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OVERVIEW 

Accessibility for Ontarians with Disabilities Act: 
Accessibility Standards for Customer Service 

In 2005, Ontario passed into law the Accessibility for 
Ontarians with Disabilities Act (AODA). Under the 
AODA, businesses and organizations that provide 
goods and services, including Ontario’s 24 Colleges of 
Applied Arts and Technology, will have to meet 
accessibility standards with the goal of making Ontario 
fully accessible by 2025. 

Why It’s Important 

We all benefit when everyone has access to places, 
people, and experiences. Ontario benefits daily from the 
many contributions made by people with disabilities. 
Greater accessibility will also help prepare Ontario for 
the future. As our population ages, the number of 
people with disabilities will increase. 

If we make our colleges more accessible to people with 
disabilities, we commit to making Ontario a place where 
everyone has the opportunity to succeed. As college 
employees you have an important role to play in helping 
people with disabilities gain greater access to our 
colleges. 

 

 

  



 

 

PURPOSE OF THE ACT 

Accessibility Standards 

The purpose of the Act is to develop, implement, and 
enforce accessibility standards in key areas of daily 
living to address barriers for people with disabilities. 

The standards are developed by committees that 
include people with disabilities, the provincial 
government, and representatives of various industries 
and sectors. People have an opportunity to review and 
comment on the standard before they are completed. 
The standards may be adopted as regulations under 
the Act. 

The first standard developed under the act is the 
Accessibility Standards for Customer Service. Other 
standards are expected to cover: 

• Transportation. 
• Information and Communications. 
• Employment. 
• The Built Environment – interior / exterior 

of buildings. 

 

This e-learning module addresses the Accessibility Standards for Customer Service, Ontario 
Regulation 429/07. In this module it will be referred to as the 'Customer Service Standard' or 
'the Standard'. 

  



 

 

REQUIREMENTS OF THE STANDARD 

Accessibility Standards for Customer Service 

The Customer Service Standard outlines what businesses and other organizations in Ontario 
must do to make the provision of their goods and services more accessible to people with 
disabilities. 

Requirements of the Customer Service Standard 

• Policies, Practices, and Procedures: Create policies, practices and procedures on 
providing goods or services to people with disabilities. 
 

• Independence, Dignity, Integration and Equality: Ensure policies, practices and 
procedures are consistent with the key principles of independence, dignity, integration 
and equality of opportunity. 
 

• Personal Assistive Devices: Set a policy on allowing people with disabilities to use 
assistive devices to access goods and services. 
 

• Communicate: Be prepared to communicate with a person with a disability in a manner 
that takes into account his or her disability. 
 

• Service Animals: Allow people with disabilities to bring their service animals onto the 
public parts of the premises except where excluded by law. 
 

• Support Persons: Let people with disabilities be accompanied by their support persons 
while accessing goods or services. 
 

• Training: Train staff, volunteers, and contractors on serving people with disabilities. 
Include in the training those involved in developing customer service policies, practices, 
and procedures. 
 

• Admission Fees: Inform people in advance if any admission will be charged for a 
support person. 
 

• Notice of Service Disruption: Inform people when facilities or services regularly used 
by people with disabilities are temporarily unavailable. 
 

• Feedback: Establish a process to receive and to respond to feedback on services to 
people with disabilities. Inform people about the feedback process. 
 

• Documentation: Write and make public information on policies, practices, and 
procedures related to all the service standards. Make the information available in 
formats that take into account the needs of people with disabilities. 

Detailed descriptions of the Accessibility Standards for Customer Service are located at the end 
of the training in the Resources Section.   



 

 

WHO MUST COMPLY 

The Customer Service Standard applies to all organizations both public and private that provide goods 
or services either directly to the public or to other organizations in Ontario (known as third parties). 

Some of the organizations the standard applies to 
include: 

• Ministries of Government of Ontario. 
• Stores and Restaurants. 
• Hospitals. 
• Schools, Universities, Colleges. 
• Charities and Non-Profit Organizations. 
• Professional Practices. 
• Theatres and Stadiums. 

 

Public sector organizations, including colleges, must comply with the standard starting January 1, 
2010, and file accessibility reports starting in 2010. 

