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The CFA recognizes that our members need
tools and information to help them comply
quickly with the Accessibility for Ontarians with
Disabilities Act (AODA). Our members are also
businesses with unique relationships as
franchisors and franchisees in Ontario.
Accordingly, we have worked with the
Accessibility Directorate of Ontario and an
advisory committee of CFA members to
develop exactly the types of tools and
resources busy franchise industry members of
all sizes can use. This compliance manual
brings together the tools we have developed
into one cohesive package to support AODA
compliance.

Legal Disclaimer: The information provided
herein is intended only as general information
that may or may not reflect the most current
developments. Information on legal matters
should not be construed as legal advice. This
information should not be used as a substitute
for professional services. If legal or other
professional advice is required, the services of
a professional should be sought. 

© 2011, Canadian Franchise Association.
All rights reserved. The contents of this
publication may not be reproduced by any
means, in whole or in part, without the prior
written consent of the CFA.

EnAbling Change:

CUSTOMER
SERVICE
STANDARD
COMPLIANCE
MANUAL



6 Customer Service Standard Compliance Manual

THE CUSTOMER SERVICE STANDARD

This manual is focused upon compliance with
the Customer Service Standard. It has been in
effect for the public sector since January 1,
2010. This standard is intended to lay the
foundation for future standards and deal with
the attitudinal and some operational barriers
preventing people with disabilities from
accessing goods and services in Ontario.
These changes may already be a part of how
you practice good customer service. This
legislation formalizes these and other good
practices to ensure that accessible customer
service is available across Ontario. 

When must my organization comply with
the Customer Service Standard?

Private sector businesses must comply by
January 1, 2012. 

Who must comply?

Every business and organization in Ontario
providing goods or services to the public or
other organizations with at least one employee
in Ontario must comply. For those with 20
employees or more in Ontario, there are
additional requirements for compliance.



CUSTOMER SERVICE STANDARD QUICK
REFERENCE REQUIREMENT CHECKLIST
q Establish policies, practices and procedures
on providing goods or services to people
with disabilities. These policies should
specifically include but are not limited to:

m A policy about the use of assistive
devices by people with disabilities to
access your goods or services and the
availability, if any, of other measures you
offer to enable them to do so.

m A policy on the provision of training to all
required staff in the provision of
accessible customer service.

m Let people with disabilities bring their
service animals onto parts of the
premises open to the public or other third
parties when accessing goods or services
except where the animal is otherwise
excluded by law.

m Let people with disabilities bring their
support persons with them when
accessing your goods or services on
parts of the premises open to the public
or other third parties.

m Let people know ahead of time what, if
any, admission will be charged for a
support person if an organization charges
an admission fee.

m Let the public know when facilities or
services that people with disabilities
usually use to access their goods and
services are temporarily not available. The
notice must include: 
• the reason for the disruption; 
• anticipated duration;
• a description of what alternative
facilities or services are available, if any.

q 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.

q Ensure that staff receive training on how to
serve people with disabilities, including staff
involved in developing customer service
policies, practices and procedures and
people who deal with the public and or other
third parties on behalf of the provider. Topics
of this training must include:
m a review of the purposes of the AODA and
the requirements of the Customer Service
Standard;

m how to interact and communicate with
persons with various types of disability;

m how to interact with persons with
disabilities who use an assistive device or
require the assistance of a guide dog or
other service animal or the assistance of
a support person;

m how to use equipment or devices
available on the provider's premises or
otherwise provided by the provider that
may help with the provision of goods or
services to a person with a disability;

m what to do if a person with a particular
type of disability is having difficulty
accessing the provider's goods or
services. 

m your organization’s policies, practices, and
procedures pertaining to providing
accessible customer service to people
with disabilities. 
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q Communicate with a person with a disability
in a manner that takes into account his or
her disability.

q 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.

