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Training on AODA Requirements 
 

This training is available in alternate formats upon request. 
 

 
 
Getting Started  

To meet regulatory compliance with the Accessibility for Ontarians with Disabilities Act (AODA), 
the University must train all employees and persons who act on its behalf in accessible customer 
service and the Integrated Accessibility Standards Regulation (IARS). 
 
Welcome  
 
In this training, you will review how you can make your services more accessible in the 
classroom, in the office and in campus facilities. As you will see, accessible service often begins 
with a simple question: May I help you?  
 
Whether you teach, supervise or deliver administrative or ancillary services through the 
university registrar, physical plant, student awards, academic departments, residences or the 
library, you provide services to the public.  
 
On campus, our students, alumni, faculty, staff and visitors are our customers. The AODA 
applies to you and requires that you provide accessible customer service in the course of your 
job.  
 
 
 
 
   

Did You Know? 
 

Why is providing accessible service on campus important?  
 

Persons with disabilities represent a growing segment of your university’s customers. 
 

For instance, approximately 9% of Laurentian’s student population has some type of 
disability. 

 

Comment [A1]:  
 

 
 
Other campus-related roles that involve 
“customer service” include campus tour guides, 
event and conference organizers, teaching 
assistants, career and academic counselors, 
orientation leaders, student union and 
government representatives, print-shop 
employees and campus security personnel.  
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Making Time for eLearning  
 
Before you begin, may I suggest that you dedicate about an hour of uninterrupted time to 
complete this training, depending on your individual pace.  
 
Note that you don’t have to complete the training in one sitting. You may also return to any of 
the modules in the future, to refresh your memory or review the resources available to help 
you provide accessible customer service.  
 

Click the question mark link ( ) at the end of the question for more information (opens in a 
new window). 
 
Accessibility Compliance 
 
The Accessibility Compliance Wizard will help you find out what you have to do to comply with 
Ontario’s accessibility law.  It will take you less than five minutes to complete. Click “Start” and 
answer a few questions about your roles and responsibilities within the University.  You will 
receive a certificate upon completion of the training. 

 

Accessibility Compliance Wizard 
 

 
Accessibility Standard 

 
Required Training 

 

Customer Service 
Standard 

 
The Customer Service Standard applies to : 
 

 All existing and new employees and volunteers  

 People who participate in developing the 
University’s policies 

 Other people who provide goods or services 
either directly to the public or to other 
organizations (third parties). 

 
This includes consultants, manufacturers and 
wholesalers as well as other businesses and 
professional services.  
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Integrated Accessibility Standards  
 

(Includes general requirements for the 
following accessibility standards: 

information/communications, public 
spaces/built environment, 

transportation and employment)  
 

 
The general requirements of the Integrated 
Accessibility Standards Regulation (IASR) apply to: 

 All existing and new employees and volunteers 
 People who participate in developing the 

University’s policies 
 Other people who provide goods, services, or 

facilities on behalf of the University. 

Information/ Communications 
Standard 

 
 

 
1. Do you provide information and 

communications about the goods, services or 
facilities offered to customers, clients and 
others? 
 

2. Does your department have any external or 
internal feedback processes in place?  

 
For example, your department may gather 
feedback through online surveys or forms, by 
email, by phone, or in print. 

 
 

1. Do you prepare emergency procedures, plans 
or public safety information and make the 
information available to the public? 
 

2. Do you produce educational and/or training 
resources and materials? 
 

3. Do you provide students with the following :  
 

 Educational and training materials 
and/or resources 

 Student records 

 Course and program information? 
 

4. Are you involved in program or course design, 
delivery and instruction? 
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5. Do you provide any library services? 

 
6. Are you responsible for any information that 

may be found on a web page or web 
application, including text, images, forms and 
sounds?  

 

Public Spaces/Built Environment 
Standard 

 
Do you have the authority or the approval to build on 
or make planned significant alterations to the 
University’s public spaces? 

 

Transportation Standard 

  
Do you provide transportation to individuals  eligible 
to use University transportation services? 
 

Employment Standard 

 
1. Do you provide services related to the 

employee lifecycle, including recruitment and 
selection, on-boarding, performance 
management, professional development, 
accommodation and return to work planning? 

 
2. Do you work in partnership with University 

leaders and support them in carrying out their 
human resource management responsibilities? 
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Learning Objectives  
 
We’ve designed this eLearning course to help you and other university representatives 
understand and comply with the AODA and to learn how to include accessibility in your work. 
 
After completing this training, you will be able to:  
 

• Summarize the purpose of the Accessibility for Ontarians with Disabilities Act 

(AODA); 

 

• Summarize the requirements of the AODA and all of its applicable standards; 

 

• Describe how the AODA and the accessibility standards apply to a university setting 

in general and, more specifically, to you as a faculty member, support staff or 

student leader.  

 

Disclaimer 

 

This training resource is not legal advice and should you require assistance in interpreting the 

legislation or the regulation, please contact the University’s AODA Coordinators at ext. 3349 or 

at aoda@laurentian.ca.  

 

  

Comment [A2]:  
 

 
 
The customer service training was created in 
partnership with Queen’s University with support 
from the Enabling Change Program funded by the 
Ministry of Community and Social Services.  The 
Integrated Accessibility Standards Regulation (IASR)  
training was developed by Curriculum Services 
Canada with support from the Government of 
Ontario. 
 

Comment [A3]:  
 

 
 
This resource has been created to assist in 
understanding the legislation and/or regulation and 
does not replace the official version of the 
Accessibility Standards for Customer Service, 
Ontario Regulation 429/07, the Integrated 
Accessibility Standards Regulation, Ontario 
Regulation 191/11 and the Accessibility for 
Ontarians with Disabilities Act, 2005 (AODA).  
 
If there is any conflict between this resource, the 
Accessibility Standards for Customer Service, the 
Integrated Accessibility Standards Regulation and 
the AODA, the standard, the regulation and the 
AODA are the final authorities. 
 

mailto:aoda@laurentian.ca
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ACCESSIBILITY STANDARD FOR CUSTOMER SERVICE 

 
AFTER COMPLETING THIS MODULE, YOU WILL BE ABLE TO: 
 

1. Summarize the purpose of the Accessibility for Ontarians with Disabilities Act (AODA) 
and the requirements of the customer service standard;  

 
2. Interact and communicate with people with various types of disabilities; 

 
3. Interact with people with disabilities who use an assistive device or require the 

assistance of a service animal or a support person;  
 

4. Use the equipment or devices available on-site or otherwise that may help with 
providing goods or services to people with disabilities; 

 
5. Know what do to if you encounter a person with a disability having difficulties 

accessing programs, goods or services. 
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UNDERSTANDING THE AODA AND THE ACCESSIBILITY STANDARDS FOR CUSTOMER SERVICE 

 
 
Background 
 
Since 1962, the Ontario Human Rights Code (OHRC) has provided persons with disabilities with 
the right to access goods, services, employment, etc. without discrimination. The Code requires 
employers, service providers and landlords, for example, to accommodate persons with 
disabilities to the point of undue hardship.  
 
The Code has resulted in some progress towards breaking down accessibility barriers in Ontario. 
However, progress has occurred on a case-by-case, reactive basis. Full access remains limited as 
persons with disabilities still encounter many barriers that prevent equal access and 
participation.  
 
Accessibility for Ontarians with Disabilities Act (AODA) 

Ontario’s Accessibility for Ontarians with Disabilities Act (the Act) came into force in 2005 and 
sets out a clear goal and timeframe to make Ontario accessible by 2025.  

