


Access Forward Video - Training For An Accessible Ont.



ACCESSIBILITY FOR ONTARIANS 
WITH DISABILITIES ACT, 2005

In 2005, the Government of 
Ontario passed the 

Accessibility for Ontarians 
with Disabilities Act (AODA).

• The goal is to make 
Ontario accessible by 
2025, by creating and 
enforcing accessibility 
standards.

These standards are rules that 
business and organizations in 
Ontario must follow to identify, 
remove and prevent barriers so 
that people with disabilities will 

have more opportunities to 
participate in everyday life.

• Standards address key areas 
of daily life such as customer 
service, information and 
communications, and 
employment.

Several accessibility 
standards are contained in 
one regulation under the 

AODA called the Integrated 
Accessibility Standards 

Regulation (IASR).

• IASR is now law.

• Requirements are being 
fazed in to allow companies 
and organizations the time 
to comply with the 
regulations outlined by 
AODA and IASR



“

”

Accessibility 
benefits all 

of us!

Q: WHO HAS TO COMPLY WITH THE REGULATIONS? 

A: EVERY BUSINESS AND ORGANIZATION IN ONTARIO THAT:

• PROVIDES GOODS, SERVICES OR FACILITIES TO THE PUBLIC OR OTHER ORGANIZATIONS

• HAS AT LEAST ONE EMPLOYEE



BARRIERS TO ACCESSIBILITY
VISIBLE BARRIERS 

• ARCHITECTURAL (DOORWAYS)

• STRUCTURAL (ROOM LAY OUT)

• PHYSICAL (STAIRS VS RAMP)

• INFORMATION OR COMMUNICATION (USE OF 

SMALL PRINT, CONFUSING DESIGN OR 

LANGUAGE)

• VISIBLE BARRIERS ARE EASIER TO IDENTIFY AND 

CORRECT VS INVISIBLE BARRIERS

INVISIBLE BARRIERS 

• SYSTEMIC (OUTDATED POLICIES AND 

PROCEDURES)

• TECHNOLOGICAL (COMPUTERS, PHONES, 

WEBSITES ETC. CAN BE BARRIERS)

• ATTITUDINAL (LIMITING BELIEFS REGARDING THE 

ABILITIES OF INDIVIDUALS WITH DISABILITIES)

• ATTITUDINAL BARRIERS ARE A MAJOR BARRIER 

FOR PEOPLE WITH DISABILITIES. THROUGH AODA

TRAINING AND SELF-REFLECTION WE CAN HELP 

TO ELIMINATE THESE BARRIERS WITHIN SOCIETY 

AND WITHIN OURSELVES



AODA & IASR
TRAINING REQUIREMENTS
• ORGANIZATIONS MUST PROVIDE TRAINING ON THE REQUIREMENTS OF THE 

REGULATION AS IT RELATES TO A PERSON’S DUTIES – AND THE ONTARIO 

HUMAN RIGHTS CODE AS IT RELATES TO PEOPLE WITH DISABILITIES

• CENTENNIAL INFANT AND CHILD CENTRE MUST TRAIN ALL EXISTING AND NEW 

STAFF, STUDENTS, VOLUNTEERS, BOARD MEMBERS, PEOPLE WHO 

PARTICIPATE IN DEVELOPING CICC’S ORGANIZATIONAL POLICIES, AS WELL AS 

OTHER PEOPLE WHO PROVIDE GOODS, SERVICES OR FACILITIES ON YOUR 

ORGANIZATION’S BEHALF.



Part 1  Working Together Video – AODA & The Code



Part 2 Working Together Video – The Code



Part 3 Working Together Video – The Duty To Accommodate 



Part 4 Working Together Video – Applying Human Rights Principles



Part 5 Working Together Video – Compliance and Enforcement



STAFF, STUDENT, AND 
VOLUNTEER RESPONSIBILITIES

Training
• Complete AODA Customer Service 

Accessibility Training & Quiz

Provide

• Provide consistently high levels of 
customer service & ensure they are 
served in a manner that allows 
access to all products and services 
offered



STAFF, STUDENT AND VOLUNTEER 
RESPONSIBILITIES CONTINUED

Implement

• Implement the skills & knowledge 
presented in the customer service 
accessibility training program to ensure 
everyone is served appropriately

Inform
• Inform management of any issues 
regarding accessibility, disruptions in 
service or the need for accommodation



CUSTOMER SERVICE STANDARD
Defined The customer service standard came into force on January 1, 2008.

