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I

Subject

ACCESSIBLE CUSTOMER SERVICE STANDARD ONTARIO REGULATION 429107
AND STANDARDS BEING DEVELOPED UNDER THE ACCESSIBILITY FOR
ONTARIANS WITH DISABILITIES ACT, 2005
—

I

Recommendations
THAT

Council receive Administrative Report No. CAO-08-2009 for information
purposes; and further

THAT

Council endorse the Accessible Customer Service Standard Policy attached
as Appendix “1” to this report.

Relation to Council’s 2007-2010 Corporate Strategic Plan
The Accessibility for Ontarians with Disabilities Act, 2005 provides for standards to be
developed and implemented in order to make Ontario truly accessible by 2025. The
Customer Service Standard, adopted by 0. Reg. 429/07 is the first of five standards to be
legislated under the Act.

I

List of Stakeholders
Town of Fort Erie residents and staff
Visitors to the municipality
Businesses and organizations within Fort Erie or that the Town of Fort Erie
contracts with
Transit provider
Ministry of Community and Social Services Accessibility Directorate
-

-

-

-

—

Preparer

Approved by~

Be’~4d_
;‘adnam
Executive Assistant to the CAO
and Policy Analyst

Harry S hlange,
Chief Administrative Officer
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Purpose of Report
The purpose of this report is to provide Council with details regarding the Town of Fort Erie
Accessible Customer Service training that will be required in 2009 in order to achieve
compliance by January 1,2010.
The report also requests Council’s endorsement of the draft Accessible Customer Service
Standard Policy and provides an overview of the remaining four Standards being
developed under the Accessibility for Ontarians with Disabilities Act, 2005 (AODA).

I Legislative Background

I

The Ontarians with Disabilities Act, 2001 (ODA) was introduced to improve opportunities
for people with disabilities by identifying and removing barriers to full participation. The Act
required all public sector and broader public sector organizations to establish an
Accessibility Advisory Committee (AAC) and make public an annual Accessibility Plan that
identified barriers and their removal. This Act however did not require compliance by the
private sector, nor did it provide any standards, checks or balances.
The Accessibility for Ontarians with Disabilities Act, 2005 (AODA) applies to both
public and private sectors and was written to ensure a fully accessible Ontario by 2025.
The AODA legislates the development of accessibility standards and the enforcement of
the standards including fines for an organization as well as for its officers if found to be
non-compliant.
Standard Development Committees have been established through the Accessibility
Directorate, an agency of the Ministry of Community and Social Services. These
Committees are comprised of individuals, half of which are disabled. The standards that
are being developed under the AODA are shown in the following table together with the
status of each:
Standard
1) Customer Service

2) Transportation
Standard

Status
The Accessibility Standards for Customer Service (Ontario
Regulation 429/07) came into force on January 1, 2008, and
requires that all staff, volunteers, Council members,
contractors, etc. be trained in accessible customer service;
policies be developed for the provision of the training as well
as assistive devices, provisions for service animals and the
requirement for feedback on service provision. Further details
on the requirements are contained in this report.
The Transportation Standard was the first draft released and
the initial Standard Development Committee was comprised
mainly of service providers. The responses received by
stakeholders resulted in the standard being rewritten and the
Committee being reestablished with a greater number of
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disabled participants. The Standard has been rewritten and is
presently with the Minister of Community and Social Services
in order for a regulation to be developed.
3) Information and
The initial proposed draft was released and comments were
Communications
received up to February 6, 2009. The AAC provided
Standrd
comments, which included comments from the Clerk and
Information Systems/GIS Manager. This standard addresses
all written documentation (i.e. Leisure Guide, accessible website, business enterprise system). Based on the initial draft, a
financial impact was prepared by KPMG, which shows a
significant financial impact to municipalities.
4) Employment Standard The initial draft standard was released on February 18, 2009.
The AAC is preparing comments on the draft and has also
asked for input from the Manager of Human Resources. This
standard will take into account recruitment, hiring,
accommodations and will also have a policy and training
corn po ne nt.
5) Built Environment
The standard is still in draft form and has not yet been
released for public comment. The draft is presently +250
pages. The standard will be somewhat based on the City of
London’s FADS document (Facility Accessible Design
Standard), which has been adopted by the Region of Niagara.
It has been suggested that the standard will provide a great
deal of discussion concerning heritage facilities and there will
be a retrofit component over a 10 year period. This standard
will also have a policy and training component.

