 

(2)  The Divisional Court may give any judgment that ought to have been pronounced, in which case its decision is final, or 
the Divisional Court may grant a new trial for the purpose of taking evidence or additional evidence and may remit the case 
to the trial judge or another judge and, subject to any directions of the Divisional Court, the case shall be proceeded with as if 
there had been no appeal.  R.S.O. 1990, c. M.50, s. 11 (2). 

Appeal from order or new trial 

(3)  Where the case is remitted to a judge under subsection (2), an appeal lies from the order of the judge to the Divisional 
Court in accordance with the provisions of this section.  R.S.O. 1990, c. M.50, s. 11 (3). 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 8 - 01/03/2019 

Proceedings not invalidated but voidable 

12 (1)  A member’s failure to comply with section 5, 5.1 or 5.2 does not invalidate any proceedings in respect of a matter 
referred to in those sections, but those proceedings are voidable in the circumstances described in subsection (2). 2017, c. 10, 
Sched. 3, s. 9. 

Declaring proceedings void 

(2)  Subject to subsection (3), if a member has failed to comply with section 5, 5.1 or 5.2 in respect of a matter referred to in 
those sections, the municipality or local board, as the case may be, may declare the proceedings to be void before the second 
anniversary of the date of the passing of the by-law or resolution authorizing the matter. 2017, c. 10, Sched. 3, s. 9. 

Exception 

(3)  Subsection (2) does not apply if declaring the proceedings to be void would adversely affect the rights that any person 
who acted in good faith and without actual notice of the failure to comply with section 5, 5.1 or 5.2 acquired under or by 
virtue of the proceedings. 2017, c. 10, Sched. 3, s. 9. 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 9 - 01/03/2019 

Other proceedings prohibited 

13 (1)  A proceeding that relates to a member’s or former member’s alleged conflict of interest and seeks a remedy described 
in subsection 9 (1) shall be brought only under this Act. 2017, c. 10, Sched. 3, s. 9. 

Same 

(2)  Subsection (1) does not affect the power of a municipality or a local board to reprimand a member or suspend a 
member’s remuneration under subsection 223.4 (5) or (6) of the Municipal Act, 2001 or under subsection 160 (5) or (6) of the 
City of Toronto Act, 2006. 2017, c. 10, Sched. 3, s. 9. 

Section Amendments with date in force (d/m/y) 

2017, c. 10, Sched. 3, s. 9 - 01/03/2019 

GENERAL 

Insurance 

14 (1)  Despite section 279 of the Municipal Act, 2001 or section 218 of the City of Toronto Act, 2006, as the case may be, 
the council of every municipality may at any time pass by-laws, 

 (a) for contracting for insurance; 

 (b) despite the Insurance Act, to enable the municipality to act as an insurer; and 

 (c) for exchanging with other municipalities in Ontario reciprocal contracts of indemnity or inter-insurance in accordance 
with Part XIII of the Insurance Act, 

to protect a member of the council or of any local board thereof who has been found not to have contravened section 5, 5.1 or 
5.2 against any costs or expenses incurred by the member as a result of a proceeding brought under this Act, and for paying 
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on behalf of or reimbursing the member for any such costs or expenses.  R.S.O. 1990, c. M.50, s. 14 (1); 2002, c. 17, 
Sched. F, Table; 2006, c. 32, Sched. C, s. 33 (2); 2017, c. 10, Sched. 3, s. 10 (1). 

Insurance Act does not apply 

(2)  The Insurance Act does not apply to a municipality acting as an insurer for the purposes of subsection (1).  R.S.O. 1990, 
c. M.50, s. 14 (2). 

Surplus funds 

(3)  Despite section 387 of the Insurance Act, any surplus funds and the reserve fund of a municipal reciprocal exchange may 
be invested only in accordance with subsection 279 (2) of the Municipal Act, 2001 or subsection 218 (3) of the City of 
Toronto Act, 2006, as the case may be. 2017, c. 10, Sched. 3, s. 10 (2). 

Reserve funds 

(4)  The money raised for a reserve fund of a municipal reciprocal exchange may be expended or pledged for, or applied to, a 
purpose other than that for which the fund was established if two-thirds of the municipalities that are members of the 
exchange together with two-thirds of the municipalities that previously were members of the exchange and that may be 
subject to claims arising while they were members of the exchange agree in writing and if section 386 of the Insurance Act is 
complied with.  R.S.O. 1990, c. M.50, s. 14 (4); 2009, c. 33, Sched. 21, s. 7. 

Local boards 

(5)  A local board has the same powers to provide insurance for or to make payments to or on behalf of its members as are 
conferred upon the council of a municipality under this section in respect of its members.  R.S.O. 1990, c. M.50, s. 14 (5). 

Former members 

(6)  A by-law passed under this section may provide that it applies to a person who was a member at the time the 
circumstances giving rise to the proceeding occurred but who, prior to the judgment in the proceeding, has ceased to be a 
member.  R.S.O. 1990, c. M.50, s. 14 (6). 

Section Amendments with date in force (d/m/y) 

1996, c. 32, s. 76 (1) - 06/03/1997 

2002, c. 17, Sched. F, Table - 01/01/2003 

2006, c. 32, Sched. C, s. 33 (2, 3) - 01/01/2007 

2007, c. 7, Sched. 27, s. 1 - 05/05/2008 

2009, c. 33, Sched. 21, s. 7 - 15/12/2009 

2017, c. 10, Sched. 3, s. 10 (1) - 01/03/2019; 2017, c. 10, Sched. 3, s. 10 (2) - 01/03/2018 

Conflict with other Acts 

15 In the event of conflict between any provision of this Act and any provision of any general or special Act, the provision of 
this Act prevails.  R.S.O. 1990, c. M.50, s. 15. 

______________ 
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City of Brampton 
Municipal Accessibility Plan Update  

 
I Statement of Commitment 
 

The City’s mission is to be a vibrant, safe and attractive city of opportunity where 
efficient services make it possible for families, individuals and the business 
community to grow, prosper and enjoy a high quality of life.   
 
The City values diversity and inclusiveness and the unique contribution that each 
resident makes to the local community.  
 
The City recognizes that preventing new barriers, reducing and removing existing 
barriers and enhancing access to our goods, services and facilities is essential to 
providing increased opportunities that foster independence, inclusion and dignity 
for people of all ages and abilities.  

 

 Policy Statements 
 

Inclusive Customer Service 
 

The City of Brampton is committed to providing the guiding principles for 
inclusive customer service, so that all persons, including persons with disabilities 
and limited English speakers, have equal opportunity to obtain, use or benefit 
from municipal goods and services. The policy supports the provision of goods 
and services aligned with the principles of dignity, independence, integration and 
equality of opportunity. 

 
Transportation 

 
The City of Brampton is committed to continuously providing a better transit 
experience for our customers. We strive to provide reliable, efficient and 
accessible service, making Brampton Transit the transportation mode of choice 
for people of all ages and abilities within the city.  

 
Employment 
 
The City of Brampton is committed to being an equal opportunity employer and is 
committed to inclusive, barrier-free recruitment and selection processes and work 
environments.  
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Information and Communications 
 

The City of Brampton’s Information and Communication Services is committed to 
understanding the communication needs of our clients and continuously pursues 
innovative ways to meet their needs and work to ensure our services are 
accessible and everyone served feels valued.   
 

  

II  The Municipal Accessibility Plan Accomplishments & Next Steps   
 

The City of Brampton has taken, and continues to take, a very progressive 
approach to addressing barriers to accessibility.  Not only has this commitment 
improved the quality of life for reisdents of Brampton, it has provided a sound 
base upon which the City will continue to build an inclusive community that meets 
the needs of people of all ages and abilities.  
 
In continuation of this commitment, and to address standards in the Integrated 
Accessibility Standard Regulation, the City of Brampton implemented the 
following initiatives:   
  
General 

 
1. Workplace Emergency Response Information 

 Staff template for workplace emergency response information was 

completed 

2. Procuring/acquiring goods, services or facilities 

 Enhancement and expansion of accessibility information related to the 

procurement and acquisition of goods, services and facilities was 

implemented 

3. Self-service Kiosks 

 Continue to incorporate the City of Brampton Accessibility Technical 

Standards in the design and procurement of self-service kiosks 

 
4. Training 

 Staff training module(s) on the requirements of the Accessible Customer 

Service Standard, the IASR and the Human Rights Code and a tracking 

mechanism for completed training is ongoing  
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5. Other 

 Ongoing application of the supporting design standards to address 

accessibility and inclusion for City play spaces 

 Establishment of Awards Sub-committee and Accessibility Award 

program 

 Updated COB Accessibility Technical Standards, including incorporating 

the Design of Public Spaces technical standards/requirements 

 Development and construction of a fully inclusive park/playground – 

Creditview Sandalwood Activity Hub 

 Implementation of Design of Public Spaces technical standards for 

private property through the site plan process 

 Further integrating services between Brampton Transit and Peel 

TransHelp  

 Continue to increase the proportion of bus stops that are accessible 

 Enhance accessibility features across customers’ complete trip 

experience. 