POLICIES, PRACTICES AND PROCEDURES 

The Customer Service Standard requires that polices, practices and procedures are set up to ensure 
services are accessible to people with disabilities. In developing policies, practices, and procedures, 
the Standard requires that organizations use reasonable efforts to ensure that they are consistent with 
the key principles of: 

• Dignity: People with disabilities deserve to be 
treated as customers and clients who are valued 
and deserving of full and equal service. 

• Independence: People with disabilities have the 
freedom to make their own choices and to do 
things in their own way. 

• Integration: People with disabilities deserve to 
fully benefit from the same services, in the same 
place, and in the same or similar way as other 
people. 

• Equality of opportunity: People with 
disabilities ought to have the same opportunities 
to benefit from the way you provide goods or 
services to others. 

 

  



 

 

TRAINING REQUIREMENTS 

This training is a legal requirement of the Customer Service 
Standard and must be completed by January 1, 2010. The 
Standard requires training to be provided on serving people 
with disabilities as well other topics outlined in the standard. 

Here is a complete list of the training topics: 

• Purposes of the Act. 
• Requirements of the Customer Service Standard. 
• Serving customers with disabilities. 
• Service animals. 
• Support persons. 
• Assistive devices. 
• If there are difficulties accessing your services 

The training requirement applies to front-line staff serving 
people with disabilities and to staff involved in developing 
related customer service policies, practices, and 
procedures. 

The training must be delivered as soon as it is reasonable 
after starting a job or new duties. If changes occur to 
policies, practices, and procedures on serving people with 
disabilities, updated training must be offered to staff. 

 

 

  



 

 

SERVING PEOPLE WITH DISABILITIES 

Serving People with Disabilities: Recognize and Respond 

This screen provides information on a range of disabilities and specific tips on how to serve 
people with those disabilities. 

Type of Disability: 
Deaf/Hard of Hearing 

Recognize: 
• People with hearing loss may be deaf, oral deaf, deafened, or 

hard of hearing. 
• People with hearing loss may use devices including hearing 

aids, special telephones, sign language interpreters, amplifiers, 
or a pen and paper. 

Respond 
• Attract the person’s attention before speaking by a gentle 

touch on the shoulder or a wave of your hand. 
• When speaking to deaf or hard of hearing persons, make sure 

they can clearly see your face. 
• Never shout to try to make yourself understood. 
• If the person uses a hearing aid, try to reduce background 

noise or move to a quieter area. 

Type of Disability: 
Deafblind 

Recognize 
• A person who is deafblind cannot see or hear to some degree. 
• A person may not be completely deaf and blind. Individuals 

who are deafblind may have some residual vision and/or 
hearing. 

Respond: 
• Speak directly to the person. 
• A person who is deafblind will explain to you how to talk with 

them. 
• People who are deafblind may have an intervenor, a 

professional who helps with communicating. Identify yourself to 
the intervenor when you approach. 

 
 

Type of Disability: 
Intellectual/Developmental 

Recognize: 
• Developmental or intellectual disabilities, ranging from mild to 

profound, can limit a person’s ability to learn, communicate, 
perform everyday activities, and live independently. 

• It may be difficult to recognize someone who has this disability 
unless you are told. Remember, not all disabilities are visible. 

Respond: 
• Use plain language and make sure the person understands 

what you’ve said. You can be direct and ask: “Do you 
understand this?” 

• Provide one piece of information at a time. Break down the 
information into simpler concepts but avoid exaggerated 
speech or gestures. 
 



 

 

Type of Disability: 
Learning 

Recognize: 
• A variety of disabilities that affect how a person processes 

information. 
• The person may have difficulty reading material or processing 

information. 
Respond: 

• Take your time – people with learning disabilities may require 
more time to understand and respond. 

• Provide information in a way that best suits the person. Even 
using a pen and paper may help them review and absorb the 
information. Explain the information clearly and be prepared to 
repeat it. 

Type of Disability: 
Mental Health 

Recognize: 
• Includes several disabilities ranging widely in severity, 

including; anxiety, depression, schizophrenia, and bipolar 
disorder. 

• Non-visible disabilities can be difficulty understand. 
Respond: 

• Reassure the person and listen carefully. Focus on meeting 
the person’s needs. Remember, not all disabilities are visible. 

• Reassure the client that you are there to assist them. 

