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PURPOSE: 

  

“We do what is right.” This is central to our Values and our Code of Conduct.  BD embraces the spectrum 
of people that make up our company and the world we serve, while pursuing our purpose of advancing 
the world of health. 

 
BD is committed to providing its goods, services, and facilities in a way that respects the dignity and 

independence of all individuals.  
 
This policy has been developed in accordance with the Accessibility for Ontarians with Disabilities Act, 
2005 (“AODA”) and other legislation, including the Ontario Human Rights Code, RSO 1990 (the “Code”). 
 
If any terms of this policy conflict with current provincial legislation, BD will comply with the relevant 
legislation. This policy replaces all prior policies regarding this topic.  

 
SCOPE: 
 
This policy applies to the provision of goods, services, or facilities within the province of Ontario, Canada. 
 
This policy applies to permanent full-time and permanent part-time BD associates as well as 

temporary/limited term associates and those who work as independent contractors or as contingent 

workers within the province of Ontario, Canada. 
 

POLICY: 
 
PART 1: CUSTOMER SERVICE ACCESSIBILITY 
   

GENERAL 
 
BD’s aim is to fully include individuals with disabilities, and is dedicated to providing goods and services 
by eliminating barriers and improving accessibility.   
 
BD’s services will be delivered in a manner that reflects the four guiding principles of the Accessibility for 
Ontarians with Disabilities Act, 2005. Dignity, independence, integration and equal opportunity will be 

considered at all times when providing goods and services to individuals with disabilities.  
 
BD is also committed to ensuring that accessible goods and/or services are delivered in a timely manner. 

Providing Goods, Services, and Facilities to People with Disabilities 

BD is committed to excellence in serving all people who use its goods, services, and facilities, including people 
with disabilities. BD will carry out functions responsibly in the following areas: 
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1. Communication 
 
BD will communicate with people with disabilities in ways that take into account their disability. BD will 

train staff who communicate with individuals, whether in person, on the telephone or in writing, on how 
to interact and communicate with individuals who may have various types of disabilities. 
 
BD associates will be trained to communicate with customers slowly and in clear and plain language. BD 
is able to communicate with customers in writing or by email if communication by a standard telephone 
is not suitable.  
 

In keeping with providing accessible customer service, BD is able to provide many types of information 
in the following formats if requested: hard copy, fax or e-mail with PDF, which allows font size to be 

increased. Customers who may have questions or concerns regarding BD’s information may contact BD 
in person, by telephone or e-mail.  (Refer to the Feedback Process section of this policy for contact 
information.) 
 
BD is committed to providing a valuable online experience to all customers. BD will train associates, when 

needed, to be familiar with the accessibility features of our online and email services in order to serve 
customers with disabilities.  
 

2. Assistive devices 
 
BD is committed to serving people with disabilities, who use assistive devices to obtain, use, or benefit 

from BD’s goods, services, and facilities. BD will ensure that associates are familiar with assistive devices 
that may be used by individuals with disabilities while accessing our goods, services, or facilities. 
 
3. Use of Service Animals and Support People 

 
BD is committed to welcoming service animal’s onsite when used by a person for their disability. Service 
animals such as guide dogs, hearing dogs, seizure response dogs, and other certified service animals 

shall be permitted entry to BD’s premises that are open to the public or other third parties, unless 
otherwise excluded by law. The service animal must be kept with the person with a disability, and is only 
permitted in all allowable areas of BD’s premises. Health and safety guidelines must be adhered to at all 
times. 
 
A support person shall also be permitted to accompany a person with a disability. 
 

Individuals are required to provide their own support person(s) and to confirm that BD is authorized to 
communicate with the authorized support person with respect to the individual’s personal information. 
 
4.  Notice of Temporary Service Disruptions 

BD will give notice of temporary disruptions to any of its services or facilities that may be used by persons 

with disabilities, including the reason(s) for the disruption and expected duration. As well, a description 
of alternative facilities or services will be provided, if available.  

The notice shall be posted in a visible place within the BD premises and on the BD website and intranet. 

When temporary service disruptions are planned, advance notice will be provided. 
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5.  Training 
 
BD will provide accessible customer service training to all associates in Ontario, every person who 

participates in developing BD’s policies, and others who deal with the public or other third parties on BD’s 
behalf.  
 
As part of BD’s onboarding program, new associates will be trained on accessible customer service within 
two weeks after being hired. Associates will also be trained when changes are made to BD’s accessible 
customer service policies. BD will keep records of the training provided. 
 

Training will include the following: 
 The purposes of AODA and the requirements of the Customer Service Standards of the AODA. 

 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 accessibility features that may help a person with a disability access BD’s goods, 

services, or facilities, as required 

 What to do if a person with a disability is having difficulty accessing BD’s goods and services. 
 BD’s policies, practices and procedures relating to the Customer Service Standards. 

 
6.  Feedback Process 
 
BD is committed to meeting and surpassing customer expectations while servicing customers with disabilities. 

