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The Honourable Raymond Cho 
Minister for Seniors and Accessibility 
777 Bay Street 
5th Floor, Toronto, Ontario   
M7A 1S5 

Dear Minister, 

The Customer Service Standards Development Committee has completed the first 
phase of our work reviewing the customer service standards and general requirements 
in the Integrated Accessibility Standards Regulation (IASR) Ontario Regulation 191/11, 
under the Accessibility for Ontarians with Disabilities Act, 2005 (AODA). 

On behalf of the committee, I am pleased to submit our initial recommendations report. I 
have been privileged to chair the Customer Service Standards Development Committee 
and have worked to ensure that our discussions were balanced and included 
participation from all members. This report is the outcome of deliberations on how to 
achieve workable solutions to identify, remove and prevent accessibility barriers in 
customer service faced by people with disabilities. 

The committee benefitted from presentations by disability rights advocates, lawyers and 
the Ministry for Seniors and Accessibility. Committee members shared their expertise, 
insights and lived experiences, which led to rich, informed and collective deliberations 
that shaped our recommendations. 

In the development of these initial recommendations, the committee considered 
common experiences faced within our diverse population when accessing goods, 
services and facilities in everyday life. Over the course of these discussions, members 
underscored the importance of changing attitudes through training and education. 

The committee reviewed all the sections under the customer service standards and 
general requirements, developing recommendations that aligned with national and 
provincial legislation, addressed duplication, increased clarity and proposed new 
requirements in areas that are not covered under the current regulation. 

I believe that our report and recommendations, once finalized, will provide a pathway to 
help prevent barriers and make it easier for Ontarians with disabilities to access goods, 
services and facilities. 

I look forward to the upcoming public consultation and am eager to use the feedback 
received from people with disabilities, businesses and sectors across the province to 
help inform the committee’s final recommendations. I value the varied experiences and 
input that will be shared and the perspective of all Ontarians. 

Thank you to the members who collaborated tirelessly to ensure all views were 
incorporated into the committee’s initial recommendations report. A major thank you is 
owed to ministry staff, who have been at all times helpful and provided significant 
assistance and support to the members. 

I know that our contributions in this report are part of the government’s broader work to 
help create a more accessible Ontario and I am thankful to be part of these efforts. It 
has been an honour to chair this committee and I look forward to continuing our work to 
make Ontario more accessible for all. 

Sincerely, 

Jeff Adams 
Chair of the Customer Service Standards Development Committee 
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Background 
Standards development and the law 

The Accessibility for Ontarians with Disabilities Act, 2005 (AODA) is about identifying, 
removing and preventing barriers to access for people with disabilities. The AODA sets 
out accessibility standards in key areas of daily life, including customer service, to help 
create a more accessible and inclusive Ontario. 

The AODA contains general requirements in Ontario Regulation 191/11 under 
the Integrated Accessibility Standards Regulation (IASR). In 2008, the customer service 
standards became the first accessibility standards to be made into regulation under 
the AODA. Under these standards, public, private and not-for-profit organizations with 
more than one employee in Ontario must provide accessible customer service to people 
with disabilities. Accessible customer service is about understanding that customers 
with disabilities may have different needs and finding the best way to help them access 
goods, services and facilities. This way all Ontarians can have independence and 
dignity when receiving customer service. 

Public sector organizations were required to comply with the customer service 
standards as of January 1, 2010. Private and not-for-profit sector organizations were 
required to comply with these standards as of January 1, 2012. 

The first customer service standards review 

Under the AODA, proposed accessibility standards must be reviewed within five years 
of being adopted into regulation to determine if they are working as intended, and every 
five years after the adoption of subsequent amendments. Standards development 
committees are established to review and develop proposed accessibility standards. 

The first Customer Service Standards Development Committee began its review of 
existing customer service standards in 2013. The committee included representatives 
from various sectors, including business, municipalities and people with disabilities. The 
committee submitted its proposed initial and final changes in 2014. These 
recommendations led to amendments to the standards in 2016 to address 
harmonization with other standards, as well as gaps with training, support persons and 
the definition of service animals. 

The second customer service standards review 

In summer 2023, the Minister for Seniors and Accessibility established the most recent 
Customer Service Standards Development Committee. This committee began its work 
in fall 2023. 