Ontario is the first jurisdiction in the world to enact specific legislation establishing a goal and 
time-frame for accessibility. Ontario is also the first jurisdiction to make accessibility reporting 
the law and has established standards so people living with disabilities can enjoy increased 
participation in their communities. To date, these include: 

• Accessible customer service to ensure organizations provide goods, services or facilities 

in ways that take the needs of people with disabilities into account.  

• Accessible transportation to make it easier for people with disabilities to travel to work 

and enjoy recreational, shopping and entertainment venues.  

• Accessible information and communications to allow people with disabilities to access 

information that many of us rely on every day, including web sites, textbooks and 

business information. 

• Accessible public spaces to remove barriers for people with disabilities when accessing 

recreational trails, service counters, parking lots and outdoor play spaces. 

• Accessible employment to help organizations make accessibility a regular part of 

recruiting and supporting employees with disabilities.  

Every organization with one or more employees is required to comply with the Accessibility for 
Ontarians with Disabilities Act and all of its applicable standards. 
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THE AODA: KEY CONCEPTS  

Definition of Disability 
 
The AODA uses the Ontario Human Rights Code definition of disability. It includes disabilities of 
different severity, visible as well as non-visible disabilities and disabilities of which the effects 
may come and go. It also includes sensory disabilities (e.g., hearing and vision), learning 
disabilities and physical disabilities. 
 
Barriers to Accessibility 
 
A barrier is anything that keeps someone from fully participating in all aspects of society 
because of his or her disability. Barriers can be visible or non-visible. Furthermore, while 
barriers are often unintentional, they can restrict access to goods and services.  
 

Attitudinal barriers are those that discriminate against people with disabilities. 

 
 
 
 
 
 
 
 

Did You Know? 
 

Committees that include representatives from the public and private sectors as well 
as the disability community have developed accessibility standards. The direct 

involvement of persons with disabilities is one of the key features that distinguish the 
AODA from other international legislation. 

 
After each standard is developed, the public has an opportunity to review and 

provide feedback before the committee finalizes it for submission to the Minister. 

Did You Know? 

There are many myths around disabilities that can create attitudinal barriers. 

These attitudes can range from pity to hero worship, from ignorance to denial of a 

person’s disabilities. You can find a full list of commonly held myths about 

disabilities in the Sources and Resources section. 
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AODA defines a disability as: 
 

a)any degree of physical disability,    infirmity, 
malformation or disfigurement that is caused 
by bodily injury, birth defect or illness and 
includes diabetes mellitus, epilepsy, a brain 
injury, any degree of paralysis, amputation, 
lack of physical coordination, blindness or 
visual impediment, deafness or hearing 
impediment, muteness or speech 
impediment, or physical reliance on a guide 
dog or other animal or on a wheelchair or 
other remedial appliance or device,  

 
b)a condition of mental impairment or a 
development disability,  

 
c)a learning disability, or dysfunction in one 
or more of the processes involved in 
understanding or using symbols or spoken 
language,  

 
d)a mental disorder, or 

 
e)an injury or disability for which benefits 
were claimed or received under the insurance 
plan established under the Workplace Safety 
and Insurance Act, 1997. 

 

Comment [A5]:  
 

 
 
This barrier is about what we think and how 
we interact with persons with disabilities.  
 
It is perhaps the most difficult barrier to 
overcome because our attitudes – based on 
our beliefs, knowledge, previous experience 
and education – can be hard to change. 
 
For instance, some people don’t know how to 
communicate with persons with disabilities – 
they may assume that someone with a speech 
problem also has an intellectual disability.  
 
Some people worry about offending someone 
by offering help and deal with this by ignoring 
or avoiding persons with disabilities.  
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Architectural and physical barriers are features of buildings or spaces that cause problems for 
people with disabilities. 

Information or communications barriers happen when a person can't easily understand 
information. 

Technology barriers occur when a technology can't be modified to support various assistive 
devices. 

Organizational barriers are an organization's policies, practices or procedures that discriminate 
against people with disabilities. 

 
Customer Service Standard Requirements 
 
The customer service standard, Ontario Regulation 429/07, came into force on January 1, 2008. 
It outlines a series of different requirements for service providers across Ontario. To achieve 
compliance with the standard, universities must:   
 

• Establish policies, practices and procedures on providing goods or services to persons 
with disabilities 

• Train everyone responsible for developing these policies, practice and procedures on 
accessible customer service 

• Train anyone who interacts with the public on behalf of the university on accessible 
customer service 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

Did You Know? 
 

The University has various policies, practices and procedures that relate to customer 
service for persons with disabilities. Examples include policies on accommodating 

students with disabilities, procedures on booking tests/exams, room reservations and 
residence admissions policies.  

 
While some of these are formal, documented practices, others are unwritten and 

informal.  For more information about Laurentian’s policies and accountability, please 
visit: http://laurentian.ca/accessibility  

Comment [A6]:  
 

 
 
Architectural or structural barriers may result 
from design elements of a building such as 
stairs, doorways, the width of hallways and 
room layout.  
 
These barriers may also occur through 
everyday practices, such as when we store 
boxes or other objects in hallways, obstructing 
accessible pathways. 

 

Comment [A7]:  
 

 
 
Information or communication barriers – like 
small print size, low colour contrast between 
text and background or not facing the person 
when speaking – can make it difficult to 
receive or convey information.  

 

Comment [A8]:  
 

 
 
Technology, or the lack of it, can prevent 
people from accessing information.  
 
Common tools like computers, telephones and 
other aids can all present barriers if they are 
not set up or designed with accessibility in 
mind.  

 

Comment [A9]:  
 

 
 
Organizational or systemic barriers can result 
from an organization’s policies, practices and 
procedures if they restrict persons with 
disabilities, often unintentionally, as in the case 
of making a full course load a requirement for 
eligibility for campus services such as 
residences, scholarships and honours listing. 
 

http://laurentian.ca/accessibility
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Principles of Accessible Customer Service  
 
Under the customer service standard, the University must ensure that its policies, practices and 
procedures address the requirements of the standard, and use reasonable efforts to ensure 
they are consistent with the following principles: 
 

Dignity 
Providing service with dignity means the customer maintains his or her self-respect and the 
respect of other people. Dignified service means not treating persons with disabilities as an 
afterthought or forcing them to accept lesser service, quality or convenience. 
 
Independence 
Ensuring people are able to do things on their own without unnecessary help, or 
interference from others. 
 
Integration 
Integration means providing service in a way that allows the person with a disability to 
benefit from the same services, in the same place and in the same or similar way as other 
customers.  
 
Equal Opportunity 
Equal opportunity means having the same chances, options, benefits and results as others. 
In the case of services, it means that persons with disabilities have the same opportunity as 
others to benefit from the way you provide goods or services.  

 
Disruptions in Service  
 
The University must provide notice to the public when there is a temporary disruption to its 
facilities or services. This notice is important to persons with disabilities because they often go 
to a lot of trouble to access our services. 
 
This applies whether a temporary disruption is planned or unexpected, as in the following 
examples: 
 

• Elevators out of service 
• Cancelled classes due to illness 
• Building shutdowns  
• Changes in building access due to construction  
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Example  
 

A student who uses a power wheelchair 
registers late for a course, and asks his 
professor for a classroom change because the 
door leading to the current one is not wide 
enough to accommodate his power chair. The 
professor considers several responses to the 
request:  

 
oTelling the student that it is too late to 
change classrooms now  

 
oGetting the class to vote on the subject  

 ...

Comment [A11]:  
 

 
 
Example  
 

A student who uses a wheelchair and has no 
arms or legs approaches a front-line employee 
who works at a busy student loan office. The 
student indicates that she is here to pick up 
her student loan. The employee pulls out a 
form on which he requires the student’s 
signature and tells the student that he can sign 
for her as long as there is a witness to the 
signing. The student informs him that she is ...