I Analysis of the Customer Service Standard
As a public service organization designated in the standard, the Town must comply with
the requirements of 0. Reg. 429/07 by January 1, 2010. The regulation outlines specific
objectives that the Town must meet in order to ensure the provision of accessible customer
service to people with various kinds of disabilities. The following will be required in order
to meet compliance requirements:
-

-

-

-

-

establishment of policies, practices and procedures governing the provision of goods
and services to persons with disabilities based on the four principles of accessible
customer service;
use of service animals and support persons;
notice of temporary disruptions;
Accessible Customer Service training must be provided to every person who deals with
the public or third parties on behalf of the public, including employees, volunteers,
contractors and agents;
Accessible Customer Service training must be provided to every person who
participates in developing the provider’s policies, practices and procedures governing
the provision of goods and services (expands to Council and senior management);
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Maintenance of Accessible Customer Service program, which includes orientation of
new staff/volunteers/boards and committee members;
Reporting requirements of the training provided including dates and the number of
individuals to whom training is provided;
Establishment of a process for receiving and responding to feedback about the manner
in which goods and services are provided to persons with disabilities;
Notice of availability of documents required by the regulation; and
alternate communication methods must be developed in order to respond to differing
customer needs.

There is also an enforcement component to the legislation. For each day of non
compliance an organization can be charged up to $100,000 per day and officers of the
corporation can be charged up to $50,000 per day.
The accessibility coordinator has met with senior staff to review the requirements contained
in the regulation as it relates to the training of staff members.
The draft Accessible Customer Service Standard Policy is attached as Appendix ‘~1”to the
report and has been developed based on similar policies adopted by Ontario Municipalities
using the Accessibility Directorate’s Compliance Manual as a guide.
The coordinator has also participated in a three day train-the-trainer course hosted by the
Town of Newmarket and has been certified to provide training to The Corporation’s
employees, Council members, volunteers and contractors.
The coordinator is also a member of the Ontario Network of Accessibility Professionals
(ONAP), a group that meets quarterly and continuously networks through e-mail contact. A
great number of municipalities have approved full-time accessibility coordinator positions in
order to respond to the AODA requirements as well as budgeted funds to respond to the
training components of the standards being developed.
Council will be asked to participate in a one-hour training session conducted by the
coordinator. The coordinator will also be developing, with input from an ONAP Sub
Committee group, a pamphlet that will be used to comply with the contractor and volunteer
training components of the legislation.
The schedule agreed to by senior management will ensure compliance of the training
requirements by the January 1, 2010 mandated compliance date.

I Financial/Staffing Implications I
Each of the standards will have a training and policy component. The Customer Service
Standard will require training of all staff, Council members, volunteers, contractors and
agents. $5,000 has been budgeted in 2009, which includes the train-the-trainer costs
already incurred.

Office of the C.A.O.

Page 5 of 5

Report No. CAO-08-2009

Council will be provided with further updates on regulations as they are introduced and any
associated cost impacts during the budget process. As an example, the KPMG study
conducted for the draft Information and Communications Standard, as it is presently
written, estimates the net incremental cost impact fora southern Ontario municipality with a
population under 35,000 people to be from a low of $1 .345 million to $3.805 million to
obtain compliance. This costing was based on how the draft has been written. The
feedback response provided to the Directorate included concerns about the monetary and
human resource challenges facing the municipality based on the draft. This concern has
also been echoed by the author’s colleagues in other municipalities.
Policies Affecting Proposal
Policies, practices and procedures must be reviewed and/or written in order to comply with
0. Reg. 429/07. The Official Plan and Parks and Open Space Master Plan already contain
an accessibility component.
The AODA applies to all sectors
Ontario is accessible by 2025.

—

both public and private

—

in order to ensure that all of

Comments from Relevant Departments/Community and Corporate Partners

I

The AAC is comprised of eight members of the public including a representative of Dunn
the Mover as the transit provider; Councillor Noyes as the Council representative, and staff
representing Building, Facilities and Infrastructure Services. The AAC staff coordinator is
the Executive Assistant to the CAO and Policy Analyst. The AAC have been kept apprised
of the status of the AODA Standards during their monthly meetings.
Our previous Chair and present member, Diann Krieger, has participated on the
Transportation Standards Committee and has provided regular updates to the Committee.

I Alternatives
No alternatives are provided as this is a mandated provincial regulation. Non-compliance
with the standard will result in fines to both The Corporation and its officers.
Conclusion

I

The Standards being developed will benefit all of society, both young and old. The
Accessibility Directorate of Ontario should be commended in setting priorities for both
public and private sectors.

