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_COMPANY NAME_ is committed to providing its customers the highest level of service.  We strive to meet the needs of the general population and pay particular attention to meet the needs of a diverse community, including people with disabilities.  
We encourage customers to provide feedback so that we may better serve you moving forward.  Any policy, practice or procedure of _COMPANY NAME_ that does not respect and promote the principles of dignity, independence, integration and equal opportunity for people with disabilities will be modified or removed.  
Accessibility Customer Service Plan
Providing Goods and Services to People with Disabilities

Assistive Devices:
_COMPANY NAME_ will ensure that our staff, volunteers and associates are trained and familiar with various assistive devices that customers may use while interacting with our staff/services.  Customers are encouraged to provide their own assistive devices to assist with their personal tasks.
Communication:
_COMPANY NAME_ will communicate with people with disabilities in ways that take into account their disability.  We will work with our customers to determine the best method that is comfortable for their needs.
Service Animals:
_COMPANY NAME_ welcomes people with disabilities and their service animals to all activities and events as part of our day-to-day business interaction with customers.
Support Persons:
_COMPANY NAME_ welcomes people with disabilities and their support person(s).
Support persons may include: paid individuals, family members or friends of the person with a disability.  
Additional fees for support persons may be required. [State the policy for fares/entry fees for an attendant.]
Notice of Temporary Disruptions: 
In the event of a service disruption (planned or unplanned), _COMPANY NAME_ will make its best efforts to secure suitable alternate arrangements on behalf of individuals with disabilities.  Notifications of the service disruption will include instructions on where or when alternate services will be available for the duration of the disruption.
Planned Disruptions:
_COMPANY NAME_ will notify customers in advance of any planned service disruptions; including the reason for the disruption and its anticipated length of time.  Notification may include notice on our website (_WEB ADDRESS_ ), and/or voice message system  _TELEPHONE NUMBER_, and will be posted at the entrance to our facility affected by the disruption.
Unplanned Disruption in Service
In the event of an unplanned or unexpected service disruption, _COMPANY NAME_ will provide advanced notification as appropriate; including notification at the front entrance to the affected facility.
Training:
_COMPANY NAME_ will provide accessible customer service training to employees, volunteers and others who deal with the public or other third parties on our behalf.  Additional training will be provided to people involved in the development of policies, plans, practices and procedures related to the provision of our goods and services.
Staff/volunteers will be trained within 30 days of being hired by _COMPANY NAME .
Training will include (but is not limited to):
· an overview of the Accessibility for Ontarians with Disabilities Act (2005);
· how to interact and communicate with people with various types of disabilities;
· how to interact with assistive technology, support personnel and service animals; 
· how to access our customer feedback process; and
· what to do if a person with a disability is having difficulty access our goods and/or services.
Accessible Documents: 
 _COMPANY NAME_ will provide, upon request, copies of our policies and procedures for providing customer service for people with disabilities.
Feedback:
Customers are encouraged to provide feedback on the quality of service they receive while interacting with _COMPANY NAME_ and/or its representatives by contacting:
Attn:  _CONTACT PERSON_
Telephone:  _TELEPHONE NUMBER_
Email:  _CONTACT EMAIL ADDRESS_
Mail:  _MAILING ADDRESS_
All feedback, including complaints, will be handled in the following manner: _DESRCRIPTION OF PROTOCOLS FOR HANDLING COMPLAINTS; FOR EXAMPLE: TIME TO RESPOND, MEDTHOD/FORMAT OF RESPONSE_.
A response to correspondence will receive a response in _NUMBER OF DAYS_.Businesses (for-profit and not-for-profit) with one or more paid employee(s) are required to conform to the AODA legislation.  It affects paid staff (full and part-time) as well as volunteers.  Individuals operating as a sole proprietor with no paid staff are exempt.  
Businesses with 20 or more employees must post their Customer Service policies on their company website and/or provide notification that the policy exists, locations where the policy may be found and notice of the company’s willingness to provide copies upon request.  
If a customer with a disability requests a copy of the Customer Service plan/policy, it must be provided in a format that takes into account the person’s disability.  This does not mean that documents have to be translated into formats such as Braille.  The company has the option of working with the customer to find a format that meets the needs of the person with a disability and the ability of the company to produce.  In many cases, an electronic document can be used by a person with a disability in combination with their technology to access written documents.  Electronic formats also provides a fast way to create a large font documentation upon request (for example: 18 font, sans serif script such as Verdana, Tahoma or Arial).
As of January 1, 2012 all companies/organizations in the province of Ontario had to notify the government that they were compliant with the Customer Service Standard (training, policies, and reporting).  The on-line reporting tool is available at www.ontario.ca/ONeSource.  It is recommended that a person with binding (signing) authority be the one to complete the documentation.
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