Type of Disability: 
Physical/Mobility 

Recognize: 
• A wide range of disabilities that restrict body movement to 

varying degrees. 
• Physical disabilities may require people to use wheelchairs, 

walkers, canes, or other assistive devices. 
Respond: 

• Remove items that are in the way. Respect the person’s 
personal space. Don’t lean over them or on an assistive 
device. 

• When speaking to a person in a wheelchair for more than a 
minute, sit crouch down to their eye level. 

• Never move devices such as canes or walkers, out of the 
person’s reach. 

• If you are assisting a person in a wheelchair, make sure they 
are ready to be moved and describe what you are going to do 
before moving them 

Type of Disability: 
Speech/Language 

Recognize: 
• Difficulty in communicating verbally such as difficulty finding 

words or stuttering. 
• A person with severe speech or language disability may use a 

communication board or other device. 
Respond: 

• Be patient. Give the person the time they need to get their 
point across. If possible, ask questions that can be answered 
with a “yes” or “no". 

• Don’t interrupt or finish the person’s sentences. Give them time 
to express themselves. 



 

 

Type of Disability: 
Vision Loss 

Recognize: 
• Don’t assume people with this disability are blind. Most people 

with this disability have some vision. They may have trouble 
reading signs, locating landmarks, or seeing hazards. 

• Some customers need a guide dog or white cane. Others need 
to use a magnifier to view written materials. 

Respond: 
• Identify yourself to the person and speak directly to them.  
• Make written materials available in large print. 
• Guide them to a chair or a comfortable location. Don't walk 

away without saying good-bye. 
• Offer your elbow to guide the person. Wait for permission 

before starting to move. If they accept, walk slowly. 
• Identify landmarks or other details to help orient your 

customer. 

Type of Disability: 
Other 

Recognize: 
• Other disabilities, which may be temporary or chronic, visible 

or non-visible, include fibromyalgia, chronic fatigue syndrome, 
arthritis, kidney disease, allergies, cardiovascular problems, 
seizure disorders, cancer, diabetes, and HIV infections. 

• These disabilities may affect a person’s cognitive and physical 
abilities. 

Respond: 
• Be patient when speaking to people with these disabilities. 
• Make sure equipment and supplies are close to the person 

 

  



 

 

SUPPORT FOR PEOPLE WITH DISABILITIES 

Service Animals 

Most of us are used to seeing a guide dog accompany people with 
vision loss. But service animals also can be helpful to people with other 
disabilities. Service animals may help alert an individual who is deaf or 
hard of hearing to events around them. They can also warn a person of 
a seizure before it happens. Service animals must be allowed to go 
everywhere with their owner. This includes restaurants, elevators, and 
offices. In all situations, the owner is responsible for looking after the 
animal. 

Remember, service animals are working animals. You should never 
touch, call, or make eye contact with the animals. Don’t distract them 
from their important job. 

 

Support Persons 

Some people with disabilities will be with a support person. The support 
person might be a personal support worker, a volunteer, a family 
member, or a friend. Support persons may assist with speaking, 
mobility, personal or medical needs of a person with a disability. 

If you are not sure which person is the support person, simply ask. 
Always speak directly to the person with the disability and not the 
support person. Support persons can go anywhere with the person with 
a disability. If you discuss confidential matters with the person with a 
disability, make sure they want the support person present. 

 

Personal Assistive Devices 

People with disabilities may use devices such as wheelchairs, walkers, 
canes, or hearing aids. Always remember that these devices belong to 
the person using them and are part of their personal space. Do not lean 
on, reach over, or restrict the movement of a device. Your college may 
have the following: 

• Adaptive Keyboard. 
• Pointing device. 
• Communication boards 
• Amplification device. 
• Screen reader. 
• Magnification device. 
• TTY. 
 
If your college provides these devices, be sure you know how they 
work before using them with a person with a disability. 

 

 



 

 

SERVICE DISRUPTIONS 

Service disruptions can be significant challenges for 
people with disabilities. Disruptions may affect general 
services such as when elevators are out of order, 
computer networks are down, or access to buildings is 
restricted. Disruptions can also affect services 
designed to meet the needs of people with disabilities, 
such as accessible washrooms, amplification systems, 
ramps and TTY services. 