Comment [A12]:  
 

 
 
Example  
 

A student, who is hard of hearing, is planning 
to attend a lecture by a world-renowned 
scientist and asks the organizers for an 
assistive listening device called an FM system. 
The organizers tell him that they don’t know 
where to get an FM system and not to worry 
because the text of the scientist’s lecture will 
be posted on the website a few days after the 
event.  ...

Comment [A13]:  
 

 
 
Example  
 

When she arrives early in preparation for her 
convocation, a graduating student who uses a 
wheelchair notices that while there is plenty of 
accessible seating in the hall, the processional 
route itself is inaccessible. She alerts a 
convocation coordinator.  

 
Although the coordinator is flustered when she 
realizes this oversight, she and her fellow ...
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The standard requires the University to provide notice of temporary service disruptions using a 

variety of methods that can include: 

• Posting in a conspicuous place 
• Sending an email message 
• Posting on a website  
• Any other reasonable method under the circumstances  

 
The notice should also include information about: 
 

• The reason for the disruption 
• Its expected duration  
• A description of alternate facilities or services, if available 

 
Feedback Process 
 
Good customer service for persons with disabilities also includes a process for receiving and 
responding to feedback. The standard requires the University to establish and implement a 
process for receiving and responding to feedback about the way it provides goods and services 
to persons with disabilities. 
 
The process must allow people to give feedback in a number of ways: 
 
• In person 
• By telephone 
• In writing 
• By email 
• On disk  
• By other methods  
 
Using a variety of methods ensures that we are taking into account the varying communication 
needs of persons with disabilities.  
 
Finally, the standard requires the University to make information about the feedback process 
readily available to the public. This information can be found on-line at: 
http://laurentian.ca/accessibility    
 

 

http://laurentian.ca/assets/files/Feedback%20form%202014%20-%20Accessibility%20.pdf
http://laurentian.ca/accessibility
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COMMUNICATING WITH CUSTOMERS WITH DISABILITIES 

 
 
What kinds of disabilities are there? 
 
There are many kinds and degrees of disabilities.  A disability can happen to anyone at any 
time. Some people are born with a disability. For others, the disability happens because of an 
illness or an accident. Sometimes it's because the person is getting older.   

Let’s take a look at various types of disabilities: 

 visual 
 hearing  
 deaf-blind 
 physical 
 speech or language 
 mental health 
 intellectual or developmental 
 learning 

Disabilities can be both visible and non-visible: while some disabilities are immediately 
recognizable, others are not.  This video features general tips on providing service to customers 
with disabilities.  
 
Learning Disabilities 
 
The term “learning disability” describes a range of information processing disorders that can 
affect how a person acquires, organizes, expresses, retain and understands verbal and non-
verbal information.  
 
Examples include dyslexia (difficulty understanding written words), dyscalculia (difficulty 
solving arithmetic problems and grasping math concepts) and auditory or visual processing 
disorders (difficulty understanding language despite normal hearing and vision).  
 

 

 
 
 
 
 

Did You Know? 
 

 Many people with learning disabilities have met with success and fame in their chosen 
field. Whoopi Goldberg and Tom Cruise are two highly successful entertainers who have 

talked openly about their learning disability.  
 

Charles Schwab, a very successful investor (among the top 100 richest people in the US), 
says about his dyslexia, “Although I am a very slow reader, I’m really good at concepts 

and visualization. I can process all kinds of stuff and get to the conclusion much quicker 
that other people who have to go step by step.” 

https://www.youtube.com/watch?v=Gv1aDEFlXq8
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When communicating and interacting with someone with a learning disability: 
 

 Speak naturally, clearly and directly to the person. 

 Provide information in a way that works best for that person. For example, even if you 
have written notes, it may be helpful to verbalize the information too. If you are not 
sure, gently ask the person if there’s a different way you can provide the information 
that would be helpful. 

 Be patient and willing to explain something again. 

 Extra time to complete a task is often helpful. As some students with dyslexia may take 
longer to read and understand written words, it is often helpful when they have extra 
time to complete an in-class activity. 

 
Mental Health Disabilities  
 
Mental health disabilities are usually not visible. Most of the time, you will not know that a 
person has a mental health disability. Sometimes, a mental health disability may present itself 
through “odd” or very different behavior although again, you may have no way of knowing for 
sure.  
 
Mental health disabilities cover a wide range of disorders and include depression, obsessive-
compulsive disorder, panic attacks and dissociative disorder. 
 
When communicating and interacting with someone you know who has a mental health 
disability: 
 

 Treat the person with the same respect and consideration you have for everyone else. 

 Be patient. A person with a mental health disability may have difficulty concentrating, 

mood swings, poor memory and lack of motivation. 

 In situations where you think the person needs additional help, be patient and calm.  

 Familiarize yourself with any protocols in place at the university (and in your 

department) for dealing with crisis situations involving mental health disabilities. 

 Make an effort to learn about resources available in the community for assisting people 

with mental health disabilities.  

 More Feet on the Ground is an educational website on how to recognize, respond and 

refer students experiencing mental health issues on campus.  

 In these videos, students explain their individual experiences with mental illness, and 

how Ontario universities were able to help them achieve their academic goals. 

 
 

http://www.livedexperience.org/files/documents/Community-Resource-List-Sudbury-Mar-11.pdf
https://laurentian.morefeetontheground.ca/
http://www.accessiblecampus.ca/mental-health/student-profiles/
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Intellectual or Developmental Disabilities 
 
Intellectual or developmental disabilities are those characterized by significant limitations both 
in intellectual functioning and in adaptive behaviours, which are required in many everyday 
social and practical skills. Some people with intellectual or development disabilities learn and 
process information more slowly and may have difficulty with abstract concepts and subtleties 
of interpersonal interactions. 
 
Hearing Loss 
 
Many terms are used for hearing loss; here are a few commonly used terms:  
 

 A person who is hard of hearing has a mild to profound hearing loss.  

 A person who is deafened has a significant hearing loss and may have lost their hearing 
gradually or suddenly.  

 People who are deafened or hard of hearing may use devices such as hearing aids, cochlear 
implants, FM systems or they may rely on speech-reading (also known as lip reading).  

 A person who is deaf has little or no functional hearing and may depend upon visual rather 
than auditory communication.  

 Oral deaf refers to a person who is deaf and whose preferred mode of communication is 
verbal and auditory. The person may or may not use sign language. 

 Deaf spelled with a capital D is used to refer to people who are deaf or hard of hearing and 
who identify with the culture, society and language of Deaf people, which is based on Sign 
Language. Their preferred mode of communication is Sign. 

 
Vision Loss 
 
Vision loss reduces a person’s ability to see clearly. Few people with vision loss are totally blind. 
Some have limited vision, such as the loss of side, peripheral or central vision. Some can see the 
outline of objects, while others can see the direction of light.  
 
Deafblind 
 
Most people who are deafblind have a combination of vision and hearing loss. They usually 
have some useful but not always reliable vision and hearing. People who are deafblind use 
many different ways to communicate including sign language, tactile sign language, tracking, 
tactile fingerspelling, Braille, speech and speech reading.  
 
  

Comment [A14]:  
 

 
 
When communicating and interacting with 
someone with an intellectual or development 
disability:  
 

Remind yourself to be patient. 

Speak more slowly and leave pauses for the 
person to process your words. 

Use plain language and avoid jargon. 

Speak directly to the person.  

Ask one question at a time, giving the 
person time to formulate and give their reply. 

Make sure the person understands what 
you’ve said. You can be direct and ask, “Do 
you understand this?” 
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When communicating or interacting with 
someone with hearing loss:  
 

If the person isn’t looking at you, attract their 
attention before speaking with a discreet 
wave of your hand or a gentle tap on the 
shoulder. 

