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South East Local Health Integration Network 

Accessible Customer Service Standards Policy 
 

Purpose/Rationale 

The South East Local Health Integration Network (LHIN) is committed to providing a barrier-free 

environment for all stakeholders including our patients, employees, job applicants, suppliers, and 

any visitors who may enter our premises, access our information, use our services or facilities. 

As an organization, we respect and uphold the requirements set forth under the Accessibility 

for Ontarians with Disabilities Act, 2005 (AODA), and its associated standards and regulations.  

Policy 

The South East LHIN understands that we have a responsibility for ensuring a safe, dignified, 

and welcoming environment for everyone. We are committed to ensuring our organization's 

compliance by incorporating accessibility legislation into our policies, procedures, equipment 

requirements, training, and best practices. We will review these policies and practices annually, 

as organizational changes occur, or in anticipation of compliance deadlines. In addition, we will 

strive to meet the needs of individuals with disabilities in a timely and effective manner. The 

South East LHIN will meet the Integrated Accessibility Standards Regulation 191/11 by the 

applicable legislated deadlines.  

Definitions 

The AODA and Ontario Regulation 191/11 contain and refer to various definitions that are 

relevant to this policy, some of which are set out below. 

Accessible Formats 

Refers to formats that are an alternative to standard formats and are accessible to people with 

disabilities. Accessible formats may include, but are not limited to, large print, recorded audio 

and electronic formats, braille and other formats used by persons with disabilities. 

Communication Supports 

Refers to supports that individuals with disabilities may need to access information. These include, 

but are not limited to, captioning, alternative and augmentative communication supports, plain 

language, sign language and other supports that facilitate effective communications. 
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Assistive Device 

Is a technical aid, communication device or other instrument that is used to maintain or improve 

the functional abilities of people with disabilities. Personal assistive devices are typically devices 

that customers bring with them such as a wheelchair, walker or a personal oxygen tank that might 

assist in hearing, seeing, communicating, moving, breathing, remembering and/or reading.  

 

Disability 

The term disability as defined by the Accessibility for Ontarians with Disabilities Act, 2005, and 

the Ontario Human Rights Code, refers to:  

 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 other animal or on a wheelchair or other remedial appliance or device;  

 A condition of mental impairment or a developmental disability;  

 A learning disability, or dysfunction in one or more of the processes involved in 

understanding or using symbols or spoken language;  

 A mental disorder; or  

 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 

Is a highly-trained working dog that has been trained at one of the facilities listed in Ontario 

Regulation 58 under the Blind Persons' Rights Act, to provide mobility, safety and increased 

independence for people who are blind.  

Service Animal 

An animal is a service animal for a person with a disability if the:  

1. animal can be readily identified as one that is being used by the person for reasons 

relating to the person’s disability, as a result of visual indicators such as the vest or 

harness worn by the animal; or 

2. person provides documentation from a regulated health professional confirming that the 

person requires the animal for reasons relating to the disability. 
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Service Dog 

As reflected in Health Protection and Promotion Act, Ontario Regulation 562, a dog other than a 

guide dog for the blind is a service dog if:  

 It is readily apparent to an average person that the dog functions as a service dog for a 

person with a medical disability; or  

 The person who requires the dog can provide on request a letter from a physician or 

nurse confirming that the person requires a service dog.  

Support Person 

A support person means, in relation to a person with a disability, another person who 

accompanies him or her in order to help with communication, mobility, personal care, medical 

needs or access to goods and services. 

Regulated Health Professional 

A person who is a member of the:  

 College of Audiologists and Speech-Language Pathologists of Ontario; 

 College of Chiropractors of Ontario; 

 College of Nurses of Ontario; 

 College of Occupational Therapists of Ontario; 

 College of Optometrists of Ontario; 

 College of Physicians and Surgeons of Ontario; 

 College of Physiotherapists of Ontario; 

 College of Psychologists of Ontario; or 

 College of Registered Psychotherapists and Registered Mental Health Therapists of Ontario. 

 