Scope and timelines 

A Standards Development Committee will undertake a review of the customer service 
standards, as prescribed in Section 9 of the AODA and summarized as follows: 

1. Re-examine the long-range objectives of the standards. 
2. If required, revise the measures, policies, practices, and requirements to be 

implemented on or before January 1, 2025, and the timeframe for their 
implementation. 

3. Develop initial recommendations for public comment on changes to the 
standards. 

4. Consider public feedback and make final recommendations to the minister for 
proposed accessibility standards. 

 

https://www.ontario.ca/laws/statute/05a11
https://www.ontario.ca/laws/regulation/110191/v5
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Committee chair and members 

The second Customer Service Standards Development Committee is chaired by Jeff 
Adams, a lifetime advocate for equity-related issues, a Paralympic champion and a 
lawyer practicing in labour and employment and human rights law. 

The committee has 23 members, representing a range of lived experiences and 
professional perspectives, including representatives of the industries, sectors of the 
economy, and classes of persons or organizations to which accessibility standards 
apply. The committee also includes non-voting representatives from various Ontario 
ministries. At least 50% of the committee’s members are required to be people with 
disabilities or their representatives. 

An overview of the initial report 

The committee attended a series of five two-day meetings over six months. It developed 
its initial proposed recommendations using a multifaceted lens to reflect equity and 
inclusion, and capture lived experiences of people with disabilities when accessing 
customer service. 

The committee considered the evolution of the customer service landscape since the 
time of the first review, and the resulting issues and potential gaps that have emerged 
since that time. This was particularly relevant in regard to the rapidly changing 
environment surrounding service animals and ride sharing. 

As it developed its recommendations, the committee discussed the range of disabilities 
and barriers that exist, while also considering the technical and fiscal impacts that 
implementation may have on various sectors. The committee also gave substantial 
thought to the existing legislative and regulatory frameworks. In particular, the 
committee considered the procedural duty to accommodate under Ontario's Human 
Rights Code (the Code) in its deliberation of proposed recommendations for customer 
service. Beyond this, the committee recognized the need for clear guidance, support 
and education to support obligated organizations in understanding their requirements, 
under the AODA, the IASR, and the Code. 

External legal experts and disability rights advocates delivered presentations and 
provided perspectives that helped the committee as it developed its recommendations.  

The director of the AODA Compliance Assurance Branch from the Ministry for Seniors 
and Accessibility presented on data gathered by the ministry and provided examples of 
areas where more clarity was required to assist organizations in understanding 
standards requirements. Ministry staff also presented on broader accessibility data and 
best practices from a variety of jurisdictions. This helped the committee consider both 
the current state of accessibility challenges, as well as desired outcomes in the future. 

Vision and long-term objective 
Committee discussion 

Under section 9 (2) of the AODA, standards development committees are required to 
determine the long-term accessibility objectives for the industry, sector of the economy 
or class of persons or organizations in relation to which the committee has 
responsibilities. 

The committee deliberated whether the existing long-term objective of the customer 
service standards summarized the purpose, vision and intended outcomes of the 
standards. 

https://www.ontario.ca/page/customer-service-standards-development-committee
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The committee applied a forward-looking approach to its long-term objective from both 
an aspirational and practical point of view, aiming to capture the spirit and vision of the 
intended outcome of the customer service standards in a flexible way. 

Proposed long-term objective of the customer service standards 

The committee recommends adoption of the following as the long-term objective: “The 
long-term objective of the customer service standards is that persons or organizations 
providing goods, services (including programs), and facilities understand their 
obligations to design and deliver barrier-free customer service that is accessible and 
equitable to persons with disabilities in the province of Ontario. The standards specify 
requirements for achieving the long-term objective.” 

Proposed recommendations for accessible customer 
service standards 
Overview 

Throughout its review and discussions, the committee agreed that developing and 
implementing customer service standards requires a holistic approach. The proposed 
recommendations work together to prevent and remove barriers to accessibility. The 
committee also acknowledged the impact of other accessibility standards, which overlap 
and intersect with the customer service standards. The committee considered multiple 
solutions and tactics as it developed its recommendations, including practical, non-
regulatory measures, such as enhanced partnerships, education and guidance for 
obligated organizations. 