Speak clearly, pacing your speech and 
pauses normally. You don’t have to shout, 
exaggerate or over-pronounce your words.  

If possible, find a quiet place to converse – 
background noise can be hard to filter out. ...
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When communicating and interacting with 
someone with a vision loss: 
 

Don’t assume the person cannot see you – 
few people with vision loss are totally blind. 

Do not touch the person without permission.  

When offering to guide someone with a 
vision loss, stand on the side they direct you 
and hold out your elbow. When they’ve taken 
it, walk at a normal pace and the person will 
usually walk a step behind. Announce ...

Comment [A17]:  
 

 
 
When communicating and interacting with a 
person who is deafblind: 
  

Don’t assume what a person can or cannot do. 
Some people who are deafblind may have some 
hearing and/or vision.  
If you are not sure how to begin, ask the person 
what will be helpful.  ...
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Speech or Language Disabilities 
 
A person with a speech disability is unable to produce speech sounds correctly or fluently, 
sometime due to voice strength or aphasia. Some people with speech disabilities have 
difficulties with articulation and stuttering.  
 
A person with a language disability has trouble understanding others (receptive language) or 
sharing thoughts, ideas and feelings (expressive language).  
 
Physical Disabilities 
 
There are many types and degrees of physical disabilities – not all require a wheelchair. People 
who have arthritis, heart or lung conditions or temporary disabilities may have difficulty with 
moving, standing or sitting. In many cases, it may be difficult to identify a person with a physical 
disability. 
 
Other Disabilities 
 
Chronic health conditions, such as asthma, arthritis, diabetes, lupus, sickle cell anemia and 
hemophilia, are disabilities that may affect a person’s ability to move around, sit or stand or to 
do other things. Many people don’t think of these health conditions as disabilities requiring 
accessibility considerations but in some cases, they do.  
 
You will probably not know that someone has a disability. Since the university has no way of 
identifying all of the persons with disabilities who may use its services, employees should think 
more frequently and naturally about accessibility in their activities, services and interactions.  
 
Alternate formats 
 
Alternate formats are simply ways of providing information in ways other than it was originally 
produced.  
 
Why are alternate formats important for persons with disabilities? 
 
Persons with disabilities receive, convey and make use of information in a wide variety of ways.  

 

You may be wondering how you will know which alternate formats you are supposed to 
produce if you don’t know the accessibility needs of the people who may come to your class, 
office, meeting, etc.  
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When communicating and interacting with 
someone with a speech or language 
impairment: 
 

Don’t assume that because a person has 
one disability, he or she also has another. 
Many people with speech disabilities 
complain that because they can’t speak well, 
people treat them like they  are unintelligent 
or developmentally delayed.  

Remember that anxiety can often aggravate 
a speech disability – your being relaxed will 
help reduce the other person’s anxiety. 

Be patient and allow the person to complete 
what they are saying without interruptions. 

If the individual is accompanied by a 
support person, follow the same guidelines 
as when an interpreter is present. Speak to ...
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When communicating and interacting with 
someone with a physical disability: 
 

When meeting a person using a wheelchair 
or walker, do offer to shake their hand, even 
if they appear to have limited use of their 
arms. This common action of personal 
contact creates a warm environment for 
communication. 

If the person uses a wheelchair and the 
conversation is expected to last longer than a 
few moments, find somewhere to sit down 
nearby. This enables you to make eye 
contact on the same level and reduces neck 
strain for the person having to look up at you. 

Don’t make assumptions about a person’s 
capabilities. Some people can walk with ...
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Some persons with disabilities may not be able 
to read print but can access the information using 
other formats such as audio, Braille, enlarged 
text and screen-reading software.  

Although we often think of people with vision 
loss needing alternative-to-print formats, many 
people with learning disabilities also benefit from 
having access to information in other formats. 
For example, some people with auditory 
processing difficulties prefer written rather than 
spoken information. 
Closed captioning, CART (communication access 
real-time translation), sign language and text are 
all different types of alternate formats that 
people with hearing loss use to access 
information. ...
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The key to answering this question is to think about accessibility at the time you are preparing 
the information. Preparing a text-only version enables you and others to respond in a timely 
manner to requests for other formats, such as enlarged font and text that can be read using 
screen software or Braille copies, which require more specialized effort. 

 

 
 
 
 
 
 
 

 
 

 
 

SERVING CUSTOMERS WITH DISABILITIES 

______________________________________________________________________________ 
 
What is a service animal? 
 
A service animal is any guide dog, signal dog or other animal individually trained to assist a 
person with a disability.  
 
What do service animals do? 
 
Each animal is trained to perform various tasks and provide a range of services. 
 

 Hearing or signal animal 

 Mobility assistance animals  

 Seizure response animal 

 Therapeutic assistance animals 

 Guide dog  
 

Have you ever wondered exactly how a guide dog does its job? How does it know where to go? 
And how does it know how to get there? In this video, Shelley introduces us to her guide dog 
Fozzie and helps answer some common questions. 
 

Did You Know? 
 

The Accessibility Standard for Information and Communications is part of a larger 
regulation called the Integrated Accessibility Standards Regulation?  
 
It will help Ontario businesses and organizations make their information accessible for 
people with disabilities. Universities will have to provide accessible formats and 
communications supports as quickly as possible and at no additional cost when a 
person with a disability asks for them. 

Comment [A21]:  
 

 
 

A hearing or signal animal alerts a person 
with hearing loss when a sound occurs, such 
as knock on the door or alarm. 

Mobility assistance animals may carry, fetch, 
open doors, ring doorbells, activate elevator 
buttons, pull a wheelchair, steady a person 
while walking or help someone get up after a 
fall. 

A seizure response animal warns a person 
of an impending seizure or provides aid 
during a seizure such as going for help or 
standing guard over the person.  

Therapeutic assistance animals aid people 
with cognitive or psychological disabilities by 
bringing a phone to the person in emergency, 
calling 911 or the suicide hotline, turning on 
the lights, fetching medication, barking for 
help in emergency or assisting a person with 
panic disorder coping in crowds. 

 

https://www.youtube.com/watch?v=0E9Ae_vTOh8
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What should you do when communicating and interacting with someone who uses a service 
animal? 
 

 Do not request that the owner leave the animal in different location, such as outside of 

your office or classroom. 

 Avoid petting or talking to a service animal: this distracts the animal from its tasks. 

 Do not feed or offer treats to the animal. 

 Avoid deliberately startling the animal.  

 Remember not all service animals wear special collars or harnesses. If you are not sure 

and it is necessary that you verify, it is okay to ask the owner if it is a service animal.  

 Remember that the owner is responsible for maintaining control over the animal at all 

time. You are not responsible for cleaning up after it or feeding it. You may provide 

water if the owner requests it. 

 

What is a support person? 

 
A support person is someone either hired or chosen to help a person with a disability. A support 
person can be a personal support worker, a volunteer, a family member or spouse or a friend of 
the person with the disability. A support person in some cases does not necessarily need to 
have special training or qualifications. 
 
Support persons may provide one or more types of assistance. 
 
Under the customer service standard, the University must permit persons with disabilities to be 
accompanied and assisted by their support persons while accessing its good or services.  
 
When interacting and communicating with someone who has a support person: 
 

 A person with a disability may not always introduce his or her support person. If you are 

not sure, it is appropriate to ask, “Is this your interpreter or support person?” 

 Although it can feel a little awkward, speak to and look directly at the person with a 

disability even though the message may be coming from the support person.  

 Address the person appropriately: “What courses are you taking this year?” as opposed 

to “Can you ask him what courses he is taking this year?” 

