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Welcomel!

On behalf of Inclusion Winnipeg and Canadian Centre on Disability
Studies Inc. (CCDS) operating as Eviance, we would like to thank

you for taking the time to review this guide. We hope it provides you
with information on available tools in Winnipeg that can help people
communicate with First Responders during emergencies.

This guide provides you with general information
about communication challenges and offers

a few tips to various stakeholders who may be
involved in emergencies. Our hope is that, after
reviewing the information in this guide, you will
not only be more aware of the communication
tools available in Winnipeg, but that you will

also feel a bit more comfortable interacting

with others during emergencies. We feel that
increasing awareness and knowledge about
communication challenges will ultimately improve
interactions between people with commmunication
challenges and First Responders and therefore
make Winnipeg a safer, more welcoming, and
more inclusive place to live.

This guide was designed for:

People who have disabilities and/
or communication challenges

People who are part of a support network
supporting a person with communication
challenges. This may include Direct Support
Professionals or family members

First Responders who interact with
people with communication challenges
during emergencies.

We define “communication challenges” as any difficulties a person
may have in communicating with others. Such difficulties may be
in hearing or understanding what others are saying, orin making

oneself understood by others.
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This user-friendly guide is divided into
two sections. In Section 01 we provide
information about five communication
tools we reviewed which address many
communication-related needs and that
are available to people in Winnipeg.

For each tool, we provide information that a
tool user might want to know before deciding
which tool would best suit their needs. We
discuss some basic details about each tool,
like how to access them and how much they
cost. In addition, we have included a summary
chart which includes these five tools and a
longer list of tools that we also reviewed and
which are available in Winnipeg. Itis our hope
that this wider range of information will make
tool users more comfortable making a decision
about which tool would work best for them
and would be most in keeping with their own
safety, health and well-being.

Section 02 is divided into two separate
documents. In the first we offer tips for
communication tool users and their support

networks on how to use a communication tool.

We also include tips for how communication
tool users can practice communicating with
First Responders by acting out an
emergency situation.

e’

Janet Forbes, Executive Director
Inclusion Winnipeg

This second document is intended for

First Responders such as police officers,
Winnipeg Fire Paramedic Service personnel,
medical professionals, security guards,
cadets, or members of the Downtown Watch,
West End Watch or Bear Clan Patrol.

We hope that after reviewing this guide you will
know more about communication challenges
and will have found useful information about
resources that are available in Winnipeg. We
also hope you will have discovered some

new ideas for making interactions between
people with commmunication challenges and
First Responders go smoothly. By providing
you with a little bit of information on what
communication tools are available and
making some recommendations about how
to communicate more effectively, we hope
everyone will feel more supported, comfortable
and confident communicating in emergencies.

), ol e

Dr. Susan L. Hardie, Executive Director
Canadian Centre on Disability Studies
operating as Eviance
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Whatis it?

The Emergency Response Information Kit (E.R.I.K.)
is a paper-based, plastic-covered form made for
seniors, people with chronical ilinesses, people
who live alone, and those who have caregivers.

It can also be used by people who have speech
difficulties or communication barriers including
people who find it difficult

to explain their health conditions in English

or French.

What does it cost?

Some agencies do charge a nominal fee
for ER.LK. in order to cover their costs.

To avoid these nominal costs, contact the
City of Winnipeg Fire Paramedic Service
directly (Option 1).

How do l use it?

E.R.LK.is filled out by the user or with the help

of their support network when it is ordered by
them. Itis posted inside the users’home (on the
fridge, for example) so that First Responders can
look at a person’s health information during an
emergency. Users are urged to place a red sticker
on the outside of their home to indicate they
have E.R.LK. so First Responders know to look for
it.

Emergency Response
Information Kit

Positives

Created in Winnipeg and used widely
in Manitoba

Winnipeg Fire Paramedic Service personnel
provide and receive training about E.R.L.K.