Under the Customer Service Standard colleges are 
obligated to establish policies, practices, and 
procedures to address service disruptions. 
Considerations should be made to provide public 
notice when facilities, services, or technologies usually 
used by people with disabilities are unavailable due to 
planned or unexpected disruptions. 

 

NOTIFICATION OF SERVICE DISRUPTIONS 

The college’s policies, practices, and procedures should include notices of service disruptions. Notices 
must be posted in places likely to be seen by people with disabilities and must indicate: 

• Reason for the disruption. 
• Anticipated duration. 
• Alternative facilities or services available, if 

any. 

If there are planned disruptions in service, it is 
important to provide a reasonable amount of advance 
notice. Notice of unexpected disruptions should be 
posted as soon as possible. Disruptions to all 
services, such as a power outage, do not require 
special notice. 

Service disruption notices can be provided on a 
website, pre-recorded telephone messages, or inserts 
in regular mailed correspondence. The notices should 
provide service alternatives such as: 

Maps with directions to another elevator, accessible 
washroom, or alternate service location. 

Suggestions for accessing services by another 
means, such as; online, by telephone, or by mail. 

 



 

 

COMMUNICATION AND FEEDBACK 

The Customer Service Standard requires implementing 
an accessible feedback process to receive and respond 
to comments on services provided. Colleges are 
required to provide information about the accessible 
feedback process to the public. 

People with disabilities should be able to provide 
feedback on services in person, by telephone, in 
writing, by e-mail, or by other electronic means. 

The college’s response, if it is to a person with a 
disability, should be communicated in a way that takes 
into account his or her disability. The response should 
indicate how the comments will be addressed and what 
action will be taken on any complaints. 

 

 

  



 

 

DOCUMENTATION 

Colleges are required to keep documentation on five areas of responsibility relating to services to 
people with disabilities. The colleges are required to inform the public that these documents are 
available for review and available in formats that meet the communication needs of people with 
disabilities. 

• Personal Assistive Devices: Policies, practices 
and procedures for use of personal and other 
assistive devices in the college. 

• Service Animals and Support Persons: 
Policies, practices and procedures for use of 
service animals and support persons in the 
college. 

• Service Disruptions: Steps you will take in the 
event of temporary service disruptions on 
campus. 

• Training: Summary of the contents of training 
provided to staff serving people with disabilities 
and the training schedule. 

• Feedback: Details of an accessible feedback 
process including complaints resolution. 

When providing the documents, or the information in 
them to a person with a disability, the person’s disability 
must be taken into account. Every effort must be made 
to make the material available through alternate formats 
such as large print, Braille, audio, CD-ROM, e-mail, 
DVD or electronic text on a diskette, or another format. 

 

 

 



 

 

CONCLUSION 

We hope you have enjoyed this module and learned about 
making Ontario’s colleges more accessible. 

People with disabilities deserve to have the same 
opportunities for employment and education as others - to 
learn new skills, expand their understanding and 
knowledge, and to feel they are valued members of the 
college community. 

If we make our colleges more accessible to people with 
disabilities, we commit to making Ontario a place where 
everyone has the opportunity to succeed. 

 
 

 

Congratulations! You have successfully completed  
Customer Service Standards - Administrators! 

Please sign and date the form, located on the last page of this package, and return it to Human 
Resources Services.    



 

 

RESOURCES 

Adaptive Technology Resources 

http://atrc.utoronto.ca/ 

http://snow.utoronto.ca/ 

SNOW is an Education Service of The Adaptive Technology Resource Centre. 

Web Accessibility Resources 

http://www.webaim.org/ 

http://www.eramp.com/wcag_theme_song.htm 

Resources for Faculty 

http://www.disabilityissues.ca/ 

http://www.disabilityissues.ca/resources.html#fac_guide 

http://www.ldonline.org/ 

General Disability Resources 

http://www.abilities.ca/ 

This website is an opportunity for people with disabilities and the broader community to 
engage in dialogue around issues that matter to all of us. 