The committee considered the following factors as it developed its proposed 
recommendations: 

• the issue, gap or barrier that needed to be addressed 
• the evolving accessibility landscape (for example, new and emerging 

technologies and jurisdictional laws) 
• the intended goal and impact of its recommendations 
• how the recommendation aligned with existing AODA standards, as well as with 

the Ontario Human Rights Code 
• the most appropriate tool to implement the proposed recommendation (for 

example, regulatory, non-regulatory or both) 
• whether progress of the recommendation can be measured to assist obligated 

organizations with implementation 

Implementation timelines 

Throughout its discussions, the committee acknowledged the importance of allowing 
time and flexibility for government to consider and implement the recommendations, 
balancing the imperative for change with the need to allow organizations time to prepare 
for changes to their requirements. 

Given this, the committee recommends that all non-regulatory recommendations, such 
as those related to guidance materials, tools and resources, be implemented within 
18 months, while all recommendations that are regulatory in nature be implemented 
within three years. 

Recommendation 1: establishment of accessibility 
policies 
The requirements for the establishment of accessibility policies are stated in both the 
general requirements (section 3) and the customer service standards (section 80.46) of 
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the IASR. In developing its proposed recommendation, the committee considered the 
following issues: 

• the general requirements and the customer service standard include duplicative 
requirements for the establishment of accessibility policies 

• there is currently no requirement for organizations to review or update their 
existing policies, which can leave them inconsistent or outdated over time 

• confusion often arises when an organization’s goods, services and/or facilities 
are regulated under different jurisdictional laws (for example, the banking 
industry) 

The committee proposes the following recommendation: 

1. Government, Ontario Legislative Assembly, broader public sector and small 
private organizations’ policies should be reviewed, updated and renewed in line 
with their existing compliance reporting periods: 

a. Large organizations, specifically, should review their policies yearly. 
b. All organizations should write their policies in plain language with 

templates or best practices provided by government in collaboration with 
umbrella organizations. 

2. When creating or reviewing their accessibility policies, organizations should 
review their other existing bylaws and policies to reflect the IASR requirements, 
where applicable. 

3. Government should provide guidance on key areas that can be looked at from an 
accessibility lens when organizations are reviewing their policies (for example, 
the Smart Serve template). 

4. Streamline existing requirements for making information available to the public: 
a. Create a checklist document that highlights all the requirements that need 

to be publicly posted (feedback process, policies, etc.). 
b. Amend the IASR to require information to be included in an organization’s 

publicly posted accessibility policies. 
5. Clarity is required around application and implementation in instances where an 

organization’s goods, services and/or facilities are regulated under different 
jurisdictional laws (for example, banking sector, food premises). 

6. Update the language in the customer service standards from “equal” to 
“equitable” to reflect the different needs of people with disabilities. 

7. The Customer Service Standards Development Committee is in agreement with 
the Information and Communications Standards Development 
Committee recommendation 6 and, for clarity, proposes amending “in a timely 
manner” to “in a mutually agreed upon timely manner which considers the 
circumstances of the requester, and the urgency of his or her request". 

8. Organizations’ policies to include a statement of commitment affirming they fully 
comply with the provisions of the customer service standards to ensure their 
goods, services or facilities are barrier-free and provide full and equitable 
opportunities for persons with disabilities to freely access them, based on the 
aforementioned checklist. 

Recommendation 2: accessible training 
The requirements for accessible training are stated in both the general requirements 
(section 7) and the customer service standards (section 80.49) of the IASR. In 
developing its proposed recommendation, the committee considered the following 
issues: 

• both the general requirements and the customer service standards include 
training requirements, which may lead to confusion for organizations about their 
obligations around accessible customer service as it relates to training their staff 

• under the IASR, training is not required to be renewed, which may lead staff to 
forget about their responsibilities 

https://www.ontario.ca/page/review-information-and-communications-standards-2020-final-recommendations-report
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• businesses may have outdated training that may unintentionally create additional 
barriers and confusion for staff 

The committee proposes the following recommendation: 

1. Disseminate accessibility considerations and compliance information for 
businesses at the point of the licensing/registration process (for example, 
Ministry of Public and Business Service Delivery single window for business). For 
example, create a checklist of accessibility considerations of which new 
organizations should be aware. 

2. Government to create guidance templates, training modules and resources for 
employers and businesses that include industry-specific information: 

a. Training modules targeted at the use of service animal accommodation. 
b. Templates that reflect the size of the organization and the requirements 

applicable to them. 
c. Government to work with umbrella organizations to develop sector-specific 

training modules and resources. 
d. Templates, training modules and resources to include how attention to 

accessibility in general and customer service accessibility in particular 
benefits organizations and businesses. 