Available in English and French

User can add a sticker to the tool to indicate if
they are Deaf or hard of hearing, if they speak
French, or if they are non-verbal

User can add or subtract anything they would
like from the tool

Made to help with the communication
of health information during emergency
situations

Things to consider

Only available in the large package

E.R.IK. is paper based only and not available
in digital form

Some users worry that the E.R.I.K. window
sticker indicates “someone vulnerable
lives here”

Focuses on medical needs and health
information only
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How do | access the tool?

- Option1 - Contact the City of Winnipeg Fire Paramedic Service in person at 185 King Street
on the 2nd floor.

+  Option 2 - Go to organizations that provide E.R.LK. such as Broadway Seniors Resource Council
at 319-691 Wolseley Avenue (phone: 204-772-3533) or Continuity Care Inc. at 2-120 Maryland Street
(phone: 204-779-1679). You can also access a list of phone numbers to call in Winnipeg here to check
where you can pick up an E.R.L.K. in your area.

-+ Option 3 - Download the PDF version on the Winnipeg Fire Paramedic Service website.

What does it look like?

BOEJ'OI:JT Emergency Response Information Kit — Health Information Form
ello Trousse d’information pour les si i d’urgence - F ire d’i ion sur la santé
- - if
EMERGENCY RESPONSE (Please Erint and keeE information nEdated /S.V.P. imgrimer et mettre a !'our re’guliérement)
Personal Information Renseignements personnels
INFORMATION KIT i3 P
First Name / Prénom Middle Name / Autres noms | Last Name / Nom de famille
This kit belongs to: Here are a few tips to help you when calling Address (Street, Apt. #, Box #, Civic # / Adresse (rue, app, C.P., n° mun) | O Male / Homme
emergency services: O Female / Femme
o Identify yourself clearly; City or Town / Ville ou Village | Province / Province Postal Code / Code postal
Know your emergency phone numbers. Keep them in a
visible location or record them here: o Clearly identify your place of residence — " . —
e Tocatl (pho,\yc'm,m:my,‘ykmf or Street (,', |ch1 address): Phone # / N° de téléphone Birth Date (dd/mm/yyyy) / Date de naissance (jj/mm/aaaa)
Police:
bulance: Manitoba Health Registration # / N° Personal Health ID # /
« Ensure your address is clearly visible. If it is dark, d’immatriculation Santé Manitoba (6#) N’ d’identification personnelle (9%)
Fire: leave exterior lights on to assist emergency personnel.
Other Medical Plan & NoJ/Autre nom et n° d’assurance santé (eg. Blue Cross/Croix bleue)
WHAT IS ERIK.®?
ERIK.® is an Emergency Response Information Kit developed by the Boni-Vital Council for Seniors, Winnipeg, Manitoba in Contacts Contacts
response to community concerns regarding the availability of adequate i in emergency situations. All area emergency Family Doctor(s) / Médecin(s) de famille Phone #/ N'de téléphone

groups have endorsed this program. Once completed, the kit provides the necessary information for emergency personnel to
respond quickly to your situation.

. . . . First Emergency Contact Person / Premiére personne contact en cas d’urgence
‘The kit is ideal for seniors, chronically ill persons, those who live alone or who have caregivers, and others who have speech

difficulties or communication barriers. You may also want to take a copy of ER.LK.® with you when you travel, or go to the
hospital in a non-emergency situation. Address / Adresse

Phone (home & work) / N° de tél. (maison et travail)
Above: The ER.LK. stays onyour fridge so it is Second Emergency Contact Persons | Deuxiéme personne contact en cas d'argence
recognizable to First Responders. Stickers that ddres Adreres

are placed on the outside tell First Responders
if the person speaks French or is Deaf or hard

Relationship / Lien de parenté

Phone (home & work) / N° de tél. (maison et travail) ‘ Relationship / Lien de parenté

. Medical History Antécédents médicaux
Of heG r ng Do you have / Souffrez-vous
[ heart disease / d’une maladie de coeur [ diabetes / de diabéte
. . [ high blood pressure / d’hypertension artérielle [ breathing problems / d’une
nght: Copy of the ERIK Hea Ith |nf0rm0tl0n [ other medical concerns (provide detail below) / maladie pulmonaire
. . autres problé édicaux (précisez ci-bas)
Form. Users are required to fill out the form Past Medical History (linesses, surgerics) / Antécédents médicais (maladios, hirargi
and keep it updated.
Allergies / Allergies

(over / verso)
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https://www.wrha.mb.ca/community/seniors/files/55PlusContacts.pdf
https://winnipeg.ca/fps/Public_Education/EMS_Presentations/E.R.I.K.stm

MedicAlert

@ FOUNDATION CANADA

Whatis it?

