Slide 1:  Accessibility for Manitobans:  Everyone Benefits

Province of Manitoba, Disabilities Issues Office

Alternate Format of Power Point Presentation Speaker Notes

Speaking Notes:  

Speaking notes are provided to supplement the information contained in this presentation’s slides.  

An alternate format version of this presentation can be found on the same flash drive as this presentation.

At the beginning of any presentation, presenters should ask an audience if anyone needs photos or visuals described.  This considers the needs of persons with visual impairment or who are blind. 

Slide 2:  Presentation Overview

	Why accessibility legislation?

The Accessibility for Manitobans Act
The Customer Service Standard
Accessible Customer Service Tips

Speaking Notes:  

Before one learns more about Manitoba’s accessibility legislation, it’s important to know why this is important in terms of the large numbers of Manitobans who live with disabilities.  Accessibility is not just a feature of an organization or community, it’s how that group thinks about people.

The latter half of the presentation covers the first of five accessibility standards outlined in The Accessibility for Manitobans Act.  The Accessible Customer Service Standard became law on November 1, 2015; the last section of this presentation will provide tips for providing accessible customer service. 
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Section 1 – Why Accessibility legislation?

Speaking Notes:  

It is important to understand why  Manitoba has introduced accessibility legislation that protects the human rights of a large part of the population.
This photo shows a man with intellectual disabilities receiving accessible customer service at a grocery store checkout. 

Slide 4:  

Today about 1 in 6 Canadians – or 5.3 million – live with a disability.
  
By 2030, that number will grow to 1 in 5, due in large part to our aging population. 

Speaking Notes:  

Nearly every Manitoban has a disability, knows someone with a disability, or will acquire a disability in the coming years.  

In fact, persons with disabilities are the largest minority in the world – 15% of the global population, or 1 billion people according to the World Health Organization. 

Disabilities can be permanent or temporary, invisible or visible.  Invisible disabilities, such as mental health or communication disabilities, make up 70% of all disabilities.  Often, people think of visible disabilities only, such as a person who uses a wheelchair. 

This photo shows a man with vision impairments working on a computer with a colleague. 
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Barriers to accessibility are the daily reality for almost 200,000 Manitobans with a range of abilities.  

Speaking Notes:  

The barriers faced by persons with disabilities are widespread and span such key sectors as housing, transportation, community support, civic participation, employment, education and commerce.  

The woman in this photo is DeafBlind and is receiving tactile American Sign Language interpretation from her Intervener.  There are many ways that Manitobans communicate with each other. 
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Barriers come at an enormous cost – to persons with disabilities, to their family and friends, to their communities and also to business. 

Speaking Notes:  

Positive impacts to the Manitoba economy from full inclusion can be realized in several areas, including addressing labour market shortages by engaging skilled and educated workers with disabilities, increased consumer spending, and increased tourism by seniors, people with disabilities and their families and friends.  

This photo shows a man in a wheelchair leaving a Visitable home in the Bridgwater neighbourhoods in southwest Winnipeg.  Visitable homes have level entry, main floor washrooms, and wider doors and hallways.  Many people without disabilities build Visitable homes as a way to age in place and stay in their homes longer if disabilities are incurred later in life. 
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Barriers to Participation

… may be structural
… may affect information and communication
… may be improved or made worse by new technology
… may be accidental or systemic when they are a result of policies and   
   common practices
… Attitudes can be the greatest barrier of all!

Speaking Notes:  

Structural barriers are something commonly identified when accessibility is mentioned, such as ramps for wheelchairs or automatic door openers. In fact, there are many other types of barriers, such as those listed here.
Information and communication barriers can affect the brochures or advertisements an organization provides the public. Make sure to include an Active Offer so that anyone can request an alternate version of a publication, such as large print or a Word document in place of a PDF.

This also includes technology – it’s important to make sure your websites are accessible, including providing alternate text on all images for persons who use screen reading software (see slide 35 for more information).
Systemic barriers can be the result of common practices. It’s important to describe any visuals in PowerPoint presentations, for example, for persons who are vision impaired or blind.

Attitudinal barriers are those addressed by the Customer Service Standard, which requires all employees in Manitoba to receive training and learn more about how to provide respectful customer service to all Manitobans.
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Barriers to Accessibility

Speaking Notes:  

Click on the photo of the video in Slide Show to launch YouTube; internet access is required to view.

This video is from Ontario’s Accessibility Directorate, and shows people with disabilities talking about barriers to participation.  Ontario is the only other Canadian province that has accessibility legislation:  The Accessibility for Ontarians with Disabilities Act (2005).