 Accessibility Compliance Report filed December 31, 2017 

 
Information & Communications 

 

1. Web Content 

 A process to ensure all current web content posted as of January 1, 

2012 is WCAG 2.0 Level AA compliant   

Transit & Transportation 
 
1. Bus Shelters and Stops 

 Continued application of the City of Brampton Accessibility Technical 

Standards in the design and construction of bus stops and shelters 

2. Fares for Support Persons 
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 A policy and practice to allow support persons to travel for free when 

accompanying a person with a disability  

Next Steps 

• Continued integration discussions with Peel TransHelp 

• Conduct an accessibility audit of Brampton Transit bus stops and terminals  

• Install accessible features at existing bus stops and terminals, as part of 

reconstruction efforts 

• Implement accessible features at new bus stops, wherever possible to 

move towards 100% accessible bus stops 

• Continue to implement the COB Accessibility Standards and ensure 

compliance with all Provincial technical standards  

• Work towards WCAG 2.0 Level AA compliance by 2021 

 

III Monitoring and Communication 
 
The Accessibility Advisory Committee and staff provide ongoing monitoring of the 
Municipal Accessibility Plan initiatives.   
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Background 

The City’s mission is to be a vibrant, safe and attractive city of opportunity where 
efficient services make it possible for families, individuals and the business 
community to grow, prosper and enjoy a high quality of life. 

The City values diversity and inclusiveness, and celebrates the unique 
contribution that each resident makes to the local community. 

The City understands the prevention of new barriers and the reduction and 
removal of existing barriers for our customers is essential.  The City recognizes 
that enhancing access to its goods and services provides increased opportunities, 
inclusion and dignity for people all ages and abilities. 

This policy is developed in keeping with these values and the Province of 
Ontario’s commitment to a fully accessible Ontario by 2025, specifically as 
established and required by Accessibility Standards for Customer Service, Ontario 
Regulation 429/07. 

Purpose 

This policy provides guiding principles for inclusive customer service, so that all 
persons, including persons with disabilities and limited English speakers, have 
equal opportunity to obtain, use or benefit from municipal goods and services. 

The policy encompasses: 

A. General principles of customer service; 

B. Provision of goods and services aligned with the principles of dignity, 
independence, integration and equality of opportunity; 
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C. Communications provided in a manner appropriate for each individual’s 
needs; 

D. Use of accessibility supports; 

E. Recognition of the value of feedback for evaluation and improvement; 
and 

F. Development and delivery of training. 

Scope 

The Policy applies to all persons employed by or acting on behalf of the City, 
including agents, volunteers, students, contractors and otherwise.  

Policy Direction 

The City is committed to inclusive customer service by providing barrier-free 
access to all goods, services, information and resources. All persons identified in 
the scope are responsible for carrying out each service interaction in a manner 
that positively reinforces customer service excellence by treating each customer 
with dignity and respect, and by exercising care and attention to individual needs. 

Principles of Inclusive Customer Service 

A.  General 

The City believes that the underlying principles of customer service include: 

 Respect and courtesy; 

 Convenience and ease of use; 
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 Clarity, accuracy and consistency,  

 Establishing service standards; 

 Ongoing evaluation and improvement. 

B.  Provision of Goods and Services  

The City will use reasonable efforts to ensure that policies, procedures and 
practices result in: 

 An integrated and equal opportunity for all persons, including persons with 
disabilities, to independently obtain, use or benefit from goods and services;  

 Goods and services provided in a manner that is accommodating of cultural 
and linguistic differences; 

 Advanced notice to the public of temporary and planned disruptions to those 
services and facilities that contribute to inclusiveness, including information 
about the reason for the disruption, its anticipated duration, and a 
description of alternative facilities or services, if any, that may be available – 
with notice of unplanned disruptions provided as soon as possible; 

 Posting of information in conspicuous places and on the City’s website or 
through any other method that may be reasonable under the circumstances 
and as soon as reasonably possible. 
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C.  Communications  

The City will communicate using simple, plain language and use reasonable 
efforts to ensure that communications are appropriate to the situation and meet 
the individual needs of each customer.   

Training on how to interact and communicate with people with various types of 
disabilities or limited English skills will be provided. 

1. Languages Other Than English 

 Telephone Interpretation 

When appropriate, the City will provide service with the assistance of 
telephone interpretation.  (Refer to related documents such as the 
Multilingual Services Policy, Interpretation Standard Operating Procedure 
(SOP), and Tips for Working With an Interpreter.) 

 Translation 

The City may elect to translate high priority written communications into 
those languages most predominant in the City, as indicated by current 
census data.  

When the City elects not to translate written communications, limited-English 
speakers may access this information or an overview of this information with 
the assistance of telephone interpretation. (Refer to related documents such 
as the Multilingual Services Policy,  Translation SOP, and Tips for Working 
With a Translator.) 

http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Administrative%20Policies/14.14.0%20Multilingual%20Services%20(2007).pdf
http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Corporate%20SOPs/Telephone%20Assisted%20Interpretation%20Service.docx
http://ourbrampton.brampton.ca/sites/018/City-Clerks/adminservices/MultilingualServices/Documents/Tips%20for%20Working%20with%20an%20Interpreter.pdf
http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Administrative%20Policies/14.14.0%20Multilingual%20Services%20(2007).pdf
http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Corporate%20SOPs/Translation.docx
http://ourbrampton.brampton.ca/sites/018/City-Clerks/adminservices/MultilingualServices/Documents/Tips%20for%20Working%20With%20a%20Translator.pdf
http://ourbrampton.brampton.ca/sites/018/City-Clerks/adminservices/MultilingualServices/Documents/Tips%20for%20Working%20With%20a%20Translator.pdf
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2. Format and Availability of Documents 

When providing a document to a person with a disability, the City will use 
reasonable efforts to provide the document, or the information contained in 
the document, in a format that takes the person’s disability into account. 
(Refer to the Alternate Formats SOP). 

The Accessibility Standards for Customer Service (O.Reg.429/07), requires 
related policies, procedures and practices, notices of temporary disruptions, 
training records, and a written feedback process to be available upon 
request, subject to the Municipal Freedom of Information and Protection of 
Privacy Act. 

Notice of the availability of all documents required by the Accessibility 
Standards for Customer Service will be posted on the City’s website, in the 
City Clerk’s Office and other city facilities, or through any other method that 
may be reasonable 

D.  Use of Accessibility Supports 

The City recognizes the importance of the use of accessibility supports, including:    

 Assistive Devices  

It is the responsibility of the individual to ensure that his or her assistive 
device is used in a safe and controlled manner at all times.  

 Guide Dogs and Other Service Animals 

It is the responsibility of the person with a disability to ensure that his or her 
service animal is kept in control at all times.  

http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Corporate%20SOPs/Alternate%20Format.docx
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Where guide dogs or service animals are not permitted by law, the City will 
make every effort to provide alternate means to obtain, use or benefit from 
the City’s goods and services. 

If it is not readily apparent that the animal is a service animal, the City may 
ask for a letter from a physician or nurse confirming that the person requires 
the animal for reasons relating to his or her disability.   

 Support Persons  

A person with a disability may enter premises owned and operated, or 
operated, by the City with a support person and have access to the support 
person while on the premises.  

The City may require a person with a disability to be accompanied by a 
support person while on City premises in situations where it is necessary to 
protect the health or safety of the person with a disability or the health and 
safety of others on the premises.  

Advance notice will be provided about any fees or costs associated with a 
support person’s presence at the premises.  

E. Feedback  

The City values feedback about services and recognizes the right of our 
customers to make a compliment, suggestion or complaint, about our services. 
Feedback from our customers gives the City opportunities to evaluate and 
improve. 

Feedback may be given by telephone, in person, in writing, in electronic format or 
through other methods. 
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Information about the feedback process will be readily available to the public.  

F. Training 

The City will provide training to staff to support the principles and implementation 
of this policy and related policies, practices, and procedures.  

Definitions 

Assistive 
Device 

A device used to assist persons with disabilities in carrying out 
activities or in accessing the services of persons or 
organizations covered by The Accessibility Standards for 
Customer Service (O.Reg.429/07). 

Barrier Anything that stops a customer from having equal opportunity 
to obtain, use or benefit from municipal goods and services. 

City Corporation of the City of Brampton 

Disability (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, or 
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, 
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(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. 

Diversity The mosaic of people who contribute a variety of 
characteristics, backgrounds, styles, perspectives, beliefs and 
competencies to the communities in which they live and the 
groups and organizations with whom they interact. 

Guide Dog A guide dog as defined in section 1 of the Blind Persons’ 
Rights Act is a dog trained as a guide for a blind person and 
having qualifications prescribed by the regulations under the 
Blind Persons’ Rights Act. 

Inclusive / 
Inclusiveness 

Taking deliberate steps (in policies and practices) to welcome, 
accept and value all individuals, including persons with 
disabilities, persons from other cultures, and limited English 
speakers. 

Interpretation The oral translation of what is said in one language into 
another, so that speakers of different languages can 
communicate. 
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Limited 
English 
Speaker 

Someone who has limited spoken or written proficiency in 
English. 