 Remember that support persons, especially interpreters, tend to communicate 

everything to the person. Avoid engaging in “side” conversations with the interpreter, 

thinking these won’t be conveyed to the person with the disability. 

Comment [A22]:  
 

 
 

Transportation 

Guiding a person with a vision loss 

Adaptive communication (e.g., intervenor for 
someone who is deafblind) 
Interpretation (e.g., ASL/English interpreter, 
LSQ/French interpreter) 

Note-taking, scribe or reading services (usually 
coordinated by Disability or Library Services 
Offices) 
Personal care assistance 

Support persons in the event of a seizure (e.g., 
protect from falls) 

Interpret and speak on behalf of someone with 
a speech disability 
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 Plan for the presence of support persons, e.g., ensure seating arrangements 

accommodate support persons in locations that will help facilitate communication. 

 Where possible, provide written materials both to the person with the disability and the 

support person. 

 During event planning, note the location of washrooms that will accommodate persons 

with disabilities and their support persons.  

 
What is an assistive device? 
 
An assistive device is any device that is used, designed, made or adapted to assist people in 
performing a particular task. Assistive devices enable persons with disabilities to do everyday 
tasks such as moving, communicating, reading or lifting.  
 
Some persons with disabilities use personal assistive devices. Here are a few examples. 
 
• Wheelchairs     
• Canes 
• Walkers 
• Assistive listening devices (FM systems) 
• Laptops with screen-reading software or communicating capabilities 
• Smart phones (i.e. wireless handheld devices) 
• Hearing aids  
• Global positioning system (GPS) devices 
 
The customer service standard requires that faculty, staff members and student leaders who 
act on behalf of the university are familiar with these devices and can either provide assistance 
or know whom to contact about operating them upon request. 
 
Here are a few examples of assistive devices that may be available in your department. 
 
• Adjustable desks and workstations in classrooms or offices 
• Assistive listening devices (e.g., FM systems) 
• Lifts in stairwells 
• Manual wheelchairs or power scooters 
• Teletypewriters (TTY) 
• Adaptive computer technology or software 
 
  

Comment [A23]:  
 

 
 
Here are a few more examples of assistive 
devices you may come across when 
communicating and interacting with persons 
with disabilities on campus.  
 

Persons with vision loss may use a digital 
audio player to listen to books, directions, art 
shows, etc. 

Some persons who are deaf or hard of 
hearing use teletypewriters (TTY). This 
machine enables telephone-like 
communication using text. Calls placed to or 
from a non-TTY user can be made through 
the Bell Relay Service. 

Persons who are blind may use a white 
cane to assist with safety, mobility and 
independence. The cane is used to check for 
objects in a person’s path, changes in 
walking surfaces and dangers like steps and 
curbs. 

Some persons with breathing difficulties 
carry portable oxygen tanks. 

Persons with learning disabilities or 
difficulties with memory use personal digital 
assistants for storing, organizing or retrieving 
personal, school or employment information. 

Persons with physical, learning or speech 
disabilities may use laptops to access 
information, take notes or to communicate.  

Some persons with speech disabilities may 
use a variety of communication devices, such 
as voice-output systems or pictures/symbols 
to communicate. 
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Many persons with disabilities remark that customer service is sometimes compromised not 
because of lack of willingness but rather because service providers often don’t know what to do 
when asked to use, or to assist with using, assistive devices. The intent of this requirement is to 
ensure that those in direct contact with persons with disabilities know enough to respond to 
basic requests, such as using assistive listening devices or assisting with using a stairwell lift.  
 
Remember, you don’t need to become an expert in the use of assistive devices. Do take the 
time to become familiar with devices that may be available in your department. Learn the 
names of those people on campus who have information and knowledge about the devices just 
in case you need to contact them. These two simple tasks will help significantly towards 
enhancing accessible customer service for persons with disabilities.  
 
When you think about it, this is not unlike other requirements we have as university 
representatives, such as acquiring a general awareness of health and safety practices and 
knowing who serves as our department health and safety representatives. 
 
 
What to do if persons with disabilities are having difficulty accessing your services  
 
A final requirement of the customer service standard is that faculty, staff members and student 
leaders know what do to if they encounter a person with a disability having difficulties 
accessing a service or good on campus or if they observe something that may interfere with 
accessibility. 
 

• Ask the person how you may help.  

• If a service is not available or a device is not operational, contact the responsible unit.  

• Ask for help in your unit or by contacting Accessibility Services at ext. 3324 and refer to 
the contact list in the directory.  

• Inform the customer about the University's feedback process if the problem or the 
situation is not resolved.  

 
This is not about everyone becoming experts. Rather, it is about becoming more aware of 
challenges that persons with disabilities have with accessibility on our campus and helping 
address those challenges.  
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Here are a few situations you might encounter on campus where you can easily offer 
assistance:  
 

• While selecting some books from the library stacks, you may assist someone who uses a 

walker with getting the books they need from the top shelf.  

• You could call physical plant services when you notice that a power door opener doesn’t 

work after trying it yourself while carrying several bags and your coffee.  

• You could read aloud some written materials that were circulated during a meeting of a 

committee that includes a member who has vision loss.  

• You should call physical plant services if you notice that the elevator in your department 

is out of service, expressing concern that that there are some individuals on the upper 

floors who depend on the elevator to exit the building.  

• You could repeat each question during a question/answer period in class that includes a 

student who is hard of hearing.  

• You could offer to escort a student who is in significant distress to the Health & Wellness 

office.  

 
There are many everyday situations where you may notice a person with a disability having 
difficulty accessing the services or goods on campus. One of the key goals of the customer 
service standard is that we all take action when we observe these things happening. 
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INTEGRATED ACCESSIBILITY STANDARDS REGULATION (IASR) 

 
AFTER COMPLETING THIS MODULE, YOU WILL BE ABLE TO: 
 

 Summarize the requirements of the Integrated Accessibility Standards 
Regulation (IASR);  

 

 Describe how accessibility policies and plans will make the University more 
accessible to people with disabilities;  
 

 Incorporate accessibility criteria into procurement and buying practices; 
 

 Incorporate accessibility features when designing or buying self-service kiosks; 
 

  Know how the Ontario Human Rights Code relates to people with disabilities. 
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UNDERSTANDING THE INTEGRATED ACCESSIBILITY STANDARDS REGULATION 
(IASR) 

In 2011, three Standards (Information and Communications, Employment, and 

Transportation) were combined into one regulation called the Integrated Accessibility 

Standards Regulation (IASR). The IASR was revised in 2013 to include Design of Public Spaces.  

The IARS removes barriers in: 

Information and communications — giving people with disabilities access to more of the 
information we all depend on. 

Employment — expanding Ontario’s labour pool and welcoming people with disabilities into 
more workplaces.  

Transportation — making it easier for people with disabilities to get to where they need to go. 

Built Environment - making it easier for people with disabilities to move through, use and enjoy 
buildings and public spaces. 

IASR Requirements 

To achieve compliance with the IASR, universities must provide training on the requirements 

of the regulation as it relates to a person’s duties – and on the Ontario Human Rights Code as 

it relates to people with disabilities. 

Ontario Human Rights Code 

The Ontario Human Rights Code is for everyone. It is a provincial law that gives everybody 

equal rights and opportunities without discrimination in areas such as jobs, housing and 

services. The Code’s goal is to prevent discrimination and harassment because of race, sex, 

disability and age, to name a few of the 17 grounds. All other Ontario laws must agree with 

the Code. 

This video explains how the Code and AODA standards work together. 

 

  Did You Know? 
  