BD welcomes comments regarding how well BD has provided service to persons with disabilities.  BD accepts 
feedback by written letter, e-mail, verbally, or by completing BD’s feedback form which is available in printed 
copy in the lobby of each BD premises and in electronic form on BD’s website.  
 

Feedback forms will be made available upon request in accessible formats. Customers who wish to provide 
feedback may do so in person or by: 
 

Email: #CANDHR@bd.com  
 
Phone: (905) 288-6000 
 
Mail: 
Attention: Human Resources 
BD Canada 

2100 Derry Road West 
Suite 100 
Mississauga, ON L5N 0B3 

As needed, BD will consult with the person providing the feedback as to the availability of alternative 
communication formats or supports. 

All feedback, including complaints, will be directed to the Human Resources Department. Individuals can 
expect to receive a response, if requested, within 10 business days. In the event that an issue requires 
more time, the customer will be kept up to date during the review process. 

 

mailto:#CANDHR@bd.com
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7.  Modifications to Policy 
 
BD is committed to developing customer service accessibility policies that respect and promote the dignity 

and independence of persons with disabilities.  Any BD policy that does not respect and promote the 
dignity and independence of persons with disabilities will be modified or removed. 
 
8.  Availability of Documents 
 
The following documents will be available on the BD website and will be provided in accessible formats 
or with communication support, upon request: 

 Accessibility Policy 

 Multi-Year Accessibility Plan 
 Accessibility Feedback Form 

BD will consult with the person making the request to determine the suitability of any format or 
communication support request. BD will provide the accessible format in a timely manner and at no 
additional cost. 

 

PART 2: INFORMATION AND COMMUNICATIONS ACCESSIBILITY 
 
GENERAL 
 
BD is committed to making written information and other forms of communication accessible in a timely 
manner, upon request.  BD will not charge more for accessible formats than for other formats. 

 
Approach 
 

If a person with a disability asks for accessible information or requires communication supports, BD will 
work with them to determine how to meet their needs.   
 
BD is not required to have accessible formats on hand readily available, but is required to provide an 

accessible format in a timely manner, when requested. 
Exceptions 
 
BD does not need to make information accessible if: 

 it is not possible technically to convert a document to an accessible format--in such cases, BD 
will explain why and provide a short summary instead; 

 the information comes from another organization accessible; 

 BD does not control the information; or, 
 the information is found on products or product labels. 

 
Types of Information 
 

BD will make the following four types of information accessible in a timely manner, upon request: 

 
1. Emergency and Public Safety Information 
 
This includes: 

 emergency plans and procedures 
 maps, warning signs, and evacuation procedures 
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 information about alarms or other emergency alerts 
 
2. Feedback Processes for Associates and the Public 

 
BD will provide alternative methods for receiving feedback from associates, customers and the public, 
when requested.  For example, BD will consider alternatives for feedback, which may include the use of 
the telephone, email, or electronic questionnaires. 
 
3. Information for Associates 
 

BD will provide accessible information when an associate with a disability requests it.    
 

This includes: 
 any information that associates need to perform their jobs; 
 general information that is available to all associates at work (e.g. BD announcements, 

information about BD policies and health and safety information); and, 
 information about emergency procedures. 

 
4. Other Public Information 
 
When requested, BD will provide information in an accessible format.  This includes all printed documents 
and information provided to the public on websites and handheld devices. 
 

BD’s Website 
 
BD is committed to ensuring that content on BD’s website is easily accessible for all customers and 
associates, in compliance with the AODA. 

 
PART 3: WORKPLACE AND EMPLOYMENT ACCESSIBILITY 
 

GENERAL 
 
BD will make the workplace accessible by implementing accessible practices related to hiring, sharing 
information, and providing feedback to associates.  In addition, BD will communicate accessibility policies, 
create accommodation plans, and help associates with disabilities to return to work.  
 
Approach 

 
BD will do the following to make BD’s workplaces accessible: 
 
1. Make hiring accessible 
 
BD will advise job applicants that BD will accommodate the needs of people with disabilities.  BD will 

ensure that information, such as the following statement, is included on BD’s website and in job postings:    
 
BD welcomes applications from people with disabilities. Accommodations are available, upon request, for 
candidates taking part in all aspects of the hiring and selection process.  
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2. Make workplace information accessible 
 
BD will provide accessible workplace information when an associate with a disability requests it.  This 

includes: 
 

 any information that associates need to perform their jobs; 
 general information that is available to all associates at work—including information about BD’s 

policies and programs;  
 information about emergency procedures. 

 

 
3. Consider the needs of associates with disabilities 

 
BD will consider the needs of an associate with a disability during the following situations: 

 conducting formal or informal performance reviews 
 promoting or moving an associate with a disability to a new job 

 

For example, BD may make documents available in large print for an associate with limited vision. 
 
4. Communicate BD’s accessibility policies 
 
BD will advise associates about BD’s accessibility policies when they are hired, and whenever the policies 
are amended. 