Plain 
Language  

A way of organizing and presenting written and verbal 
information so that it is easy for people to understand; e.g., 
avoiding jargon and unnecessary words, using familiar words 
in a conversational style, and the use of uncomplicated 
sentence structure and grammar. 

Policy A statement of principles to guide decision-making.  

Practice What is done on a day-to-day basis. 

Procedure / 
Standard 
Operating 
Procedure 
(SOP) 

A written set of instructions to complete a task consistently, 
efficiently, and safely, ensuring compliance with government 
legislation, City by-laws, collective agreements, policies, and 
safety warnings 

Service Animal Any animal used by a person with a disability for reasons 
relating to the disability where it is readily apparent that the 
animal is used by the person for reasons relating to his or her 
disability; or where the person provides a letter from a 
physician or nurse confirming that he or she requires the 
animal for reasons relating to his or her disability. 

Support 
Person 

A person who accompanies a person with a disability in order 
to assist him or her with communication, mobility, personal 
care, or medical needs or with access to goods or services.  
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Telephone 
Interpretation 

Interpretation services provided over the telephone, rather than 
in person. 

Translation The rendering of text written in one language into the text of 
another language. 

Administrative Responsibilities 

Responsibilities 

Each employee is responsible to participate in training and to apply the principles 
of inclusive customer service. 

Management is responsible to provide clear and actionable programs and training 
to employees to ensure that customer service policies and procedures are 
understood and achievable. 

Accountability 

Every manager and supervisor is responsible for the execution of customer 
service initiatives under this policy, including monitoring performance and regularly 
coaching employees to meet the City’s objectives. 

Administration 

Council and Administrative Services shall ensure this policy is reviewed on a 
regular basis (not to exceed three years) and remains relevant to the needs of the 
Corporation, in accord with Council direction, legislative requirements, and good 
business practices. 
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Contact: Wendi Hunter, Manager of Administrative Services and 
Elections, 874-2139 

 

 

Related Documents  

 

Legislative authority:  Accessibility for Ontarians with Disabilities 
Act, 2005 

 Accessibility Standards For Customer 
Service, Ontario Regulation 429/07 

 Guide to Accessibility Standards For 
Customer Service 

Policies:  Barrier-Free Policy 

 Multilingual Services Policy 

Reports:  Committee of Council, March 4, 2009  I5-1 

Corporate Intranet:  Inclusive Customer Service 

 Accessibility 

 Multilingual Services 

Standard Operating 
Procedures: 

 Alternate Format 

 Accessible Meeting 

 Interpretation 

http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_05a11_e.htm
http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_05a11_e.htm
http://www.e-laws.gov.on.ca/html/source/regs/english/2007/elaws_src_regs_r07429_e.htm
http://www.e-laws.gov.on.ca/html/source/regs/english/2007/elaws_src_regs_r07429_e.htm
http://209.167.40.96/units/unit_cust-serv-reg/doc_guide/lang_en/files/Guide_to_the_Accessibility_Standards_for_CS_EN.pdf
http://209.167.40.96/units/unit_cust-serv-reg/doc_guide/lang_en/files/Guide_to_the_Accessibility_Standards_for_CS_EN.pdf
http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Administrative%20Policies/14.12.0%20Barrier%20Free%20Policy.pdf
http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Administrative%20Policies/14.14.0%20Multilingual%20Services%20(2007).pdf
http://ourbrampton.brampton.ca/sites/018/City-Clerks/adminservices/InclusiveCustomerService/Pages/default.aspx
http://ourbrampton.brampton.ca/sites/018/City-Clerks/adminservices/Accessibility/Pages/welcome.aspx
http://ourbrampton.brampton.ca/sites/018/City-Clerks/adminservices/MultilingualServices/Pages/welcome.aspx
http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Corporate%20SOPs/Alternate%20Format.docx
http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Corporate%20SOPs/Accessible%20Meeting.docx
http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Corporate%20SOPs/Telephone%20Assisted%20Interpretation%20Service.docx
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 Translation 

Customer Service Tips:  Talking about Disabilities - Choosing the right 
word 

 Welcoming Customers with Disabilities: 

 physical 

 speech or 
language 

 vision 

 mental health 

 learning 

 intellectual or 
developmental 

 deaf or hard of 
hearing 

 deaf-blind 

 on the phone 

 Understanding Barriers to Accessibility  

http://ourbrampton.brampton.ca/KnowledgeCentre/PoliciesSOPsAndMasterPlans/Corporate%20SOPs/Translation.docx
http://www.mcss.gov.on.ca/mcss/english/how/howto_choose.htm
http://www.mcss.gov.on.ca/mcss/english/how/howto_choose.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/business/wel_cus_disability.htm
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_physical.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_speech.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_speech.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_vision.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_mental_health.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_learning.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_intellectual.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_intellectual.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_deaf.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_deaf.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_deafblind.aspx
http://www.mcss.gov.on.ca/en/accesson/welcoming/welcoming_people_phone.aspx
http://www.mcss.gov.on.ca/en/accesson/understanding_barriers/index.aspx
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Purpose: 

 

The purpose of the Accessibility Supports Standard Operating Procedure is to 
establish principles for the use of: 

 Assistive devices, including personal assistive devices and those made 
available for public use at City facilities;  

 Guide dogs and other service animals; and, 

 Support persons.  
 
The use of accessibility supports is identified in the Accessibility Standards for 
Customer Service, Ontario Regulation 429/07 and affirmed in the City of 
Brampton’s Inclusive Customer Service Policy, approved on March 11, 2009. 

 
 

Scope: 

 
The procedure applies to all City employees. 

 
  

Definitions & Acronyms: 
 

  

 
Accessibility 

A term used to describe the degree to which goods, 
services and facilities can be accessed by as many 
people as possible. 

 
Assistive Device 

 
A device used to assist customers in carrying out 
activities or in accessing services. 

Department: Corporate Services 

Division: Council and Administrative Services 

Section: Corporate 

Approved By: Peter Fay, City Clerk and Director of Council and 
Administrative Services 
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Barrier Anything that stops a customer from having equal 

opportunity to obtain, use or benefit from municipal 
goods and services. 

 
Disability 

 
(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, or 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. 

 

 
Guide Dog 

 
A guide dog as defined in section 1 of the Blind 
Persons’ Rights Act is a dog trained as a guide for a 
blind person and having qualifications prescribed by 
the regulations under the Blind Persons’ Rights Act. 
 

 
Interpretation 
 

 
The oral translation of what is said in one language 
into another, so that speakers of different 
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languages can communicate. 
 

 
Limited English 
Speaker 
 

 
Someone who has limited spoken or written 
proficiency in English. 
 

 
Personal  Care 

 
Assistance provided for persons with disabilities to 
perform one or more of the following activities of 
daily living: eating, dressing, bathing, toileting, 
transferring in and out of a bed/chair or walking. 
 

 
Personal Space 

 
The area surrounding an individual that is perceived 
as private by the individual, who may regard a 
movement into the space by another person as 
intrusive.  
 

 
Service Animal 

 
Any animal used by a person with a disability for 
reasons relating to the disability where it is readily 
apparent that the animal is used by the person for 
reasons relating to his or her disability; or where the 
person provides a letter from a physician or nurse 
confirming that he or she requires the animal for 
reasons relating to his or her disability. 
 

 
Support Person 

 
A person who accompanies a customer in order to 
assist him or her with communication (including 
interpretation), mobility, personal care, or medical 
needs or with access to goods or services.  
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Procedure: 

 

The City of Brampton is committed to providing goods and services in a way that 
supports and demonstrates the principles of dignity, independence, integration 
and equality of opportunity. Accessibility supports enhance access to City goods 
and services; provides increased opportunities; and contributes to inclusion and 
dignity for people all ages and abilities.  
 

1. Assistive Devices 

An assistive device is used to assist customers, including persons with 
disabilities and limited English speakers, in carrying out activities or in 
accessing services and facilities provided by the City of Brampton.  

 
1.1  Personal Assistive Devices 
 
Personal assistive devices include, but are not limited to: mobility devices 
such as wheelchairs, scooters, walkers, canes and sledges; 
communication devices such as recording devices, electronic 
translators/dictionaries, assistive listening devices, hearing aids, and 
portable magnifiers; personal oxygen tanks and devices for grasping. 
 
 
 
When serving customers with personal assistive devices, staff shall: 
 
a) Permit the customer to enter the premises and use the device, 

unless prohibited by law, to access City goods, services and 
facilities in an integrated and equal manner. 

b) Remove potential barriers to the use of personal assistive devices, 
where possible. 

c) Respect the personal space and dignity of the customer, and 
provide assistance upon request. 

 
1.2  Assistive Devices Made Available for Public Use at City 

Facilities 
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Assistive devices made available at City Facilities include, but are not 
limited to: wheelchairs; magnifiers; assistive listening devices; adult 
change tables; pool and other lifts; automatic door operators; and dual 
handset (language interpretation) telephones. 
 
Staff shall ensure: 
 
a) All customers are aware of assistive devices on the premises 

available for public use; and, 
b) Assistive devices are offered in a manner that respects the 

customer’s dignity and independence and promotes integrated and 
equal opportunities to access City goods, services and facilities. 

