NEW ACCESSIBILITY STANDARD
IMPROVES CUSTOMER SERVICE FOR EVERYONE

The Accessibility Standards for Customer Service (Customer Service Standard) is the first
accessibility standard created under the Accessibility for Ontarians with Disabilities Act, 2005
(AODA). The adoption of the AODA was itself significant as Ontario became the first jurisdiction in
North America to develop mandatory accessibility standards that will identify, remove and
prevent barriers for people with disabilities in key areas of daily living.

The Martin Prosperity Institute estimates that over the next five years, the implementation of the
AODA could stimulate between $400 million and $1.6 billion in new spending on tourism and
generate increasing retail sales ranging from $3.8 to $9.6 billion.

So, what does this new customer service mean to you, your business and most importantly your
customer? Excellence in customer service is the goal of any successful business today. Ensuring
you are accessible and open to all your customers, including people with disabilities, is what the
customer service standard is all about.

What you have to do to comply with the Customer Service Standard

The legislation requires that your business be in compliance by January 1, 2012. This new
Customer Service Standard will ensure a more accessible business through the adoption of a few
simple measures.

Policies
Set up a policy on how people with disabilities can access your goods and services.

Communication
Communicate with people with disabilities in a manner that takes into account his or her
disability.

Training
Provide training-to staff and any other people who interact with the public on your behalf on
topics as outlined in the customer service standard.

Service Animals
Allow people with disabilities to be accompanied by their guide dog or service animal in those
areas open to the public.

Support Persons
Permit people with disabilities who use a support person to bring that person with them.

Temporary disruptions
Provide notice when the facilities or services that people with disabilities rely on are temporarily
disrupted.

Feedback
Make sure people can provide feedback on how you provide goods or services to people with
disabilities and make it clear how people can provide this.
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If you are an organization or company with 20 employees or more you should note that there are
some additional requirements around written documentation.

Some simple things you can do immediately to improve accessibility:

e treatall customers with dignity and respect.
¢ ask “how may I help you?”

Improving accessibility to your goods and services by removing and preventing barriers helps
everyone.

Need More Assistance?

You can order a copy of the customer service standard or get more information about it by
contacting the following:

Accessibility for Ontarians with Disabilities Act (AODA) Contact Centre Service Ontario
Toll-free: 1-866-515-2025 TTY: 416-325-3408 / Toll-free 1-800-268-7095

You may also want to refer to the Guide to the Accessibility Standards for Customer Service,
Ontario Regulation 429/07.

Further information that will help providers comply with the standard may be found on the
Accessibility Directorate’s compliance assistance website: www.AccessON.ca/compliance.

To read the Accessibility for Ontarians with Disabilities Act:
1. Go to the website www.AccessON.ca
2. Click on Understanding Accessibility
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