I Attachments
Appendix “1”— the Accessible Customer Service Standard Policy

Ao~endix “1” to CAO-08-2009
THE CORPORATION OF THE TOWN OF FORT ERIE
ADMINISTRATIVE POLICY DIRECTIVE
TITLE:

ACCESSIBLE CUSTOMER
SERVICE STANDARD

APD NUMBER:

01-2009

EFFECTIVE DATE: May 19, 2009
REVISION DATE:
DEPARTMENT
OR FUNCTION:

OFFICE OF THE C.A.O.
FILE NO:

120809

1. AUTHORITY:
Ontario Regulation 429/07 made under the Accessibility for Ontarians with Disabilities Act,
2005 (AODA) came into force on January 1, 2008.
The Regulation establishes standards for accessible customer service, which applies to
every designated public sector organization and every other person or organization that
provides goods or services to members of the public or other third parties and that has at
least one employee in Ontario.
The Regulation requires compliance by designated public sector organizations on and after
January 1, 2010 and to other providers of goods and services on and after January 1,
2012.
2. PURPOSE:
This policy establishes that goods and services provided by the Town of Fort Erie shall be
provided to persons with disabilities and all customers in accordance with the following key
principles:
Dignity: Service is provided in a respectful manner consistent with the needs of the
individual.
Independence: Services for persons with disabilities shall support their independence
while respecting their right to safety and personal privacy.
Equity/Equality of Outcome: Service outcome is the same for persons with disabilities as
for persons without disabilities.
Integrated: Services allow people with disabilities to fully benefit from the same services,
in the same place and in the same or similar way as other customers.
In addition to the above key principles as provided for in the Customer Service Standard,
the Town of Fort Erie will be:
Sensitive: Service is provided in a manner that is respectful to an individual’s needs.
Responsive: Service is delivered in a timely manner, considering the nature of the service
and the accommodation required.
Inclusive: We are committed to an inclusive environment as one where people experience
both the feeling and reality of belonging and where, as a result, they are able to fulfill their
potential.
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3. ASSISTIVE DEVICES:

Persons with disabilities shall be permitted to obtain, use or benefit from goods or services
through the use of their own assistive devices.
In the event that a person with a disability is hindered from accessing goods or services
and after consulting with the customer, the Town of Fort Erie will accommodate the
customer by using any other assistive measures available such as but not limited to
providing temporary access to other assistive devices or a support person.
4. SERVICE ANIMALS:

Service animals, such as but not limited to Guide dogs, Hearing dogs, Seizure Response
dogs, other certified service animals shall be permitted entry to all Town facilities and
meeting rooms which are open to the public. A service animal is defined as:
“Any animal where it is readily apparent that the animal is used by the person for
reasons relating to his or her disability and if the person provides a letter from a
physician or nurse or other government issued certification concerning that the person
requires the animal for reasons relating to the disability”.
Service animals are not permitted where food preparation is being undertaken or as
otherwise disallowed by law.
Where a service animal is to be denied access to a facility or meeting room, other
accommodations may be afforded such as alternate meeting format, teleconference/video
conference (where technology permits), delivering the goods or services at an alternate
location or time or any other assistive measures available to deliver a good or service to
ensure equality of outcome.
Owners of service animals may receive information from staff as to the location of fresh
water for the service animal and where service animals may be walked to relieve
themselves.
5. SUPPORT PERSONS:
Support Persons are permitted entry to all Town facilities and meeting rooms which are
open to the public, except:
•

When there are fees applied against participants by a third party, and

•

The support person was not pre-registered; and

•

No vacancy exists.
-2-
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5. SUPPORT PERSONS, continued:
If admission to an event is permitted and fees are payable to a third party, the Support
Person is permitted to attend the event at their own cost.
If admission to an event is permitted and fees are payable to the Town, the Support Person
is permitted to attend at no cost.
Where 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, the person with a disability shall
be accompanied by a support person when on the premises.
The customer shall determine whether a support person is necessary, however, where an
employee believes that a support person should be in attendance to protect the health and
safety of the customer or others, the following criteria shall be used in consulting with the
customer:
1. When there is a significant risk to the health and safety of the person with a disability or
others (the mere possibility of risk is insufficient);
2. when the risk is greater than the risk associated with other customers;
3. when the risk cannot be eliminated or reduced by other means;
4. when the assessment of the risk is based on consideration of the duration of the risk,
the nature and severity of the potential harm, the likelihood that the potential harm will
occur, and the imminence of the potential harm; and
5. when the assessment of the risk is based on the individual’s actual characteristics, not
merely on generalizations, misperceptions, ignorance or fears about a disability.