 
Supervisors and Managers shall ensure: 
 
a) Staff is properly trained on the use of assistive devices made 

available in the facilities in which they work; and, 
b) Assistive devices are maintained in good working order and repair. 
 
 

2. Guide Dogs and Other Service Animals 
 

Service animals are used to assist persons with disabilities in carrying out 
activities or in accessing services and facilities provided by the City of 
Brampton. Although guide dogs may be the most familiar, any animal can 
function as a service animal. 
 
When serving customers with service animals, staff shall: 

 
a) Permit the customer to enter the premises with the service animal, 

unless prohibited by law, to access City goods, services and 
facilities in an integrated and equal manner.   

b) Allow the customer to keep the animal with him/her anywhere that 
the public would normally have access, unless prohibited by law. 

c) Respect the personal space and dignity of both the customer and 
the service animal, and avoid talking to, touching or making eye 
contact with the service animal. 
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d) Make every effort to provide alternate means to obtain, use or 
benefit from the City’s goods and services when service animals are 
prohibited by law. 

 
Staff should be aware that customers with service animals are responsible 
for the care, supervision and control of their service animals at all times. 

 
 

3. Support Persons 
 

Support persons assist customers, including persons with disabilities and 
limited English speakers, in carrying out activities or in accessing services 
and facilities provided by the City of Brampton.  They may assist with 
activities including, but not limited to, communication (including language 
interpretation), mobility, personal care, and medical needs. 
 
When serving customers accompanied by a support person, staff shall: 
 
a) Allow both the customer and their support person to enter the 

premises or facility together to access City goods, services and 
facilities in an integrated and equal manner.   

b) Ensure that the customer has access to their support person at all 
times. 

c) Obtain the customer’s consent prior to discussing or sharing personal 
or confidential information when the support person is present. 

d) Ensure that they speak directly to the customer, not the support 
person. 

e) Make every effort to accommodate the personal care needs of 
customers with support persons of the opposite gender. 

 
Supervisors and Managers shall ensure that notice of fees or costs 
associated with a support person’s presence at City facilities, or 
participation in City programs, is clearly identified and provided in advance.   

Staff should be aware that in situations where it is necessary to protect the 
health or safety of the customer, or the health and safety of others on the 
premises, the City may require a person with a disability to be 
accompanied by a support person while on City premises. 
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Related Documents:  
Inclusive Customer Service Policy 

Barrier Free Policy 

Multilingual Services Policy 

Alternate Format Standard Operating Procedure 

Interpretation Standard Operating Procedure 

Ontarians with Disabilities Act, 2001 

Accessibility for Ontarians with Disabilities Act, 2005 

Accessible Customer Service, Ontario Regulation 429/07 

Inclusive Customer Service Policy 
 
 

Accountability: 

 

Every manager and supervisor is responsible for the execution of customer 
service initiatives under the Inclusive Customer Service Policy, including 
monitoring performance and regularly coaching employees to meet the City’s 
objectives. 
  

Contacts: 

 Name  Role Department/Area Contact # 

Wendy Goss Accessibility 
Coordinator 

City Clerk’s Office, 
Corporate Services 

905-874-2184 

David De Forest Multilingual 
Services 
Project 
Coordinator 

City Clerk’s Office, 
Corporate Services 

905-874-2745 

Wendi Hunter Manager of 
Administrative 
Services and 
Elections 

City Clerk’s Office, 
Corporate Services 

905-874-2139 

 

Director(s) Approval – Version Number X 
Director(s) 
name/Title 

Dept Date 
Approved 

Signature 

Peter Fay CAS/CP 2009/12/31 original signed 
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Purpose: 
 

  

 The Customer Service Standard, Ontario Regulation 429/07 came into effect on 
January 1, 2008. This regulation requires the City to establish policies, practices 
and procedures governing the provision of goods and services to people with 
disabilities. The purpose of the Accessible Meeting Operating Procedure:  
• is to make workshops, meetings and events hosted by the City of Brampton 
accessible to people of all ages and abilities.  
• to establish principles and guidelines to be used to in the planning and 
implementation of workshops, meetings and events to ensure that the venues 
and materials are accessible for all, including people with disabilities.  
 
Workshops, meetings and events may be made accessible as needed and/or 
upon request only. 
 

Scope: 

 

 This procedure applies to all City employees. 
 
 

Definitions & Acronyms: 
 

  

Accessible  
Capable of being entered or reached, approachable; easy 
to get at; capable of being influenced; obtainable; easy to 
understand or appreciate.  

 

Alternate Format  
 Refers to any non-traditional publishing formats. For more 
information refer to the Alternate Format Standard 
Operating Procedure. 

 

Department: Corporate Services 

Division: Council and Administrative Services 

Section: Corporate 

Approved By: Zammit, Kathy, 12/19/2008 
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ADOA Accessibility for Ontarians with Disabilities Act, 2005, 
provincial legislation intended to achieve accessibility for 
Ontarians with Disabilities with respect to goods, services, 
facilities, accommodation, employment, buildings, structures 
and premises by January 1, 2025  
 

Assistive Learning 
Systems 

An assistive listening system receives a feed from the audio 
system found in lecture halls or meeting or conference 
rooms. This communication support makes it easier for 
people who are hard of hearing to hear and understand 
speech even from a distance. For example, a wireless FM 
system, which consists of a transmitter and receiver, can be 
used with or without a hearing aid.  
 

Barrier The Ontarians with Disabilities Act, 2001 (ODA) defines a 
barrier as anything that stops a person with a disability from 
fully taking part in society because of that disability.  

Disability  
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 
coordination, blindness or visual impediment, deafness or 
hearing impediment, muteness or speech impediment, or 
physical reliance on a guide dog 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 

Interveners Interveners may guide and interpret for people who have a 
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complete or partial loss of both vision and hearing and 
neither of the senses can compensate for the impairment of 
the other. Interveners provide clear and accurate 
communication for people who are deaf-blind and often use 
special sign language that involves touching of the hands 
with a client in a two-hand, manual alphabet or finger 
spelling.  
 

ODA Ontarians With Disabilities Act, 2001, provincial legislation to 
improve opportunities for persons with disabilities and to 
provide for their involvement in the identification, removal 
and prevention of barriers to their full participation in the life 
of the province.  
 

Service Animals A guide dog and/or other service animal accompanying a 
person with a disability.  
 

Sign Language 
Interpreters 

A sign language interpreter is necessary whenever 
communication is required between deaf and (non-signing) 
hearing people. Interpreters should be available at events, 
meetings or presentations attended by people who are deaf, 
deafened or hard of hearing.  
 

 
 

Procedure: 

 

   The following are guidelines to assist you with including accessibility when 
planning an event or meeting. These guidelines reflect an optimum level of 
accessibility, which may not always be feasible. 
 
An Accessible Meeting Checklist is included as Appendix A to this procedure.  
 
If you are in doubt about the level of accessibility at a potential venue, it is 
recommended that you consult with The City of Brampton, Property Services 
Staff, Accessibility Coordinator or a local group or organization who has expertise 
in barrier-free access and/or meeting planning.  
 



 

 

                         Accessible Meeting 
 
 
 

Page 4 of 14 

 

STANDARD OPERATING PROCEDURE Effective: 1/1/2009 

Review Date: 12/1/2009 
 

1. Pre-Event Planning  
 
The key to accessibility is advanced planning. Even when it is unknown whether 
any of your participants may require accessibility accommodations, you should 
be prepared to arrange your meeting or event to be accessible to ensure that 
people with disabilities can participate.  
 
When arranging meetings, it is important to consider these two components of 
access in the pre-event planning stage:  
 
• physical access to the meeting space; and  
• access to the meeting contents and proceedings.  
 
Prior to the event you may wish to: 
 
 • Assign a member of the planning team for making the event accessible  
 
• Ensure that the invitation/registration for the event or notice of meeting includes 
information about the accessibility of the event and if possible, ask for specific 
accommodation needs (e.g. “Please indicate any additional requirements you 
may have in order to participate in the meeting or conference”).  
 
• When appropriate, provide information about local services such as accessible 
transportation, emergency veterinarians, and/or wheelchair repair services. 
 
• Prior to confirming the date of your event, determine if other disability-related 
events are taking place in the area during the same timeframe, which may impact 
on the availability of service providers. 
 
 • Where feasible, schedule sign language interpreters and/or interveners as 
soon as possible after confirming the date of the event and the need for this 
service(s).  
 
• If meals are not provided at the event, provide information about accessible 
restaurants in the vicinity. 
 

