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Accessible Customer Service Policy 

Providing Goods and Services to People with Disabilities 

 
 

POLICY 

In 2008, the Government of Ontario adopted the Accessibility Standards for Customer Service under the 

Accessibility for Ontarians with Disabilities Act, 2005.  These standards require organizations to identify, remove 

and prevent barriers for people with disabilities in the key areas of daily living.  The standards work to remove these 

barriers, as they keep people with disabilities from fully participating in activities that most of us take for granted. 

The Alzheimer Society of Chatham-Kent is committed to meeting its current and ongoing obligations under the 

Ontario Human Rights Code respecting non-discrimination. The Alzheimer Society of Chatham-Kent understands 

that obligations under the Accessibility for Ontarians with Disabilities Act, 2005 (AODA) and its accessibility standards 

do not substitute or limit its obligations under the Ontario Human Rights Code or obligations to people with 

disabilities under any other law. The Alzheimer Society of Chatham-Kent is committed to excellence in serving all 

clients including people with disabilities. Our accessible customer service policies are consistent with the principles 

of independence, dignity, integration and equality of opportunity for people with disabilities. 

 

INTERPRETATION 

In this Act, “disability” means, 

a) any degree of physical disability, infirmity, malformation or disfigurement that is caused by bodily injury, 

birth defect or illness and, without limiting the generality of the foregoing, 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 developmental disability,  

c) a learning disability, or a 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.  

 

REQUIREMENTS 

 

Assistive devices 

People with disabilities may use their personal assistive devices when accessing our goods, services or facilities. 

In cases where the assistive device presents a significant and unavoidable health or safety concern or may not be 

permitted for other reasons, other measures will be used to ensure the person with a disability can access our goods, 

services or facilities. 

We will ensure that the members of our staff are trained and familiar with various assistive devices we have on site 

or that we provide that may be used by clients with disabilities while accessing our goods and services. 
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Communication 

We will communicate with people with disabilities in ways that take into account their disability. 

 

Service animals 

We welcome people with disabilities and their service animals.  Service animals are allowed on the parts of our 

premises that are open to the public. 

When we cannot easily identify that an animal is a service animal, our staff may ask a person to provide 

documentation (template, letter or form) from a regulated health professional that confirms the person needs the 

service animal for reasons relating to their disability. 

A service animal can be easily identified through visual indicators, such as when it wears a harness or a vest, or 

when it helps the person perform certain tasks. 

A regulated health professional is defined as a member of one of the following colleges: 

 College of Audiologists and Speech-Language Pathologists of Ontario  

 College of Chiropractors of Ontario  

 College of Nurses of Ontario  

 College of Occupational Therapists of Ontario  

 College of Optometrists of Ontario  

 College of Physicians and Surgeons of Ontario  

 College of Physiotherapists of Ontario  

 College of Psychologists of Ontario 

 College of Registered Psychotherapists and Registered Mental Health Therapists of Ontario 

If service animals are prohibited by another law, we will do the following to ensure people with disabilities can 

access our goods, services or facilities: 

 Explain why the animal is excluded  

 Discuss with the customer another way of providing goods, services or facilities 

Support persons 

A person with a disability who is accompanied by a support person will be allowed to have that person accompany 

them on our premises.  

In certain cases, The Alzheimer Society of Chatham-Kent might require a person with a disability to be accompanied 

by a support person for the health or safety reasons of: 

 The person with a disability  

 Others on the premises 
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Before making a decision, The Alzheimer Society of Chatham-Kent will: 

 Consult with the person with a disability to understand their needs  

 Consider health or safety reasons based on available evidence  

 Determine if there is no other reasonable way to protect the health or safety of the person or others on the 

premises 

*Fees will not be charged for support persons. 

 

Notice of temporary disruption 

In the event of a planned or unexpected disruption to services or facilities for clients with disabilities, including our 

wheelchair accessible ramp and accessible Day Program Washrooms, the Alzheimer Society of Chatham-Kent will 

notify clients promptly. This clearly posted notice will include information about the reason for the disruption, its 

anticipated length of time, and a description of alternative facilities or services, if available.  

The notice will be placed outside the main entrance for the ramp, in the Day Program and at the front desk. 

 

Training 

The Alzheimer Society of Chatham-Kent will provide training to all employees and volunteers and others who deal 

with the public or other third parties on our behalf. 

Individuals in the following positions will be trained:  

 Administrative Staff 

 Day Program Staff 

 In- Home Respite Care Workers 

 Educational Staff 

 Managers 

 Social Work Staff 

This training will be provided to staff as part of their orientation upon hire (within 2 weeks of hire). 

Training will include: 

 An overview of the Accessibility for Ontarians with Disabilities Act, 2005 and the requirements of the 

customer service standard 

 The Alzheimer Society of Chatham-Kent’s plan related to the customer service standard 

 How to interact with people with disabilities who use an assistive device or require the assistance of a 

service animal or a support person 

 How to use the various forms of assisting with ambulation and using the Bell Relay Service. 

 What to do if a person with a disability is having difficulty in accessing the Alzheimer Society of Chatham-

Kent’s goods and services. 

Feedback process 

Customers who wish to provide feedback on the way the Alzheimer Society of Chatham-Kent provides goods and 

services to people with disabilities can provide feedback verbally or in written form at any time (e.g., by phone or e-

mail) or via the annual Client & Caregiver Satisfaction Survey. 

All feedback, including complaints, will be directed to and, addressed by, the CEO of the Alzheimer Society of 

Chatham-Kent. 
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Customers can expect to hear back in 2 business days. 

 

Modifications to this or other policies 

Any policy of the Alzheimer Society of Chatham-Kent that does not respect and promote the dignity and 

independence of people with disabilities will be modified or removed. 

 

 

 

 

 

 

 

 

 

 


