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The Accessibility for Ontarians
with Disabilities Act:
It Impacts Your Business

By: Leah M. Simon, Sherrard Kuzz LLP

n June 2005, the Ontario Government passed the Accessibility for

Ontarians with Disabilities Act (the “AODA”). The goal of the

AODA is to make Ontario accessible to persons with disabilities
by the year 2025. To accomplish this goal the government is enact-
ing mandatory “Accessibility Standards” targeted at areas key to daily
living.

The first two standards to come into force are the Accessibility
Standards for Customer Service (“Customer Service Standard”) and
the Integrated Accessibility Standards (“Integrated Standard”).

Does your Business Need to Comply?
There is a common misconception the Accessibility Standards apply
only to businesses operating in the customer service industry (i.e. re-
tail, hospitality, professional service firms etc.). This is not the case.
The Customer Service Standard and Integrated Standard have
broad application. They apply to every organization that provides
goods or services to the public or to other third party organizations and
that have at least one employee in Ontario.
This includes an electrical contractor.
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The Customer Service Standard
The private sector is required to comply with the Customer Ser-
vice Standard by January 1, 2012. Compliance includes:

1. Establishing policies, practices and procedures governing the
provision of the organization’s goods and services to persons
with disabilities. This includes reviewing existing policies,
practices and procedures and amending them where possible
to remove barriers faced by persons with disabilities.

2. Ensuring the organization, and individuals who interact with
the public or other third parties on behalf of the organization,
communicate with persons with disabilities in a manner that
takes into account their disability.

3. Establishing a policy that addresses the use of assistive devices
(i.e. wheelchairs, tele-typewriters, etc.) by persons with dis-
abilities to access the organization’s goods and services; and
ensuring the policy identifies measures the organization uti-
lizes to enable persons with disabilities to access its goods or
services.

4. Permitting persons with disabilities to bring service animals
or guide dogs with them onto those areas of the organization’s
premises open to the public or to third parties, unless other-
wise excluded by law.

5. Permitting persons with disabilities to be accompanied by a
support person in those areas of the organization’s premises
open to the public or third parties, while accessing the organi-
zation’s goods and services.

6. Establishing a method of notifying the public when facilities or
services persons with disabilities require to access the organi-
zation’s goods and services are temporarily unavailable.

7. Providing training on the topics identified in the Customer Ser-
vice Standard to all individuals who interact with the public
or other third parties on behalf of the organization or who
participate in the development of the organization’s policies,
practices and procedures that govern the manner in which the
organization delivers its goods and services.

8. Establishing a process through which customers can provide
feedback about the manner in which the organization provides
goods or services to persons with disabilities; and identifying
how the organization will respond to complaints.

Organizations with twenty or more employees must also en-
sure all of the mandatory requirements of the Customer Service
Standard (as described in points 1 to 8 above) are set out in writ-
ing, and advise the public the documents are available, in an ac-
cessible format, upon request. Finally, organizations with 20 or
more employees must file annual “Accessibility Reports” with the
Ministry of Community and Social Services (the “Ministry”).
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The Integrated Standard

The Integrated Standard includes accessibility requirements in the ar-
eas of employment, information and communication and transporta-
tion.

Unlike the Customer Service Standard compliance with the Inte-
grated Standard will be phased in between 2012 and 2021. As well,
not every organization is obligated to comply with every accessibility
requirement within the broader Integrated Standard.

The Integrated Standard separates organizations into different
classifications. In the private sector there are two classifications: (i)
organizations with 50 or more employees (“Large Organizations”) and
(i) organizations with at least 1 but fewer than 50 employees (“Small
Organizations”). Classification will determine which accessibility re-
quirements are applicable to the organization and the date upon which
the organization is required to comply.

Accessibility Requirements for January 1, 2012

There are two accessibility requirements under the Integrated Stan-
dard with which every organization in the private sector must comply
by January 1, 2012.

1. An organization that prepares emergency procedures, plans or
public safety information and makes this information available to
the public must provide this information in an accessible format or
with appropriate communication supports (i.e. captioning, plain
language), as soon as practicable, upon request.

2. An organization must provide individualized workplace emergency
response information to any employee with a disability, if the dis-
ability is such that the individualized information is necessary and
the employer is aware of the need for accommodation due to the
employee’s disability. If an employee who receives this informa-
tion requires assistance, with the employee’s consent, the employer
must provide the workplace emergency response information to
the person designated by the employer to provide assistance to the
employee.

The remainder of the accessibility requirements under the Inte-
grated Standard, applicable to the private sector, take effect between
2013 and 2021. Sherrard Kuzz LLP will update you as compliance
deadlines approach. @

Leah M. Simon is a lawyer with Sherrard Kuzz LLP, a management-
side employment and labour law firm in Toronto. Leah can be reached
at 416-603-0700 (Main), 416-420-0738 (24 Hour), or by visiting
www.sherrardkuzz.com.

The information contained in this article is provided for general in-
formation purposes only and does not constitute legal or other pro-
fessional advice. Reading this article does not create a lawyer client
relationship. Readers are advised to seek specific legal advice from
Sherrard Kuzz LLP (or another legal counsel) in relation to any deci-
sion or course of action contemplated.
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