Additional requirements for those
with 20 or more employees

To know if your business must adhere to these
requirements, include in your employee count
all seasonal, contract, part time and full time
persons regardless of status. Do not include
any volunteers and/or independent contractors
who might be working on your organization’s
behalf (though these individuals must comply
with certain elements of training under the
Standard). If your employee count changes
seasonally, your obligation to fulfill the
additional requirements also changes. Here are
the additional requirements for organizations
with 20 or more employees:

q Document in writing all your policies,
practices and procedures for providing
accessible customer service and meet other
document requirements set out in the
Standard. This document must include:

m policies, practices and procedures on
service animals and support persons;

m the steps to take during a temporary
disruption in services or facilities;

m training policy;
m a description of your feedback process.

q Notify customers that documents required
under the Customer Service Standard are
available upon request.

qWhen 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.
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TRAINING YOUR STAFF

All required staff must be trained by January 1
of 2012. Any new staff must be trained as soon
as is practicable, not as soon as is convenient.
Training can be provided in a variety of formats.
For example, volunteers may simply require a
pamphlet before working a big event, while
your front line staff will likely require more
thorough training. No specific format is required
under the Standard. 

Who in my organization needs training?

The following employees require specific
training regarding accessible customer service:

q Those who can be expected to interact with
the public and/or third parties working for
your organization or on its behalf 

q Anyone who influences and/or develops
policies, practices or procedures around the
provision of services

q Management also needs training because of
their influence over the provision of services

q New employees must be trained as soon as
is practicable

This includes volunteers or anyone you
independently contract to work on your
organization’s behalf. You are required to
ensure that they have also received training. 

What must my training include?

This list summarizes the training requirements
under the Standard and what the training must
include:
• a review of the purposes of the AODA and
the requirements of the Standard;
• how to interact and communicate with
persons with various types of disability;
• how to interact with persons with
disabilities who use an assistive device or
require the assistance of a guide dog or
other service animal or the assistance of a
support person;
• how to use equipment or devices available
on the provider's premises or otherwise
provided by the provider that may help with
the provision of goods or services to a
person with a disability;
• what to do if a person with a particular type
of disability is having difficulty accessing
the provider's goods or services.

These requirements may need to be
supplemented with details specific to your
organization. 
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REPORTING

Compliance reports are required of all private
sector organizations with 20 or more
employees. They are expected to be completed
online through a secure system set up by the
Ministry. Accessibility reports are easy-to-
complete and contain a series of 'yes' or 'no'
questions. At the time of writing this manual,
the frequency of the submission of reports has
yet to be determined.

Accessibility Reports on the Accessibility
Standard for Customer Service will be filed
using the Ministry’s Accessibility Compliance
Reporting online program available through
ServiceOntario's website. The Ministry asks
that you submit your reports online. If your
organization is unable to file online, please
contact the AODA Contact Centre at
ServiceOntario. To support our members in
filing their compliance report, this manual also
includes a step by step guide to registering for
access to the Ministry’s online report system
and instructions on how to file your report.

Who must sign accessibility reports?

The accessibility report must be signed by a
director, a senior officer or other responsible
person with authority to bind the organization.
The person signing the report will be certifying
that all the required information has been
provided and that it is accurate. It is an offence
under section 37 of the AODA to provide false
or misleading information in an accessibility
report.

Who is exempt from filing reports
for the Standard?

Businesses and other organizations that have
19 or less employees, other than designated
public sector organizations, are exempt from the
requirement to file an accessibility report, but
are still required to comply with the Standard.

The reporting exemption for those with less
than 20 employees recognizes the need to
minimize the regulatory burden faced by
smaller organizations. However, this reporting
exemption will be revisited when the Standard
is reviewed so please stay tuned to the CFA
website for updates.

