Allow assistive devices
An assistive device is a piece of equipment a person with a disability uses to help them with daily living (e.g., a
wheelchair, screen reader, hearing aid, cane or walker, an oxygen tank).
Welcome support persons
Support persons help people with a disability perform daily tasks. Often, people who need the help of a support
person are not able to do certain things by themselves. For example, a support person might help with
communication, mobility or personal care. Without support, that person may be unable to access your
organization or your services.
Inform customers when accessible services are temporarily unavailable
Sometimes accessibility features or services require repair or are temporarily out of service (e.g., an elevator,
ramp, audio announcements or accessible washroom). When this happens, let your customers know by providing
public notice.
Allow service animals
Service animals have a job to do. They are not pets. Avoid touching or addressing a service animal. Your
customer is responsible for the care and supervision of their service animal.

(excerpted from About the Accessibility for Ontarians with Disabilities Act, 2005 (AODA)
http://www.mcss.gov.on.ca/documents/en/mcss/publications/accessibility/AboutAODAWeb20080311EN.pdf

Accessibility For All Ontarians
The Accessibility for Ontarians with Disabilities Act, 2005 (AODA) became law on June 13,
2005. Under this landmark legislation, the government of Ontario will develop mandatory
accessibility standards that will identify, remove and prevent barriers for people with
disabilities in key areas of daily living. The standards will apply to private and public sector
organizations across Ontario.
The Accessibility for Ontarians with Disabilities Act, 2005 lays out the goal of an accessible
Ontario by 2025. To reach this goal, the Standards Development Committees are asked to
set out a series of proposed targets for what needs to happen and when, in increments of 5
years or less. The act provides for standards to be developed so that organizations, both
public and private, can spread out their accessibility investments over time, and they can
plan ahead and incorporate capital expenditures into their normal business plans and
strategies.

Be Alert To Barriers To Accessibility
When you think about making your organization accessible it is important to be alert to both visible and
invisible barriers. A barrier is anything that keeps someone with a disability from participating in the
social or economic life of our communities.
Architectural or structural barriers may result from the design of a building such as stairs, doorways, the
width of hallways and even room layout.
Information and communications barriers can make it difficult for people to receive or convey information.
Things like small print size, low colour contrast between text and background, confusing design of printed
materials and the use of language that is not clear or plain can all cause difficulty.
Technology, or lack of it, can prevent people from accessing information. Everyday tools like computers,
telephones and other aids can all present barriers.
Systemic barriers can occur through policies and procedures. These are any practices or rules that restrict
people with disabilities – for example, denying access to a person with a service animal.
Attitude is perhaps the most difficult barrier to overcome. Some people don’t know how to communicate
with those who have visible or non-visible disabilities. Or they simply discriminate against them because
of stereotypes. They may feel that they could offend the individual with a disability by offering help or
they ignore or avoid people with disabilities altogether.

Independence
A person with a disability is allowed to do things on their own without unnecessary help or
interference with others.
Integration
Provide service in a way that allows the person with a disability to benefit from the same
services, in the same place, and in the same or similar way as other customers, unless a
different way is necessary to enable them to access goods, services, or facilities.
Equal Opportunity
Provide service to a person with a disability in such a way that they have an equal opportunity
to access your goods, services, or facilities as what is given to others.

Cerebral palsy, stroke, hearing loss or other conditions may make it difficult for a person to
pronounce words or express themselves. Some people who have severe difficulties may use a
communication board or other assistive devices.
Tips:
•
•
•
•
•

don’t assume that a person who has difficulty speaking doesn’t understand you
whenever possible, ask questions that can be answered with “yes” or a “no”
read visible instructions for communication devices, if the person uses one
be patient; don’t interrupt or finish your customer’s sentences
confirm what the person has said by summarizing or repeating – don’t pretend if
you’re not sure
• speak directly to the customer and not to their companion or support person

Developmental disabilities (e.g. Down syndrome) or intellectual disabilities, can mildly or
profoundly limit a person’s ability to learn, communicate, do every day physical activities and
live independently. You may not know that someone has this disability unless you are told.
Tips:
•
•
•
•

don’t make assumptions about what a person can or cannot do
use plain language
provide one piece of information at a time
ask the customer if they need help reading your material or completing a form

Mental health disability is a broad term for many disorders that can range in severity. It can
affect a person’s ability to think clearly, concentrate or remember things. A person with a
mental health disability may experience depression or acute mood swings, anxiety due to
phobias or panic disorder, or hallucinations.
You may not know someone has a mental health disability unless you are told. Stigma and
lack of understanding are major barriers for people with mental health disabilities.
Tips:
• if you sense or know that a customer has a mental health disability, treat them with the
same respect and consideration you have for everyone else
• be confident, calm and reassuring
• respect your customer’s personal space
• limit distractions that could affect your customer’s ability to focus or concentrate – loud
noise, crowded areas and interruptions could cause stress

