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Accessibility Policy 
_______________________________________________________________________________________________________ 
 
Overview 
 
The Accessibility for Ontarians with Disability Act, 2005 (the “AODA”) is a provincial statute that outlines the 
requirements for developing, implementing, and mandating accessibility standards in order to achieve accessibility 
for persons with disabilities with respect to goods, services, facilities, accommodation, employment, buildings, 
structures, and premises. 
 
A detailed compliance framework for private and non-profit organizations, including Goodness Me! Natural Food 
Market is included in the Integrated Accessibility Standards Regulation (IASR) (O. Reg. 191/11) that defines the 
standards for accessibility in areas including:  

• Customer services 

• Information and communications 

• Employment 

• Design of public spaces 

• Transportation  
 
Purpose 
 
The Policy defines: 

• Goodness Me! Natural Food Markets vision and goals for accessibility; and 

• Expectations to ensure compliance with AODA, its standards and regulations, and other applicable 
legislation and Goodness Me! Natural Food Market policies.  

 
The over all goal is to increase accessibility for persons with disabilities in a way that is respectful of their dignity and 
independence and in a manner which takes into account the person’s disability and embodies the principles of 
integration and equal opportunity.  
 
Application and Scope 
 
This Policy applies to Goodness Me! Natural Food Market, including all team members, senior management, 
contractors, and pertains to all services provided by Goodness Me! Natural Food Market. In scope are the 
accessibility needs of persons with disabilities including customers and Goodness Me! Natural Food Market 
employees.  

 
Our Commitment 

 
Goodness Me! Natural Food Market is committed to providing a barrier-free environment for all stakeholders, 
including our clients, employees, job applicants, suppliers, and any visitors who may enter our premises, access our 
information, or use our services. As an organization, we respect and uphold the requirements set forth under the 
Accessibility for Ontarians with Disabilities Act, 2005, and its associated regulations.  
 
Goodness Me! Natural Food Market 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.  
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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.  
 
Providing an accessible and barrier-free environment is a shared effort, and we are committed as an organization to 
working with the necessary parties to make accessibility for all a reality. For more detailed information on our 
accessibility policies, plans, and training programs, please refer to the bottom of this policy for contact information.  
 
This policy shall apply to every person who deals with members of the public or their agents on behalf of Goodness 
Me! Natural Food Market, whether the person is an employee, representative, contractor, or otherwise. 
 

Definitions 
For the purpose of this policy: 
 

• AODA: Accessibility for Ontarians with Disability Act, 2005 and its Regulations 
 

• Accessibility: giving people of all abilities opportunities to participate fully in everyday life. It is used to 
describe how widely a service, product, device, or environment is available to as many people as possible. 
Accessibility can be seen as the ability to access the benefit from a system, service, product, or environment.  

 

• Accessible Formats: include but not limited to large print, recorded audio and electronic formats, braille, and 
other formats usable by persons with disabilities.   
 

• Assistive devices: an auxiliary aid such as communication aids, cognition aids, personal mobility aids, mobility 
assistive devises and medical aids (canes, wheelchairs, crutches, or hearing aids).  

 

• Barrier: anything that keeps someone with a disability from participating in all aspects of society. Examples 
of barriers include:  
a) Physical and architectural barriers: occur in the environment and prevent access for people with 

disabilities.  
b) Information or communications barriers: arise when a person with a disability cannot easily receive 

and/or understand information that is available to others (e.g., publications that are not available in 
large print, digitally, Braille or other accessible formats) 

c) Technological barriers: occur when technology or the way it is used does not meet the needs of people 
with disabilities (e.g., a website that does not support screen reading software) 

d) Attitudinal barriers: may result in people with disabilities being treated differently than people without 
disabilities (e.g., a receptionist who talks to an individual’s support person rather than the individual with 
a disability 

e) Systemic barriers: in policies, practices and procedures result in people with disabilities being treated 
differently than others or sometimes excluded altogether 

 

• Communication Supports:  include but not limited to captioning, alternative and augmentative 
communication supports, plain language, sign language and other supports that facilitate effective 
communications. 
 