10 Customer Service Standard Compliance Manual



How to access online reporting
To access the program, you must first register with ServiceOntario. ServiceOntario uses an online
portal called ONe-key to provide identity and access management to Ontario Government
programs.  To register on the ServiceOntario website follow the steps below:
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How to file your report 
Using the One-key system you can easily file your report online by following these steps:
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ENFORCEMENT

As of the writing of this document, an
administrative monetary penalty scheme is
being developed by the Ministry and does not
involve court action. Monetary penalties will
only be considered as a last resort where
efforts to assist a non-compliant organization
have been unsuccessful. However, under the
Accessibility for Ontarians with Disabilities Act,
2005, Ontario can take enforcement action.
Sections 13 to 28 of the act provide legal
authority for the government to develop and
implement processes for:

• compliance reporting;
• inspections;
• orders and monetary penalties;
• appeals.

Offences and Penalties

The following are primary examples of offences
under the AODA:

• Providing false and/or misleading information
in an accessibility report

• Failure to comply with an order made by a
director under the AODA

• Obstruction of a warranted inspection 

Under the current system, if a person is found
guilty of an offence, a fine of up to $50,000 per
day may be levied for each day or part of a day
that the offence occurs or continues to occur. A
corporation may be liable for a fine of up to
$100,000 per day for each day or part of a day
that the offence occurs or continues to occur.

Appeals to the Tribunal

The License Appeal Tribunal (LAT) has been
designated as the tribunal of director’s orders
under the AODA. The LAT was chosen due to
its history in dealing with appeals related to
business adherence to other government
regulations and statutes. The tribunal also has
familiarity with the regulated community along
with the expertise and capacity necessary to
adjudicate appeals related to the AODA.  

AODA hearings will be written. In-person
hearings will only occur if the tribunal
determines them to be necessary.
Organizations who have received a director’s
order can file an appeal with the LAT. However,
the LAT is not responsible for hearing
complaints from individuals about violations of
accessibility standards.

Individual complaints

Under the AODA there is currently no process
for the filing and resolution of individual
complaints. Individuals who believe they have
been discriminated against under the Human
Rights Code can go to the Human Rights
Commission.
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TEMPLATES FOR COMPLIANCE

These templates may be incorporated as a
separate chapter in your policies and
procedures manual, or they may be integrated
throughout. To accompany these templates we
also have included a quick reference list
summarizing the requirements of the Standard. 

Each template is formatted to include the
following:

• Policy name
• Date of its implementation
• Date of any revisions
• Policy statement
• Procedure
• Scope
• Definitions

Under the Standard, you are not required to
format your policies and procedures in this
manner. For example, you are not required to
include the scope, definitions, nor date
sections. These are however good practice and
you may find them useful. In particular, the
“definitions” section adds context and
understanding to a policy while “scope” ensures
a clear understanding of who within an
organization a policy and/or procedure applies
to. In the end, it is your choice to decide what
suits your organization and employees best. 

The requirements of the Standard are largely
common sense practices promoting friendly
and flexible customer service. Many of the
requirements may already be a part of your
operating procedures. While organizations with
19 or less employees do not need
documentation they are still required to abide
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by the checklist requirements and have certain
polices, practices and procedures in place. 

For the purpose of these templates, we have
designed individual policies and procedures to
address the requirements of the Standard.
These templates presume that many
organizations, regardless of size, will want to
document their policies and procedures in
regards to the Standard. To ensure flexibility we
have provided templates to facilitate
documentation of all Standard related policies
and procedures, in addition to those requiring
documentation for both small and large
organizations. 

Template 1: Assistive Devices and
Alternative Service Methods

While the Standard requires an assistive
devices policy, it does not regulate the nature of
its contents. However, it does require that your
training include how to interact with people with
disabilities, including those who use assistive
devices. You are not required to provide any
assistive devices on site. However, if you do
provide them, your employee training must
include how to use and maintain them properly.
Depending upon the type of services your
business offers, you may offer a range of
assistive devices and services to your
customers. These can include formal services
like a scooter or wheelchair, but it may also
include more informal alternate service
methods like the option of having staff
members carry purchased items to a
customer’s vehicle. Include these
accommodations as a part of your policies and
procedures and ensure all required staff

members are trained in their availability and
execution. The accompanying template reflects
a commitment to these training requirements.
To view this template, see Appendix 1.