2. Physical Access to the Meeting Area  
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When planning your event there are several aspects to the physical environment 
that should be considered to ensure the meeting area is accessible. 
 
 a. Choosing a location  
 
Items to consider when choosing a location include the following: 
 
 • Parking 
 • Entrances  
• Washrooms  
• Meeting rooms  
• Doors  
• White noise (background noise that may interfere with hearing) 
 • Visual fire alarms (for use by persons who are deaf, deafened or hard of 
hearing)  
• Telephone access  
• Customer service areas  
• Recent renovations/current construction  
• Availability of auditory equipment  
• Sensitivity training of staff  
• Relieving area/water bowls for service animals 
 
b. Exterior Access  
 
Items to consider when assessing exterior access include: 
 • Signage 
 • Parking  
• Sidewalks/Path of Travel 
 • Accessible Transit  
 
c. Interior Access  
 
Items to consider when assessing interior access include:  
• Entrances and Lobbies  
• Elevators  
• Accessible Washrooms  
• Hallways and Corridors  
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• Meeting and Conference Rooms  
• Making refreshment and dietary arrangements  
 
3. Access to Meeting Contents and Materials  
 
When planning your event it is important to remember to ensure the content of 
your event is also accessible.  
 
a. Invitations and promotional materials  
 
• Invitations and promotional material about your accessible event should contain 
the International Symbol of Accessibility and other accessibility symbols. To view 
an International Symbols of Accessibility refer to Appendix B. 
• Where feasible, invitations should be made available in alternate formats for 
people or organizations that require or request them  
• The invitation and promotional materials should include a note that asks 
participants to request any additional requirements they may have in order to 
participate in the meeting or conference.  
 
b. Accessible communications  
 
• Oral presentations should be supported with sign language interpreters and/or 
interveners, where necessary. 
 • Print materials should also be made available in alternate formats, such as CD 
or large print, where feasible.  
• Adjust the numbers of alternate format documents you will need according to 
the anticipated audience. For example, if the anticipated audience consists of 
seniors, you may consider producing a greater number of printed materials in 
large print. 
  

Related Documents:  
Accessible Meeting Checklist for 
Planning an Accessible Event 

Appendix A to this Procedure 
 

International Symbols of 
Accessibility 

Appendix B to this Procedure 

Barrier Free Policy  

Alternate Format SOP  
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Ontarians with Disabilities Act, 
2001 

 

Accessibility for Ontarians with 
Disabilities Act, 2005 

 

Customer Service Standard Ontario Regulation 429/07 

Canadian National Institute for the 
Blind (CNIB)- Accessible Design 
Standard: ClearPrint 

www.cnib.ca 

Accessibility Directorate of Ontario, 
Ministry of Community and Social 
Services, How to Make Information 
Accessible and Plan an Accessible 
Meeting 

www.mcss.gov.on.ca 

 

Accountability: 

 

 Department Heads/Directors/Managers/Supervisors  
 

 • Approval of additional costs related to making a meeting, workshop, 
conference etc. accessible.  

 • Ensure employees are aware of guidelines.  
 
 City Employees  
 

• Familiarize and follow guidelines when planning meetings, workshops or City 
events. 
 

Contacts: 

 Name  Role Department/Area Contact # 

Wendy Goss Accessibility 
Coordinator 

City Clerk’s Office, CP 874-2184 

Wendi Hunter Manager of 
Administrative 
Services and 
Elections 

City Clerk’s Office, CP 874-2139 

 

 

http://www.cnib.ca/
http://www.mcss.gov.on.ca/
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Director(s) Approval – Version Number X 
Director(s) 
name/Title 

Dept Date 
Approved 

Signature 

Kathy Zammit CAS CP 2008 05 07 Original signed 
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Appendix A – Accessible Meeting Checklist 
 
The following is an accessible meeting checklist to assist you in planning your 
event.  
 
This checklist reflects an optimum level of accessibility, which may not 
always be feasible.  
 
PLANNING A MEETING  
 
Planning Team  
 

 Assign responsibility for accessibility planning  
 
Choosing a location  
 

 Visual fire alarms for the safety of persons who are deaf, deafened or hard of 
hearing  

 Telephone available that is situated low enough for use by a person who uses 
a wheelchair  

 Counter service areas low enough for persons who use wheelchairs or 
scooters to see over  

 Recent renovations or current construction that may impact on accessibility  
 Portable FM Listening Systems and/or telephones with auditory adjustments 

available for persons who have hearing loss  
 Sign language interpreter and/or intervener required  
 TTY service available  
 Staff trained in disability awareness  
 Relieving area and water bowls for service animals  

 
EXTERNAL ENVIRONMENT 
 
 Signage  
 

 Clearly marked signs for street address, building name, and rooms, written in 
large print and illuminated if necessary 
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Parking  
 

 Sufficient number of accessible parking spaces and van accessible parking 
spaces available close to the main entrance  

 Curb cuts and/or level access provided to enter into the building  
 Adequate snow removal during the winter months  

 
Sidewalks/Path of Travel  
 

 Path of travel from the parking lot to the building barrier free; non-slip, few or 
no stairs, even level and clear  

 Ramps gradual in slope, have handrails and are wide enough to accommodate 
mobility equipment  

 Sidewalks separate from the roadway  
 
Accessible Transit  
 

 Location serviced by accessible or parallel transit services  
 Drop off area located in the front of the building  

 
INTERIOR ACCESS  
 
Entrances and Lobbies  
 

 Doorways wide enough for the passage of a person using equipment such as 
a wheelchair, walker or scooter and guide dog/service animal  

 Doors lightweight and easy to open with large handles at a reasonable height  
 Do they have automatic door openers  
 Entrance well lit and located centrally  

 
Elevators  
 

 Large enough to accommodate the size of equipment such as wheelchairs, 
walkers and scooters and guide dog  

 Located close to the meeting facility 
 Braille buttons, sound and/or light signals to indicate their operation as well as 

a control panel at an appropriate height for use by all individuals  
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 Additional signs clearly marked and at a height suitable for all individuals  
 
Accessible Washrooms  
 

 Located in close proximity to the meeting  
 Doors equipped with an automatic push button door opener or handle that is 

operable by one hand and not requiring any fine finger control, twisting or tight 
grasping  

 Large enough to accommodate equipment such as wheelchairs and walkers  
 At least one accessible stall large enough to accommodate equipment such as 

wheelchairs, walkers and scooters  
 Stalls have grab bars and raised toilet seats  
 Signs clearly marked preferably with raised pictures  
 At least one accessible sink with handles that are easy to operate using one 

hand and accessories/dispensers are within easy reach for all individuals located 
at an accessible height for all  
 
Hallways and Corridors  
 

 Wide and clear enough to accommodate the passage of equipment such as 
wheelchairs, walkers and scooters and guide dogs  

 Floors smooth and non-slip  
 Lighting adequate and adjustable for the environment  
 Stairs have handrails on both sides  

 
Meeting Rooms  
 

 Large enough to accommodate seating and mobilization of all individuals, any 
assistive equipment they may have and service animals  

 Easy to navigate and preferably located on the first floor  
 Refreshments and meals provided in a location that is accessible for all 

individuals  
 Refreshments served in containers or on dishware that is lightweight and easy 

to use.  
 Speaking areas such as podiums or stages accessible to all individuals both 

presenting as well as in the audience (physically, visually and audibly)  
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 Consider accessibility related to distracting noise, window coverings, taped 
down cables and wires  

 Well-lit space and seating provided for the sign language interpreter/intervener  
 Use table coverings that do not interfere with assistive devices or service 

animals  
 
Making refreshment and dietary arrangements  
 

 Bendable straws and lightweight cups available within easy reach of 
individuals using wheelchairs or scooters  

 Sugar-free drinks and desserts for those with dietary concerns  
 Assign someone to assist those who need help to get their food/drink  
 Height of tables suitable and/or adjustable for use by all individuals  

 
Meeting Contents and Promotional Materials  
 

 Promotional materials have the appropriate international symbol(s) of 
accessibility printed in an obvious location  

 Materials produced and available in alternative formats that are required (e.g. 
Braille, large print, CD) based on the needs of the audience  

 Materials easy to read with colour contrasts of black on white, minimum of 14 
point size in a sans serif font on non-glossy paper  
 
Ensure Accessible Communications  
 

 Arranged for a sign/language interpreter and/or intervener if necessary  
 Alternate formats (or the process to request materials) available 
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Appendix B – International Symbols of Accessibility 
 

The following symbols can be used to promote and publicize accessibility of 
places, programs and other activities for people with various disabilities. 
 

International Symbol of Accessibility (ISA) The wheelchair 
symbol should only be used to indicate access for individuals with 
limited mobility, including wheelchair users. For example, the 
symbol is used to indicate an accessible entrance, bathroom or that    
a phone is lowered for wheelchair users. 

 
 
Braille Symbol Indicates that printed matter is available in Braille, 
including exhibition labeling, publications and signage. 
 
 
 

 
Closed Captioning (CC) Indicates that a television program or 
videotape is closed-captioned for deaf, deafened or hard of hearing 
people (and others). 
 
 

 
 
Accessible Print The symbol for large print is 'Large Print' printed 
in 16-20 point font size. In addition to indicating that large print 
versions of books, pamphlets, theatre programs etc are available, 
you may use the symbol on conference or membership forms to 
indicate that print materials may be provided in large print. 

 
 

Assistive Listening Systems Used to indicate that assistive 
listening systems are available for the event. The systems may 
include infrared, loop and FM systems. 
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Sign Language Interpretation Indicates that Sign Language 
Interpretation is provided for a lecture, meeting, performance, 
conference or other program. 
 