• Conversion Ready: an electronic or digital format that facilitates conversion into an acceptable format. 
 

• Designated Public Sector Organization: refers to every municipality and every person or organization listed 
in Column 1 of Table 1 of Ontario Regulation 146/10 (Public Bodies and Commission Public Bodies—
Definitions) made under the Public Service of Ontario Act, 2006. 
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• Extranet Website: a controlled extension of the intranet, or internal network of an organization to outside 
users over the Internet. 
 

• Information: includes data, facts and knowledge that exists in any format, including text, audio, digital or 
images, and conveys meaning. 
 

• Internet Website: a collection of related Web pages, images, videos, or other digital assets that are addressed 
relative to a common Uniform Resource Identifier (URI) and are accessible to the public. 

 

• Intranet Website: an organization’s internal website that is used to share any part of the organization’s 
information or operational systems privately and securely within the organization and includes extranet 
websites. 
 

• Kiosk: an interactive electronic terminal, including a point-of-sale device, for public use that allows users to 
access one or more services or products. 
 

• Person Requiring Assistance (PRA):  a person identified as requiring assistance at the time of an evacuation. 
This can be due to a medical condition or some other reason.  

 

• Person with Disabilities: an individual who has a disability. “Disability” is defined in the Ontario Human Rights 
Code as: 
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 in 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 
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 
 

• Service Animal: working animals who have been trained to do work or perform tasks for the benefit an 
individual with a disability, including a physical, sensory, psychiatric, intellectual, or other mental disability.   

 

• Support Person: in relation to a person with a disability, another person who accompanies the person with a 
disability in order to help with communication, mobility, personal care, or medical needs, or with access to 
goods, services, or facilities. 

 

• Temporary Disruption: a short term planned or unplanned disruption to facilities or services that persons 
with disabilities usually use to obtain Goodness Me! goods and/or services.  
 

• Undue Hardship: The duty to accommodate requires the employer to make reasonable efforts to alter the 
workplace to accommodate an employee’s disability related needs thus allowing the employee to properly 
carry out their work duties. This duty stops short of the employer experiencing “undue hardship”. Such undue 
hardship generally involves excessive interference with a business’ operation, or an increased risk to the 
health and safety of the employee, co-workers, or others. What constitutes undue hardship varies based on 
the circumstances surrounding each individual case. 

 

• Web Content Accessibility Guidelines: refers to the World Wide Web Consortium Recommendation, dated 
December 2008, entitled “Web Content Accessibility Guidelines (WCAG) 2.0.” 
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Training 
 
We are committed to training all staff and volunteers in accessible customer service, other Ontario’s accessibility 
standards and aspects of the Ontario Human Rights Code that relate to persons with disabilities. 
 
In addition, we will train: 

a) all persons who participate in developing the organization’s policies; and 
b) all other persons who provide goods, services, or facilities on behalf of the organization 

 
Training of our employees and volunteers on accessibility relates to their specific roles. 
 
Training includes: 

• purpose of the Accessibility for Ontarians with Disabilities Act, 2005 and the requirements of the 
Customer Service Standards 

• our policies related to the Customer Service Standards 
• how to interact and communicate with people with various types of disabilities 
• how to interact with people with disabilities who use an assistive device or require the assistance of a 

service animal or a support person 
• how to use the equipment or devices available on-site or otherwise that may help with providing 

goods, services, or facilities to people with disabilities. These include: Curbside Pickup, Online ordering, 
personal shopping, placing an order via phone.  

• what to do if a person with a disability is having difficulty in accessing our organization’s goods, 
services, or facilities. 

 
We train every person as soon as practicable after being hired and provide training in respect of any changes to the 
policies. We maintain records of the training provided including the dates on which the training was provided and 
the number of individuals to whom it was provided. 