3. Training is mandatory for all employees, volunteers and contractors and has to 
be reviewed, updated and delivered as required, every 2 to 3 years or sooner to 
keep up with best practices and as regulations/legislation change. 

4. All postsecondary education institutions should offer a mandatory accessibility 
course for graduating students before they enter the labour market. 

Recommendation 3: accessibility plans 
The requirements for accessibility plans are stated in the general requirements 
(section 4) of the IASR. In developing its proposed recommendation, the committee 
considered the following issues: 

• the frequency required to update and revise Multi-Year Accessibility Plans 
(MYAPs) 

• how to build additional accountability and transparency into accessibility plans 
• the need for guidance and resources to support obligated organizations in 

developing their MYAPs 
• potential confusion between MYAP requirements and requirements for 

establishing accessibility policies (section 3) 

The committee proposes the following recommendation: 

1. Require updates to the MYAP every 4 years (instead of 5 years). 
2. Large organizations should develop and publish progress reports of measures 

taken to implement the strategy referenced in the MYAP (show achievements, 
approved budgets, etc.) every 2 years. Organizations with less than 
50 employees are exempt. 

3. The organizations’ plans/policies should include how they will respond to 
feedback, how they will advise the public about notices of service disruptions and 
how they will respond to requests for accessible formats and communication 
supports. 

4. The MYAPs should include information on how an organization will measure and 
track against its MYAP commitments. 

5. Government to develop guidance templates and tools that assist organizations in 
developing MYAPs. 
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Recommendation 4: feedback process required 
The requirements for providing an accessible public feedback process are stated in the 
customer service standards (section 80.50) of the IASR. In developing its proposed 
recommendation, the committee considered the following issues: 

• duplication between this requirement and the feedback requirements under the 
information and communications standards (section 11 of the IASR) 

• key differences between Ontario’s accessible public feedback requirements and 
those of other jurisdictions 

• organizational approaches to prioritizing and addressing customer feedback 
• guidance materials to assist organizations in establishing an accessible public 

feedback process 

The committee proposes the following recommendation: 

1. Government should reorganize the feedback process requirements across 
the IASR (for example, section 11) under general requirements for its broad 
application. 

2. Organizations should be required to prioritize a response based on severity (for 
example, feedback or complaint related to surgery or urgent care). 

3. Organizations should be required to: 
• specify more clarity around their feedback process – timeframe for 

providing a response and outlining what a member of the public can 
expect as feedback moves through an organization’s internal process (this 
needs to be included and described in their policies or plans) 

• provide an overview of how they determine and prioritize feedback based 
on severity of input 

• better advertise their feedback process, make it known there is one in 
place and accept feedback through multiple avenues as available (for 
example, social media messages, emails, phone calls, etc.) 

• have an accessible feedback process that considers the needs and 
intersectionality of their customers (for example, type of disability/digital 
literacy) 

4. Government to develop more tools and guidance to assist organizations in 
setting up an accessible feedback process and responding to feedback. 

Recommendation 5: format of documents 
The requirements for the format of documents are stated in the customer service 
standards (section 80.51) of the IASR. In developing its proposed recommendation, the 
committee considered the following issues: 

• duplication between this requirement and requirements for accessible formats 
and communication supports, and accessible websites and web content, under 
the information and communications standards of the IASR 

• the opportunity to endorse and build upon existing recommendations from the 
information and communications standards development committee 

• the need to build in “timeliness” in meeting requests for accessible formats 
• educational supports, such as training and awareness tools 

The committee proposes the following recommendation: 

1. Streamline the requirements for accessible formats across the IASR (for 
example, from section 12) into one place, that is the general requirements 
section, to make it clear that section 14 (accessible websites and web content) 
under the information and communications standards is a baseline for websites 
and that the public can request alternate formats of anything based on 
section 12, including information on the website over and above Web Content 
Accessibility Guidelines (WCAG). 
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2. Public sector organizations to proactively provide American Sign Language 
and Langue des signes québécoise (ASL/LSQ) when delivering emergency-
related information. 

3. Further to the Information and Communications Standards Development 
Committee’s recommendation, public sector organizations and large 
organizations should have conversion-ready digital formats available to make 
response to requests faster. 

