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1.0 PURPOSE 

1.1 To promote compliance with the Accessibility for Manitobans Act and all standard 
regulations 

1.2 To provide guidance to Northern Health Region (NHR) employees, clients, support 
persons, visitors, and volunteers on how best to ensure those with disabilities have access 
to NHR services. 

1.3 To support and complement existing NHR polices on accessibility, including AD-01-160 
Service Animals and AD-02-65 Interpreter Services - Language Access. 

2.0 DEFINITIONS 

2.1 Accessibility: the ability to access and benefit from a system, service, product, or 
environment. 

2.2 Accessible Customer Service: is provided when all persons who are reasonably 
expected to seek to obtain, use or benefit from a good or service have the same 
opportunity to obtain, use or benefit from the good or service. 

2.3 Accessible Employment: identify, remove and prevent barriers that affect employees who 
are working or are looking for work. 

2.4 Accessible Formats: information provided in a way that is accessible to people with 
disabilities. A format that may include, but not limited to, large print, recorded audio, and 
electronic format, Braille, and other formats used by those with disabilities  

2.5 Accessible Information and Communication: communication of information that is free 
from barriers that prevent or hinder a person from obtaining, using or benefiting from the 
information 

2.6 Active Offer: offering the public the opportunity to request an accessibility accommodation. 

2.7 Assistive Device: any piece of equipment those with disabilities use to help them with 
daily living. Some examples include wheelchair, screen reader, listening device, or cane. 

https://accessibilitymb.ca/
https://internal.northernhealthregion.com/policies/policies-administration/service-animals/
https://internal.northernhealthregion.com/policies/policies-administration/service-animals/
https://internal.northernhealthregion.com/policies/policies-administration/interpreter-services-language-access/
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 2.8 
 
 
 
 
 

Barrier: anything that interacts with a person’s physical, mental, intellectual, or sensory 
disability in a way that may hinder the person’s full and effective participation in accessing 
health care services on an equal basis. Barriers may include physical, architectural, 
information or communication, attitudinal, technological, or perpetuated by policy or 
practice. 
 

 2.9 Communication support: includes captioning, alternative and augmentative 
communication supports, plain language, sign language and other supports that facilitate 
effective communication. 
 

 2.10 Client: an individual who accesses or receives healthcare related services from a Northern 
Health Region (NHR) facility or program. A client may be a patient in an acute care setting, 
a resident in a personal care home, or client in a community program or facility. 
 

 2.11 Disability: a condition that limits a person’s daily activities, including temporary or 
permanent physical, mental, intellectual, or sensory impairments, which, in interaction with 
various barriers, may hinder their participation on an equal basis with others.  
 

 2.12 Discrimination: unfair treatment due to race, sex, sexual orientation, gender identity and 
gender expression, same sex partner status, colour, ancestry, place of origin, ethnic origin, 
marital status, age, disability, citizenship, family status, religion, creed, record of offenses, 
class, and socio-economic location, as well as any other “Prohibited Grounds” under the 
Manitoba Human Rights Code.  
 

 2.13 Employee: unless otherwise specified, refers to all employees, medical staff, students, 
volunteers, board members, contractors, contract workers, agency personnel, and other 
individuals performing work activities within or on behalf of the Northern Health Region 
(NHR). 
 

 2.14 Healthcare Provider: refers to Northern Health Region (NHR) employees or persons 
acting on behalf of or in conjunction with the NHR who provides direct care as a result of 
their duties or tasks of their position. 
 

 2.15 Support Person: in relation to a person who is disabled by a barrier, an individual who 
accompanies the person to 

• support the person obtaining, using, or benefiting from a healthcare services 
provided by a site; or  

• assist the person in addressing their communication, mobility, personal care, or 
medical needs. 

 
3.0 POLICY STATEMENT(S) 

   
 3.1 NHR services are provided in a manner that respects the dignity and independence of 

those with disabilities. 
 

 3.2 All NHR employees and volunteers communicate with those with disabilities in ways that 
take into account their disability and individual needs. 
 

 3.3 Services are integrated as fully as possible into existing service delivery procedures, and 
allows clients with disabilities to benefit from the same services as other clients, delivered in 
a similar way. 
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4.0 PROCEDURE / RESPONSIBILITIES 

 
 4.1 Physical Barriers to Access  

All NHR employees work to maintain barrier free access by being aware of potential 
physical barriers in program and service areas within their scope or responsibility through 

• identification of barriers to accessible customer service in their area; 
• provision of an alternate way for persons with disabilities to access goods or 

services where an existing barrier cannot reasonably be removed, either temporarily 
or permanently; 

• never charging a fee to accommodate a person who is disabled by a barrier; and 
• preventing new barriers from being created. 

 
 4.2 Built Environment 

All employees report to their manager any features of the built environment intended to 
facilitate barrier free access such as elevators and door openers that are unavailable for 
use. 

  4.2.1  
 

If unavailable for use, the manager facilitates a display of notice specifying  
that it is unavailable, a time estimate of availability again, and alternate means, if 
any, to facilitate access. 
 

 4.3 Personal Assistive Devices 
The NHR encourages those with disabilities to use their own personal assistive devices 
while accessing the services provided by the NHR, unless there is a defined risk associated 
with that use.  

  4.3.1 Where an assistive device is not allowed by law or on the basis of medical or safety 
considerations, employees provide the reason to clients and look for other 
reasonable accommodations agreed upon by the client and employee. 
 

 4.2 Service Animals 
Those with disabilities may be accompanied by their service animal in accordance with AD-
01-160 Service Animals. 
 