The standard applies to all organizations, both public & private, which 
provide goods or services in Ontario and have one or more employees.

The customer service standard requires service providers to train staff, 
students and volunteers on customer service for people with disabilities. 

This training must be given to everyone in an organization who deals with 
members of the public and other third parties.

Training must also be given to everyone who develops policies, procedures 
and practices about the provision of goods or services to the public or other 
third parties. 

This includes management and senior leaders of an organization even 
though they may not be directly involved in providing goods or services to 
people with disabilities. 



CUSTOMER SERVICE PRINCIPLES

Dignity Independence

Equal 
Opportunity

Integration

Positive customer service for all persons (with disabilities) is based on principles of:



CUSTOMER SERVICE 
CORE PRINCIPLES

Dignity • Persons with a disability must be treated as valued clients as 
deserving of service as any other customer

Independence

• Services must be provided in a way that respects the 
independence of persons with a disability. To this end, we will 
always be willing to assist a person with a disability but will not do 
so without the express permission of the person.



CUSTOMER SERVICE 
CORE PRINCIPLES

Equal 
Opportunity

• Persons with a disability should be given an opportunity 
equal to that given to others to obtain, use and benefit from 
our services.

Integration

• Wherever possible, persons with a disability should benefit 
from our services in the same place and in the same or 
similar manner as any other customer. Where integration 
does not serve the needs of the customer, services will, to 
the extent possible, be provided in another way that takes 
into account the peron’s individual needs.



• Always put the person first

• An individual is not defined by his or 

her disability. We impose our 

perceived limitations upon others 

when we refer to them as a “disabled 

person” vs a person with a disability. 

• It is important to see the person’s 

“ability” vs focusing on the “disability”



WHAT IS A DISABILITY?
A DISABILITY MAY BE ONE OF THE FOLLOWING, BUT IS NOT LIMITED TO THE FOLLOWING:

• MENTAL HEALTH DISABILITY (SCHIZOPHRENIA, BI-POLAR DISORDER, DEPRESSION, 

ANXIETY AND PANIC DISORDER)

• LEARNING DISABILITY

• ACQUIRED BRAIN INJURY

• ATTENTION DEFICIT DISORDER

• DEAF, DEAFENED, HARD-OF-HEARING

• LOW VISION OR BLIND

• CHRONIC HEALTH CONDITION (CANCER, EPILEPSY, HEART DISEASE, ETC.)

• PHYSICAL (PARALYSIS, AMPUTATION, ETC.)



DISABILITY AND 
THE HUMAN RIGHTS CODE

• VISIT THE ONTARIO HUMAN RIGHTS COMMISSION WEBSITE TO VIEW THE CURRENT 

DEFINITION IN THE HUMAN RIGHTS CODE

• THE DEFINITION OF “DISABILITY” IN THE CODE IS BROAD. IT INCLUDES PAST, PRESENT 

AND PERCEIVED CONDITIONS. WHEN CONSIDERING WHETHER A PERSON HAS BEEN 

DISCRIMINATED AGAINST BECAUSE OF DISABILITY, THE FOCUS MAY BE ON HOW THE 

PERSON WAS TREATED RATHER THAN ON PROVING THAT HE OR SHE HAS PHYSICAL 

LIMITATIONS OR AN AILMENT.

• PROTECTION FOR PERSONS WITH DISABILITIES UNDER THE CODE EXPLICITLY 

INCLUDES PHYSICAL DISABILITY, DEVELOPMENTAL DISABILITIES AND LEARNING 

DISABILITIES. DISCRIMINATION MAY BE BASED AS MUCH ON PERCEPTIONS, MYTHS AND 

STEREOTYPES, AS ON THE EXISTENCE OF ACTUAL FUNCTIONAL LIMITATIONS.

http://www.ohrc.on.ca/en/issues/disability


How Can I Help You? Video 



SERVING CUSTOMERS WITH 
DISABILITIES

• ASK HOW CAN I HELP YOU?