http://www.dol.gov/odep/pubs/fact/comucate.htm 

Communicating with and about people with disabilities 

http://www.limeconnect.com/index.html 

Bridging the gap between employers and people with disabilities 

http://library.queensu.ca/websrs/faculty_guide-Accomm-Academic_Accomm.html 

Queen’s University Library Services for students with disabilities 

Mental Health Resources 

http://www.cmha.ca/youreducation/ 

A guide to college and university for students with psychiatric disabilities 

http://atrc.utoronto.ca/
http://snow.utoronto.ca/
http://www.webaim.org/
http://www.eramp.com/wcag_theme_song.htm
http://www.disabilityissues.ca/
http://www.disabilityissues.ca/resources.html#fac_guide
http://www.ldonline.org/
http://www.abilities.ca/
http://www.dol.gov/odep/pubs/fact/comucate.htm
http://www.limeconnect.com/index.html
http://library.queensu.ca/websrs/faculty_guide-Accomm-Academic_Accomm.html
http://www.cmha.ca/youreducation/


 

 

Resources in Support of the Accessibility Standards for Customer Service,  
Ontario Regulation 429/07 

Accessibility Standards for Customer Service: Summary of Requirements 

Highlights in clear language what organizations need to know about the standard to 
comply. 
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/complianc
e/customer/customer_summary.htm 

Guide to the Accessibility Standards for Customer Service 

Explains the formal meaning of the regulation and provides some examples to help 
describe its interpretation. 
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/complianc
e/customer/compliance_guidelines.htm 

Compliance Manual: Accessibility Standards for Customer Service 

A "how to" manual that offers compliance assistance information to obligated 
organizations. 
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/complianc
e/customer/Compliance_Manual.htm 

Training Resource: Accessibility Standards for Customer Service 

A resource to assist organizations meet the training requirements of the customer 
service standard. 
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/complianc
e/customer/comp_training.htm 

Serve-Ability: Transforming Ontario 's Customer Service 

An e-learning course to help you better serve customers with different disabilities and 
help organizations meet the legal obligations under the customer service standard. 
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/complianc
e/customer/comp_training.htm 

Questions and Answers about the Accessibility Standards for Customer Service 
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/complianc
e/customer/comp_custquestions.htm 

Direct link to the Accessibility Standards for Customer Service, Ontario Regulation 
429/07  
Go to www.e.laws.gov.on.ca, click on "Current Consolidated Law" and do a keyword 
search for "429/07" 

 

http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/customer_summary.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/customer_summary.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/compliance_guidelines.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/compliance_guidelines.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/Compliance_Manual.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/Compliance_Manual.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/comp_training.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/comp_training.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/comp_training.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/comp_training.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/comp_custquestions.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/comp_custquestions.htm
http://www.e.laws.gov.on.ca/


 

 

Accessibility for Ontarians with Disabilities Act, 2005 

Questions and Answers About the Accessibility for Ontarians with Disabilities Act, 2005 
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/questions/aodo/index.htm 

Direct link to the Accessibility for Ontarians with Disabilities Act, 2005  
Go to www.e-laws.gov.on.ca, click on "Current Consolidated Law' and do a keyword search for 
"accessibility"   

For the latest news and announcements on the accessibility standards under the AODA: 
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/ 

Have a question about the AODA or the customer service standard? 

Call the AODA Contact Centre (ServiceOntario). Acts as the central point of contact for 
questions about the AODA and compliance with the standards. 

Toll-Free: 1-866-515-2025 

TTY: 416-325-3408 / 1-800-268-7095 

Fax: 416-325-3407 

Videos addressing accessibility:  
http://www.accesson.ca/ado/english/video/index.htm 

George Brown College's policy on alternate format material 
http://www.georgebrown.ca/Admin/VPAcad/policies/captionedmediaalternative.pdf 

 

http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/questions/aodo/index.htm
http://www.e-laws.gov.on.ca/
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/
http://www.accesson.ca/ado/english/video/index.htm
http://www.georgebrown.ca/Admin/VPAcad/policies/captionedmediaalternative.pdf


For more information or to get this document in 
an alternate format, contact:

Accessibility for Ontarians with Disabilities Act (AODA) 
Contact Centre (ServiceOntario)
Phone: 1-866-515-2025     
TTY: 416-325-3408 / TTY Toll-free: 1-800-268-7095   
Fax: 416-325-3407
Website: www.AccessON.ca

Additional Information for You

At www.AccessON.ca/compliance you’ll find information and 
resources to help you understand how to comply with the regulation.  