The Code was one of the first laws of its kind in Canada. Before 1962, various laws dealt 
with different kinds of discrimination. The Code brought them together into one law and 

added some new protections. 
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Organizations will have to: 

make their websites and web content accessible 
according to the World Wide Web Consortium’s 
Web Content Accessibility Guidelines (WCAG) 
2.0.  

provide accessible formats and communications 
supports as quickly as possible and at no 
additional cost when a person with a disability 
asks for them.  
make feedback processes accessible by 
providing accessible formats and 
communications supports when requested.  ...
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Organizations will have to: 

let job applicants know that recruitment and 
hiring processes will be modified to 
accommodate their disabilities, if requested.  
 

build the accessibility needs of employees into 
their human resources practices.  
 

create a written process for developing and 
documenting individual accommodation plans for 
employees with disabilities.  ...
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The standard applies to: 
conventional transportation services, for 
example, London Transit and the Toronto Transit 
Commission (TTC) 

specialized transportation services, for example, 
TTCs Wheel-Trans, and DARTS in Hamilton 
municipalities with specific requirements for 
those that license taxicabs or provide 
conventional transportation services  

certain ferries ...
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Here are the highlights of what the standard covers: 
 

Recreational trails/beach access routes  
 

Outdoor public eating areas like rest stops or 
picnic areas  
 

Outdoor play spaces, like playgrounds in 
provincial parks and local communities  
 ...

http://www.ohrc.on.ca/en/learning/working-together-code-and-aoda
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Accessibility   Policies 
 
Under the IARS, organizations must develop accessibility policies describing what they do, or 
intend to do, to meet the requirements of the regulation.  These policies serve as rules that 
guide an organization’s everyday practices. 

The Regulation requires the University to:  

 

 Document these policies in writing. 

 Make its policies publicly available, and in an accessible format on request. 

 Include a statement of its commitment to accessibility. 

 
Accessibility Plans 

 Under the IASR, organizations must also develop accessibility plans. 

 
An accessibility plan outlines the steps that an organization will take to prevent and remove 

barriers to accessibility and how the requirements of the regulation will be met.  The 

Regulation requires the University to: 

 

 Establish, implement, document, and maintain a multi-year accessibility plan. 

 Post the accessibility plan on its website, and provide the plan in an accessible format 

on request. 

 Review and update the accessibility plan at least once every five years. 

What’s the Difference? 

 

Accessibility Policies: An accessibility policy states what rules or principles an 

organization will put in place to support achieving its accessibility goals. 

 

Accessibility Plans: An accessibility plan describes the actions an organization will take to 

prevent and remove barriers and when it will do so. An accessibility plan creates a road map 

for an organization to increase accessibility. It’s the actions that support an organization’s 

commitment to accessibility and its accessibility policies. 

 

http://142.51.1.171/webfm_send/2014
http://142.51.1.171/webfm_send/2012
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Procurement 

 
It’s also important to incorporate accessibility criteria into procurement and buying practices.   
 
For example, universities might set accessibility criteria when procuring new computer 
software so that it can accommodate the needs of people with vision loss.   
 
 
 
 
 
 
 

Self-Service Kiosks 
 

Organizations must incorporate accessibility features when designing, procuring, or 

acquiring self-serve kiosks. This means that the university must consider what 

accessibility features it could build into its kiosks to best meet the needs of its 

customers and clients.  

 

There are many accessibility features. The IASR does not specify which features the 

University must include in its self-service kiosks. Here are some examples to 

consider. 

Some features can be technical, including: 

 colour contrast on the display screen 
 extra time for people to complete tasks, and 
 voice-activated equipment. 

Other accessibility features are structural, such as: 

 height and stability of the kiosk 
 headset jacks with volume control, and 
 specialized keypads or keyboards. 

Another key accessibility feature is the path to the kiosk. Consider whether people with 
mobility aids, such as walkers or wheelchairs, can easily access the kiosk.   

Did You Know? 
 

The University has included accessibility design, criteria and features when procuring or 
acquiring goods, services or facilities, where it is practicable to do so, into the Policy on 

Purchasing. 
 

  
 

Comment [A28]:  
 

 
 

A self-service kiosk is an interactive electronic 
terminal. People use them to access many kinds of 
products and services, for example: 
 

 paying parking fees 

 validating tickets 

 buying groceries 

 renewing licenses 
 
Often people can pay for the products and services 
with a debit or credit card.  
 

https://laurentian.ca/assets/files/Services/Accessibility/Policy%20on%20Purchasing%20-%20April%202015%20-%20FinalENG.pdf
https://laurentian.ca/assets/files/Services/Accessibility/Policy%20on%20Purchasing%20-%20April%202015%20-%20FinalENG.pdf
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These features allow people with disabilities to use a self-service kiosk as independently and 
securely as possible.  For more information about accessible self-serve kiosks, visit AccessON.  

INFORMATION AND COMMUNICATIONS STANDARD REQUIREMENTS 
 
Accessible Formats and Communication Supports 
 

When requested, you must provide information and communications in an accessible manner 
to people with disabilities. 
 
You have the flexibility to determine the most appropriate accessible format or communication 
support depending on the accessibility needs of the person and the capability of your 
department to deliver. For more information about accessible formats and communication 
supports, please contact Accessibility Services at ext. 3324 or 
accessibilityservicesinfo@laurentian.ca  
 
Accessible formats and communication supports must be provided in a timely manner and at a 
cost that is not more than the regular costs charged to other people. 
 
 
 
 
 
 
 
 

 
Exceptions to the Requirement 
 

 Information that you do not control directly or indirectly through a contract, unless you are 
involved in education or training as defined in the regulation. 

 Information or communications that cannot be converted. 
 
When It’s Not Possible 
 

 The technology to convert the information is not readily available, or;  

 You/your department will need to determine, in consultation with the person 
requesting the information or communications, if it is possible to provide it in an 
accessible format or with appropriate communication supports. 

 
  

Did You Know? 
  
The Accessibility Toolkit is an online platform that provides tools, resources and 
adaptable templates to help universities meet the requirements of the  AODA and of the 
Information and Communications Standard? 

 

Comment [A29]:  
 

 
 
Examples of alternative formats and 
communication supports are: 
 

Reading written information to a person 
directly 
 

Large print 
 

Text transcripts of audio or visual information 
 

Handwritten notes instead of spoken word 
 

Information written in plain language 
 

An electronic document formatted to be 
accessible for use with a screen reader 

 

Comment [A30]:  
 

 
 
An obligated organization is an educational or 
training institution if it falls into one of the following 
categories: 
 

1.It is governed by the Education Act or the 
Private Career Colleges Act, 2005. 

 
2.It offers all or part of a post-secondary program 
leading to a degree pursuant to a consent 
granted under the Post-Secondary Education 
Choice and Excellence Act, 2000. 

 
3.It is a designated public sector organization 
described in paragraph 3 or 4 of Schedule 1 

 
4.It is a public or private organization that 
provides courses or programs or both that result 
in the acquisition by students of a diploma or 
certificate named by the Minister of Education 
under paragraph 1 of subsection 8 (1) of the 
Education Act. 

 
5.It is a private school within the meaning of the 
Education Act. 

 

http://www.mcss.gov.on.ca/en/mcss/publications/accessON/accessible_procurement/appendix.aspx
mailto:accessibilityservicesinfo@laurentian.ca
http://www.accessiblecampus.ca/administrators/iasr/information-communications/section-12/
https://www.appacats.mcss.gov.on.ca/eadvisor/help.action?category=ewizzard#162


 

26 
 

When it’s not possible to convert requested material, you need to provide the individual 
making the request with the following: 
 

 An explanation as to why the information or communications are unconvertible, and 

 A summary of the information or communications. 
 