MedicAlert has a variety of identification
devices that users wear (mainly jewelry such

as bracelets, necklaces, watches, activity
tracker bands, shoe tags, dog tags, etc.). Users
wear MedicAlert products to communicate
their medical conditions and/or diagnosis

of disability to First Responders during
emergencies. When First Responders see the
MedicAlert device they can call the MedicAlert
247 Emergency Hotline to access personal
information about the person. To go along with
the physical tools, there is also a “My MedicAlert”
mobile app, which can be downloaded and
used to update and access your profile,

track symptoms, set medication reminders,
track weight, etc. MedicAlert operates many
programs including for children with mental
health issues, people with dementia, indigenous
peoples, and people labeled as being on the
autism spectrum.

What does it cost?

$60.00 for new subscribers (includes one year
of MedicAlert protection, an ID and shoe tag,
plus shipping and registration). Partial or full
financial discounts for MedicAlert IDs and
service plans are available for those who

are eligible.

How doluseit?

People who use MedicAlert are encouraged

to wear their MedicAlert ID at all times. They
must also provide MedicAlert with their contact
information and personal and medical profiles.
This information is stored by MedicAlert and
provided to First Responders when they call

the Emergency Hotline.

Positives

Supported and used by Winnipeg Police
who also receive training about MedicAlert

Widely known to both First Responders
and the general public

24/7 Emergency Hotline means help
can be sought at any time

Family notification service tells caregivers
and family members about the emergency
situation and the whereabouts of the
person wearing the device

Communication Tools: A Guide



Things to consider

+ Some people may be worried that
MedicAlert requires subscribers to share
personal information that is stored on
an external database

+ An application process with MedicAlert
is required for a discounted subscription,
which might be a barrier for some

+ Requires identification of medical condition
and/or diagnosis of disability

- Cost may be a barrierto some users

How do | access the tool?

+ Option1 - Follow the three-step process
by phone at 1-800-668-1507.

- Option 2 - Fill out the form online
at medicalert.ca 2.

What does it look like?

Phone # to the MedicAlert®
24-hour Emergency Hotline

ANAPHYLACTIC RISK
ALLERGY TO NUTS
NEEDS EPIPEN

Medical Condition

12630753

Member ID Number

Fashionable

Fitness

Pictured: The various components of the MedicAlert program
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. MagnusCards

Whatis it?

MagnusMode is a mobile application designed
for people labelled with cognitive disabilities
and/or on the autism spectrum to learn to do
things like personal care, banking, travel and
other community activities. MagnusMode is a
preventative tool, meant for users to become
more comfortable completing daily activities.
Itis also meant to make the person with a
communication challenge feel more confident
living in their community.

What does it cost?

There is no cost for MagnusMode.

How do l use it?

People who use MagnusMode need to have

a smartphone or tablet to download and use
the application. There are some “card decks”
already saved in the app itself, such as “Visiting
the Emergency Department”. MagnusMode users
can also create their own “card decks”.

A MagnusMode user could, for example, make
a “card deck” about how to communicate with
First Responders in an emergency and then let
MagnusMode know that the deck can be made
public so others have access to it, too.

Positives
User-friendly graphics and audio
make app easy to use
Builds skills and confidence

Supported by the Winnipeg International
Airport and other organizations such as CIBC,
Westlet, Tim Hortons, and A& W

Available in English, French, and Spanish

MagnusMode does not collect much
personal information

Promotes safety and preventing
emergency situations

Helps users avoid miscommunication
during emergencies

User may personalize it according
to their interests and support needs

Promotes social and community inclusion

Things to consider
Not well-known by First Responders
in Winnipeg

Little involvement of individuals labelled
with cognitive disabilities and autism in
developing the tool

Cartoon image of MagnusMode may
be seen as childish to some users

Afee is charged for customizability
of the tool, but this is negotiable

Requires smartphone to use

10
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How do |l access the tool?