 

 
Service Animal  
Indicates that service animals are welcome. 
 
 
 

 
TTY 
 Indicates that a TTY phone number and phone are available. 
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Purpose: 

 

The Customer Service Standard, Ontario Regulation 429/07 came into effect on 
January 1, 2008. This regulation requires the City to establish policies, practices 
and procedures governing the provision of goods and services to people with 
disabilities. This includes communicating with customers in a manner that takes 
into account the customer’s disability and providing publications in alternative 
formats such as audio or Braille.  
 
 The purpose of the Alternate Format Standard Operating Procedure is to 
establish the principles for the review, development and implementation of a 
program offering access to print and electronic materials for all residents, 
including people with disabilities. Printed and electronic materials will be made 
available in alternate formats as needed and/or upon request. 

 

Scope: 
 

 This procedure applies to all city employees. 
 

Definitions & Acronyms: 
 

  

Accessible  
Capable of being entered or reached, approachable; 
easy to get at; capable of being influenced; obtainable; 
easy to understand or appreciate.  
 

 

AODA  
 Accessibility for Ontarians With Disabilities Act, 2005, 
provincial legislation intended to achieve accessibility 
for Ontarians with disabilities with respect to goods, 
services, facilities, accommodation, employment, 

Department: Corporate Services 

Division: Council and Administrative Services 

Section: Corporate 

Approved By: Zammit, Kathy, 5/7/2008 
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buildings, structures and premises by January 1, 2025. 
 

 

Barrier  
The Ontarians with Disabilities Act, 2001 (ODA) and the 
Accessibility for Ontarians With Disabilities Act, 2005 
(AODA) defines a barrier as anything that stops a 
person with disability from fully taking part in society 
because of that disability  
 

Disability  
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 coordination, blindness or 
visual impediment, deafness or hearing impediment, 
muteness or speech impediment, or physical reliance on 
a guide dog 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  
(Ontario Human Rights Code).  
 

ODA Ontarians With Disabilities Act, 2001, provincial 
legislation to improve opportunities for people with 
disabilities and to provide their involvement in the 
identification, removal, and prevention of barriers to their 
full participation in the life of the province. 
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Alternate Formats Refers to any non-traditional publishing formats. 
Alternate formats definitions include:  
 
• Accessible Adobe Acrobat PDA – (portable 
document format) is an electronic means of presenting 
information in order to enable various computer 
programs to convert the information into a “readable” 
format.  
 
• Audio Cassette/CD – a tape or disk recording of a 
publication.  
 
• Braille – A reading tactile system using raised dots 
when placed in different combinations forms a written 
code enabling publication to be read through touch. 
Documentation can be read by persons with a visual 
impairment.  
 
• Braille – Grade 1/Non-contracted – A term used to 
identify non-contracted Braille where each letter of the 
alphabet and punctuation is identified in a document.  
 
• Braille – Grade 2/Contracted – A term used to 
identify contracted Braille that consists of a standard 
alphabet and hundreds of abbreviations and 
contractions. Symbols are used to create contracted 
Braille.  
 
• Braille Embosser – A Braille printer that is computer 
driven and that presses Braille dots into paper.  
 
• Diskettes – When a publication is put on computer 
diskette, the user can gain access to the information 
through a computer connected either to a Braille printer, 
voice synthesizer, large print monitor or other system 
enabling access. 
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• Electronic Text – An electronic means of presenting 
information in order to enable various computer 
programs to convert the information into a “readable” 
format.  
 
• HTML – Hyper Text Mark-Up Language is an 
electronic means of presenting information in order to 
enable various computer programs to convert the 
information into a “readable” format.  
 
• Intervention Services – Tactile communication 
system for persons who are deaf/blind.  
 
• Large Print – The enlargement of point size for the 
contents of the print documents in order to enable use 
by persons with various degrees of visual impairment.  
 
• Signed films, videos and meetings – Commonly 
referred to as sign language, the spoken word is 
transferred to a visual sign language by an interpreter.  
 
 

 
 

Procedure: 

 

   It is important to consider the communication needs of the audience when 
preparing materials. Advanced planning and preparation of materials in alternate 
formats can greatly reduce the time required to respond to individual requests 
later. Pre-planning results in greater accessibility, improved customer service, 
and makes particular sense when producing print or multimedia materials that 
are targeted at a population that is likely to have alternate format needs. 
 
1. Public Documents  
 
a) Material printed in-house and publications produced on behalf of the City of 
Brampton should contain a note indicating “alternate formats are available upon 
request/as needed only” and include relevant contact information.  
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b) When producing material or publications consider your audience and apply the 
following guidelines to assist in making your publications accessible:  
 
• Contrast – use high contrast colours for text and background (e.g. black or 
dark blue on white)  
 
• Type Colour – printed material is most readable in black and white  
 
• Point Size – Keep text larger, preferably between 12 and 18 points. Use a mix 
of upper and lower case letters for easier reading.  
 
• Leading – leading is the space between lines of text and should be at least 25 
to 30 per cent of the point size  
 
• Font Family and Font Style – Use standard sans serif fonts with easily-
recognizable upper and lower case characters (e.g. Arial and Verdana)  
 
• Font Heaviness – Opt for fonts with medium heaviness and avoid light type 
with thin strokes 
  
• Letter spacing – Choose a monospaced font (e.g. Arial and Verdana) rather 
than one that is proportionally spaced (e.g. Times New Roman).  
 
• Margins and Columns - Separate text into columns to make it easier to read, 
use wide binding margins or spiral bindings, flat pages work best for vision aids 
such as magnifiers. 



• Paper Finish – Use a matte or non-glossy finish to cut down on glare, avoid 
watermarks or complicated background designs.  
 
• Clean Design and Simplicity – Use distinctive colours, sizes and shapes on 
the covers of materials to make them easier to tell apart. 
(Reference: Canadian National Institute for the Blind, Print Clarity Standards 
June 2006) 
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2. Request for alternate formats  
 
Requests should be honoured in the most practical manner depending on the 
media chosen, the size and complexity of the document, the quality and source 
of the documents, the feasibility of the request (including the cost) and the 
number of documents to be converted. 
 
 However, it should be noted that when a request for one of these formats is 
received and deemed feasible, staff should make every attempt to respond to the 
request in the most practical manner and to the satisfaction of the requestor. If it 
is determined that the format requested is not feasible, then other alternative 
methods of providing the information should be explored that will still meet the 
needs of the requestor (e.g. on CD, explaining the information verbally, etc.).  
 
Responses to the request should be made within 2 to 4 working days, unless the 
document is of a complex nature, in which case an estimated response time will 
be provided to the person requesting the document.  
 
Requests for documents in audio format may require additional time.  
 
Conversion to alternate formats should be processed in-house wherever 
possible. 
 
3. Charges  
 
Requestors will be charged the equivalent fee, based on the original format, for 
each alternate format requested. Please refer to the User Fee By-law 380-2003, 
as amended. 
 
The City will continue in its efforts to improve the level of accessibility for 
municipal services and facilities for persons with disabilities. It is intended that 
the policy will be subject to periodic review and amendment, in order that the City 
may continuously improve processes in support of this policy. Any proposed 
changes being recommended by staff will be brought to the Accessibility 
Advisory Committee to be endorsed. 
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Review Date: 5/9/2011 
 

Related Documents:  
Barrier Free Policy Reference (e.g. schedule #, chart, article) 

 

Accessible Meeting Standard 
Operating Procedure 

 

Ontarians with Disabilities Act, 
2001 

 

Accessibility for Ontarians with 
Disabilities Act, 2005 

 

Customer Service Standard Ontario Regulation 429/07 

CNIB – Accessible Design 
Standard: ClearPrint 

www.cnib.ca 

Accessibility Directorate of Ontario, 
Ministry of Community and Social 
Services – How to Make 
Information Accessible 

www.mcss.gov.on.ca 

 
 

Accountability: 

 

 Accountability for the application of this policy lies with the department(s) 
responsible for individual programs, services and facilities. 
 
 

Contacts: 

 Name  Role Department/Area Contact # 

Wendy Goss Accessibility 
Coordinator 

City Clerk’s Office, CP 874-2184 

Wendi Hunter Manager of 
Administrative 
Services and 
Elections 

City Clerk’s Office, CP 874-2139 

 

 

 

 

 

 

http://www.cnib.ca/
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Director(s) Approval – Version Number X 
Director(s) 
name/Title 

Dept Date 
Approved 

Signature 

Kathy Zammit CAS/CP 2008 05 07 Original signed 
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STANDARD OPERATING PROCEDURE Effective: January 1, 2010 

Review Date: January 1, 2013 
 

 
 
 
 
 
 
 
 
 

Purpose: 

 

The purpose of the Feedback Standard Operating Procedure (SOP) is to 
establish principles for receiving and responding to feedback from the public. 
 
A feedback process is identified in the Accessibility Standards for Customer 
Service, Ontario Regulation 429/07 and affirmed in the City of Brampton’s 
Inclusive Customer Service Policy, approved on March 11, 2009. 
 

