
 
 

Accessible Customer Service Policy 
 

Policy 

Th is  po l icy  is  in tended to meet the requ i rements o f  Access ib i l i t y  S tandards  for  
Customer Serv ice ,  Onta r io  Regu la t ion 429/07  under  the Access ib i l i t y  fo r  
Onta r ians w i th  D isab i l i t ies  Act ,  2005 ,  and app l ies to the prov is ion of  goods and 
serv ices to the pub l ic  or  o ther  th i rd par t ies,  not  to  the goods themse lves.   

Scope 

a)  Al l  goods and serv ices prov ided by OCAS Appl ica t ion Serv ices Inc .  sha l l  
fo l low the pr inc ip les o f  d ign i t y ,  independence,  in tegrat ion  and equa l  
oppor tun i t y .   

b )  Th is  po l icy  app l ies to the prov is ion of  goods and serv ices a t  p remises owned 
and opera ted by OCAS Appl ica t ion  Serv ices Inc .  

c )  Th is  po l icy  app l ies to employees,  vo lun teers,  agen ts and/or  cont rac tors who 
dea l  w i th the pub l ic  or  o ther  th i rd  par t ies tha t  ac t  on beha l f  o f  OCAS 
Appl ica t ion  Serv ices Inc. ,  inc lud ing when the prov is ion of  goods and serv ices 
occurs o f f  the premises of  OCAS Appl ica t ion  Serv ices Inc.  such as in :  
de l i ve ry serv ices,  ca l l  centers ,  vendors,  dr ive rs,  ca te r ing and th i rd  par ty  
marke t ing agenc ies.  

d )  The sect ion of  th is  po l icy  tha t  addresses the use of  gu ide dogs,  serv ice  
an ima ls  and serv ice dogs on ly  app l ies to the prov is ion of  goods and serv ices 
tha t  take p lace a t  p remises owned and opera ted by OCAS Appl ica t ion  
Serv ices Inc .  

e )  Th is  po l icy  sha l l  a lso app ly  to a l l  persons who par t ic ipa te  in  the deve lopment  
o f  the OCAS Appl ica t ion  Serv ices Inc . ’s  po l ic ies,  pract ices and procedures 
govern ing the prov is ion of  goods and serv ices to members o f  the  pub l ic  or  
th i rd  par t ies.  

Definitions 

Ass is t ive  Dev ice –  is  a  techn ica l  a id ,  commun icat ion dev ice or  o ther  inst rument  
tha t  is  used to ma in ta in  or  improve the funct iona l  ab i l i t ies  o f  peop le  w i th 
d isab i l i t ies .  Persona l  ass is t i ve  dev ices are typ ica l l y  dev ices that  customers br ing 
w i th  them such as a whee lcha i r ,  wa lke r  or  a  persona l  oxygen tank that  might  
ass is t  in  hear ing,  see ing,  commun icat ing,  mov ing,  breath ing,  remember ing and/or  
read ing.   

 

 



 
 

D isab i l i t y  –  the term d isab i l i t y  as de f ined by the Access ib i l i t y  fo r  Onta r ians w i th 
D isab i l i t ies  Act ,  2005 ,  and the Ontar io  Human R ights Code ,  re fe rs  to:  

  any degree of  phys ica l  d isab i l i t y ,  in f i rm i ty ,  ma l fo rmat ion or  d is f igu rement 

tha t  is  caused by bod i ly  in ju ry ,  b i r th  de fec t  or  i l lness and,  w i thout  l im i t ing 

the genera l i t y  o f  the  forego ing,  inc ludes d iabetes me l l i tus,  ep i lepsy,  a 

bra in  in jury,  any degree of  para lys is ,  amputa t ion ,  lack  o f  phys ica l  co-

ord ina t ion ,  b l indness or  v isua l  imped iment,  deafness or  hear ing 

imped iment ,  muteness or  speech imped iment,  or  phys ica l  re l iance on a  

gu ide dog or  o ther  an ima l  or  on a whee lcha i r  or  o ther  remedia l  app l iance 