Feedback Processes 

 
The University has other types of external or internal feedback processes to receive and 
respond to the public and/or employees.  
 
For example, a department may gather feedback through online surveys or forms, by 
email, by phone, or in print. 
 
Under the Information and Communications Standard, if your department has feedback 
processes in place, you must make them accessible. This may include: 
 

 Arranging for accessible formats and communication supports on request. 

 Notifying the public about the availability of accessible formats and communication 

supports. 

 
Emergency Procedures, Plans, or Public Safety Information 
 

The University provides emergency procedures, plans, and public safety information to the 
public.  So, it must provide these in an accessible format, on request. 
 
Examples of emergency information include, but are not limited to: 
 

 Emergency plans and procedures 

 Maps, warning signs and evacuation routes 

 Information you give the public about alarms or other emergency alerts 

 
 
 
 
 
 
 

 
 
  

Did You Know? 
 
The Ministry of Economic Development, Employment & Infrastructure has created an 
employee emergency information worksheet to help create individualized emergency 
responses for each employee with a disability.  Visit  http://laurentian.ca/accessibility  
to learn more. 
 
 

http://142.51.1.171/webfm_send/2010
http://laurentian.ca/accessibility
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Educational and Training Resources and Materials 
 
If a student notifies you of a need due to a disability, you must: 
 

 Provide learning resources or material in an accessible format that takes into account their 
accessibility needs. 

 Provide student records and program information in an accessible format that takes into 
account their accessibility needs. 
 

You can provide the student with one of the following: 
 

1. An accessible or conversion-ready electronic format, where available or 

 

2. A comparable resource in an accessible or conversion-ready format, if the resource cannot 

be obtained or converted into an accessible format. 

 
 
 
 
 
 
 

 
 
Training to Educators (such as faculty, teaching assistants, course instructors and developers) 
 
Under the IASR, educators need to know how to make their teaching accessible. This means 
that the University must: 
 

 Provide educators with accessibility awareness training related to accessible course 
delivery and instruction.  

 

 Keep records of training provided, including the dates it was provided and number of 
individuals trained. 

 

The Centre for Academic Excellence offers, throughout the year, a series of teaching 

opportunities focused primarily on the design of courses that meet the needs of people from a 

variety of backgrounds, abilities and learning styles.  

  

Did You Know? 
 
Alternate Education Resources Ontario (AERO) is a web-based digital repository 
operated by the Ministry of Education in partnership with the Ministry of Training, 
Colleges and Universities. AERO enables students with perceptual disabilities to 
access educational materials in a format they require and in a timely manner. 

 
 

http://alternativeresources.ca/Aero/Public/WelcomePage.aspx
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The premise is that not only do instructors teach in a variety of ways, people also learn in a 

variety of ways. Therefore using different instructional and assessment methods helps meet the 

needs of the greatest number of learners.  

Universal Design of Instruction is a teaching approach that accommodates the needs and 

abilities of all students. This is accomplished by presenting the material in multiple ways and 

providing options when asked to demonstrate what they have learned. There are three main 

principles:  

1. Providing options for perception – based on the premise that learners access 

information differently, then we should provide flexible and multiple ways to 

present information.  

 

2. Providing options for expression – learners vary in their abilities to demonstrate 

their learning and therefore we should provide flexible and multiple ways to 

allow students to express what they have learned.  

 
3. Providing options for comprehension – students are motivated to learn for 

various reasons and they vary in the types of activities that keep them engaged.  

By removing these barriers to learning, the need for special accommodations is reduced. The 

Centre or Academic Excellence will be offering four different educational opportunities during 

the academic year 2015-2016.  

1. A new Post Graduate Teaching Certificate includes a 3 credit course based on the 

principles of Universal Design as well as featuring a module on UD.  

 

2. New Faculty Orientation, a two day event, includes a session on the Principles of 

Universal Design and how to use them in the classroom.  

 
3. A Syllabus Template will be presented to the teaching community in the Fall of 2015. 

There are several mentions of Universal Design and the right to accommodation. 

 
4. There are a series of web-based workshops being programmed for faculty and sessional 

instructors, all of which are modelled on Universal Design principles and one of which is 

dedicated to Universal Design teaching.  

For more information about teaching and learning please contact the Centre for Academic 

Excellence at 705-675-1151 ext. 3300 or email excellence@Laurentian.ca.  

mailto:excellence@Laurentian.ca
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Libraries of Educational and Training Institutions 
 
Libraries of Educational and Training Institutions must provide an accessible or conversion-
ready format of print, digital, or multimedia resources or materials, on request.  
 
The following are exempt from the requirements: 
 

 Special collections 

 Archival materials 

 Rare books 

 Donations 
 

 
 
 
 
 
 
 
 
 
 
 
 

 
For more information, please visit OCUL’s website or contact Desmond Maley, General 
Librarian at ext. 3314.  

  

Did You Know? 

The Council of Ontario Universities partnered with the University of Guelph, the 
University of Toronto, York University, and the Government of Ontario through the 
EnAbling Change Partnership Program to assemble and develop the Educators’ 
Accessibility Resource Kit.  It contains resources that support the accessible delivery and 
instruction of programs and courses.  For more information, please visit :  
http://www.accessiblecampus.ca/educators/ 

 

 
Did You Know? 

 
The Accessible Content E-Portal (ACE) Pilot Project is a collaboration of the Ontario 
Council of University Libraries (OCUL) and the University of Toronto, with support from 
the Government of Ontario as a part of the EnAbling Change Program.  
 
This program is an initiative of the Accessibility Directorate of Ontario and provides 
financial support and expertise to organizations to educate an industry or sector across 
the province on their obligations under the AODA.  

 

http://www.ocul.on.ca/node/1698
http://www.accessiblecampus.ca/educators/
http://ocul.on.ca/node/2192
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Producers of Educational or Training Material 
 
Producers of educational or training textbooks and print-based learning resources who supply 
educational and training institutions must provide accessible or conversion-ready versions, 
when requested. Examples of producers include, but are not limited to: 

 

 Publishing companies 

 Universities 

 School boards 

 
 
 
 
 
 

 

Websites and Web content 
 
Websites and web content can also be designed to be accessible to persons with disabilities. 
The University must therefore conform to the World Wide Web Consortium Web Content 
Accessibility Guidelines (WCAG) 2.0. 

Developers of WCAG 2.0 identify their goal as: “[making] content accessible to a wider range of 

people with disabilities, including blindness and low vision, deafness and hearing loss, learning 

disabilities, cognitive limitations, limited movement, speech disabilities, photosensitivity and 

combinations of these. Following these guidelines will also often make your web content more 

usable to users in general.” 

 
 
 
 
 
 
 
 
 

 
  

 
Did You Know? 

 
Kno, Inc. is a software company that works with publishers to offer digital textbooks and 
other educational materials. 

 

 
Did You Know? 

The Adaptive Resource Technology Centre (ARTC) at the University of Toronto has 
created an online course that you can take to learn more about website accessibility. 
Sign up for the free course by: Tel.: 416-978-4360 or Email: general.atrc@utoronto.ca 

Alternatively, contact Information Technology for information, resources and tools 
available at the university (ext. 2200). 

 
 

mailto:general.atrc@utoronto.ca
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EMPLOYMENT STANDARD REQUIREMENTS 

 
The Ontario Human Rights Code requires organizations to meet the accommodation needs of 
new and current employees with disabilities to the point of undue hardship. The Employment 
Standard builds on this requirement. It requires the University to have processes in place to 
determine an employee’s accommodation needs. 

 
The requirements: 
 

 Apply to paid employees. 

 Do not apply to volunteers and other non-paid individuals. 