Option1
Step 1: Search for MagnusMode in your smartphone’s App Store or Google Play.
Step 2: Download the free MagnusCards app.

Step 3: Create an account with a username and password.

Option 2

Step 1: If you want help to create your own “card decks”, go to magnusmode.com CZ)?
and click the button for “Book a Demo or a Call”.

Step 2: If you do this, Magnusmode will make and send you your own personalized app
or “card decks”. Cost will vary depending on how much work you would like MagnusMode
to do foryou.

Step 3: People who have personal "card decks" made can speak with MagnusMode and
ask them to make their deck public so others can benefit.

What does it look like?

= [ﬁ = = Toronto Pearson - Geting il o Left: The 12 categories of
= oronto Pearson sking Questions .
_ MagnusMode (from left to right,

top to bottom: Arts, Cleaning,
Entertainment, Food, Fun,
Health, Money, Care, Safety,
Shopping, Social, and Travel). In
this "card deck’, users learn how

to use Information booths in the
There are also Information Phones

(marked with an“T’) throughout the Toronto Pearson airport.
terminal that will connect you to a

L] ’_@ s % Passenger Service Representative.
:J: —
Masnery Care Salaty
Sl £ kel L)

7y

Arts Cleaning Enferiainmeant

o
2

N =] E—
€| |e||& 3 Ways to Use MagnusCards
< PREVIOUS CARD MEXT CARD
|| _Shopping Social Travel
1. l._.!st_a one of 350 2. Create your own 3. Use our Branded
Right: The three wWays to use existing Card Decks Card Decks . Card Decks
MagnusCards: use existing P-
cards, make your own, or ii3 d
use branded cards for help e | o
accessing popular places L« J
such as Tim Hortons or CIBC =
bank centres. “ﬁ "
- 1 . J
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https://www.magnusmode.com/

Whatis it?

Vital ID wearable identification devices include
bracelets and tags that can be fitted to hard
hats, shoes, belts, harnesses, back packs, etc.
Vital ID also offers wallet cards and a stand-
alone mobile app for personal use. Vital ID
products are generally sold to construction
workers, children, people who play sports,

and people who have medical conditions.

What does it cost?

Prices vary: wallet cards are $2.95; motorcycle/
cycle “Rider ID” is $12.95; Vital ID bracelet is $22.95.
Tags for hard hats, shoes, belts, harnesses, back
packs, etc. range from $67.50

to $105.00 for a package of 10 or 25 tags. You can
apply to be part of a wholesale program

to buy products in bulk at discounted prices.

How do l use it?

Users are required to fill out the information cards
that come with the physical devices themselves
or with help. The cards are intended to include
basic information such as your name, medical
information, and contact information. Access to
a smartphone or tablet is required

to download and use the app.

Positives

Physical tools (e.g., bracelets) are
marketed as stylish, durable, adjustable,
and lightweight

Personal information is very customizable
Mobile app is user-friendly

Wide range of products apply
to diverse population

Information is not stored on database
and is only for personal use

Things to consider

Uptake in Winnipeg not known

Not specifically designed for people

with disabilities

Not widely recognized by First Responders
in Winnipeg

Commercially and bulk order focused
Cost may be a concern for some people

Some people may find Velcro bracelets
itchy and uncomfortable

12
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How do | access the tool?

Option1 - Phone 1-250-586-7060 for more information or for help with ordering.
Option 2 - Order directly from website at vitalid.com @7
Option 3 - Download the app from the App Store or Google Play.

What does it look like?

