Colours Care Serving Persons with Disabilities with Respect
People with Disabilities - General
Much of the following text is taken from The Ontario Ministry of Community and Social Services
“Serve-Ability: Transforming Ontario’s Customer Service” on-line course. The purpose of the course is
to give organizations obligated to meet Ontario Regulation 429/07 (“the customer service standard”)
under the Accessibility for Ontarians with Disabilities Act, 2005(“AODA”) basic information and
training on serving customers with disabilities.
Here are some things to keep in mind when serving people with disabilities:
• If you're not sure what to do, ask you’re the person, "May I help you?" People with disabilities
know if they need help and how you can provide it.
• Speak directly to the person.
• Not everybody with the same disability experiences the same things. Don’t make assumptions
about the types of disability a person has. People are not required to tell you about their
disabilities.
• Take the time to get to know the person’s needs and focus on meeting those needs just like you
would with any other person. Some disabilities are not visible.
• All people have a range of needs and preferences and so do people with disabilities.
• If you can’t understand what the person is saying, politely ask him or her to repeat it.
• You may want to ask if the information you are conveying needs to be repeated. Ask: "Do you
understand this?"
• Exercise patience.
Physical or Disabilities affecting mobility
The common image of someone with a physical disability who uses a wheelchair is a stereotype. For
example, physical disabilities can result from arthritis, heart or lung conditions or amputations.
Here are some tips:
• People with physical disabilities often have their own ways of doing things, so it’s a good idea to
ask before you help.
• Respect the person’s personal space. Don’t lean over them or on an assistive device.
• Don’t move items or equipment, such as canes or walkers, out of the person’s reach
• If you have permission to move a person in a wheelchair remember to make sure the person is
ready to be moved and that you describe what you are going to do beforehand. Don’t leave the
individual in an awkward, dangerous or undignified position such as facing a wall or in the path
of opening doors.
• Where appropriate, inform the person of the accessible features in the immediate environment
(automatic doors, accessible washrooms, elevators, ramps, etc.).

Speech or Language Impairments
Some people may have problems communicating because of their disability. Cerebral palsy, stuttering,
hearing loss or other conditions may make it difficult for the person to pronounce words or may cause
slurring or stuttering. A person with this type of disability may use a communication board or other
assistive devices.
A few pointers…
• Don’t assume that just because a person has this disability they also have another.
• Give the person whatever time they need to get their point across. If appropriate, offer to
• move to a more comfortable location.
• Ask questions that can be answered "yes" or "no," if possible.
• Don’t interrupt or finish the person’s sentences. Give them time to finish.
Vision Impairments
Vision loss can restrict someone’s ability to read signs, locate landmarks, or see hazards. Some people
may use a guide dog or white cane; others may not. Some people simply need to view written
materials—like documents, receipts, menus, brochures, instructions or labels—in large print, or with the
help of a magnifier.
Keep in mind….
• Don't assume the individual can't see you.
• Identify yourself when you approach the person and speak directly to him or her.
• Offer your elbow to guide the person. If they accept, walk slowly, but wait for permission before
doing so.
• Identify landmarks or other details to orient the person to the environment around them.
• If you’re giving directions or providing any information, be precise and descriptive. For
example, if you’re approaching a door or an obstacle, say so. Don't leave the person in the
middle of a room. Guide them to a chair or a comfortable location.
• Don't walk away without saying good-bye.
Intellectual/ Developmental Disabilities
Developmental or intellectual disabilities can mildly or profoundly limit a person’s ability to learn,
communicate, do everyday physical activities and live independently. You may not be able to know that
someone has this disability unless you are told, or you notice the way the person acts, asks questions or
uses body language. However, they may understand you more than you realize.
Here’s some guidance:
• Don’t assume what a person can or cannot do.
• Use plain language.
• Make sure the person understands what you’ve said. You can be direct and ask: "Do you
understand this?"
• Provide one piece of information at a time. You can break down the information into simpler
concepts, without exaggerating speech or gestures or being patronizing.
• You may want to ask if the information needs to be repeated.

Deaf, oral deaf, deafened, and hard of hearing
People who experience hearing loss may be deaf, oral deaf, deafened, or hard of hearing. People
experiencing hearing loss may use assistive devices, like hearing aids, special telephones, sign language
interpreters, various amplifiers or a pen and paper.
Here are suggested ways to serve customers with hearing loss:
• Attract the person’s attention before speaking. For example, try a gentle touch on the shoulder or
wave of your hand.
• Don’t shout.
• Make sure you are in a well-lit area where the person can see your face.
• If the person uses a hearing aid, reduce background noise or move to a quieter area.
Deafblind
A person who is deafblind cannot see or hear to some degree. Many people who are deafblind will be
accompanied by an intervenor, a professional who helps with communicating. Intervenors are trained in
special sign language that involves touching the hands of the client in a two-hand, manual alphabet or
finger spelling..
Keep these suggestions in mind when you interact with a person who is deafblind:
• Speak directly to you’re the person, not to the intervenor.
• Identify yourself to the intervenor when you approach the person who is deafblind.
• A person who is deafblind is likely to explain to you how to communicate with them or give you
an assistance card or a note explaining how to communicate with them.
Learning Disabilities
This refers to a variety of disorders that affect how a person acquires, retains, or takes in information.
People with learning disabilities just learn differently. Learning disabilities affect people from all
backgrounds and are not caused by culture, language or a lack of motivation. Learning disabilities are
specific impairments that can result in problems with reading and language based learning (dyslexia),
problems with mathematics (dyscalculia), or problems with writing and fine motor skills (dysgraphia).
This disability may become apparent in your interactions when the person has difficulty reading material
or taking in and processing the information you are providing.
Some tips:
• Take some time — people with some learning disabilities may take a little longer to process,
understand and respond.
• Provide information in a way that works for the person. For example, keep a pen and paper
handy. That way, you can explain, and then review and repeat the information using your notes.
If you’re discussing confidential information, consider giving the notes to the person or offering
to destroy them.
• Be prepared to explain any materials you provide for the person.