4. Government, in collaboration with large umbrella organizations, to support small 
business to comply with the requirement outlined in the recommendation above, 
by: 

• developing educational supports (videos, guidebooks, training) 
• exploring grant and funding opportunities to assist small business in being 

compliant 
5. Further to the Information and Communications Standards Development 

Committee’s recommendation, timelines for provision of formats should be 
reasonable and agreed upon by both parties and government should publish 
guidance for reasonable timelines of various types of formats. In addition, the 
Customer Service Standards Development Committee agrees with the 
Information and Communications Standards Development Committee’s 
recommendation that a process/Ombudsman/mediator should be created to 
resolve minor disagreements under the AODA that do not necessarily rise to the 
level of a Human Rights complaint. 

6. Organizations to identify in their MYAP, their plans and processes for requesting 
alternate formats and the expected timelines (aligned with guidance from 
government where it exists). Their MYAP should report in the aggregate requests 
that were made and responded to. 

Recommendation 6: procuring or acquiring goods, 
services or facilities 
The requirements for procuring or acquiring goods, services or facilities are stated in the 
general requirements (section 5) of the IASR. In developing its proposed 
recommendation, the committee considered the following issues: 

• in addition to procurement-related requirements spread across the general 
requirements, there are also procurement requirements in the information and 
communications standards (sections 15 and 18) 

• recommendations from the past legislative reviewers and standards development 
committees around accessible procurement 

• the development of federal accessibility standards for procurement and the 
opportunity for alignment 

The committee proposes the following recommendation: 

1. The Ontario government to align all procurement-related recommendations 
across IASR (particularly in information and communications standards) and in 
one section under general requirements. 

a. Specific to information communication technology, leverage existing 
mechanisms (for example, Voluntary Product Accessibility Template 
(VPAT)) to meet accessibility requirements. 

b. Align with the Information and Communications Standards Development 
Committee’s recommendation 14 and include VPAT in that list. 

2. The Ministry for Seniors and Accessibility to create more definitions, templates, 
guidelines, checklists, frequently asked questions documents, videos and other 
tools to help organizations implement accessible procurement requirements and 
ensure organizations incorporate Inclusion, Diversity, Equity and Accessibility 
(IDEA) principles. 

3. The Ontario government to monitor Accessibility Standards Canada (ASC) and 
the Accessible Procurement Resource Centre (APRC) projects underway to 
evaluate changes to procurement standards and leverage opportunities to inform 

https://www.ontario.ca/page/review-information-and-communications-standards-2020-final-recommendations-report
https://www.ontario.ca/page/review-information-and-communications-standards-2020-final-recommendations-report
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procurement standards, emphasizing the importance of Federal-Provincial-
Territorial collaboration. 

4. The government should establish a strategy and process to ensure that its 
funding does not erect new barriers or perpetuate old ones. This monitoring 
process should cover capital or infrastructure spending, procurement of goods, 
services or facilities, transfer payments to public sector partners, business 
development grants or loans and research grants. All organizations, projects and 
purchases should be screened for compliance and accessibility before funding is 
approved. 

5. The Ontario government to study the utilization of artificial intelligence and its 
implications for accessibility standards. 

6. Encourage universal accessibility/design in procurement programs. 
7. Small organizations should consider accessibility in their procurement processes. 
8. Define practicability similarly to section 14 (6) from the information and 

communications standards and make it clear how it works alongside undue 
hardship in Ontario’s Human Rights Code. For example: 

a. An organization with significant resources may be required to fund the 
creation of a new product or service that does not currently exist up to the 
point of undue hardship. 

b. An organization cannot use cost to avoid procuring a product or service 
that exists. 

9. Require details of procurement processes within MYAPs and Annual Status 
Reports. 

Recommendation 7: notice of temporary disruptions 
The requirements for notice of temporary disruptions are stated in the customer service 
standards (section 80.48) of the IASR. In developing its proposed recommendation, the 
committee considered the following issues: 

• the impact of changing technology on how organizations can most effectively 
communicate temporary disruptions 

• planned versus unplanned disruptions, how they are communicated and their 
respective impacts on people with disabilities 

• challenges for verifying compliance with these requirements 

The committee proposes the following recommendation: 

1. Large organizations should keep a record of the various ways notices of 
disruptions are communicated and include it in their status report every 2 years. 

2. Obligated organizations should publicize their notices of temporary disruptions 
through all appropriate means, such as websites, social media, emails, etc. 

3. Organizations to describe in their plan or policy how they will be achieving 
compliance with current and future requirements related to notices of disruptions. 

4. When organizations receive information requests, the information is to be 
provided in an accessible format that is appropriate to the individual’s disability. 

