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Community Scan…
Close your eyes….for a minute.
What is the first image that pops into your head
when you hear the word “disability”?
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Wheelchair

4

Just the Facts…
Did you know…
Just over 15.5% of Ontarians have a disability?
That’s 1 in every 7 Ontarians and as the population
ages that number will grow. What is significant is if
you take into account the immediate family
members of people with disabilities, that’s 15 and a
half percent, if you take into account their mothers,
fathers, brothers, sisters, husbands or wives, what
you come up with is a very different percentage.
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In fact, what you come up with is a majority of the
population of the province of Ontario! Right now, some
55 percent of the people, in other words, the majority of
the population of the province of Ontario are affected
right now today by disability. And with the effects of
aging on the boomer population, there are some
estimates that we could be over 60 percent just in a
handful of years.
Excerpt from a keynote address by Lieutenant Governor
of Ontario, the Honourable David C. Onley
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In Canada, Europe and the United States, 75% of
people with disabilities are physically and financially
able to travel.
Kéroul, Best Practices in Tourism Accessibility for
Travellers with Restricted Physical Ability, October
2003

NOT ACCESSIBLE - NOT ACCEPTABLE
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It’s all about attitude…
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What is on your radar???
• How does disability show up in your life? Is disability

on your radar?
• Take a few minutes to think about how disability

comes up in your life then share with your
neighbour.
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So what does all this mean?
 Pay attention to the ever changing demographics

 Consider the opportunities that are presented as the

demographics change
 Always listen to the needs of your customers!
 Anticipate the changing trends
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The AODA encourages that all types of disabilities
be considered when providing customer service.
 have a physical disability
 are deaf or have some form of hearing loss

 are blind or have some form of loss of vision
 are deafblind
 have a learning disability

 have a speech or language impairment
 have an intellectual or developmental disability
 have a mental illness
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What is accessible customer
service?
Accessible customer service can mean many things. Mostly, it is
understanding that access to the goods and services your
organization provides may at times require some modification to be
accessible to some individuals. Your organization needs to consider
providing customer service to people with disabilities in a manner
that:
 Respects their dignity and independence
 Is integrated as fully as possible into the method of service delivery
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 Ensures reasonable efforts are made to provide an opportunity equal

to that offered to other customers to obtain and use the
organization’s goods and service
 Allows people with disabilities to benefit from the same services, in

the same place, and in a similar way as other customers; in other
words, an equality of outcome
 Is sensitive to an individual’s need
 Is responsive by delivering service in a timely manner, considering

the nature of the service and the specific accommodation required
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Examples of Customer Service…
 A person who has low vision may need to have

information read aloud to them.
 Someone who uses a scooter may need help finding an

accessible route.
 An individual with a learning disability may need to have

instructions written down for them.
 A person who has a hearing loss may want to know

about what assistive listening devices are available at a
public meeting.
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 A person who is unable to stand for a long period of time

may benefit from seating in areas where people have to
stand in line to receive goods or services.
 A person with an intellectual disability may need

assistance with and extra time to complete forms.
 A person who is blind may be assisted by telling them

the denominations of money being exchanged during a
financial transaction.
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Word Choices…
• Here are some tips that can help make your

communication with or about people with disabilities
more successful:
• Use “disability” not “handicap.”
• Put people first. “Person with a disability” puts the

focus on the person instead of their disability. For
specific disabilities, say “person with epilepsy” or
“person who uses a wheelchair”.
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• Avoid statements that make it seem like a person

with a disability should be pitied such as “victim of,”
“suffers with,” or “stricken with” a particular illness or
disability.
• If you’re not familiar with the disability, wait until the

individual describes their situation to you, instead of
making assumptions. Many types of disabilities
have similar characteristics and your assumptions
may be incorrect.
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A few examples…Instead of
please use…
Aged (the), the elderly
– Seniors
Autism
– A person with Autism. A person with Autism spectrum
Disorder
Birth defect, congenital defect, deformity
– A person who has a congenital disability. A person with
a disability since birth.
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Blind (the), visually impaired (the)
 A person with vision loss. A person who is blind. A
person with low vision.
Brain damaged
 A person with a brain injury. A person with an
acquired brain injury.