Other videos from their How Can I Help You accessible customer service series can be found on the Disabilities Issues Office website, AccessibilityMB.ca under Resources.
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Section 2 – The Accessibility for Manitobans Act (AMA) 

Speaking Notes:  

   This section will cover the main components of this law, including Accessibility Plans and the five accessibility standards. 
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The Accessibility for Manitobans Act (AMA) became law on December 5, 2013.

Speaking Notes:  

This photo shows how accessibility benefits everyone – many people with various levels of mobility use ramps. This ramp can be found at the front of the Manitoba Legislative Building, which means all Manitobans can enter this heritage building through the same doors. 
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Other jurisdictions, including the United States, Australia and Ontario, have introduced legislation aimed at combating barriers that prevent the full participation of persons with disabilities.  

As previously mentioned, Ontario is the only other province to have passed accessibility legislation by February 2016.  Nova Scotia and British Columbia have also indicated they are developing similar legislation.

Speaking Notes:  

The United States has had a federal Americans with Disabilities Act since 1990.  Prime Minister Justin Trudeau campaigned in fall 2015 with a promise to develop a federal accessibility act. 

This photo shows another accessibility feature that all Manitobans benefit from:  automatic door openers.
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While these laws take different forms, there are certain elements common to each:
  
	clear, specific and achievable goals

public and private sectors accessibility standards
involvement of persons with disabilities and other stakeholders
guarantees contained in human rights codes are not undermined in
      any way 
	regular review of progress made


Speaking Notes:  

Clipart on this slide shows three arrows hitting a bull’s eye. 
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The Human Rights Code is still the most important law in addressing discrimination	

The AMA builds on the requirements of The Human Rights Code (Manitoba) to create a made-in-Manitoba solution to eliminating barriers.

Over 40% of all complaints filed at the Manitoba Human Rights Commission are based on disability, both physical and mental health.

Speaking Notes:  

The equality rights of persons with disabilities and seniors are enshrined in the Canadian Charter of Rights and Freedoms and The Human Rights Code (Manitoba).  Over one third of the formal complaints made to the Manitoba Human Rights Commission relate to disability discrimination, making it the primary reason for complaint.   

While complaint mechanisms are essential and will continue to play a central role, they are reactive rather than proactive and have not been able to eliminate all of the barriers that prevent equitable access.  

This photo shows a man without arms using a computer with a Winnipeg Public Library employee.  
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   Main Goals of the AMA

   A long-term, proactive approach to make Manitoba more inclusive by 2023:
Identify, prevent, and remove barriers to participation. 

Work with public/private sector on long-range plans to ensure 	  accessibility.

Speaking Notes:  

The AMA and its first of five accessibility standards contain similar language:  the proactive identification, prevention and removal of barriers to participation.   

This means Manitoba sectors will plan ahead to address accessibility issues, rather than having to react when customers or citizens encounter existing barriers.

This photo shows a woman and her friend with a mobility impairment walking at The Forks in Winnipeg.
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   Accessibility Standards

	Customer Service

Employment
	Information and Communication
Transportation
Built Environment

Speaking Notes:  

The real building blocks of the AMA are its accessibility standards, which address barriers to participation in five key areas of daily living.

The Accessible Customer Service Standard passed as law in November 2015, and the second standard regarding employment is currently under development.  It is likely that the third standard will focus on accessible information and communication. 

Clipart shows five boxes with three checkmarks.
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How are the standards being developed?
   
The Accessibility Advisory Council is responsible for: 

Identifying priorities, developing the standards and administering the AMA.

The Council includes representatives from organizations of persons with disabilities, business, municipalities and other stakeholders.

Public consultation is critical.

Speaking Notes:  

Many people are involved in developing accessibility accessibly standards. It is crucial to include persons with disabilities in any process that affects them.  Also, affected stakeholders with obligations under the AMA are involved in standard development as well.

Consultation with the public is important once a standard has been proposed.  There are two rounds of 60 day periods of public consultation, and feedback is incorporated into revised proposed standards before they are sent to the Government of Manitoba for consideration. 

Clipart shows a group of people with many speech bubbles.
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   Accessibility Plans

The Government of Manitoba and other public sector organizations will lead the way by creating accessibility plans by as early as 2016.  

Smaller municipalities, agencies, boards and commissions will have until 2017. 

Speaking Notes:  

There are many resources to support these public sector organizations to develop required Accessibility Plans, including a useful guide on How to Create Your Accessibility Plan (shown in photo).  This guide includes a template and sample Accessibility Plans.

The Disabilities Issues Office also offers bimonthly half-day workshops on how to create an Accessibility Plan; visit AccessibilityMB.ca and the Events tab for current training dates. 
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Accessibility Plans

Speaking Notes: 

There are many resources to support these public sector organizations to develop required Accessibility Plans, including a useful guide on How to Create Your Accessibility Plan (shown in photo).  This guide includes a template and sample Accessibility Plans.
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Learn More about the AMA and Accessibility Plans

For more information, including resources and deadlines for compliance, please visit www.AccessibilityMB.ca.  