 
 

Scope: 

  
The procedure applies to all City employees. 

 
 

Definitions & Acronyms: 
 

  

 
Alternate Formats 

 
Refers to any non-traditional publishing formats. 

 
Interpretation 

 
The oral translation of what is said in one language 
into another, so that speakers of different 
languages can communicate. 
 

 
Feedback Customer comments including compliments, 

suggestions and complaints. 

 
 

Department: Corporate Services 

Division: Council and Administrative Services 

Section: Corporate 

Approved By: Peter Fay, City Clerk and Director of Council and 
Administrative Services 
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Procedure: 

 

The City values feedback about our goods, services and facilities and 
recognizes the right of our customers to make a compliment, suggestion or 
complaint. Feedback from our customers gives the City opportunities to 
evaluate and improve.  
 

1. Receiving Feedback 
 
Feedback shall be received in a range of formats, including: 
 

 By telephone; 

 In person; 

 In writing; 

 In electronic format (i.e. online, text message, E-mail, portable memory 
device); and/or, 

 Alternate formats that meet the unique needs of the individual providing 
feedback. 

 
 

2. Documenting and Tracking Feedback 
 
All feedback shall be documented in writing and tracked. Feedback forms are 
available by contacting the Accessibility Coordinator. 
 
As a more permanent process is being developed, staff receiving feedback 
shall complete Feedback Forms (or receive Feedback Forms completed by 
customers) and send them electronically or by internal mail to the attention of 
the Accessibility Coordinator, office of the City Clerk. 
 
 
3. Processing Feedback 
 
The method of processing feedback may be unique to particular goods, 
services and facilities. Departments, Divisions, and Sections shall ensure an 
appropriate practice for processing feedback is in place. The practice must be 
documented in writing and communicated to staff. 

mailto:accessibility@brampton.ca
mailto:accessibility@brampton.ca
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The practice must specify who will: 
 

 Be notified when feedback is received;  

 Document and have access to the feedback in the CSP; 

 Be responsible for investigating and determining actions to be taken, if 
any; and, 

 Be responsible for responding to feedback. 
 

4. Responding to Feedback 
 

a) Acknowledgement 
 

Receipt of feedback shall be acknowledged within 1 business day. 
 

Acknowledgement of feedback shall:  
 

 Be provided in the same format in which the feedback was received 
(unless an alternate format has been requested); and, 

 Include a thank you message. 
 

Depending on the nature of the feedback, no further action may be required. 
If further action is required: 
 

 Identify in the acknowledgement that there will be further contact within 5 
business days. 

 
 
b) Investigation, Action and Resolution 
 
When investigation and/or further action are required, a follow-up 
communication shall be made within 5 business days.  The follow-up 
communication must include details of: 
 

 How the issue has been resolved;  
 
Or, 
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STANDARD OPERATING PROCEDURE Effective: January 1, 2010 

Review Date: January 1, 2013 
 

 

 The next steps towards resolution of the issue, which may include: 
o  Actions to be taken such as referral to staff or management, 

investigation, costing, scheduling of repairs and modifications;  
o Expected timelines to resolution; and/or,  
o Details on further communications, where appropriate or 

required. 
 
 

5. Communicating the Feedback Process 
 

Information about the feedback process will be readily available to the public, 
including being posted on the City’s Website and in City publications and 
brochures, and having printed copies available at service counters and 
information kiosks. 
 
Information about the feedback process shall include a multilingual message 
that advises customers of the availability of interpretation services by telephone 
and provides a public contact telephone number to call for information. 
 
 

Related Documents:  
Inclusive Customer Service Policy 

Barrier Free Policy 

Alternate Format Standard Operating Procedure 

Ontarians with Disabilities Act, 2001 

Accessibility for Ontarians with Disabilities Act, 2005 

Accessible Customer Service, Ontario Regulation 429/07 
 
 

Accountability: 

 

Every manager and supervisor is responsible for the execution of customer 
service initiatives under the Inclusive Customer Service Policy, including 
monitoring performance and regularly coaching employees to meet the City’s 
objectives. 
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Review Date: January 1, 2013 
 

Contacts: 

 Name  Role Department/Area Contact # 

Wendy Goss Accessibility 
Coordinator 

City Clerk’s Office, 
Corporate Services 

905-874-2184 

David De Forest Multilingual 
Services 
Project 
Coordinator 

City Clerk’s Office, 
Corporate Services 

905-874-2745 

Wendi Hunter Manager of 
Administrative 
Services and 
Elections 

City Clerk’s Office, 
Corporate Services 

905-874-2139 

 

 

Director(s) Approval – Version Number X 
Director(s) 
name/Title 

Dept Date 
Approved 

Signature 

Peter Fay CAS/CP 2009/12/31 original signed 
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STANDARD OPERATING PROCEDURE Effective: January 1, 2010 

Review Date: January 1, 2013 

 

 
 
 
 
 
 
 
 
 

Purpose: 

 

The purpose of the Inclusive Customer Service Training Standard Operating 
Procedure (SOP) is to establish principles for providing training to staff on 
Inclusive Customer Service. 
 
Training is identified in the Accessibility Standards for Customer Service, 
Ontario Regulation 429/07 and affirmed in the City of Brampton’s Inclusive 
Customer Service Policy, approved on March 11, 2009. 

 
 

Scope: 

 
The procedure applies to all City employees. 

  

Definitions & Acronyms: 
 

  

 
Barrier 

 
Anything that stops a customer from having equal 
opportunity to obtain, use or benefit from municipal 
goods and services. 

 
Disability 

 
(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, or physical reliance 
on a guide dog or other animal or on a wheelchair or 
other remedial appliance or device, 
  

Department: Corporate Services 

Division: Council and Administrative Services 

Section: Corporate 

Approved By: Peter Fay, City Clerk and Director of Council and 
Administrative Services 
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(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. 
 

 
Experiential 
Learning 

 
A method of teaching which uses active participation 
and the applied use of new skills through role playing 
and on-the-job experience, in addition to lecturing. 
 

 
Inclusive/ 
Inclusiveness 

 
Taking deliberate steps (in policies and practices) to 
welcome, accept and value all individuals, including 
persons with disabilities, persons from other cultures, 
and limited English speakers.  
 

 

 
Limited English 
Speakers 

 
Someone who has limited spoken or written 
proficiency in English.  

 

 
 
 

Procedure: 

 

Training is mandatory for  all persons employed by or acting on behalf of the 
City, including agents, volunteers, students, contractors and otherwise.  
Training and awareness initiatives reinforce customer service excellence by 
giving staff the tools to treat each customer with dignity and respect, and to 
exercise care and attention to individual needs.  
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1. Initial Training 
 
 Initial training shall include details on: 

 The legislative framework supporting Inclusive Customer Service; 

 The City of Brampton’s Inclusive Customer Service Policy; and, 

 Interacting and communicating with customers facing barriers to service, 
including customers with disabilities and limited English speakers. 

 
Initial training shall be provided to all employees.  New employees shall attend 
the training as soon as possible after they are hired. 
 

 Initial training shall be provided in the following formats: 
 

a) E-Learning 
   

A program of up to 60-minutes delivered through “OurBrampton” Customer 
Service Portal. 
 
This training format is mandatory for all employees or persons acting on 
behalf of the City with the exception of those employees who have 
attended an Inclusive Customer Service management team presentation. 
 

b) Management Team Presentations 
 

A presentation of up to 60-minutes delivered at regularly scheduled 
management meetings. 
 
This training format is designed to efficiently convey details of the Inclusive 
Customer Service initiative to supervisors, managers, directors and 
commissioners. 

  
c) Classroom Training  
 

A 90-minute experiential learning program delivered in an interactive 
classroom setting designed to complement the theoretical knowledge 
learned in the E-Learning program, management team presentation, or 
Resource Manual. It is recommended that one of these learning 
opportunities take place prior to attending classroom training. 
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This training format is mandatory for all employees or persons acting on 
behalf of the City who: 
 

 Have regular, ongoing interactions with customers by telephone 
and/or in person; and/or, 

 Are involved in developing policies, procedures and practices on 
providing goods, services and facilities. 

  
d) Training Manual 

 
This publication provides an overview of the principles of Inclusive 
Customer Service and is available in print and electronic formats. 

 
This training format is mandatory for agents and contractors and all other 
persons acting on behalf of the City who have not otherwise participated in 
Inclusive Customer Service training. It is also suitable as a refresher for 
those who have participated in the e-learning program or attended a 
management team presentation. 

 
2. Ongoing Training 
 
Ongoing training in a range of formats shall be provided as necessary to reflect 
changes to City policies, procedures and practices governing the provision of 
goods, services and facilities. 
 

 

Related Documents:  
Inclusive Customer Service Policy 

Barrier Free Policy 

Ontarians with Disabilities Act, 2001 

Accessibility for Ontarians with Disabilities Act, 2005 

Accessible Customer Service, Ontario Regulation 429/07 
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Accountability: 

 

Every manager and supervisor is responsible for the execution of customer 
service initiatives under the Inclusive Customer Service Policy, including 
monitoring performance and regularly coaching employees to meet the City’s 
objectives. 
 