Template 2: Support Persons

The Standard stipulates that support persons
must be permitted access to any and all
premises open to the public or other third
parties. In some cases a support person may
have to agree to rules or requirements that are
specific to the kinds of goods and services that
you provide. Where confidentiality is important
because of the kinds of information discussed,
you may require the support person to sign a
confidentiality agreement. Depending upon
your business, you may want to consider
situations where a support person may need to
be present. Include these in your policy
statement and ensure the protection of any
private information that may be disclosed
during the provision of service to people with
disabilities.

If your premises require admission fees and
your business chooses to charge these fees to
support persons as well, advanced notice must
be provided. This can be posted on your
company website and/or available through
other means such as notice boards. 

Once again, training requirements include how
to interact with customers using support
persons. This training requirement is reflected
in the accompanying template. To view this
template, see Appendix 2.

Customer Service Standard Compliance Manual    15



Template 3: Service Animals:

In order for an animal to be considered a
service animal, it must be readily apparent that
the animal is being used in connection to an
individual’s disability. If it is not apparent that
the animal is being used in this way,
documentation can be requested. Acceptable
documents include a letter from a doctor or
nurse certifying the animal’s necessity and/or
identity cards issued by the Attorney General.
Your staff must be trained on how to interact
with persons with disabilities who use service
animals. Staff should be prepared to recognize,
serve, and if necessary, make alternate service
arrangements for customers with service
animals. 

The issue of access and service animals is of
particular concern to businesses involving the
sale, storage and/or production of food. While
service animals are permitted to accompany
persons with disabilities in areas like
supermarkets or cafes, there are certain areas
where a service animal is not permitted, like
commercial kitchens. The AODA does not affect
these exceptions. For businesses with
premises involving the production, storage
and/or sale of food, please refer to the Health
Protection and Promotion Act, R.S.O. 1990, c.
H7 for further clarification. Additionally, please
include any exceptions in your policy and
procedures. 

If a customer must be separated from their
service animal because the service animal is
excluded by law, arrangements must be made 
to ensure the safety of both the animal and the
customer. Service can be modified to serve the
individual in an area where the animal may be 

present or the animal can be moved to a safe
and secure area while service is adapted to
meet the needs of the individual.

While your business may not be involved in
food production or related activities, you may
still encounter situations where another
customer’s allergies (or other medical concern)
could pose a risk if service animals are
present. In situations like this it is best to find a
compromise where both individuals are able to
access the goods and services they desire
without providing preferential treatment to
either. You may want to discuss with your staff
various plans for alternate methods of service
should a situation like this arise.

To view the template policy and procedure for
dealing with service animals, see Appendix 3.

Template 4: Temporary Disruption(s)
Notification

It is understood that disruptions to your
organizations services and/or facilities may
occur unexpectedly and prior notice to
customers can be difficult. Once an unplanned
disruption has occurred, notice must be posted
and reasonable efforts must be made to ensure
clients with disabilities retain access to your
goods and services.  Under the Standard
“notice may be given by posting the information
at a conspicuous place on premises owned or
operated by the provider of goods or services,
by posting it on the provider's website, if any, or
by such other method as is reasonable in the
circumstances"1. To facilitate compliance with
this requirement we have included a policy
template including the procedural steps
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required. Also included is a template notice
from which you can model your own. To view
this template, see Appendix 4.

Template 5: Accessible Customer Service
Feedback

The Standard requires that you establish a
feedback process through which customers can
provide feedback on your customer service to
people with disabilities. This process must
permit the submission of feedback in the
following manner: in person, by telephone,
email, or using a diskette or other e-submission
format.

Included here are templates not only for a
feedback process policy, but also for public
notification as well as a template feedback
form. The Standard does not specify what must
be included in your process to collect feedback,
only that you must have a process to receive
and respond to it. These templates are
modeled from best practice and include basic
categories to ensure feedback can be tracked
and recorded if desired. We have also included
a template regarding the notice of the feedback
process. Again, the exact contents of this notice
are not specified under the Standard, only that
you must provide notice to the public of the
availability of a feedback process.