Speaking Notes:  
For French resources, visit the French website at AccessibiliteMB.ca (note:  there is no accent aigu on the final “e” in “Accessibilite”, due to HTML coding).
The photo here is a screenshot of the aforementioned website.
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Section 3 – The Customer Service Standard

Speaking Notes:  

This section describes the main components of the AMA’s first of five accessibility standards, Accessible Customer Service.

The photo shows a man who is blind, who uses a service animal, and his friend dining in a restaurant.  It’s important to note that people who use service animals, under human rights laws, have the right to take those animals that animal anywhere that the public can access.

Pet policies do not apply to service animals, which is emphasized in the Accessible Customer Service Standard. 
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First AMA Accessibility Standard – Customer Service

The committee that helped develop the Customer Service Standard included representatives of: 
	Various disability organizations

Association of Manitoba Municipalities
Manitoba Hotel Association
Manitoba Restaurant and Foodservices Association
Retail Council of Canada



Speaking Notes:  

This section describes the main components of the AMA’s first of five accessibility standards, Accessible Customer Service.

The photo shows a man who is blind, who uses a service animal, and his friend dining in a restaurant.  It’s important to note that people who use service animals, under human rights laws, have the right to take that animal anywhere that the public can access.

Pet policies do not apply to service animals, which is emphasized in the Accessible Customer Service Standard. 
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Who is Affected

The legislation applies to all organizations (public, private and non-profit) that provide goods or services, and have one or more employees in Manitoba. 

This standard contains obligations for the sectors that don’t require Accessibility Plans:  the private and non-profit sectors.

Speaking Notes:  

The photo shows a man with vision impairment receiving assistance reading labels at a grocery store.  Accessible customer service happens regularly when service providers offer assistance to their customers and clients. This regulation will standardize and ensure accessible customer service practices across the province. 
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   To Meet the Customer Service Standard

Persons or organizations must have policies, processes and practices to deliver accessible customer services for persons with disabilities.


Speaking Notes:  

There are take out “a total of” a total of eight policies the obligated sectors must introduce under the Accessibility Standard in Customer Service.  One of these is to welcome service animals.  Others are listed in the next two slides. 
The photo shows a man and woman sitting at a coffee shop.  A service dog sits beside him.  
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Customer Service Standard Obligations

Identify, remove and prevent barriers to accessible customer service, by having policies and practices that address:
(1) Communication
(2) Assistive Devices 
(3) Support persons 
(4) Service animals

Speaking Notes:

	 Communications that reach all your customers.  Ensure communication with a person disabled by a barrier is done in a way that removes the barrier.  For example, let the public know that publications are available in alternate formats, such as large-print.


	 Assistive devices vary and include wheelchairs, canes or communication boards. Welcome the use of assistive devices to remove or reduce barriers. Do not charge fees for use of on-site assistive devices, such as hearing technology, descriptive video, or wheelchairs.  


	 Support persons are people accompanying a person with a disability to help with communication, mobility, personal care or medical needs, or to access goods or services. Welcome support persons to enter and remain with your customer.


	 Service animals are animals (typically dogs) that have been trained to provide assistance to a person with a disability that relates to that person’s disability. A service animal may accompany your customer to assist in removing or reducing barriers. Service animals can be present in any public space. 


This photo shows a lowered service counter in a health service centre, which creates a welcoming environment for children, wheelchair users, and, as in this photo, people of short stature.  
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(5) Barrier-Free Access
(6) Disruption of Accessible Services
(7) Feedback Process
(8) Employee Training

Speaking Notes:

(5) Barrier-free access ensures that aspects of the built environment that facilitate barrier-free access to goods and services are available for use in the intended manner. This includes clear and unobstructed hallways and accessible features, such as automatic entrances, doors and ramps. 

(6) Disruption of Accessibility Services refers finding alternatives and letting customers know when there are temporary barriers to service, such as an elevator that is being serviced. 

(7) Feedback process allows organizations to receive and respond to customer comments about the accessibility of their goods and services. 

(8) Training for all employees and volunteers regarding how to provide accessible customer service to people disabled by barriers.

The photo shows an introductory brochure explaining the components of the Accessible Customer Service Standard. It can be found on AccessibiliityMB.ca under Accessibility Standards, in both Word and PDF formats. 
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   Customer Service Training
All employees and volunteers who provide goods or services to the public on behalf of the organization must receive accessible customer service training.

As well as people who develop an organization’s policies and practices

Speaking Notes:  

Communication barriers prevent people from understanding information.  An example is a sign that is too small or confusing.  

Attitude can be the biggest barrier.  An example is thinking people who cannot communicate verbally have nothing to say. 