or  dev ice;   

  a cond i t ion  o f  menta l  impa i rment  or  a deve lopmenta l  d isab i l i t y ;   

  a learn ing d isab i l i t y ,  o r  dys funct ion in  one or  more of  the  processes 

invo lved in  unders tand ing or  us ing symbols  or  spoken language;   

  a menta l  d isorder ;  or   

  an in jury  or  d isab i l i t y  fo r  wh ich benef i ts  were  c la imed or  rece ived under  the 

insurance p lan estab l ished under  the Workp lace Safe ty and Insurance Act ,  

1997 .  

Gu ide Dog – is  a  h igh ly - t ra ined work ing dog tha t  has been t ra ined a t  one of  the  
fac i l i t ies  l is ted in  Ontar io  Regu la t ion  58  under  the Bl ind Persons ’  R igh ts Act ,  to  
prov ide mobi l i t y ,  sa fety  and inc reased independence for  peop le  who are b l ind.  

Serv ice An ima l  –  as re f lec ted in Ontar io  Regu la t ion  429/07 ,  an an ima l  is  a 
serv ice  an ima l  fo r  a person w i th a d isab i l i t y  i f :  

  i t  i s  read i ly  apparent  tha t  the  an ima l  is  used by the person for  reasons 

re la t ing to h is  or  her  d isab i l i t y ;  o r   

  i f  the person prov ides a  le t ter  f rom a physic ian  or  nurse conf i rm ing tha t  the 

person requ i res the an ima l  fo r  reasons re la t ing to the d isab i l i t y .    

Serv ice  Dog – as re f lec ted in Hea l th P rotec t ion  and Promot ion Act ,  Onta r io  
Regu la t ion  562  a dog other  than a gu ide dog for  the  b l ind is  a serv ice dog i f :   

  i t  i s  read i ly  apparent  to  an average person that  the dog funct ions as a  

serv ice  dog for  a person w i th a medica l  d isab i l i t y ;   

  or  the person who requ i res the dog can prov ide on request  a  le t ter  f rom a 

phys ic ian  or  nurse conf i rm ing that  the person requ i res a  serv ice  dog.    



 
 

Suppor t  Person – as re f lected in  Ontar io  Regu la t ion  429/07 ,  a  suppor t  person 
means,  in  re la t ion to a  person w i th a  d isab i l i t y ,  another  person who accompan ies 
h im or  her  in  order  to he lp w i th commun icat ion ,  mobi l i t y ,  persona l  care,  medica l  
needs or  access to goods and serv ices.   

General Principles  

I n  accordance w i th the Access ib i l i t y  S tandards for  Cus tomer  Serv ice,  Ontar io  
Regu la t ion  429/07 ,  th is  po l icy  addresses the fo l low ing:  

A .  The Prov is ion of  Goods and Serv ices to Persons w i th D isab i l i t i es ;   

B.  The Use of  Ass is t i ve  Dev ices  

C.  The Use of  Gu ide Dogs,  Serv ice An ima ls  and Serv ice Dogs  

D.  The Use of  Suppor t  Persons  

E .  Not ice of  Serv ice D isrupt ions  

F .  Customer  Feedback  

G.  Tra in ing  

H.  Not ice of  Ava i lab i l i t y  and Format  o f  Requ i red Documents  
 

A.  THE PROVISION OF GOODS AND SERVICES TO PERSONS WITH DISABILITIES 

OCAS Appl ica t ion  Serv ices Inc .  w i l l  make every  reasonab le  e f fo r t  to ensure  tha t  
i t s  po l ic ies,  prac t ices and procedures a re cons is ten t  w i th the pr inc ip les o f  
d ign i t y ,  independence,  in tegra t ion  and equa l  oppor tun i t y  by :   

  ensur ing tha t  a l l  customers rece ive the same va lue and qua l i t y ;   

  a l low ing customers wi th  d isab i l i t ies  to do th ings in  the i r  own ways,  at  the i r  

own pace when access ing goods and serv ices as long as th is  does not  

present  a  sa fe ty r isk;   

  us ing a l terna t ive  methods when poss ib le  to ensure tha t  customers w i th 

d isab i l i t ies  have access to the same serv ices,  in  the same p lace and in  a 

s imi la r  manner ;   

  tak ing in to account  ind iv idua l  needs when prov id ing goods and serv ices;  

and  

  commun icat ing in  a  manner  that  takes in to account the customer 's 

d isab i l i t y .  