 
Assistive Devices 
 
People with disabilities may use their personal assistive devices when accessing our goods, services, or facilities. In 
cases where the assistive device presents a significant and unavoidable health or safety concern or may not be 
permitted for other reasons, other measures will be used to ensure the person with a disability can access our 
goods, services, or facilities. 
 
We ensure that our staff are trained and familiar with various assistive devices we have on site or that we provide 
that may be used by customers with disabilities while accessing our goods, services, or facilities. 

 
Communication 
 
We communicate with people with disabilities in ways that consider their disability. This may include the following: 

• We will work with the person with disabilities to determine what method of communication works for 
them; In person, use of support person, over the phone, via email and text messaging. 

 
Service Animals 
 
We welcome people with disabilities and their service animals. Service animals are allowed on the parts of our 
premises that are open to the public and third parties. When we cannot easily identify that an animal is a service 
animal, our staff may ask for documentation (template, letter, or form) from a regulated health professional that 
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confirms the person needs the service animal for reasons relating to their disability. 
 
A service animal can be easily identified through visual indicators, such as when it wears a harness or a vest, or when 
it helps the person perform certain tasks. 
 
A regulated health professional is defined as a member of one of the following colleges: 

• 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 
• College of Registered Psychotherapists and Registered Mental Health Therapists of Ontario 

 
If service animals are prohibited by another law, we will do the following to ensure people with disabilities can 
access our goods, services, or facilities: 

• explain why the animal is excluded 
• discuss with the customer another way of providing goods, services or facilities 

 
Service animals are prohibited from the following areas: 

• Kitchen areas where there is food preparation for public consumption under Health Protection and 
Promotion Act and the Food Safety and Quality Act, 2001 

 
Support Persons 
 
A person with a disability who is accompanied by a support person will be allowed to have that person accompany 
them on our premises. 
 
In certain cases, this organization might require a person with a disability to be accompanied by a support person 
for the health or safety reasons of: 

• the person with a disability 
• others on the premises 

Before making a decision, Goodness Me! Natural Food Market will: 
• consult with the person with a disability to understand their needs 
• consider health or safety reasons based on available evidence 
• determine if there is no other reasonable way to protect the health or safety of the person or others 

on the premises 

 
Notice of Temporary Disruption 
 
In the event of a planned or unexpected disruption to services or facilities for customers with disabilities, this 
organization will notify customers promptly. This clearly posted notice will include information about the reason for 
the disruption, its anticipated length of time, and a description of alternative facilities or services. 
 
The notice will be made publicly available in the following ways: 

• Notice on the entrance door, website and if applicable via phone or in person 

 
Feedback Process 
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Goodness Me! Natural Food Market welcomes feedback on how we provide accessible customer service. Customer 
feedback will help us identify barriers and respond to concerns. 
 
Feedback may be provided in the following ways: 

• In person, phone, email, mail, text message, fillable form on our website and is also available in paper 
format at all locations via Store Manager 

 
Goodness Me! Natural Food Market ensures our feedback process is accessible to people with disabilities by 
providing or arranging for accessible formats and communication supports, on request. 
 
All feedback, including complaints, will be directed to the Human Resources Department Attention: Accessibility 
Compliance Officer. Customers can expect to hear back within three (3) days.  

 
Notice of Availability of Documents 
 
Goodness Me! Natural Food Market notifies the public that documents related to accessible customer service, are 
available upon request by posting a notice in the following ways: 
 

• Website  
 
Goodness Me! Natural Food Market will provide these documents in an accessible format or with communication 
support, on request. We will consult with the person making the request to determine the suitability of the format 
or communication support. We will provide the accessible format in a 
timely manner and, at no additional cost. 