The photo shows a participant at a training session writing notes on a flip chart. 
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   Customer Service Standard – Next Steps

   The standard was established as a regulation on November 1, 2015:

The Government of Manitoba will take a leadership role in complying with the Customer Service Standard one year after this standard becomes law (November 2016). 

Public sector organizations, such as municipalities, Crown Corporations, regional health authorities and school divisions, will be required to comply within two years (November 2017).

Private and non-profit organizations will be required to comply within three years (November 2018).
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   Learn More about the Accessible Customer Service Standard

For more information, including resources and deadlines for compliance, please visit www.AccessibilityMB.ca. 

Speaking Notes:  
This website (shown in the photo) includes all the information regarding the Accessibility for Manitobans Act.  All brochures and resources are available on this sight, which is dedicated the AMA.
The site is constantly being updated with new tools and guides. 
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Section 4 – Accessible Customer Service Tips

Speaking Notes:  

This photo shows an accessible store, which has considered automatic doors and a clear path of motion between displays for persons who use mobility devices. 

This is another example of how accessibility benefits everyone – all Manitobans are safer when aisles are wider and free of clutter. 
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Customer Service – As Simple as Asking “How Can I Help You?”

Speaking Notes:  

Click on the photo of the video in Slide Show to launch YouTube; internet access is required to view.

This is another video is from Ontario’s Accessibility Directorate, and explains that accessible customer service can be as simple as asking, “How can I help you?”

Other videos from their “How Can I Help You” accessible customer service series can be found on the website, AccessibilityMB.ca under Resources.
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Accessible Customer Service Tips

Do not make assumptions about anyone’s abilities or limitations; every person’s disability is different.  Ask questions if you are not sure what someone needs.

Understand that pet policies do not apply to service animals entering your into your establishment. 

Speaking Notes:  

This photo shows a woman who uses a motorized wheelchair using an accessible ticket booth. 
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Accessible Customer Service Tips

Be patient – people with disabilities may need more time to express themselves or to move about.
 
Speak directly to the person and maintain eye contact; don’t speak to a companion, aide or interpreter. 

Speaking Notes:  

People are often more understanding when they can see someone has a disability, but remember that 70% of disabilities are invisible. 

It’s important to speak directly to the person with the disabilities, not their support person.  Do not assume, when a person is accompanied by a support person the person also has an intellectual disability. 

The photo shows a man at the dentist office having a discussion with a dental hygienist. 
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Accessible Customer Service Tips

Have a pad of paper handy in case a customer is deaf or unable to speak. 
Do not pet, feed or distract service animals. They are working animals, not pets. 

Speaking Notes:  

This photo shows another type of service animal, one that is used to help this woman who uses a wheelchair reach items out of her range of motion. 
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Accessible Customer Service Tips

Avoid admission fees for support persons; provide notice if there are fees (i.e. in brochures or on websites).  

Set up a process to receive and respond to feedback, including what action will be taken to respond to complaints.

Include an Active Offer on all publications:  “Available in alternate formats, upon request”

Speaking Notes:  

An active offer is also generally used when offering the public the opportunity to request accessibility.  It is often as simple as having a sign on a reception desk stating “How can I help you?”

This photo shows an accessible sign that includes Braille for persons who are visually impaired or blind.
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Accessible Information

   Web Content Accessibility Guidelines (WCAG) 

Avoid complicated, busy web pages

Use sans serif fonts for easy reading (Arial, Calibri, etc.)


Speaking Notes:  

Although the future Accessible Information and Communication Standard is yet to be developed, many organizations already proactively adhere to existing global Web Content Accessibility Guidelines (WCAG).   

It is likely that such a standard would be developed considering these existing WCAG guidelines. When Ontario introduced an Information and Communication Standard, organizations were required to comply with WCAG 2.0 Level AA.  The Government of Canada already follows these guidelines as well.
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   Accessible Information

Create “alt tags,” or alternate text, with images for people who use screen reading software:

Simply right-click on an image, select “Size & Position”

Go to “Alt Text” tab, add a short note about the photo.

Speaking Notes:  

The photos show the steps required to add alternate text – or alt tags – to photos or images as described in this slide. 
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   Accessible Information

   Microsoft Office 2010 (and later versions) and Adobe Acrobat have built-in
   accessibility checkers into in their main menus. 

Speaking Notes:  

The photos show screenshots of where to find built-in accessibility checkers in the aforementioned software programs. 
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   The DIO – Here to Help

If you have any questions, please call (204) 945-7613 or visit our website, 
www.AccessibleMB.ca 

Join the #AccessibleMB conversation on Twitter & Facebook!

Speaking Notes:  

The photo shows the Province of Manitoba’s Disabilities Issues Office’s logo. 