Name _JOHN STENSON ==
Emerg. Tel #1 555-122-456% (WIFE)
Emerg.Tel #2 555-221-7654 (SON)
Allergies / Meds. ASTHMA (SALBUTAMOL)
ALLERGY TOPENICILIN

HGgH BLOOD PRESSURE (WARFAVLIN)
Contd. Over »

Above: Vital ID Emergency ID wallet card (front and back). There is plenty of space
on the back for customized personal information.

Above: Vital ID medical bracelets come in various sizes and colours.
Athree-fold design is available where more information can be recorded.

Section 01: Emergency Communication Tools 13
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W CRSE OF
ERERGENLY

LLE

Whatis it?

In Case of Emergency (ICE) is a mobile
application that is used to store users’
information and communicate it to First
Responders in an emergency situation.As a
unique feature, ICE also displays emergency
contact information on users’’Lock Screen’

so First Responders have quick access to
information. ICE4Autism is a related program
that focuses on meeting the needs of people
labeled as being on the autism spectrum.

In both the traditional ICE and ICE4Autism
apps, stored information includes details
such as the user's emergency and healthcare
professional contacts, a photo, name, date of
birth, blood type, allergies, medications, and
health conditions. Messages can also be pre-

recorded so First Responders can receive specific

information.

What does it cost?

$3.00 to download the app.

How do l use it?

All that is required is access to a smartphone
or tablet so the user can download and use
the app.

Positives

The app is user-friendly, straightforward
and simple

Itis easy to find important information
quickly in the app

Rated positively (4.6 out of 5) by users
onthe App Store

Very customizable as users can store
information they choose

Designed by a former paramedic
in the United Kingdom

Recognized by some First Responders
in Winnipeg

ICE4Autism claims to include perspectives
of people labelled with autism in design

ICE4Autism has unique features such as the
ability to pre-record messages and an area
where users can record special instructions
for First Responders. ICE4Autism also
includes categories “How you communicate”,
“Your unique behaviors and triggers”, and
“Important treatment information”

Has the unique option of creating a

“Lock Screen” where important information
maly be viewed by First Responders without
unlocking phone

As there are no further user charges
beyond the modest download fee for
the app, ICE is affordable for most users

14

Communication Tools: A Guide



Things to consider

Unknown uptake in Winnipeg

May be confused with other tools and
programs called “In Case of Emergency”

First Responders may need to be prompted
to look for message on phone

Lack of clarity about if and how ICE will use
the personal information it collects

How do | access the tool?

Option 1 — Download the ICE and/or
ICE4Autism app on the App Store
or Google Play.

Option 2 — Find out more information
at incaseofemergency.org .

What does it look like?

The ICE4Autism app hame serves ds d
decisive indicator for First Responders

Basic information including
a current photo, name, blood
type, and date of birth

Displays the person’s
unique special instructions

My Autism informs First
Responders how the person
communicates and wants to
be communicated with; if the
person displays any unique
behaviours and their triggers:
and details regarding sensory
or other challenges

Mediciation information
including type, dosage,
and frequency

Name and contact

11:08 PM

ICE4Rutism

Locking mechanism ensures
that information can be
viewed but cannot be altered
without the password

Sends a text message
including the person’s
location alerting emergency
contacts that the person may
be in distress

Plays a recorded message
with the most vital
information

Allergies and reaction details

Other health conditions

Insurance information

information for doctors ) Emerggncy contact
and other providers information including
relationship

Section 01: Emergency Communication Tools i5
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Quick Look Summary Chart

When deciding which tools to include in the Communication Tool Guide, we came up with a list of
guidelines to help with our decisions. We wanted to put together a list of the tools that we felt were of
good quality and would meet the needs of many people in Winnipeg. Here are a few things that we took
into consideration.