An assistive device is a piece of equipment a person with a disability uses to help them with daily living (e.g., a
wheelchair, screen reader, hearing aid, cane or walker, an oxygen tank).
Tips:
• don’t touch or handle any assistive device without permission
• don’t move assistive devices or equipment (e.g., canes, walkers) out of your customer’s reach
• let your customers know about accessible features in the immediate environment that are appropriate to
their needs (e.g. public phones with TTY service, accessible washrooms, elevator)
• If your organization offers any equipment or devices that can help customers with disabilities access your
services, make sure you and your staff know how to use them. It could be helpful to have instruction
manuals handy or an instruction sheet posted where the device is located or stored.
• Some examples of assistive devices that your organization might offer include:
• mobility device, such as a manual wheelchair or motorized scooter
• lift, which raises or lowers people who use mobility devices
• technology that makes it easier for people with disabilities to communicate or access information, such as
certain computer software, an amplification system or a TTY phone line
• accessible interactive kiosk, which might offer information or services in braille or through audio headsets

There are various types of service animals who support people with various types of
disabilities. People with vision loss may use a guide dog. Hearing alert animals help people
with hearing loss. Other service animals are trained to alert a person to an oncoming seizure
or to help people with autism, mental health disabilities, physical disabilities and other
disabilities.
The law requires you to allow service animals on the parts of your premises that are open to
the public. In cases where another law prohibits a service animal from entering certain areas
(e.g. a service animal would not be allowed in the kitchen of a cooking school), provide
another way for the person to access your goods, services or facilities.
While service animals may be prohibited from certain areas, service dogs are allowed in
areas where food is sold, served or offered for sale. This includes a restaurant’s public
dining room.

Tips:
• don’t touch or distract a service animal, it is not a pet, it is a working animal and has to
pay attention at all times
• if you’re not sure if the animal is a pet or a service animal, ask your customer
• you can provide water for the service animal if your customer requests it, but the
customer is responsible for the care and supervision of the animal
• if the service animal is prohibited by another law, explain why to your customer and
discuss other ways to serve them, e.g. leaving the dog in a safe area or serving your
customer in another area where the animal is allowed
There are no restrictions on what type of animal can be used as a service animal. An animal is
considered a service animal if:
 it wears a harness, vest or other visual indicator
 the person with a disability provides documentation from a regulated health
professional

A support person may accompany some people with disabilities. A support person can be a
paid personal support worker, an intervenor, a volunteer, a family member or a friend. A
support person might help your customer with communication, mobility, personal care or with
accessing your services.
Welcome support people to your workplace or business. They are permitted in any part of your
premises that is open to the public. If your organization is one that charges admission, such as a
movie theatre, provide advance notice about what admission fee or fare will be charged for a
support person.
Tips:
• if you’re not sure which person is the customer, take your lead from the person using or
requesting your goods, services or facilities, or simply ask
• speak directly to your customer, not to their support person
• if your organization charges an admission fee or fare, be familiar with its policy on fees
or fares for support persons

When it may be necessary to require a support person:
There are certain cases when it might be necessary for a person with a disability to be
accompanied by a support person on your premises. You must first discuss the situation with
the person and consider available evidence before you determine that:
• a support person is necessary to protect the health or safety of the person with a
disability or the health or safety of others on the premises; and
• there is no other reasonable way to protect the health or safety of the person with a
disability and that of others on the premises
• In such a situation, you must waive the admission fee or fare for the support person, if
one exists.

If you notice that your customer is having difficulty accessing your goods, services or
facilities, a good starting point is to simply ask “How can I help you?”
Your customers are your best source for information about their needs. Being flexible and
open to suggestions will help create a good customer experience. A solution can be simple
and they will likely appreciate your attention and consideration.

Please see the instructions for using equipment
included with this training.

Please use the following link to complete the short quiz. A copy will be
printed once scored and placed in your personnel file.
Training and Quiz must be completed by April 30, 2017

https://www.surveymonkey.com/r/6TCKFFR

Accessibility for Ontarians with Disabilities Act, 2005 (AODA)
http://www.mcss.gov.on.ca/documents/en/mcss/publications/accessibility/AboutAODAWeb20080311EN.pdf
To Read The Act: visit the e-laws website of the Ontario government: www.e-laws.gov.on.ca