Supervisors and managers are responsible to ensure that all existing and new 
employees, students, interns and volunteers receive training in an appropriate 
format in a timely manner. 
 
Staff, supervisors and managers who are involved with securing and managing 
contracts are responsible to ensure that all City agents and contractors, and 
those acting on behalf of City agents and contractors (i.e staff, sub contractors) 
have:  

 Received, read and understood the Inclusive Customer Service Training 
Manual; and, 

 Acknowledged that they have been trained. 
 

 

Contacts: 

 Name  Role Department/Area Contact # 

Wendy Goss Accessibility 
Coordinator 

City Clerk’s Office, 
Corporate Services 

905-874-2184 

David De Forest Multilingual 
Services 
Project 
Coordinator 

City Clerk’s Office, 
Corporate Services 

905-874-2745 

Wendi Hunter Manager of 
Administrative 
Services and 
Elections 

City Clerk’s Office, 
Corporate Services 

905-874-2139 

 

 

Director(s) Approval – Version Number X 
Director(s) name/Title Dept Date 

Approved 
Signature 

Peter Fay CAS/CP 2009/12/31 original signed 
 



Accessible Parking Permits & Parking Provisions 

Displaying Your Accessible Parking Permit 

 Only the original permit must be displayed 

 Permit must be displayed on the dashboard or sun visor and can be 
removed from vehicle to vehicle 

 Permit expiry date and serial number must be visible from outside 

 Accessible Parking Permits issued by all Provinces in Canada, the 
United States and Europe will be recognized if they have an expiry 
date and serial number 

What are Access Aisles? 

 Provides extra space to assist people in being able to get in and out 
of vehicles and deploy ramps if needed 

 Are located on at least one side of each accessible parking space 

 Have yellow hash marks painted on the pavement 

 Parking on, in or over the access aisle could result in a ticket being 
issued with a fine of $300 

Each accessible parking space may have its own access aisle: 

 

 

 

 

 

Two accessible parking spaces may share one access aisle: 

 

 

 

 

 

 

 



Accessible Parking Permits 

Accessible Parking Permits are issued by the Ministry of Transportation.  

The permit is issued to an individual and the permit holder can use it in any 

vehicle they are travelling in.  There are four types of accessible parking 

permits: 

 Permanent – Blue, is valid for 5 years, is renewable 

 Temporary – Red, issued when the disability is expected to last more 

than 2 months and up to a maximum of 12 months, is not renewable 

 Traveller – Purple, valid for up to 1 year, issued only to a valid 

permanent permit holder, is renewable and is used at any Ontario 

airport 

 Company – Green, is valid for up to 5 years, is issued to 

companies/non-profit organizations for use in vehicles they own/lease 

to transport people with physical disabilities who meet Provincial 

criteria 

 

I have an Accessible Parking Permit – where can I park? 

 In areas where the following signs are posted: 

o No Parking 2 a.m. to 6 a.m. 

o No Parking or Parking Prohibited 

o No Parking times as posted 

 Facing the Wrong Way 

 In any space designated and signed for  
permit use only 

 Free at all parking meters on City Streets 

 

Where is parking prohibited? 

 In areas where the following signs are posted: 

o Designated Fire Routes 

o No Stopping 

o No Stopping Times as posted 

 On access aisles 

 At bagged parking meters 

 

 



For more information on Accessible Parking Permits contact: 

Service Ontario Driver and Vehicle Licensing Contact Centre 

416-235-2999 
Toll Free: 1-800-387-3445 

Questions? 

If you have any questions Parking Enforcement Officers                             

are on duty 24 hours a day. 

Please call: 905-458-3424 

 

 

 

 

From the City of Brampton Traffic By-law 93-93 



 
Section:  
Subject: Barrier Free Policy 

DEPT:  Management and 
Administrative 
Services 

Policy No.   Supercedes Policy Dated:   Page:  1 OF 3 

Effective 
Date: October 25, 
2004 

Approved By: Committee of Council 
Recommendation CW499-2004, 
which was approved by Council 
Resolution C286-2004 

Approval 
Date:  October 25, 
2004 

         

 

 
 

 

 

Policy Statement: 
 
In keeping with the spirit and intent of the Ontarians with Disabilities Act, this 
policy establishes the principles for the review, development and implementation 
of the City’s by-laws, policies, programs, services and facilities to move forward to 
identify, remove and prevent barriers, so that persons with disabilities have access 
equal to that available to all citizens of Brampton. 
 
Purpose:  
 
The Ontarians with Disabilities Act defines “barrier” and “disability” and legislates 
certain responsibilities of the City and the Accessibility Advisory Committee.  The 
purpose of this policy and supporting procedural documentation is to provide the 
principles upon which the City shall pursue its efforts as identified in the Policy 
Statement to ensure: 

 consistency of application 

 clarity for implementation 

 timely intervention to address situations which will result in barriers 

 prevention of new barriers 

 elimination or reduction of existing barriers 

 reduction of associated costs 

 identification of responsibility and accountability, and 

 to support the City in achieving the principles addressed above. 
 
 
 



 
Section:  
Subject: Barrier Free Policy 

DEPT:  Management and 
Administrative 
Services 

Policy No.   Supercedes Policy Dated:   Page:  2 OF 3 

Effective 
Date: October 25, 
2004 

Approved By: Committee of Council 
Recommendation CW499-2004, 
which was approved by Council 
Resolution C286-2004 

Approval 
Date:  October 25, 
2004 

         

 

 
 

 

 

 
 
Scope: 
 
The policy impacts the Corporation, its staff, suppliers and contractors, as the 
principles are to be a consideration for all programs, services and facilities of the 
City. 
 
Leading by example and by encouragement, the City may impact the private 
sector beyond legislated requirements to give consideration to the accessibility 
needs of persons with disabilities in the provision of services and goods to all 
those that live, work, visit and invest in Brampton. 
 
Procedure: 
 
The City will continue in its efforts to improve the level of accessibility for municipal 
services and facilities for persons with disabilities. 
 
Through separate and supporting procedural documentation, considerations to 
assist departments will be available to determine if the by-law, program, service 
etc. does affect persons with disabilities, and, if yes, the mechanism to ensure it is 
developed with the appropriate consideration for the prevention, reduction and 
removal of barriers.  It is intended that the supporting procedural documentation 
be subject to periodic review and amendment, in order that the City may 
continuously improve processes in support of this policy.  Any proposed changes 
to this supporting procedural documentation being recommended by staff will be 
brought to the Accessibility Advisory Committee to be endorsed.   



 
Section:  
Subject: Barrier Free Policy 

DEPT:  Management and 
Administrative 
Services 

Policy No.   Supercedes Policy Dated:   Page:  3 OF 3 

Effective 
Date: October 25, 
2004 

Approved By: Committee of Council 
Recommendation CW499-2004, 
which was approved by Council 
Resolution C286-2004 

Approval 
Date:  October 25, 
2004 

         

 

 
 

 

 

 
Accountability: 
 
Accountability for the application of this policy lies with the department(s) 
responsible for individual programs, services and facilities. 
 
Administration: 
 
This policy will be maintained by the Management and Administrative Services 
Department, through the Accessibility Coordinator in the Council and 
Administrative Services Division. 
 
Contact: 
 
Accessibility Coordinator 
Council and Administrative Services Division 
Management and Administrative Services Department 
905-874-2184 
accessibility@city.brampton.on.ca 



Special Care Form  
 
Brampton Fire and Emergency Services offers assistance to residents that are disabled 
or have special needs, when an emergency occurs. 
 
Should you or a resident in your household require special assistance and would like to 
have your name and address placed on our list, please complete the form below and 
return it to us.  This will ensure that in the event of an emergency situation, the responding 
crews will be better equipped to assist you. 
 
To ensure the continued success of this program, remember to: 
 
-Update annually as the list is retained for a period of one (1) year from date received 
-Notify Fire Communications if the “Special Care Resident” is no longer residing at this 
location 
 
Should you have further questions regarding this service, contact our Fire Communications 
Division at (905) 456-5788. 
 
MAIL COMPLETED FORM TO: Brampton Fire and Emergency Services, 

Communications Division 
8 Rutherford Road South, Brampton, Ontario L6W 3J1 

“PLEASE PRINT CLEARLY” 
 
Name (1) _______________________________________ 
Name (2) _______________________________________ 
Name (3) _______________________________________ 
 
Address and/or Building Name: 
________________________________________________________________________ 
 
Phone Number:  (Home) __________________     (Work)  ___________________ 
 
Reason(s) for Special Assistance: 

 Mobility Problems  
 Required Wheel Chair 
 Heart Problems 
 Hearing Impaired 
 Seeing Impaired 
 Oxygen in use 
 Other:  __________________________________________________________ 



 
Additional information that may be of use during an emergency response by Brampton Fire 
and Emergency Services: 
 
 
 
Contact Name or Care Giver: ________________________   
Phone Number:  (Home) ________________   (Work)  _________________ 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

BRAMPTON FIRE AND EMERGENCY SERVICES USE ONLY: 
 
Date Received:    ____________________________        
Expiry Date:         ____________________________ 
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