 4.3 Support Persons 
Those with disabilities who are accompanied by a support person have the right to access 
their support person while utilizing services provided by the NHR, unless such access 
conflicts with established practices for healthcare delivery or privacy.  

  4.3.1    Anticipated conflicts are communicated by the healthcare provider before the onset 
of expected service delivery with alternative measures explored as necessary. 

  4.3.2    A support person is allowed to remain with the client, with the client’s consent, 
unless there is a medical reason for separating the client and the support person 
such as 

• the support person fails to comply with the law, including causing a breach 
of the peace;  

• the support person’s behavior presents a risk to the safety and health of 
others or themselves; or 

• the support person fails to comply with any policies or procedures of the 
Region including, but not limited to, maintaining a respectful workplace. 

  4.3.3 The healthcare provider documents in the client’s health record any reason for not 
allowing the support person to remain with the client. 
 
 

https://internal.northernhealthregion.com/policies/policies-administration/service-animals/
https://internal.northernhealthregion.com/policies/policies-administration/service-animals/
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 4.4 Notice of Temporary Disruptions 
The Communications department provides public notice in the event of any planned or 
unexpected temporary barriers to buildings or spaces located within the NHR. 

  4.4.1 Notification of planned disruptions includes information about the reason for the 
disruption, its anticipated duration, and instructions on accessing alternative 
facilities or services, if available. 

  4.4.2  
 

Information about the disruption is posted at the facility entrances, at the disruption 
location, on the NHR website, and on NHR social media channels. 
 

 4.5  Feedback Process 
The NHR welcomes feedback on all programs and services including how we provide 
accessible customer service. Any client or visitor can provide feedback through the Patient 
Experience department in accordance with AD-06-10 Patient Experience Feedback 
(Compliment, Concern or Complaint) 
 

 4.6 Training 
All NHR employees are required to complete mandatory training on the Accessibility for 
Manitobans Act Standard Regulations via the Region’s online Learning Management 
System (LMS). 

  4.6.1 
 

The Organization and Staff Development department maintains a record of training 
for each employee via the LMS.  

  4.6.2 The NHR must provide training to all employees who 
• communicate directly with the public or another organization on behalf of our 

organization; 
• maintain or develop the NHR’s web content; 
• purchase or procure information technology or communication tools; or 
• provide educational materials on behalf of the NHR 

  4.6.3 Training content must include 
• how to identify, prevent, and remove barriers to accessible communication; 
• how to provide information through a communication support or accessible 

format; and 
• a review of the Manitoba Human Rights Code and the Accessibly Act and 

Standard. 
 

 4.7 Accessibility Plan 
The NHR provides public notice of the availability of the Northern Health Region’s 
Accessibility Plan and related documents through the NHR’s website. 
 

 4.8 Accessible Formats 
Upon request for accessible formats and communication supports, the NHR employees 
work in consultation with the individual bringing forward the request. 

  4.8.1   Arrangements to provide accessible formats to meet the communication needs of 
persons with disability are addressed on a case-by-case basis. 

  4.8.2  Accessible formats and communication supports are provided in a timely manner 
  4.8.3   

 
If it is determined that information or communication are unconvertible, the 
department provides the person requesting the information or communication with: 

• an explanation as to why the information or communication are 
unconvertible; and 

• a summary of the unconvertible information or communication. 
 
 

https://internal.northernhealthregion.com/policies/policies-administration/complaints-management/
https://internal.northernhealthregion.com/policies/policies-administration/complaints-management/
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 4.9 Accessible Public Events 
All public events held or sponsored by the NHR must meet physical and communication 
needs of those with disabilities in accordance with Appendix A Accessible Events Guide.   

  4.9.1 For any public event held, or sponsored by the NHR, the organizer 
• gives notice of the event in a manner that is accessible to persons with 

disabilities; 
• holds the event in a meeting space that is accessible; 
• meets the physical and communication needs of persons with disabilities 

upon request, including requests for materials to be provided in alternative 
formats; 

• gives notice that persons with disabilities may request relevant supports; 
and 

• takes reasonable means to provide requested supports. 
 

 4.10 Non-Discrimination 
NHR leadership, management, employees, clients, volunteers, Board Members, and 
associates of the organization are responsible to create and maintain a discrimination-free 
environment. 

  4.10.1 All employees immediately notify their supervisor or designate of any observed acts 
of discrimination. 

  4.10.2 Managers or their designate respond to all discrimination complaints or incidents, 
efficiently and professionally and in accordance with AD-06-10 Patient Experience 
Feedback or AD-01-195 Addressing Indigenous Specific Racism 

 
5.0 RELATED DOCUMENTS 

 
 5.1  Appendix A Planning Accessible Events Guide  

 
 5.2 Appendix B Speaker Tips on Accessibility 

 
 5.3 Accessible Public Events Checklist Form #: NHR_0441 

 
 5.4 AD-01-160 Service Animals 

 
 5.5 AD-01-195 Addressing Indigenous Specific Racism 

 
 5.6 AD-02-65 Interpreter Services - Language Access 

 
 5.7 

  
AD-06-10 Patient Experience Feedback   
 

 5.8 Northern Health Region Accessibility Plan 
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https://internal.northernhealthregion.com/policies/policies-administration/accessible-customer-service/
https://internal.northernhealthregion.com/policies/policies-administration/complaints-management/
https://internal.northernhealthregion.com/policies/policies-administration/complaints-management/
https://internal.northernhealthregion.com/policies/policies-administration/addressing-indigenous-specific-racism/
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https://internal.northernhealthregion.com/policies/policies-administration/accessible-customer-service/
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https://internal.northernhealthregion.com/policies/policies-administration/accessible-customer-service/
https://internal.northernhealthregion.com/policies/policies-administration/service-animals/
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