We thought a tool would be useful if it:

Has low financial costs

Is used by people in Winnipeg and is recognized by First Responders

Can be used by many people in many different situations

Allows users of the tool to “make it their own” and make choices about the design and content

Is available in different formats so tool can be accessed with or without a smartphone

Type of Tool

Name . Approx. Target Uptakein
(physical/ PP 9 g
of Tool app) Cost Audience Winnipeg
ooty e Tiioes
E.R.LK. Physical Free medical =d oy Peg
w .. Fire Paramedic
conditions .
Service personnel
. People
MedicAlert (é) GP:gs;col $6C;Gprer with medical Wian]Jiseed kl)D\c/DIice
PP Y conditions Peg
Supported
MagnusMode People labeled by Winnipeg
@ App Free with autism Richardson
International Airport
$3.00 per People with medical
. - Physical wallet card conditions/children/
M@? and app $23.00 per construction Unknown
bracelet workers
- $3.00 per People labeled
ICE Q App download with autism Unknown

16
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Other Tools to Consider

If you are still unsure about what emergency communication tool you would like to use, we have listed
more options below. We also urge you to keep in mind that new tools are frequently coming out and
being made available. Even a quick internet search for communication tools will bring up many tools.
You can sign up for these online, print and fill them out, or download their apps to your phone. If you
have not found a tool that suits you, we encourage you to work with someone in your support network to
figure out what your communication needs and preferences are so you can narrow down your choices.

1. Free emergency cards (can be printed from website)

- Free Emergency Card
- FACFirstAid

2. Free smartphone apps
- Emergency Chat @
- IfThisThenThat &

3. Subscription-based tools for fall prevention and other medical emergencies
- Victoria Lifeline £

+ CareTrak — Mobile Personal Emergency Response CZ))

4. Otherresources

- Communication Disabilities Access Canada

« Canadian Hard of Hearing Manitoba — Hard of Hearing Hospital Kits Cé)

- Language Access Centre — Winnipeg Regional Health Authority @)

Communication Tools: A Guide 17


https://freeemergencycontactcard.com/canada-form/
http://firstaidco.ca/www.firstaidco.ca/medcard.html
https://play.google.com/store/apps/details?id=com.jeroendebusser.aspiemeltdown&hl=en_CA
https://play.google.com/store/apps/details?id=com.ifttt.ifttt&hl=en
https://www.lifeline.ca/partners/victoria-lifeline/?gclid=Cj0KCQjw3JXtBRC8ARIsAEBHg4mCkwh_Zgc8lRcpT33HAk0hiaGAPe3rN1HqqxhPTy97MBCq4e9SNVQaAi_yEALw_wcB
https://www.caretrak.ca/
https://www.cdacanada.com/
https://chha-mb.ca/?page_id=1395
http://www.wrha.mb.ca/professionals/language/index.php
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Tips for Communication Tool Users

and their Support Networks

The tips on this page are designed to help you make an informed decision about choosing and using
a communication tool. They are also meant to help you make sure the communication tool you
choose best suits your needs and preferences. Please keep in mind that whether you are choosing a
communication tool yourself or choosing one with the help of someone from your support network,
the goal is to make you feel safer and more included in your community. There is no “right way” to
communicate during an emergency. The important thing to remember is to choose a communication
tool that is the right fit for you, even if it may not be the right fit for someone else.

When choosing the
communication tool
you want to use, consider:

Do you want a physical tool such as a wallet-
card, bracelet, or piece of jewelry or would you
rather have a tool that can be used on your
smartphone or tablet?

Physical tools take wear and tear over time,
while apps most often require that you are
connected to the internet. You may also
forget to put on a physical tool such as a
bracelet. It is important to choose a tool that
works best for you and your lifestyle so that
you can take the tool with you and use it
when you are out in the community.

Do you want a tool that you can “make your
own” by choosing what information is included
or would you rather have atool that is “ready-to-
use” when you get it?

The more you use the communication tool
the more comfortable you and your support
network will be with knowing how to use the
tool quickly and effectively. Some tools are
ready to use quickly (Vital ID), while others
require you to putin more time before itis
ready to use (MagnusMode).

Is the cost of a tool an issue for you?

Consider the cost of the communication tool
you are interested in because tools range in
price. Some are free while others are quite
expensive. Some have monthly costs and
other fees, too. You will have to decide if the
tool you are interested in fits your budget.

If you are interested in an app, consider
whether you have enough mobile data or if
you need to add more to your phone plan.
If cost is a concern for you, there are tools
that you can either download or print that
are free and have no on-going costs.