 
5. Make accommodation plans 
 
A need for accommodation may be: 

  
 requested by an associate through his or her supervisor/manager or through Human Resources; 

or 

 identified by the associate’s supervisor/manager or Human Resources. 
 
Accommodation will be provided to the point of undue hardship, in accordance with the Ontario Human 
Rights Code, RSO 1990.  
 
BD will work together with associates with disabilities to determine and implement appropriate 
accommodation plans, in a timely manner and in accordance with the AODA guidelines.   Final decisions 

rest with BD in relation to accommodation plans. 
 
Where necessary, temporary accommodation may be provided while long-term accommodation solutions 
are developed. 
An associate must be an active participant in his or her accommodation process, and has an ongoing 
duty to cooperate in the accommodation process.  

 
Whenever possible, an associate should make their accommodation request in writing, indicating the 
reason that accommodation is required and the associate’s specific disability-related needs. 
 
In creating an accommodation plan, an associate with a disability will be advised of the following:  
 

 how the associate can participate in the development of their individual accommodation plan 

 that the associate’s needs will be individually assessed  
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 that the associate can ask for a representative from the workplace to participate in the 
development of the accommodation plan 

 that Human Resources or the associate’s supervisor/manager may ask the associate for medical 

documentation supporting the associate’s accommodation request and needs, including a 
functional abilities assessment 

 that BD can request, in appropriate circumstances, assistance from an outside expert (at BD’s 
expense) to provide assistance in understanding and determining any accommodations required 

 that BD will take steps to protect the privacy of the associate’s personal information 
 that BD will only disclose personal information for the purposes of the associate’s accommodation 

request with the consent of the associate, or as otherwise required by law 

 how and when BD will provide the associate with their accommodation plan 
 the schedule for when and how the plan will be reviewed and updated 

 that BD will advise an associate if their individual accommodation request has not been accepted 
and the reason(s) why  

 that BD will provide the plan in an accessible format. 
 
6. Help accommodate associates at work with disabilities, and help associates with 

disabilities return to work 
 
If an associate has a disability and/or is absent from work due to a disability and requires disability-
related accommodations to return to work, BD will develop and implement an accommodation plan.   
 
BD will create such a plan by doing the following: 

 
 assessing individual needs 
 considering alternative work arrangements 
 respecting the associate’s right to privacy and confidentiality 

 maintaining appropriate communication 
 respecting the dignity of the associate while maximizing their contribution to BD 

 

Associates are expected to take responsibility for their own accommodation needs and to work with BD 
to explore possible solutions.   
 
BD may request assistance from an outside expert, including an independent medical examination, to 
assess accommodation requirements. The associate is expected to cooperate in this process. 
 
The aim of accommodation is to remove barriers and ensure equality for associates with disabilities.  

Appropriate accommodations may include the following, when necessary and approved: 
 

 work station modifications 
 technical aids 
 leaves of absence 
 changes to hours of work or scheduling 

 changes to policies or practices 
 
BD will select the accommodation method that is least disruptive to BD’s business and balances the needs 
of all associates. 
 
The details of the accommodation will be documented in a formal plan. The individual accommodation 
plan will be provided to the associate in a format that takes into account the associate’s accessibility 

needs. 
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Once an accommodation plan has been implemented, BD expects the associate to meet any agreed upon 

performance and job standards.   

 

The associate is also expected to work with BD on an ongoing basis to evaluate the accommodation plan 

and determine whether it is still required. The accommodation plan will be reviewed, if necessary, when 

the associate’s position, work location, or restrictions and disability-related needs change. 

Exception 
 
Some of the procedures pertaining to accommodation plans may not apply if the associate’s injury or 

illness is covered by the return to work provision(s) of any other BD program or other Ontario legislation 
(e.g. Short Term Disability, Long Term Disability, or The Workplace Safety and Insurance Act.) 
 

Updates to the Accessibility Policy 
 
BD will review and update this Accessibility Policy at least every five (5) years to reflect progress and will 
consult with customers, associates and other stakeholders in the development updating and 
implementation of the policy. 
 

Reporting Compliance 
 
BD will file accessibility reports with Ontario’s Ministry of Economic Development, Employment and 
Infrastructure as required under the AODA. 
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GLOSSARY: 

Term Definition 

Permanent Full-time Employment in an established job requiring 37.5/40 hours per 

week 

Permanent Part-time Employment in an established job requiring a minimum of 24 
hours of work per week 

Temporary/Limited Term 
Associate 

Employment in a job established for a specific period of time or for 
the duration of a specific project or group of assignments. 

 
 

REFERENCE POLICIES: 

Policy Title  Link/Location 

Short Term Disability HROne  

Code of Conduct  BD Maxwell – Ethics and Compliance  

 
ROLES AND RESPONSIBILITIES: 

 Responsibilities 

Policy Owner:   

BD - Canada 

Maintains current policy, administers updates 

Reviewer:   

Director, HR, Canada 

Reviews and approves exceptions 

 

REVISION LOG:  

Rev Description of Changes Changed By Approved By Date 

1.0     

 

 

 

 