Finally, the Standard does not specify how you
must respond to this feedback or what actions
must be taken, this remains at the discretion of
the organization. To view the Accessible
Customer Service Feedback templates, see
Appendix 5.

Template 6: Training

Certain employees must be trained on a range
of specifics regarding the Standard and the
resulting policies, practices and procedures for
your business. Training for management can be
shortened due to their lack of direct contact
with the public. To view this template, see
Appendix 6.

Template 7: Communications

Compliance with this requirement simply
means ensuring you are prepared to
communicate with a person with a disability in
a way that takes into account their disability.
This could include written, visual or verbal
formats. Quite often, a person with a disability
will have a range of ways in which they can
communicate. The Standard does not mandate
any particular method, but you must be
prepared to offer flexibility in your
communications. 

While this practice does not need to be
documented, we have included a template for
incorporation into your policy and procedure
manuals as a good practice. As an additional
good practice, we have included a template
form through which you may enable customers
to submit requests for alternative formats. This
is optional. To view this template, see Appendix
7.
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THE AODA AND OTHER STANDARDS

What is the AODA?

For the growing number of people with
disabilities in Ontario going about day to day
activities can mean encountering a wide variety
of obstacles. While accessibility has improved
over the years, many businesses and facilities
in Ontario are still not accessible for people
with disabilities. Not only is this frustrating for
them, but it also creates lost revenue for
businesses. Being able to access a business in
the same way as other Ontarians provides a
convenience and ease that builds both
satisfaction and loyalty in a customer.

To address these needs of Ontarians and
visitors to Ontario, new legislation called the
Accessibility for Ontarians with Disabilities Act
(AODA) was developed. The AODA targets the
operational standards within five key areas of
daily living and creates new standards for
accessibility. This is done by identifying and
eliminating barriers that make it difficult for
people with disabilities to use the business of
their choice. 

There are many different words used to
describe the challenges and obstacles people
with disabilities may face. AODA standards
refer to these as “barriers”. A barrier is anything
that stops a person with a disability from fully
taking part in society because of that disability.
These are not just physical in nature, like stairs,
but also include barriers of attitudes,
technology, information, communication and
systems. For your business this could include a
variety of things, some of which you may
already be aware. 

Within the AODA five areas are targeted for the
development of accessibility standards for the
prevention and removal of barriers:

• Built Environment
• Employment
• Transportation
• Information and Communications
• Customer Service

This Compliance Manual pertains only to the
Customer Service Standard, as the other
standards are not yet in force at the time of
issuance of this manual.  

How were the standards developed?

Each standard was developed by a committee
comprised of people with disabilities, people
from different industries and sectors, and
Ontario government ministries. Together these
individuals formed the Standards Development
Committees. A committee was formed
specifically for each standard and drew upon
specialized experts. These committees were
tasked with proposing their accessibility
standards and accompanying timetables to
Ontario’s minister responsible for the AODA.
After a public review of an initial proposed
standard (as required under the AODA), the
committee considered feedback received and
submitted a final proposed standard to the
Minister for consideration. The Minister then
decides whether to recommend making the
proposed standard a regulation (“rules to
follow”) under the AODA.
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Other AODA Standards

While this manual is for the Customer Service
Standard, here is a brief description of the
other upcoming AODA standards.

Built Environment 
This proposed Standard will ensure people with
disabilities are provided access to buildings
and outdoor spaces. Depending upon the type
of business you own, you may already have
items like automatic doors or elevators. For
many businesses, such modifications may not
be possible for a variety of reasons.
Recognizing this, the Built Environment
Standard is focused on future barrier
prevention and does not include the retrofitting
of existing structures. However, certain features
will be required during relevant major
renovations and for new building sites.

The government recently announced the
integration of these next three standards:
Employment Accessibility, Accessible
Transportation and Accessible Information and
Communications. These will now form one
streamlined regulation called the Integrated
Accessibility Regulation. 