Confined to a wheelchair, wheelchair bound
• A person who uses a wheelchair.
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Why Accessibility Makes Sense
 The Ministry of Tourism indicates that 105 million total person visits

were made in Ontario in 2007.
 According to the 2004 Canadian Travel and Tourism Survey

approximately 26% of tourists over the age of 15 in Ontario were 55
years of age and older.
 As the population ages, demand for accessible accommodations and

inclusive tourism continues to grow.
 Research shows that if accessibility has even a modest impact of 3%

increase in tourism, this would represent $700 million in additional
tourism expenditures.*
 Accessibility means better access to shops, restaurants and

attractions, improved ability to communicate with business owners,
resulting in better bottom line.
*Martin Prosperity Institute “Releasing Constraints: Projecting the Economic Impacts of
Increased Accessibility” June 2010
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AODA Overview
• The Accessibility for Ontarians with Disabilities Act (AODA)
became law in 2005.
• Purpose is to remove barriers that may stop a person from fully
taking part in society because of that disability (visible and nonvisible).
• Types of barriers: physical or architectural, communications,
technological, attitudinal, policy or practice (systemic).

21

AODA Overview
• The AODA places legislative obligations on designated public
sector organizations and on every private sector organization
that provides goods or services to the public or to third parties
and has at least one employee in Ontario.
• The AODA does not diminish existing legal duties under the
Ontario Human Rights Code and other laws with respect to
accommodation of persons with disabilities.
• AODA vs. the Ontario Human Rights Code and other Acts or
regulations: AODA states that the legislation that provides
highest level of accessibility shall prevail.
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AODA Overview
• Under AODA, accessibility will be achieved through the development
and enforcement of mandatory accessibility standards in key areas.
• Accessibility standards are the rules that businesses and organizations
in Ontario will have to follow to identify, remove and prevent barriers to
accessibility.
• Goal is to make incremental improvements to achieve an accessible
Ontario by 2025.
• Standards Development Committees – composed of 50% people with
disabilities and representatives from business community, broader
public sector and Ontario government – develop proposed standards.
• Obligated organizations are required to file accessibility reports with
the government and to make reports available to the public.
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AODA Overview
• The following accessibility standards are either in effect or in
development under the AODA:
- Customer Service: IN EFFECT, compliance deadline of
January 1, 2012 for private sector

- Information & Communications*
- Employment*
- Transportation*
- Built Environment: in development
* Requirements for these three standards are set out in the new Integrated Accessibility
Standards Regulation (IASR) which also includes general requirements that apply to all.
Requirements for the IASR will be phased in gradually.
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Customer Service
 The Accessibility Standards for Customer Service Regulation (also

known as the customer service standard) became law in 2008 and
established different compliance deadlines for the public and
private sectors.
 The private sector must comply with the customer service standard

by January 1, 2012.
 The customer service standard applies to all people, businesses

and organizations that:
 Provide goods or services to the public or to other businesses or
organizations; and
 Have 1 or more employees in Ontario
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Customer Service
The customer service standard requires that you:
 Develop customer service policies, practices and procedures for
serving people with disabilities.
 Make sure that your policies, practices and procedures are

consistent with the principles of independence, dignity, integration
and equality of opportunity.
 Have a policy on allowing people to use their own assistive devices

(e.g., cane, wheelchair, oxygen tank, etc.) to access your goods and
services.
 Communicate with a person with a disability in a manner that takes

into account his or her disability.
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Customer Service
 Allow people with disabilities to be accompanied by their guide dog

or service animal in areas of your business that are open to the
public.
 Permit people with disabilities who rely on a support person to bring

that person with them while accessing your goods or services.
 Where admission fees are charged, post information about what

your policy is regarding what fee, if any, would be charged for a
support person of a person with a disability.
 If you offer facilities or services for people with disabilities (such as

an elevator or accessible washroom), let people know when they
are out of order.
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Customer Service
The customer service standard requires that you:
 Train staff, volunteers and all other persons who deal with members

of the public or other 3rd parties on your behalf on how to provide
accessible customer service to customers with disabilities. This
may include, for example, a telemarketing group contracted to sell
your product, etc.
 Establish a process to receive and respond to customer feedback