 
 
 
 
 
 
 

 
Produced by the HRPA as part of an EnAbling Change partnership with the Government of 
Ontario, each of the six video shorts in the Harold Jeepers' Collection deals with one of the 
requirements of the Employment Standard:  
 
Part 1: Developing and Documenting Individual Accommodation Plans 

Part 2 : Keeping Accessibility Needs and Plans in Mind 

Part 3 : Accessible Formats and Communication Supports for Employees 

Part 4 : Workplace Emergency Response Information  

Part 5 : Recruitment & Informing Employees of Supports 

Part 6 : Facilitating Return to Work 

 
There are other processes that help support employees. The standard also includes 
requirements for these: 
 

 Performance management 

 Career development 

 Redeployment 

 
The standard requires these processes take into account the accessibility needs of employees 
with disabilities and their individual accommodation plans.  
 

Did You Know? 
 

The Human Resources Professionals Association (HRPA) regulates the Human 
Resources professional practice in Ontario.  
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Some examples are:  
 

Performance Plan: Providing a performance 
plan document in large print to an employee 
with low vision 

 

Accommodation Plan: Reviewing an 
employee’s accommodation plan to 
understand the individual’s accommodation 
needs and determine whether it needs 
adjusting to improve his or her performance 
on the job 

 

Accommodation Supports: Adjusting 
accommodation supports or updating an 
accommodation plan, with the employee’s 
participation, to meet the employee’s new role 
or responsibilities in the event the employee is 
promoted or redeployed 

 

https://www.youtube.com/watch?v=JQyvGUtM_cs&index=1&list=PLJT1xeB7MyGCHLjQ40dtpRUijdc8TZUup
https://www.youtube.com/watch?v=euu5aQ77hmY&index=3&list=PLJT1xeB7MyGCHLjQ40dtpRUijdc8TZUup
https://www.youtube.com/watch?v=Om4z3iYhsF0&index=5&list=PLJT1xeB7MyGCHLjQ40dtpRUijdc8TZUup
https://www.youtube.com/watch?v=mSv1OTDAcNs&index=7&list=PLJT1xeB7MyGCHLjQ40dtpRUijdc8TZUup
https://www.youtube.com/watch?v=32nNLu6AhNE&index=9&list=PLJT1xeB7MyGCHLjQ40dtpRUijdc8TZUup
https://www.youtube.com/watch?v=LvY7St3RAyI&index=11&list=PLJT1xeB7MyGCHLjQ40dtpRUijdc8TZUup
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TRANSPORTATION STANDARD  

Laurentian University must provide accessible transportation to persons with disabilities. If the 
University’s general transportation services are not accessible, it must provide an equivalent 
service. 

Who is subject to this standard? 

All services of the University that provide transportation to individuals eligible to use University 
transportation services, such as the campus shuttle. 

Requirements 

As of 2011, Laurentian’s transportation services must be equally available to persons with 
disabilities. If the transportation is not accessible, an equivalent service must be provided to 
persons with disabilities upon request. 

An equivalent transportation service is service that is similar to transportation the University 
provides or makes available to other users, including similar fares, schedules and routes. 

Not required 

Retrofit or modification of transportation vehicles not accessible to persons with disabilities. 

 

 

 

 

 

  

Did You Know? 
 

You can use the http://laurentian.ca/accessibility accessibility to create individualized 
emergency responses for each employee with a disability?  

 
 

 
Did You Know? 

 
The Department of Security, Risk Management and Parking Services has implemented 

an improved personal/medical escort service on campus using a wheelchair lift 
equipped van. 

 
Arrangements to obtain this service can be made by contacting the Security Control 

Centre (SCC) at 705-673-6562 or Ext 6562. 
 

http://laurentian.ca/accessibility
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DESIGN OF PUBLIC SPACES STANDARD REQUIREMENTS 

 
The Design of Public Spaces Standard sets requirements for specific features of our physical 
environment that will make it easier for people with disabilities to move through, use and enjoy 
what the Laurentian community has to offer. 
 
The scope of the requirements 
 
The standard requires organizations to incorporate accessibility when: 
 

 Building new public spaces, or 

 Making planned significant alterations to existing public spaces. 

 
Organizations are not required to retrofit public spaces to meet the requirements. This means 
that the University is not required to alter its public spaces if it had no plans to do so. 
 
Accessibility for elements related to buildings, for example, building entrances, washrooms and 
barrier-free paths of travel, are not addressed in this standard. They are addressed through 
Ontario’s Building Code. 
 
For more information, take a look at the https://www.ontario.ca/page/how-make-public-
spaces-accessible 

SOURCES & RESOURCES 

Listed below are training resources, adaptable templates, sample best practices, and suggested 

approaches for meeting compliance requirements under the AODA and its five accessibility 

standards: information and communications; employment; transportation (these three later to 
be subsumed under the Integrated Accessibility Standards Regulation); customer service; and 
the built environment. 

Questions & Answers 

Here you will find frequently asked accessibility-related and scenario-based questions regarding 
situations that arise on campus 

Common Myths 

There are many myths, or inaccurate assumptions, about disabilities.  Here are just a few attitudes that 

can constitute barriers for persons with disabilities. Have you encountered any of them yourself?  

Comment [A32]:  
 

 
 
The requirements are divided into seven 
sections:  
 

Recreational trails and beach access routes 
 

Outdoor public use eating areas, like those 
found at rest stops or picnic grounds 

 

Outdoor play spaces  
 

Exterior paths of travel (sidewalks or 
walkways) and their associated elements, 
such as ramps, stairs, curb ramps, rest areas 
and accessible pedestrian signals 

 

Accessible off-street and on-street parking 
spaces  

 

Obtaining services (service counters, fixed 
queuing guides and waiting areas) 

 

Maintenance planning 
 

https://www.ontario.ca/page/how-make-public-spaces-accessible
https://www.ontario.ca/page/how-make-public-spaces-accessible
http://www.accessiblecampus.ca/aoda-everyday/questions-answers/
http://carleton.ca/accessibility/common-myths-about-disabilities/
http://www.mcss.gov.on.ca/en/mcss/programs/accessibility/understanding_accessibility/common_myths.aspx
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Case Studies 
 
Here are a few situations as they occur in three common campus settings: the classroom, the 
office and campus facilities. Take a few moments to consider them and depending on your role 
and responsibilities, think about what you would do to comply with the AODA. 

For Administrators 

Here you will find a list of resources to help administrators at Ontario universities meet their 
obligations under the AODA. 

For Educators 

This section provides common tools and resources to assist educators and universities in making 
their programs, courses and instruction more accessible. 

  

http://www.accessiblecampus.ca/administrators/
http://www.accessiblecampus.ca/educators/
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More Information 
 
Learn more about the Accessibility for Ontarians with Disabilities Act and find free tools and 
templates at http://www.accessiblecampus.ca/ 

To learn more about accessibility or disability issues at LU, please call extension 3349, or email 
aoda@laurentian.ca 

  

http://www.accessiblecampus.ca/
mailto:aoda@laurentian.ca
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ACCESSIBILITY FOR ONTARIANS WITH DISABILITIES ACT (AODA) 
 
 

Confirmation of Training 
 
 

 
__________________________ has successfully completed the training requirements of 

(name) 
 

the AODA on ______________________. 
(date) 

 
 
He/she now understands: 
 
 
□ The purpose of the Accessibility for Ontarians with Disabilities Act (AODA); 
 
□ The requirements of the AODA and its applicable accessibility standards; 
 
□ How the AODA and the accessibility standards apply to a university setting in general 

and, more specifically, to his/her role and responsibilities within the university. 
 
 
 

 
Earl Black 
AODA Administrator 
Email: eblack@laurentian.ca 
Phone: Ext. 4806 