 
 

B. ASSISTIVE DEVICES 

Customer ’s own ass is t i ve  dev ice (s ) :  

Persons w i th d isab i l i t ies  may use the i r  own ass is t i ve dev ices as requ i red when 
access ing goods or  se rv ices prov ided by OCAS Appl ica t ion  Serv ices Inc .   

In  cases where  the ass is t i ve  dev ice presents a sa fe ty  concern  or  where  

access ib i l i t y  might  be an issue,  other  reasonab le  measures w i l l  be  used to 
ensure the access of  goods and serv ices.   For  example ,  open f lames and oxygen 
tanks cannot be near  one another .   There fore ,  the  accommodat ion of  a  customer  
w i th  an oxygen tank may invo lve ensur ing the customer  is  in  a locat ion  that  wou ld 
be cons idered sa fe for  both the customer and bus iness.   Or ,  where e leva tors a re  
not  present  and where  an ind iv idua l  requ i res ass is t i ve  dev ices for  the  purposes 
of  mobi l i t y ,  se rv ice wi l l  be  prov ided in  a locat ion  tha t  meets the needs of  the  
customer .  

C.  GUIDE DOGS, SERVICE ANIMALS AND SERVICE DOGS 

A customer  w i th a  d isab i l i t y  tha t  is  accompan ied by gu ide dog,  serv ice an ima l  or  
se rv ice  dog w i l l  be  a l lowed access to premises tha t  are open to the pub l ic  
un less otherw ise exc luded by law.  “No pet ”  po l ic ies do not  app ly  to gu ide dogs,  
serv ice  an ima ls  and/or  serv ice dogs.  

Exc lus ion Gu ide l ines:  

I f  a gu ide dog,  serv ice  an ima l  or  se rv ice  dog is  exc luded by law (see app l icab le 
laws be low)  OCAS Appl ica t ion  Serv ices Inc .  w i l l  o f fe r  a l te rna t ive  methods to 
enab le the person w i th  a d isab i l i t y  to  access goods and serv ices,  when poss ib le  
( fo r  example ,  secur ing the an ima l  in  a sa fe  locat ion  and of fe r ing the gu idance of  
an employee).  

App l icab le  Laws:   

Dog Owners '  L iab i l i t y  Act ,  Ontar io :  I f  there is  a  conf l ic t  be tween a prov is ion of  
th is  Act  or  o f  a  regu la t ion  under  th is  or  any  other  Act  re lat ing to banned breeds 
(such as p i tbu l ls )  and a  prov is ion of  a by- law passed by a  munic ipa l i t y  re la t ing to 
these breeds,  the prov is ion tha t  is more rest r ic t i ve  in  re la t ion  to cont ro ls  or  bans 
on these breeds preva i ls .  

Recogn iz ing a Gu ide Dog,  Serv ice Dog and/or  Serv ice An ima l :  

I f  i t  is  not  read i ly  apparent  tha t  the an ima l  is  be ing used by the customer  for  
reasons re la t ing to h is  or  her  d isab i l i t y ,  OCAS Appl ica t ion  Serv ices Inc.  may 
request  ver i f ica t ion  f rom the customer .   

  



 
 

Ver i f ica t ion  may inc lude:   

  a le t te r  f rom a phys ic ian  or  nurse conf i rm ing tha t  the person requ i res the 

an ima l  fo r  reasons re la ted to the d isab i l i t y ;   

  a va l id  ident i f ica t ion  card s igned by the At torney Genera l  o f  Canada;  or ,   

  a cer t i f ica te  o f  t ra in ing f rom a recogn ized gu ide dog or  se rv ice an ima l  

t ra in ing school .   