• ENSURE YOU SPEAK DIRECTLY TO THE CUSTOMER VS TO THEIR SUPPORT PERSON

• RESPECT YOUR CUSTOMER’S PERSONAL SPACE. DO NOT LEAN OVER THEM OR ON THEIR MOBILITY DEVICE

• DO NOT TOUCH OR MOVE A MOBILITY DEVICE WITHOUT PERMISSION OR WITHOUT PROPER TRAINING 

• DO NOT MOVE MOBILITY DEVICES OR EQUIPMENT OUT OF YOUR CUSTOMER’S REACH

• IF THE CUSTOMER IS ACCOMPANIED BY A GUIDE DOG, PLEASE DO NOT INTERACT WITH THE DOG AS IT IS ON DUTY. BE 

SURE TO POSITION YOURSELF TO THE RIGHT OF THE CUSTOMER OR OPPOSITE TO THE SIDE THE DOG IS POSITIONED

• KEEP RAMPS AND CORRIDORS FREE OF CLUTTER

• IF A COUNTER IS TOO HIGH, STEP AROUND TO PROVIDE SERVICE

• PROVIDE SEATING TO THOSE WHO CAN’T STAND IN LINE

• LET YOUR CUSTOMER KNOW ABOUT ACCESSIBLE FEATURES IN THE IMMEDIATE ENVIRONMENT (ACCESSIBLE 

WASHROOMS, ELEVATORS ETC.)



CUSTOMER SERVICE GUIDELINES FOR PERSONS 
THAT ARE BLIND OR VISUALLY IMPAIRED

Don’t assume the individual can’t see you. Greet your customer by introducing 
yourself and ask them if they need assistance. Be sure to ask permission before you 
attempt to physically guide the individual.  A basic sighted guide video is included in 
the next slide.

If you have to leave them alone, let them know when you are leaving and when 
you will be back. Offer to guide them to a chair or comfortable location if they 
are required to wait to receive service.

When offering printed material, offer to read it or summarize it for them. Don’t 
raise your voice when speaking.

Do not touch or pet the service animal. 



Basic Sighted Guide Techniques Video - CNIB



CUSTOMER SERVICE GUIDELINES FOR 
PERSONS WHO ARE 

DEAF OR HARD OF HEARING
Do not assume the individual cannot hear anything. They may be oral deaf, deafened 
or hard of hearing. If the customer is using ASL, interpreter or has a support person 
with them. Please direct your attention to the customer vs the support person.

Do not assume that the individual can read lips. While many can, others may not. Do 
face the person and keep your hands and other objects away from your face and 
mouth to enable lip reading.

Speak clearly, do NOT shout. Reduce background noise if possible. 

If necessary, write notes back and forth. 



IF YOUR CUSTOMER 
HAS A PHYSICAL 

DISABILITY

SPEAK NATURALLY TO YOUR 

CLIENT. 

DON’T ASSUME WHAT THE PERSON 

CAN AND CAN’T DO

ASK BEFORE YOU HELP. DON’T 

ASSUME THE INDIVIDUAL 

REQUIRES YOUR ASSISTANCE

IF THE INDIVIDUAL HAS A MOBILITY 

DEVICE, DO NOT TOUCH OR MOVE 

THE DEVICE OUT OF THEIR REACH

IF YOUR CUSTOMER 
HAS A DEVELOPMENTAL 

DELAY

SPEAK CLEARLY AND NATURALLY 

TO THE INDIVIDUAL

ALLOW EXTRA TIME TO ENSURE 

THEY UNDERSTAND, AND TIME FOR 

THEM TO RESPOND

PROVIDE ONE PIECE OF 

INFORMATION AT A TIME

DON’T INTERRUPT AND GIVE THEM 

TIME TO ASK QUESTIONS

DON’T FINISH THEIR SENTENCE OR 

ASSUME THAT YOU KNOW WHAT 

THEY ARE GOING TO SAY

CUSTOMER SERVICE 
BEST PRACTICES

ASK YOUR CLIENT HOW YOU CAN 

HELP

IF YOU CAN’T UNDERSTAND WHAT 

IS BEING SAID, POLITELY ASK THEM 

AGAIN OR REPHRASE WHAT YOU 

HEARD AND ASK IF YOU HAVE 

UNDERSTOOD THEM CORRECTLY

IF NECESSARY, MAKE ALTERNATE 

ARRANGEMENTS THAT WILL 

BETTER MEET THE INDIVIDUAL’S 

NEEDS



CENTENNIAL INFANT 
AND CHILD CENTRE
ACCESSIBILITY STANDARDS 
& FEEDBACK FORMS

A COMPLETE COPY OF THE CICC ACCESSIBILITY STANDARDS, AND CLIENT 

ACCESSIBILITY FEEDBACK FORM CAN BE FOUND ON OUR WEBSITE WWW.CICC.CA

http://www.cicc.ca/