What kind of information are you comfortable
sharing?

Some tools require you to provide the
organization with personal medical and
contact information so First Responders can
act quickly to help you. If you are comfortable
sharing this information, great, but if not,
there are many tools that only ask you to
share the information you choose.
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Do you have allergies or are taking medication that First Responders should know about?

One of the most common reasons people
use communication tools is that they have
medical conditions and communicating
these details to First Respondersina
timely manner is important. If this is true
foryou, there are certain tools such as
E.R.IL.K or MedicAlert that do a good job

of highlighting your medical needs such

as whether you have allergies, are taking
medication, or have a medical condition that
First Responders need to know about right
away. If communicating medical needs is
not a concern, there are tools available that
focus more on building independence and
confidence, such as MagnusMode.

| found a communication tool
that me and my support network
are comfortable working with.
What now?

Always keep itonyou

We recommend having the tool ready-to-
go in your wallet, backpack, or purse justin
case you need it. If your tool is an app, keep
your phone or tablet charged and turn your
mobile data on so you always have access
to the app.

Keep your information up to date

If the contact numbers recorded in your
communication tool are out of service or the
medications you have listed are from an old
prescription, the information is not useful to
First Responders. We recommend keeping
your records up-to-date and revisiting the
content every couple of months. It might be
a good idea to ask someone to remind you to
do this every couple of months or schedule a
regular time to do this with them.

Try out different tools

Itis important to remember that, just as there
is no “perfect” tool, you can also use different
tools at different times depending on your
communication needs. We recommend
using and practicing a few different tools
with your support network in order to see
what feels right or what isn't working. You can
use this guide for a reference and turn to it
when you need to.

Always have a plan

A communication tool can be one resource
to help you in an emergency, but it is
important to have a bigger plan, too. Work
with your support network to make sure you
are prepared for an emergency (i.e. having
a place to go and evacuation plan if there
should be a natural disaster or fire).

Section 02: Communication Tips
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Practice

Ask someone from your support network to act out an emergency situation with you where you need
to communicate with a First Responder. Have the person from your support network note what works
well and what may need some further practicing. Here are a few things to remember which are also

important to remember during a real-life scenario:

When interacting with a First
Responder, try to stay as calm as
possible. Let the First Responder
know you are listening to them by
nodding when you understand or
shaking your head when you don't.
Take deep breaths when you can
and try to make eye contact.

5

(] .
N Remember, First Responders are

there to help you. Be honest with
them, listen to their words carefully,
and try to work through the problem
with them. If you are confused or
worried about what they are doing,
ask them to explain why they are
doing something and how it will
help you.

Calmly tell the First Responder that
you use d communication tool, or if
you are unable to speak, point to the
tool. If you can, tell them what it is

(if it is a phone app or physical tool),
what it is used for and explain why
you are showing it to them.

Practice reciting a short sentence to help
you get your message across. If you are
unable to speak, either write down or ask
someone to record a message for you
explaining your communication needs.
Here are some examples:

@p “Hello, my name is Adam and | have

autism. | use an app on my phone
to help me in emergencies.”

@w “Hi, my name is Trish and | have

a physical disability. 'm going
to open my wallet to get out my
contact information.”

“Hi, my name is Drew and | am
diabetic. | have a bracelet that
says all the medications | take.”

@ﬂ
@F

“Hi, 'm Amanda and I'm allergic
to lots of things. | have them all
written down on my fridge.”
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Tips for First Responders

We hope that this guide is a helpful resource to you as a First Responder whether you are a police officer,
Winnipeg Fire Paramedic Service personnel, medical professional, security guard, cadet,
or part of the Downtown Watch, West End Watch or Bear Clan Patrol.

After reviewing the tools in this guide, we hope you will have a good understanding of the available
tools in Winnipeg and feel a little bit more comfortable assisting people during emergencies who have
communication challenges. Please keep in mind that these tips are general and are in no way meant
to be comprehensive. Each situation will be different depending on the needs of the person you are
interacting with.