Care  and Contro l  o f  the  An ima l :  

The customer  tha t  is  accompan ied by a gu ide dog,  serv ice  dog and/or  serv ice 
an ima l  is  respons ib le  fo r  ma inta in ing care  and cont ro l  o f  the  an ima l  a t  a l l  t ime.   

A l le rg ies:  

I f  a hea l th  and sa fe ty concern  presents i tse l f  fo r  example in  the form of  a  severe 
a l le rgy  to the an ima l ,  OCAS Appl ica t ion  Serv ices Inc.  w i l l  make a l l  reasonab le  
e f fo r ts  to meet  the needs of  a l l  ind iv idua ls .   

D. SUPPORT PERSONS 

I f  a  customer w i th  a d isab i l i t y  is  accompan ied by a suppor t  person,  OCAS 
Appl ica t ion  Serv ices Inc.  w i l l  ensure tha t  both  persons a re  a l lowed to en ter  the  
premises together  and that  the customer  is  not  prevented f rom hav ing access to 
the suppor t  person.   

There may be t imes where seat ing and ava i lab i l i t y  p revent  the customer  and 
suppor t  person f rom s i t t ing bes ide each other .  In  these s i tuat ions OCAS 
Appl ica t ion  Serv ices Inc.  w i l l  make every  reasonab le  a t tempt  to reso lve the issue.      

I n  s i tua t ions where conf ident ia l  in format ion might  be d iscussed,  consent  w i l l  be  
obta ined f rom the customer ,  pr io r  to  any conversa t ion  where  conf ident ia l  
in format ion might  be d iscussed.   

E.  NOTICE OF DISRUPTIONS IN SERVICE 

Serv ice d is rupt ions may occur  due to reasons that  may or  may not  be w i th in the 
cont ro l  or  knowledge of  OCAS Appl ica t ion Serv ices Inc.   In  the event  o f  any  
temporary d is rupt ions to fac i l i t ies  or  serv ices tha t  customer 's  w i th  d isab i l i t ies  re ly  
on to access or  use OCAS Appl ica t ion  Serv ices Inc . ’s  goods or  serv ices,  
reasonab le e f fo r ts  w i l l  be  made to prov ide advance not ice.  In  some 
c i rcumstances such as in  the s i tua t ion of  unp lanned temporary d is rupt ions,  
advance not ice may not  be poss ib le .  

  



 
 

Not i f ica t ions w i l l  inc lude:   

In  the event  tha t  a not i f ica t ion  needs to be posted the fo l low ing in format ion w i l l  
be  inc luded un less i t  is  not  read i ly  ava i lab le  or  known:  

  goods or  se rv ices tha t  are d is rupted or  unava i lab le  

  reason for  the  d is rupt ion  

  ant ic ipa ted dura t ion 

  a descr ip t ion  o f  a l te rna t ive serv ices or  opt ions  

Not i f ica t ions Opt ions:  

When d is rupt ions occur  OCAS Appl ica t ion  Serv ices Inc .  w i l l  p rov ide not ice by :  

  post ing not ices in  consp icuous p laces inc lud ing a t  the po in t  o f  d is rupt ion,  

a t  the ma in  en t rance and the nearest  access ib le  en t rance to the serv ice  

d is rupt ion  and/or  on the OCAS Appl ica t ion  Serv ices Inc .  webs i te ;  

  contact ing customers w i th appoin tments;  

  verba l l y  not i f y ing customers when they a re  mak ing a reserva t ion  or  

appoin tment;  or  

  by any other  method tha t  may be reasonab le  under  the c i rcumstances.  