Please note: This document is for information purposes only.  This is not 
legal advice and should be read together with the official language of 
the standard.  To view the official wording of the regulation, go to 
www.e-laws.on.ca or contact ServiceOntario or Publications Ontario 
for a print copy.

Accessibility 
Standards for 
Customer Service

Summary of Requirements cu
st

o
m

er
 s

er
vi

ce

www.AccessON.ca



1.  Establish policies, practices and 
procedures on providing goods or 
services to people with disabilities.

2.  Set a policy on allowing people to 
use their own personal assistive 
devices to access your goods and 
use your services and about any 
other measures your organization 
offers (assistive devices, services, or 
methods) to enable them to access 
your goods and use your services. 

3.  Use reasonable efforts to ensure 
that your policies, practices and 
procedures are consistent with the 
core principles of independence, 
dignity, integration and equality of 
opportunity.

4.  Communicate with a person with a 
disability in a manner that takes into 
account his or her disability. 

5.  Train staff, volunteers, contractors 
and any other people who interact 
with the public or other third parties 
on your behalf on a number of 
topics as outlined in the customer 
service standard.

6.  Train staff, volunteers, contractors 
and any other people who are 
involved in developing your policies, 
practices and procedures on the 
provision of goods or services on a 
number of topics as outlined in the 
customer service standard.

7.  Allow people with disabilities to be 
accompanied by their guide dog 
or service animal in those areas of 
the premises you own or operate 
that are open to the public, unless 
the animal is excluded by another 
law. If a service animal is excluded 
by law, use other measures to 
provide services to the person with a 
disability.  

The Accessibility Standards for Customer Service (Ontario Regulation 429/07) came
are a provider of goods or services, and have one or more employees in Ontario, yo
regulation.   

•  If you are a public sector organization designated in the standard, you must com

•  If you are a private business, non-profi t organization, or any other service provi
Ontario, you must comply by January 1, 2012.

What you need to know

The regulation outlines some things you must do in order to ensure you are providing acces
various kinds of disabilities. The following is a summary of requirements:

8.  Permit people with disabilities who 
use a support person to bring that 
person with them while accessing 
goods or services in premises open 
to the public or third parties.  

9.  Where admission fees are charged, 
provide notice ahead of time on 
what admission, if any, would be 
charged for a support person of a 
person with a disability.

10.  Provide notice when facilities or 
services that people with disabilities 
rely on to access or use your goods 
or services are temporarily disrupted.  

11.  Establish a process for people 
to provide feedback on how you 
provide goods or services to people 
with disabilities and how you will 
respond to any feedback and take 
action on any complaints. Make the 
information about your feedback 
process readily available to the 
public. 

e into force on January 1, 2008. If you 
ou will be required to comply with the 

mply by January 1, 2010. 

ider with at least one employee in 

ssible customer service to people with 

Some small steps you can take 
immediately to improve accessibility 
include:

 treating all customers with dignity and 
respect

 asking ‘How may I help you?’  

•

•

If you are a designated public sector 
organization or other provider with 20 
or more employees, you must:

Document in writing all your policies, 
practices and procedures for providing 
accessible customer service and meet 
other document requirements set out in 
the standard. 

Notify customers that documents 
required under the customer service 
standard are available upon request.

When giving documents required 
under the customer service standard to 
a person with a disability, provide the 
information in a format that takes into 
account the person’s disability. 

1.

2.

3.



 

  

 
 

Acknowledgement Form – Customer Service Training 
 

Accessibility Standards Training for Customer Service (s. 16, O. Reg. 191/11) 

To ensure the delivery of high-quality education to our students, Loyalist College has adopted 
accessibility standards in accordance with Ontario Regulation 191/11. 

The Customer Service Standard outlines what businesses and other organizations in Ontario 
must do to make the provision of their goods and services more accessible to people with 
disabilities.  

I acknowledge that I have read and understood the information above, and that I have received 
and completed the required training.  

 

Employee Signature:  __________________________________  

Printed Name:   __________________________________ Date: __________________ 

 

 

(Completed form to be submitted to HRS Room 3H20) 
LOYALIST COLLEGE 
376 Wallbridge-Loyalist Road 
P.O. Box 4200 
Belleville, Ontario 
K8N 5B9 
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