Employment Accessibility 
This proposed Standard will address
employment practices in relation to recruitment
and hiring as well as practices and policies
surrounding employee retention. 

Accessible Transportation 
This proposed Standard will make it easier for 
people to travel in Ontario. It focuses on making
transportation services accessible, including 
buses, trains, subways, streetcars and ferries. It
deals specifically with modes of transportation
that come under the jurisdiction of provincial
and municipal governments. 

Accessible Information
and Communications 
This proposed Standard will apply not only to
the creation and distribution of materials but
also how materials are received. This includes
information being provided not only through
print but also through websites, in person or
other means. The use of alternate formats and
accessible websites is emphasized. Before you
get too worried about the costs associated with
alternative formats, you should know that
alternate formats include more than just Braille
or audio guides. They also include e-versions,
like pdfs and word documents through which a
person can use their own personal software to
have the information delivered to them in a
manner that suits their needs. 
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DEFINITIONS

The Standard uses language that not everyone
may be familiar with. To help, we have compiled
definitions of terms found within the Standard
and this manual. 

Alternate formats: Other ways of publishing
information beyond traditional printing.
ie:  - audio format such as cassettes or digital

audio format
- Braille used by some people who are
blind or deaf-blind
- videos that may be helpful to people with
certain learning disabilities
- easy-to-read, simplified summaries of
materials for people with developmental
or intellectual disabilities.

Assistive device: A device used by a person
with a disability to facilitate access and/or
independence in everyday tasks. Such devices
include mobility equipment (ie: wheelchairs and
walkers) as well as portable communication
devices, headwands, hearing aids and much
more. Assistive devices help people with a
variety of disabilities. 

Barrier: Anything that keeps someone with a
disability from fully participating in all aspects
of society because of their disability. Barriers
can be visible and invisible. They can be:
• architectural;
• physical;
• communication;
• attitudinal;
• technological;
• organizational.
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Disability: The Accessibility for Ontarians with
Disabilities Act, 2005 and the Ontario Human
Rights Code defines "disability" in the same
way.

Disability means:
a. any degree of physical disability, infirmity,
malformation or disfigurement that is
caused by bodily injury, birth defect or
illness and, without limiting the generality
of the foregoing, includes diabetes
mellitus, epilepsy, a brain injury, any
degree of paralysis, amputation, lack of
physical coordination, blindness or visual
impediment, deafness or hearing
impediment, muteness or speech
impediment, or physical reliance on a
guide dog or other animal or on a
wheelchair or other remedial appliance or
device

b. a condition of mental impairment or a
developmental disability

c. a learning disability, or a dysfunction in one
or more of the processes involved in
understanding or using symbols or spoken
language

d. a mental disorder, or
e. an injury or disability for which benefits
were claimed or received under the
insurance plan established under the
Workplace Safety and Insurance Act, 1997.

Service animal: An animal - usually a dog -

that is trained to help a person with a disability.
Service animals are also called guide dogs or
dog guides. An animal is a service animal for a
person with a disability,
a. if it is readily apparent that the animal is
used by the person for reasons relating to
his or her disability; or

b. if the person provides a letter from a
physician or nurse confirming that the
person     requires the animal for reasons
relating to the disability

Service animals help people with autism,
developmental/intellectual disabilities, with
vision loss, who are Deaf or hard of hearing,
people with mental health disabilities, with
physical disabilities and/or those who have
epilepsy or other seizure disorders.

Support person: Means, in relation to a
person with a disability, another person who
accompanies him or her in order to help with
communication, mobility, personal care or
medical needs or with access to goods or
services.

Third party: In the Customer Service
Standard, the reference to “other third parties”
in section 1(1) is intended to clarify that
organizations that provide goods or services
“business to business” also have to comply with
the regulation. Third parties may also refer to
businesses that are providing services on
behalf of an organization. An example is an
organization hired by other businesses to
design and build new residential subdivisions.
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APPENDIX 2: Support Persons Template
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APPENDIX 3: Service Animals Template
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APPENDIX 4: Temporary Disruption Notification Template
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Template for the Notification of Temporary Disruption
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APPENDIX 5: Accessible Customer Service Feedback Template
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*Because you are collecting private information, you may wish to include your usual privacy policies and
procedures within this template.