F.  FEEDBACK PROCESS 

OCAS Appl ica t ion  Serv ices Inc .  sha l l  prov ide customers w i th  the oppor tun i ty  to  
prov ide feedback on the serv ice prov ided to customers w i th d isab i l i t ies .  
In format ion about  the feedback process w i l l  be  read i ly  ava i lab le to a l l  customers 
and not ice of  the  process w i l l  be  made ava i lab le .  Feedback may be prov ided 
verba l l y  ( in  person or  by  te lephone) or  wr i t ten (hand wr i t ten,  de l i ve red or  ema i l ) .   

Submi t t ing Feedback:  

Feedback can be submi t ted to:   

Manager ,  C l ien t  Serv ices /or  Appoin tee  

Te l :  519-763-4725  

To l l - f ree  ( in  Canada) :  1-888-892-2228 

TTY:  519-763-1102 

Emai l :  access ib i l i t y@ocas.ca 

Ma i l  o r  in  person:  60 Corpora te Cour t ,  Gue lph,  ON N1G 5J3 



 
 

Customers tha t  prov ide forma l  feedback w i l l  rece ive  acknowledgement o f  the i r  
feedback,  a long w i th any resu l t ing ac t ions based on concerns or  compla in ts that  
were  submi t ted.     

G. TRAINING 

 T ra in ing w i l l  be prov ided to:   

a )  a l l  employees,  vo lunteers,  agents and/or  cont rac tors  who dea l  w i th the 
pub l ic  or  o ther  th i rd par t ies that  ac t  on beha l f  o f  OCAS Appl ica t ion  
Serv ices Inc . ;  fo r  example :  sa lespersons,  dr ive rs,  vendors,  event  opera tors ,  
ca l l  centers  and th i rd par ty  marke t ing agents;  and,   

b )  those who are  invo lved in the deve lopment  and approva l  o f  customer  
serv ice  po l ic ies,  pract ices and procedures.   

T ra in ing Prov is ions:  

As re f lected in  Ontar io  Regu la t ion 429/07 ,  regard less of  the  format ,  t ra in ing w i l l  
cover  the fo l low ing:  

  A rev iew of  the  purpose of  the Access ib i l i t y  fo r  Ontar ians w i th D isab i l i t ies  

Act ,  2005.   

  A rev iew of  the  requ i rements o f  the Access ib i l i t y  Standards for  Customer  

Serv ice,  Onta r io  Regu la t ion  429/07.   

  I ns t ruct ions on how to in terac t  and commun icate  w i th  peop le  w i th  va r ious 

types of  d isab i l i t ies .   

  I ns t ruct ions on how to in terac t  w i th  peop le  w i th  d isab i l i t ies  who:   

  use ass is t i ve dev ices;   

  requ i re  the ass is tance of  a gu ide dog,  serv ice  dog or  o ther  serv ice  
an ima l ;  or   

  requ i re  the use of  a  suppor t  person ( inc lud ing the hand l ing of  
admiss ion fees) .  

  I ns t ruct ions on what  to do i f  a person w i th a  d isab i l i t y  is  hav ing d i f f icu l t y  

access ing your  serv ices.   

  OCAS Appl ica t ion  Serv ices Inc . ’s  po l ic ies,  procedures and prac t ices 

per ta in ing to prov id ing access ib le  customer  serv ice to customers w i th 

d isab i l i t ies .   

  



 
 

T ra in ing Schedu le:  

OCAS Appl ica t ion  Serv ices Inc .  w i l l  p rov ide t ra in ing as soon as prac t icab le.  
T ra in ing w i l l  be  prov ided to new employees,  vo lunteers,  agents and/or  cont ractor  
who dea l  w i th  the pub l ic  or  ac t  on our  beha l f  dur ing or ien ta t ion .  Rev ised t ra in ing 
w i l l  be  prov ided in  the event  o f  changes to leg is la t ion ,  procedures and/or  
prac t ices.  

Record of  T ra in ing:  

OCAS Appl ica t ion  Serv ices Inc .  w i l l  keep a record of  t ra in ing tha t  inc ludes the 
dates t ra in ing was prov ided and the number  o f  employees who a t tended the 
t ra in ing.   