 
Self-service Kiosks 
 
Goodness Me! Natural Food Market will incorporate accessibility features when designing, procuring, or acquiring 
self-service kiosks. Goodness Me! Natural Food Market will always be aware of the accessibility features of self-
service kiosks for persons with disabilities.  

 
Information and Communications 
 
We have a process for receiving and responding to feedback and the process is accessible to persons with 
disabilities upon request. We communicate with people with disabilities in ways that take into account their 
disability. When asked, we will provide information about our organization and its services, including public safety 
information, in accessible formats or with communication supports: 

a) in a timely manner, taking into account the person’s accessibility needs due to disability; and 
b) at a cost that is no more than the regular cost charged to other persons. 

 
We will consult with the person making the request in determining the suitability of an accessible format or 
communication support. If the organization determines that information or communications are unconvertible, the 
organization shall provide the requestor with: 

a) an explanation as to why the information or communications are unconvertible; and 
b) a summary of the unconvertible information or communications. 

 
We notify the public about the availability of accessible formats and communication supports by: 

• Website, notice at the entrance of all locations 
 
We will also meet internationally recognized Web Content Accessibility Guidelines (WCAG) 2.0 Level AA website 
requirements in accordance with Ontario’s accessibility laws. 
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Employment 
 
We notify employees, job applicants and the public that accommodations can be made during recruitment and 
hiring. We notify job applicants when they are individually selected to participate in an assessment or selection 
process that accommodations are available upon request. We consult with the applicants and provide or arrange for 
suitable accommodation. 
 
We notify successful applicants of policies for accommodating employees with disabilities when making offers of 
employment. We notify staff that supports are available for those with disabilities as soon as practicable after they 
begin their employment. We provide updated information to employees whenever there is a change to existing 
policies on the provision of job accommodation that take into account an employee’s accessibility needs due to a 
disability. 
 
We will consult with employees when arranging for the provision of suitable accommodation in a manner that takes 
into account the accessibility needs due to disability. We will consult with the person making the request in 
determining the suitability of an accessible format or communication supports specifically for: 

a) information that is needed in order to perform the employee’s job; and 
b) information that is generally available to employees in the workplace 

 
Where needed, we will also provide customized emergency information to help an employee with a disability during 
an emergency. With the employee’s consent, we will provide workplace emergency information to a designated 
person who is providing assistance to that employee during an emergency. 
 
We will provide the information as soon as practicable after we become aware of the need for accommodation due 
to the employee’s disability. 
 
We will review the individualized workplace emergency response information: 

a) when the employee moves to a different location in the organization; 
b) when the employee’s overall accommodations needs or plans are reviewed; and 
c) when the employer reviews its general emergency response policies. 

 
We have a written process to develop individual accommodation plans for employees. 
 
We have a written process for employees who have been absent from work due to a disability and require disability-
related accommodations in order to return to work. 
 
Our performance management, career development and redeployment processes take into account the accessibility 
needs of all employees. 

 
Design of Public Spaces 
 
We will meet accessibility laws when building or making major changes to public spaces. Our public spaces include: 

• Outdoor public eating areas like rest stops or picnic areas 
• Accessible off-street parking 
• Accessible on-street parking 
• Service-related elements like service counters, fixed queueing lines and waiting areas 

We put procedures in place to prevent service disruptions to the accessible parts of our public spaces. 

 
Changes to Existing Policies 
 
Any policies of this organization that do not respect and promote the principles of dignity, independence, 
integration, and equal opportunity for people with disabilities will be modified or removed.  
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Administration 
 
 

If you have any questions or concerns about this policy or its related procedures, please contact: 
 

Shelley Anstey, Human Resources Manager 
By phone: 519.756.8400 ext. 1728 
By email:  hrdept@goodnessme.ca  
By mail:  Goodness Me!  1000 Upper Gage Avenue, Hamilton, ON L8V 5B7 

 
This policy and its related procedures will be reviewed as required in the event of legislative changes.  
 
This document is publicly available. Accessible formats are available upon request. 

 