on how you provide goods or services to people with disabilities.
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Customer Service
If you have 20 or more employees, you must also:
 File an online report on your compliance by the reporting deadline.
 Document in writing all of your policies and procedures on how you

provide accessible customer service.
 Notify customers that all of the documents required by the standard

are available upon request.
 When providing documents required under the standard, make sure

the information is in a format that takes into account the person’s
disability.
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Accessibility Report
 Under the AODA, businesses and organizations covered by a standard will

be required to file an accessibility report, unless they are specifically
exempted by regulation from filing a report
 Private businesses and non-profit organizations that:
 provide goods or services to the public or to other third parties, and
 have more than 20 employees

must file an annual accessibility report for the customer service standard
starting in 2012 (month and day still to be determined).
 Reports filed online in simple checklist format through the ServiceOntario

website. Proposed synchronized reporting across standards so that
organizations file one report on all standards which apply to them.
 Businesses and organizations with fewer than 20 employees (except for

public sector organizations) do not have to file accessibility reports for the
customer service standard, but must still comply.
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Built Environment
 The proposed Built Environment Standard is a comprehensive

standard that addresses building and outdoor spaces
 Addresses new construction and extensive renovations
 Does not address retrofit
 Proposed standard now under consideration by government
 Anticipated that parts of the Built Environment Standard will be

incorporated into the Ontario Building Code
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Employment
 Requirements apply to processes related to recruiting, hiring, and

retaining persons with disabilities in paid employment, and include:
 Accommodating persons with disabilities in the recruitment

process
 Developing individual accommodation plans for employees with

disabilities, upon request
 Delivering individualized workplace emergency information to

employees with disabilities
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Information and Communications
 The Information and Communications Standard outlines how

businesses and organizations must create, provide and receive
information and communications in ways that are accessible for
people with disabilities.
 It requires obligated organizations to:
 Provide information and communication to people with disabilities

in a way that accommodates their disability, and
 Make websites accessible


World Wide Web Consortium Web Content Accessibility Guidelines
(WCAG) 2.0, initially at Level A and increasing to Level AA
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Transportation
 The Transportation Standard focuses on making transportation

services accessible, including buses, trains, subways, streetcars and
ferries.
 Requirements include policies and practices regarding staff training,

technical requirements, fares and fees, operator responsibilities, and
more.
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Business Accessibility Test
 Take a few minutes to complete the following questions.

Share your results with your neighbour.
 Ask yourself, how can you provide better accommodation

to persons with a disability. How can YOU influence
others?
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Examples of what YOU can do…
• Physical- Are your customer service counters too high

for people in wheelchairs?
• Deaf or hard of hearing – Use pen and paper to

communicate with someone who is deaf or hard of
hearing when engaging in a short conversation.
• Mental health disability - Have you trained your

employees in understanding and being sensitive to the
needs of people with a mental health disability?
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• Vision disability - Are your printed materials designed

using large, high contrast typefaces? Are your signs
displayed in contrasts and typefaces as recommended
by CNIB? Is the information on your website easy to
read and easy to access?
• Learning/intellectual disability - Are your publications
in plain language and easy to read? Are your signs clear
(easy to see and understand), concise (simple, short and
to the point) and consistent (signs meaning the same
thing should always appear the same. For example, fire
exit signs should be in red not green)?
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Who is your potential customer?
• Take a few minutes to think about who is your potential

customer.
• Tip: Think about your profession and the services that are

currently being provided. Are all your customers able to
access your goods and services independently? If yes,
what is working well to accommodate your customers. If
no, what needs to be developed to ensure that ALL your
customers receive similar accommodation.
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Resources:
 General tips on how to best serve a customer with a

disability – Hand out
Web sites:
• www.AccessOn.ca
• www.abilities.ca
• www.chs.ca
• www.cnib.ca
• www.ala.ca
• www.csa-international.org
• www.dimes.on.ca
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Thank you!
For more information please contact:
Catherine Smart
Smart Move Training & Development Inc.
www.smartmovetraining.org

Tara Bourgeois, TIAO:
tbourgeois@tiaontario.ca
Fatima Finnegan, ORHMA:
ffinnegan@orhma.com
www.accessibletourismwebsite.com
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