H. NOTICE OF AVAILABILITY AND FORMAT OF DOCUMENTS 

OCAS Appl ica t ion  Serv ices Inc .  sha l l  not i f y  customers tha t  the  documents re la ted 
to the Access ib i l i t y  S tandard for  Cus tomer Serv ice  a re  ava i lab le  upon request  
and in a  format  that  takes in to account the customer 's  d isab i l i t y .  Not i f ica t ion  w i l l   

be g iven by post ing the in format ion in a consp icuous p lace owned and operated 
by OCAS Appl icat ion  Serv ices Inc. ,  the  OCAS Appl ica t ion  Serv ices Inc. ’s  webs i te 
and/or  any  other  reasonab le  method.  

Administration 

I f  you have any quest ions or  concerns about  th is  po l icy  or  i t s  re la ted procedures 
p lease contac t :  

D i rector ,  Serv ice De l ive ry  

Te l :  519-763-4725  

Ma i l :  60 Corpora te Cour t ,  Gue lph,  ON N1G 5J3 

Th is  po l icy  and i ts re la ted procedures w i l l  be  rev iewed as requ i red in  the event  o f  
leg is la t i ve  changes.   

  



 
 

Appendix “A” 
 

LETTER – AODA                        

 
Dear  OCAS Employee:  

Th is  le t te r  is  to  in form you about the Access ib i l i t y  fo r  Onta r ians  w i th  D isab i l i t ies 
Act .  The Act  was passed in  2005 and the in ten t ion is  to  make Ontar io  comple te ly  
access ib le  by  2025.  There a re  f i ve  s tandards tha t  a re  out l ined in  the Act :  
customer  serv ice ;  the bu i l t  env i ronment  (bu i ld ing and s t ruc tures ) ;  employment ;  
in format ion and commun ica t ions;  and t ranspor ta t ion.  The f i r s t  s tandard that  is  
requ i red to be met  under  th is  leg is la t ion  is  the Access ib i l i t y  S tandard for  
Customer Serv ice  wh ich is  in tended to ensure tha t  ind iv idua ls  w i th  d isab i l i t ies  w i l l  
rece ive fu l l y  access ib le ,  h igh qua l i t y  customer  serv ice .  A l l  o rgan iza t ions tha t  have 
more than one employee a re  requ i red to comply  w i th  th is  s tandard by  January  1,  
2012. 

Fa i lu re  to adhere  to the Access ib i l i t y  S tandard for  Customer Serv ice  w i l l  resu l t  in  
f inanc ia l  pena l t ies  for  OCAS. Our  organ izat ion  w i l l  be  ro l l ing out  new po l ic ies,  
procedures and t ra in ing for  a l l  employees in  order  to repor t  compl iance for  
January  1,  2012. The po l ic ies,  prac t ices and procedures for  p rov id ing compl ian t  
customer  serv ice  a re out l ined be low.  

A  po l icy  tha t  compl ies w i th the Access ib i l i t y  S tandard for  Cus tomer  Serv ice  has 
been created by OCAS and out l ines:  the prov is ion of  goods and serv ices to 
persons w i th d isab i l i t ies ;  the use of  ass is t i ve  dev ices;  the use of  gu ide dogs,  
serv ice  an ima ls  and serv ice  dogs;  the use of  suppor t  persons;  not ice  o f  se rv ice 
d is rupt ions;  customer  feedback;  t ra in ing;  and the not ice  o f  ava i lab i l i t y  and format 
o f  documents.  

In  order  to comply  w i th  the Access ib i l i t y  Standard for  Cus tomer Serv ice ,  OCAS 
has deve loped and wi l l  cont inue to update s t rateg ies tha t  cons ider  customers 
and take in to account  ind iv idua l  d isab i l i t ies .  Customers w i l l  be  ab le  to use the i r  
own persona l  ass is t i ve  dev ices when access ing OCAS’s goods and serv ices,  and 
in  the event  that  the ass is t i ve  dev ice presents a  sa fe ty concern  o r  where  
access ib i l i t y  might  be an issue,  OCAS wi l l  deve lop add i t iona l  measures to enab le  
access of  goods and serv ices by  the customer .   