Also keep in mind that, according to the United Nations Convention on Persons with Disabilities and
the Canadian Charter of Rights and Freedoms, people with disabilities have the right to privacy of their
personal and health information, the freedom to express their message to others in the method that
they choose, and the right to have equal access to public services and communication intervention
technologies. As a First Responder and a helping professional during emergences, you can be an
advocate for people with disabilities and set a positive example for others.

When approaching someone When interacting someone with
with a communication challenge a communication challenge
during an emergency, you may during an emergency, the
notice that they are: following tips may help:

Not responding to directions 1. Use acalm and steady approach

Are hesitant or slow to answer your questions Research has shown that when First

Trying to communicate with you but seem Responders use a calm and measured

to be having trouble approach when interacting with people

who have communication challenges, it
increases the chances of a positive outcome.
Approaching people with communication
challenges in a calm manner and
maintaining their personal space, making
eye contact, and using body language to
make the person feel safe suggests that you
can be trusted and are there to help.

Demonstrating signs of being confused,
overwhelmed, frustrated, panicked, or restless

Pointing to a communication tool such as a
wallet card, smartphone, or piece of paper
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2. Use straightforward and clear communication

Communicating clearly, speaking slowly, using
short sentences, and explaining your actions
before you complete them are a few ways
that will greatly improve an interaction with
someone with communication challenges. If
people with commmunication challenges

are asked too many questions, they may also
feel a little like they are being interrogated

or spoken down to. Speaking too rapidly or
using large words may also cause confusion
and frustration. Re-phrasing a question in
simpler, straightforward language will make
the person with a communication challenge
more comfortable and allow them time to
reply. Using a visual cue to get your message
across (such as taking out something from
your pocket) can also be helpful.

Conversely, if you are interacting with someone
who has been labeled as having an intellectual
disability, do not assume that they cannot
understand you or cannot communicate with
you. Each situation will be different, so taking
the time to understand how the person you are
interacting with communicates is important.
There are many ways of communicating

and many communication tools that people
use depending on the situation. With ever-
changing technology, it is not possible to

learn about them all. Itis important, rather,

to be open to learning about different
communication styles and to the possibility
that someone may be using a tool that you are
not familiar with.

. Different situations call

for different approaches

3. Take the time to learn about the individual’s Just as there is no “one communication tool”
communication style and tool or style of communication that will broadly
Emergencies can be stressful, especially when appeal to every person with a communication
it is difficult to understand the needs of the challenge, every situation you have with
person you are interacting with. It is important a person with communication challenges
to remember, however, that different people will vary and can have an‘fer.er.\t outcomes.
use different forms of communication and Even people with a similar difficulty in
you will only know how to communicate with communicating can use different tools and
them once you are face-to-face with them. strategies to deal with those challenges. Each
During these times, it is important not to situotiQn wil be new. So, it .is important totry
make assumptions about the people you to avoid making assumptions and for First
are interacting with. Responders to work with people who may be

having difficulty communicating, aiming to
For example, just because you recognize solve problems together and learn from one
someone is Deaf does not automatically another in the process.
mean they use ASL or other sign languages
to communicate. If someone requests ASL-
English interpreters, First Responders should
have ECCOE’s emergency contact readily
available to be in touch with an interpreter.
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Emergency Numbers in Winnipeg

Police (non-emergency) 204-986-6222

Ambulance stable patient transfer line (non-emergency, 24 hours/day) 204-986-6336
Fire (non-emergency, Monday to Friday 8:30-4:30) 204-986-6380

Suicide Prevention and Support (24 hours/day) 1-877-435-7170

Klinic Crisis Line (24 hours/day) 204-786-8686 or 1-888-322-3019

Sexual Assault Crisis Line (24 hours/day) 204-786-8631 or 1-888-292-7565

Seniors Abuse Support (9:00-5:00) 1-888-896-7183

Youth and Families Crisis Line (24 hours/day) 204-949-4777 or 1-888-383-2776

Mobile Crisis Service (24 hours/day) 204-786-1781

Addictions Helpline 1-855-662-6605

If you or someone you know is in an emergency,
phone 911 immediately.
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