Notification of Feedback Process Template

28 Customer Service Standard Compliance Manual



Accessible Customer Service Feedback Form Template
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*Because you are collecting private information, you may wish to include your usual privacy policies and
procedures within this template.
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APPENDIX 7: Communications Template
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Alternative Documant Request Template
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*Because you are collecting private information, you may wish to include your usual privacy policies and
procedures within this template.
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Who is covered by the Customer Service
Standard?

All organizations operating in Ontario that
provide goods or services to the public or other
organizations and have at least one employee
in Ontario must comply with the Standard
including provincial and municipal
governments.

How will the accessible Standard make
Ontario more accessible?

The Standard aims to level the playing field of
access to goods and services by ensuring that
Ontario’s customer service meets the different
needs of individuals with disabilities. The
requirements of the Standard will help address
the attitudinal barriers faced by individuals with
disabilities every day, and will help
organizations to be better able to provide
accessible customer service. 

What is the difference between accessibility
and accommodation?

Accessibility refers to the level of barriers
involved in accessing a service, device or
specific space. Accommodation refers to a tool
or adaptation used to provide or increase
access to a service, device or specific space.

Under the current economic climate, can my
company afford to be accessible?

Accessibility does not have to be expensive.
Simple adaptations, many requiring no

additional cost can be made to increase
accessibility. Having an accessible environment
will also increase the number of individuals
able to be active customers of your business
and can increase your revenue.

When does employee training for the
Standard need to be complete?

All required employees must be trained by
January 1, 2012. After this date, new
employees must be trained as soon as is
practicable. The Standard does not set out a
specific timeline for their training, but this does
not mean it can be conducted at an
organization’s convenience. Your employees
should be up to date on the Standard and what
is required of them within a reasonable period
once they have assumed their duties to ensure
all customers can access your business
equally.

How will penalties be used under the AODA?

Under the AODA 2005, c. 11, s. 21 (6), an
administrative penalty may be ordered for one
or more of the following purposes:
• to encourage compliance with the Act;
• to prevent a person or organization from
deriving, directly or indirectly, any economic
benefit as a result of a contravention of this
Act or the regulations;
• to recover the costs of enforcing this Act
and the regulations against the person or
organization that is required to pay the
administrative penalty.
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Can the templates used in this manual be
used word for word?

Yes. While your organization will likely need to
tailor certain parts to the unique needs of your
organization, you are welcome to use these
templates word for word. 

If I cannot file my compliance reports online,
who do I contact?

If you cannot file your reports online, contact
the AODA Contact Center at ServiceOntario:
Phone: 1-866-515-2025
TTY: 416-325-3408
TTY Toll-Free: 1-800-268-7095
Fax: 416-325-3407
Email: accessibility@css.gov.on.ca
Mail: Accessibility Directorate of Ontario 
777 Bay Street, 6th Floor, Suite 601A
Toronto ON M7A 2J4

How do I respond to last-minute or urgent
requests for accommodation?

When planning an event, even something as
small as a meeting, it is best to ask in advance
if any accommodations will be required, but at
times you may have unexpected requests.
Work patiently with the individual to try to find
solutions or compromises to meet their needs.
You may want to prepare a list of internal and
external resources to deal with these requests
as quickly and efficiently as possible. 

If I've booked a room that is not accessible
and a person with a disability arrives
unexpectedly, what should I do?

It is best to consult with the individual to work
together to find a solution like teleconferencing,
note takers or you may be able to move to a
more accessible space.  If using a large
conference space, you may find the front desk
has resources to support you. As always, plan
ahead as best you can. When planning any
event, make sure you ask potential participants
about any accommodations required.
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