
Making Ontario Accessible for 
People with Disabilities

The Accessibility for Ontarians with Disabilities 
Act ,2005



The Facts

• In 2005, 15.5% of Ontarians had a disability and 47% of people over 
the age of 65 had disabilities.

• Our population is aging and the number of people with disabilities 
will grow.  

•¢ƘŜǊŜ ƘŀǾŜ ōŜŜƴ ŜȄƛǎǘƛƴƎ ŀŎŎŜǎǎƛōƛƭƛǘȅ ƭŀǿǎ ƛƴ ǇƭŀŎŜ ǎƛƴŎŜ ǘƘŜ мфулΩǎΣ 
however accessibility still remains limited.

Percentage of  People aged 65+

2005 2031

Canada:               13.7% Canada: 23%

Peterborough: 18.2% Peterborough:  30%



The Solution

• The Accessibility for Ontarians with Disabilities Act (AODA), 2005 
was passed with the goal of creating standards to improve 
accessibility across the province 

• The AODA requires us to break down barriers to make Ontario 
accessible by 2025

• Five Standards will be created (in phases):

1. Customer Service

2. Information and Communications

3. Transportation

4. Built Environment

5. Employment



The AODA, 2005

• The AODA does not replace or change compliance with the 
Ontario Building Code Act (1992) and the Ontario Human 
Rights Code

• The Ontarians with Disabilities Act, 2001 (ODA) will continue 
to be in effect



The Standards

•Each standard will be developed by a committee that includes 
people with disabilities or their representatives, 
representatives of industries or sectors and government 
ministries.

•The Customer Service Standard is the first of five standards 
that has been developed.  It came into effect January 1, 2008.

•Businesses and organizations that provide goods or services to 
people in Ontario are now legally required to make their 
customer services operations accessible to people with 
disabilities



Who Must Comply

The Accessibility Standards for Customer Service, Ontario 
Regulation 429/07 applies to:

• Designated public sector organizations, and

• Businesses and organizations that: 

•provide goods or services either directly to people in Ontario or 
to other organizations in Ontario (third parties), and

•have one or more employees in Ontario



Deadlines for Compliance

Businesses and organizations must be in compliance with the 
Customer Service Standard by the following dates:

• January 1st, 2010: Designated public sector organizations

• January 1st, 2012: All other businesses and organizations 
covered by the standard

WHEN THE STANDARDS BECOME LAW, THEY ARE 
MANDATORY



The Customer Service Standard

Summary of Requirements:

1. Establish policies, practices and procedures on providing goods or 
services to people with disabilities. 

2. Set a policy on allowing people to use their own personal assistive 
devices to access your goods and use your services and any other 
measures your organization offers (assistive devices, services, or 
methods) to enable them to access your goods and use your 
services. 

3. Use reasonable efforts to ensure that your policies, practices and 
procedures are consistent with the core principles of independence, 
dignity, integration and equality of opportunity. 

4. Communicate with a person with a disability in a manner that takes 
into account his or her disability. 



The Customer Service Standard

Summary of Requirements:

5. Train staff, volunteers, contractors and any other people who 
interact with the public or other third parties on your behalf on a 
number of topics as outlined in the customer service standard. 

6. Train staff, volunteers, contractors and any other people who are 
involved in developing your policies, practices and procedures on 
the provision of goods or services on a number of topics as outlined 
in the customer service standard. 

7. Allow people with disabilities to be accompanied by their guide dog 
or service animal in those areas of the premises you own or operate 
that are open to the public, unless the animal is excluded by 
another law. If a service animal is excluded by law, use other 
measures to provide services to the person with a disability. 



The Customer Service Standard

Summary of Requirements:

8. Permit people with disabilities who use a support person to bring 
that person with them while accessing goods or services in 
premises open to the public or third parties. 

9. Where admission fees are charged, provide notice ahead of time on 
what admission, if any, would be charged for a support person of a 
person with a disability. 

10.  Provide notice when facilities or services that people with 
disabilities rely on to access or use your goods or services are 
temporarily disrupted. 

11.Establish a process for people to provide feedback on how you 
provide goods or services to people with disabilities and how you 
will respond to any feedback and take action on any complaints. 
Make this information readily available to the public.



Additional Requirements

More than 20 employees?  You must: 

1. Document in writing all your policies, practices and procedures for 
providing accessible customer service and meet other document 
requirements set out in the standard.

2. Notify customers that documents required under the customer 
service standard are available upon request.

3. When giving documents required under the customer service 
standard to a person with a disability, provide the information in a 
ŦƻǊƳŀǘ ǘƘŀǘ ǘŀƪŜǎ ƛƴǘƻ ŀŎŎƻǳƴǘ ǘƘŜ ǇŜǊǎƻƴΩǎ ŘƛǎŀōƛƭƛǘȅΦ



Compliance

•Organizations will be required to file an accessibility report on 
their compliance with the applicable standards, unless 
specifically exempted

•The frequency of reporting is still to be determined

•There could be fines for non-compliance



Resources

The Ministry of Community and Social Services (MCSS) will provide 
persons, businesses and other organizations that are subject to AODA 
standards with educational tools and resources to help them meet the 
requirements of the standards



Resources

•ΨDǳƛŘŜΥ !ŎŎŜǎǎƛōƛƭƛǘȅ {ǘŀƴŘŀǊŘǎ ŦƻǊ /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜΣ hƴǘŀǊƛƻ 
wŜƎǳƭŀǘƛƻƴ пнфκлтΩ Ƙŀǎ ŀƭǊŜŀŘȅ ōŜŜƴ ǇƻǎǘŜŘ

•The Ministry also plans to distribute material through trade 
associations, umbrella groups, chambers of commerce and 
other organization networks

www.AccessOn.ca

http://www.accesson.ca/


Resources

To view the official wording of the regulation, go to www.e-
laws.gov.on.caΣ ŀƴŘ ŎƭƛŎƪ ƻƴ ά/ǳǊǊŜƴǘ /ƻƴǎƻƭƛŘŀǘŜŘ [ŀǿέ ǘƻ Řƻ ŀ 
ƪŜȅǿƻǊŘ ǎŜŀǊŎƘ ŦƻǊ άпнфκлтέΦ hǊ ŎƻƴǘŀŎǘ {ŜǊǾƛŎŜhƴǘŀǊƛƻ όƭƛǎǘŜŘ ōŜƭƻǿύ 
to order a print copy.

To get a copy of the regulation:

Accessibility for Ontarians with Disabilities Act (AODA)
Contact Centre (ServiceOntario)
Toll-free: 1-866-515-2025
TTY: 416-325-3408 / Toll-free: 1-800-268-7095
Fax: 416-325-3407
Website: www.AccessON.ca

http://www.e-laws.gov.on.ca/
http://www.e-laws.gov.on.ca/
http://www.e-laws.gov.on.ca/
http://www.accesson.ca/


To Sum

•Compliance with the first standard is January 1st, 
2012 for all non-government organisations

• Four other standards are in the process of being 
developed

•Compliance is Mandatory and will be monitored

•Start making changes early, 2012 is not so far off!!



The WDB

•The Workforce Development Board (WDB) is a community-
based, independent, not-for-profit corporation, serving the 
cities of Peterborough and Kawartha Lakes and the counties 
of Northumberland, Peterborough and Haliburton.

•The Board works with communities to identify trends and 
opportunities in the labour market that impact the workforce. 
The WDB then establishes local partnerships to work on 
initiatives that address labour market concerns in various 
areas throughout the region. 

•The WDB is funded by the Ministry of Training, Colleges and 
Universities, as well as industry donations. 



www.solutionsatwork.info