Mental Health Disabilities
The important thing to remember: focus on completing the transaction in a calm, patient way and
meeting the person’s needs. Mental health issues can affect a person’s ability to think clearly,
concentrate or remember. Mental health disability is a broad classification for many disorders that can
range in severity. People may experience anxiety due to phobias or panic disorder. Hallucinations, mood
swings, and a deep lack of motivation may be signs of a mental health disability. A person may have a
clinical depression or bipolar disorder. The major barrier for people with mental health disabilities is the
stigma associated with it and the lack of understanding.
Here are some suggestions:
• Be confident and reassuring. As with all people, listen carefully and focus on meeting the
person’s needs.
• If the person appears to be in a crisis, ask them to tell you the best way to help.
• If a person appears to show signs of a mental health disability, it may be helpful to keep in mind
that the person’s reactions are not connected to you personally. The person may simply be
showing symptoms of mental illness.
Service Animals
•

It is Colours Care policy that unless an environment strictly prohibits the entry of service
animals (which is rare) that service animals are to be admitted and seated with their
owners. Service animals in training are also welcome at Colours Care events.

You’ve probably seen someone with vision loss who uses a guide dog. There are other types of service
animals who help people with other disabilities as well. Service animals are trained to assist people with:
• autism,
• mental health disabilities
• physical disabilities.
There are also hearing alert animals help people who are deaf, oral deaf, deafened or hard of hearing.
And there are animals trained to alert an individual to an oncoming seizure.
You might recognize service animals when they wear a harness or a sign, or when they are helping
someone. Their owner might carry a certificate or a letter from a doctor or nurse that states that the
individual requires the use of a service animal because of a disability. You can ask to see such a letter.
You might also observe the animal helping someone by opening doors or alerting them to certain
sounds.
The owner is responsible for the care and supervision of the service animal. Avoid touching, talking to
or making eye contact with the service animal: they are working animals and need to stay focused.
People with Support Persons
•

It is Colours Care policy that support persons do not require a ticket for Colours Care
concerts and are to be treated with the same courteousy as ticketed customers.

Some people with disabilities that you encounter will be accompanied by a support person. A support
person can be a personal support worker, a volunteer, a family member or a friend of the person with a
disability. A support person might help the person with a variety of things from communicating to
helping with mobility, personal care or medical needs.

According to the regulation, support persons must be allowed to accompany an individual with a
disability to any part of your organization that is open to the public or to third parties.
•

Please ensure that for Colours Care events, the patron is seated with their support person.

A person with a disability might not introduce their support person. If you’re not sure which person
is the support person, you could take your lead from the person using or requesting your goods or
services or simply ask. Once you’ve determined who is who, speak directly to the person requiring
support, not to the support person.
Personal Assistive Devices
Most assistive devices used by people with disabilities are "personal assistive devices" – such as
wheelchairs. They belong to the person using them and they are part of that person’s personal space. So,
it’s generally inappropriate to lean on or reach over them. Also, it wouldn’t be a good practice to restrict
anyone from moving around by holding onto the person’s personal assistive device. There are many
assistive devices that you won’t even notice at first glance, such as a hearing aid. And some aren’t used
all the time, like a speech amplification device or a white cane.
•

For Colours Care concerts please ensure that patrons are seated in a location where they can be
in close proximity to their assistive devices. If the device (e.g. canes or walkers) is liable to
interfere with the flow of traffic, you may ask the patron if you can remove the device to a safer
location for the duration of the event. If you do this you must ensure, as a priority, that you return
the assistive device immediately upon intermission and at the end of the event.

•

For patrons in wheelchairs, please ensure that the patron is seated in a location appropriate for
wheelchairs – these locations may have been identified in advance of the event by the event coordinator. The goal of such identified seating is to ensure that the patron is seated in a location
that will enhance their enjoyment of the event and also to ensure that the location of the
wheelchair does not block the flow of traffic for safety reasons.

If you have permission to move a person in a wheelchair remember to:
• wait for and follow the person’s instructions;
• confirm that the person is ready to move;
• describe what you are going to do before you do it;
• avoid uneven ground and objects that create bumpy and unsafe ride
• practice consideration and safety don’t leave the person in an awkward, dangerous or undignified
position such as facing a wall or in the path of opening doors.
Additional tips:
• Do not move items or equipment, such as canes and walkers, out of the person’s reach.
• Respect the person’s personal space. Do not lean over them or on their assistive device.
• Let the person know about accessible features in the immediate environment (automatic doors,
accessible washrooms, etc.).

