UNDERSTAND THEIR POINT OF VIEW

Be curious and allow the patient to explain the situation from their
point of view. Understanding the underlying issue will allow you to
come up with a reasonable accommodation.

ASK HOW YOU CAN HELP THEM

Asking the individual how you may assist them in getting the care they
need will involve them in their own process and lead to the co-creation
of a solution.

OFFER TO PROVIDE OPTIONS

Ask the individual if they would like to know what options are available
to them. Note that we are first asking if they would like the hear the
choices, not telling them what the choices are.

GIVE THEM A CHOICE
Once they have requested options, provide them with a choice of
viable options based on your understanding of what the issue may be.

REDIRECT

If they turn down all choices, you have a reasonable right to claim that
the situation impacts upon the running of your business and it is best
that they find someone who can accommodate them.

HOW DO YOU MANAGE
REFUSAL TO WEAR A MASK?

DR. CLIVE FRIEDMAN
Pediatric Dentist, London ON

“It’s about involving the individual in their
own process. Getting them to tell us
what’s going to work for them and if it’s
within our ability to meet it.”
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