6. NOTICE OF SERVICE DISRUPTIONS:
In the event of a temporary service disruption occurring that would limit a person with a
disability from gaining access to a Town facility, goods or service, the Town will post notice
or otherwise make the disruption known to customers in the following methods/places:
•

web site; and

•

reception or customer service counter; and

•

notice on entrance doors; and

•

with delivery agents, where applicable.

If an unexpected disruption occurs, persons with disabilities will be accommodated by the
use of other means if possible to deliver the goods and services.
-3-
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6. NOTICE OF SERVICE DISRUPTIONS, continued:
All notices of disruption shall include:

•

the name of the event/service;

•

the normal service location being impacted;

•

alternate service locations;

•

alternate service methods;

•

hours of service availability;

•

contact information; and

•

any other information deemed appropriate to deliver a good or service.

As a guide, sample notices are attached to this Policy as Appendix A (Planned Disruption)
and B (Unplanned Disruption).

7. TRAINING:

All employees and agents of the Town of Fort Erie providing direct service to persons with
a disability shall be trained in the various aspects of accessible customer service delivery.
All training, regardless of format, shall have regard for:
•

an overview of the purposes of the AODA and an awareness of the subject
Accessible Customer Service policy;

•

instruction on how to interact and communicate with people with various types of
disabilities;

•

instruction on interacting with people with disabilities who use assistive devices or
require the assistance of a guide dog, other service animal or support person;

•

instruction on the use of equipment devices available;

•

instruction on what to do if a person with a disability is having difficulty accessing
your services.

Training shall be mandatory for all new employees upon their initial orientation. In addition
all employees should receive additional training to refresh accessible customer service
delivery standards every three to five years, as is determined by the CAO.
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8. FEEDBACK PROCESS:
Feedback may be provided by a person with a disability in the manner deemed most
convenient to them, such as in person, by telephone, in writing, or by delivering an
electronic text by e-mail or on diskette or otherwise.
Feedback may be provided directly to the service provider or:
Town of Fort Erie Clerk
1 Municipal Centre Drive
Fort Erie, ON L2A 2S6
Telephone: (905) 871-1600
FAX: (905) 871-4022
E-mail: ckett~forterie.on.ca
All feedback will be kept in strict confidence and used to improve customer service. In
addition, the author of the feedback will be provided a response in the format in which the
feedback was received outlining actions deemed appropriate, if any.
9. NOTICE OF AVAILABILITY OF DOCUMENT:
This policy and any other document deemed to be a key in the delivery of goods and
services will be made available upon request in a format that takes into account the
person’s disability to any person to whom it provides goods or services.
Notwithstanding the above, this policy will be made available on the Town of Fort Erie’s
web-site, and made available to any person to whom it provides goods or services by any
other m- od or format as is reasonable in the circumstances.
4/

Bev ~ .~dnam
E’ o the CAO and Policy Analyst!
Accessibility Coordinator

Harry Schla ge,
Chief Admi’ istrati e Officer
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Appendix “A”
SAMPLE
NOTICE OF PLANNED SERVICE DISRUPTION

There will be a scheduled service disruption at

Address

delivery of goods and services for customers from

hour

and

impacting the
date

The goods and services unavailable during this service disruption are:
1.

Service/Event name

Floor

2.

Service/Event name

Floor

3.

Service/Event name

Floor

4.

Service/Event name

Floor

5.

Service/Event name

Floor

The services listed above can be accessed at the following time, date, location, or method:
1.

Service/Event name

Location, date, time

2.

Service/Event name

Location, date, time

3.

Service/Event name

Location, date, time

4.

Service/Event name

Location, date, time

5.

Service/Event name

Location, date, time

We apologize for any inconvenience this disruption has caused. Should you require additional
information on the delivery of this service, please call 905-871-1600, dial “0” or ask to speak to
contact name specific to disruption

Appendix “B”
SAMPLE
NOTICE OF UNPLANNED SERVICE DISRUPTION

Due to unforeseen circumstances, there is a service disruption at
impacting the delivery of goods and services for customers from

Address
hour

and

date

The goods and services unavailable during this service disruption are:
1.

Service name

2.

Service name

3.

Service name

4.

Service name

5.

Service name

The services listed above can be accessed at the following time, date, location, or method:
1.

Service/Event name

Location, date, time

2.

Service/Event name

Location, date, time

3.

Service/Event name

Location, date, time

4.

Service/Event name

Location, date, time

5.

Service/Event name

Location, date, time

We apologize for any inconvenience this disruption has caused. Should you require additional
information on the delivery of this service, please call 905-871-1600, dial “0” or ask to speak to•
contact name specific to disruption