Customers w i th  d isab i l i t ies  w i l l  a lso be ab le  to be accompan ied by a  gu ide dog,  
serv ice  dog and/or  se rv ice  an ima l  un less proh ib i ted by law.  I f  the  an ima l  is  
proh ib i ted by law,  OCAS wi l l  take reasonab le  measures to ensure the customer 
has access to the goods and/or  serv ices requ i red.  Any customers tha t  requ i re  
the ass is tance of  a  suppor t  person may be accompan ied wh i le  access ing the  

  



 
 

goods and serv ices of  OCAS. In  the event  o f  a serv ice d is rupt ion ,  OCAS wi l l  
inc lude the reason,  an t ic ipa ted dura t ion  and a l terna t ive opt ions to access goods 
and serv ices.  

OCAS has deve loped a process for  accept ing customer feedback,  inc lud ing how 
i t  w i l l  be  recorded,  responded to and hand led.  In format ion w i l l  be  made ava i lab le  
to customers about  OCAS’s feedback process.   A l l  employees of  OCAS who are  
invo lved in  the deve lopment  and approva l  o f  customer serv ice  po l ic ies,  prac t ices 
and procedures w i l l  be  t ra ined on the requ i red prov is ions.  

In  add i t ion  to the above requ i rements,  a l l  OCAS employees w i l l  be  t ra ined on the 
fo l low ing in  order  to ensure compl iance to the Act :  

  Access ib i l i t y  fo r  Ontar ians w i th  D isab i l i t ies  Act ,  2005.  

  Access ib i l i t y  Standards for  Customer  Serv ice,  Ontar io  Regu la t ion  429/07.   

  How to in te rac t  and commun icate  w i th customers w i th var ious types of  

d isab i l i t ies .   

  How to in te rac t  w i th peop le  w i th  d isab i l i t i es  who use ass is t i ve dev ices;  

requ i re  the ass is tance of  a gu ide dog,  serv ice  an ima l  or  se rv ice  dog;  or  

requ i re  the use of  a  suppor t  person.   

  How to use equ ipment  or  dev ices that  are ava i lab le  a t  your  premises or  

tha t  may he lp customers w i th d isab i l i t ies .   

  What to do i f  a  customer  w i th a  d isab i l i t y  is  hav ing d i f f icu l t y  access ing your  

serv ice .   

  Deve loped po l ic ies,  procedures and pract ices sur round ing the leg is la t ion .  

A l l  records of  t ra in ing inc lud ing the dates t ra in ing was prov ided and the number 
o f  employees who a t tended w i l l  be requ i red in  order  to meet  repor t ing 
compl iance.  

I f  you requ i re  any fur ther  in format ion about  the Access ib i l i t y  fo r  Onta r ians w i th  
D isab i l i t ies  Act  or  the Access ib i l i t y  S tandard for  Cus tomer Serv ice  p lease contac t  
the Human Resource Depar tment .  

S incere ly ,  

 

Pau l  Wemyss 

D i rec tor ,  Serv ice De l ive ry  

  



 
 

Acknowledgement  & Agreement  

I ,  (Employee Name) ,  acknowledge that  I  have read and unders tand the 
Access ib i l i t y  S tandards  for  Customer Serv ice  Po l icy  o f  OCAS Appl ica t ion  
Serv ices Inc .   Fur ther ,  I  agree to adhere to th is  Po l icy  and w i l l  ensure  tha t  
employees work ing under  my d i rec t ion  adhere  to these gu id ing pr inc ip les.  I  
unders tand tha t  i f  I  v io la te  th is  Po l icy ,  I  may face cor rect ive act ion ,  up to and 
inc lud ing terminat ion of  employment.  

 

Name:   

Signatu re :   

Date :    

Wi tness:   
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