5. For planned disruptions, organizations should have in place alternative facilities 
or services prior to the planned disruption and communicate them publicly as far 
in advance as possible. For unplanned disruptions, organizations should comply 
with these requirements as soon as possible. 

6. Government, in collaboration with organizations, to develop and/or share across 
all sectors best practice documents on notices of disruptions. 

Recommendation 8: self-service kiosks 
The requirements for self-serve kiosks are found in section 6 of the general 
requirements section of the IASR. Since the IASR was enacted in 2011, self-service 
kiosks have become a much more significant part of everyday life with emerging 
technologies such as self-check outs, automated point-of-sale terminals and public 
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transit ticketing terminals, to name a few. In developing its proposed recommendation, 
the committee considered the following issues: 

• the need to integrate section 6 (self-service kiosks) with section 5 (procuring or 
acquiring goods, services and facilities) as the latter also provides general 
guidance on procuring goods, which overlap with requirements for kiosks 

• the need to expand requirements beyond the Government of Ontario, Legislative 
Assembly and Designated Public Sector to ensure service kiosks are accessible 
more broadly 

• the importance of alignment with any future federal accessibility requirements, 
given the impact these would have on federally regulated sectors such as 
banking or airlines 

The committee proposes the following recommendation: 

1. Government to add an explicit section on self-service kiosks, under the existing 
procurement requirements under section 5 of the IASR (procuring or acquiring 
goods, services or facilities) in order to streamline requirements. 

2. The private sector shall comply with accessibility requirements relating to 
providing accessible kiosks under section 6(1). These are to be implemented in 
the same way as the design of public spaces standards and Building Code 
changes (that is, on a go-forward basis on major renovations and new builds). 

3. Refer issue to the Design of Public Spaces Standards Development Committee 
to consider the design and definition of kiosks beyond the issue of counter 
height, to include the physical environment of the kiosk (for example, gap pumps, 
ticket machines, room size, space for a wheelchair, etc.). 

4. Government to produce guidelines: 
a. on accessible kiosks and features that should be covered and addressed. 
b. in alignment with potential federal guidelines for manufacturers. 

Recommendation 9: the use of service animals 
The requirements for the use of service animals are stated in the customer service 
standards (section 80.47) of the IASR. These requirements were updated and 
expanded during the first review of the customer service standards in 2016. Since that 
time, service animals have been a growing area of interest to the public, businesses 
and people with disabilities. In developing its proposed recommendation, the committee 
considered the following issues: 

• the continued barriers experienced by people with disabilities when accessing 
establishments and services with a service animal 

• challenges experienced by organizations in understanding their obligations and 
when it’s appropriate to ask for proof of documentation 

• competing rights and obligations under the Ontario Human Rights Code as it 
relates to the duty to accommodate and the right to refusal of a service animal 
(for example, ride sharing) 

• confusion between requirements for guide dogs under the Blind Persons’ Rights 
Act, 1990 and service animal requirements under the AODA 

• lack of consistency in the information provided in the documentation written by a 
regulated health professional 

• stakeholder feedback from other standards development committees’ 
recommendations (for example, education and health) 

The committee proposes the following recommendation: 

1. Government to develop training tools or a toolkit for organizations to train their 
staff when interacting with people using service animals: 

• These are to include education supports, resources templates, checklists 
and adaptable resources. Government to work with umbrella organizations 
when developing these resources. 
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• Greater understanding to be provided for why this training is needed, all 
possible and potential circumstances for why an animal might not be 
allowed on premises (due to religion, allergies, infection control) or 
excluded (due to provincial laws or municipal bylaws). 

o Government should partner with stakeholders to create specific 
educational material for that sector, including stakeholders whose 
operations prohibit animals on their premises. 

• Create educational resources around the interplay of the AODA with other 
laws regarding service animals (for example, municipal bylaws), on 
Ontario’s Human Rights Code guidelines, as well as share best practices. 

• The training should make it clear on how and when staff can ask patrons 
for the appropriate documentation in order to then provide them with the 
appropriate supports. 

2. Government to develop a template to be completed by a regulated health 
professional to document an individual’s need for a service animal (similar to an 
accessible parking permit). This form is to be accompanied by an information 
sheet of instructions to clarify the purpose of this form. The template should 
include: 

• formal letterhead or provincial government logo 
• space for confirmation from the regulated health professional who 

completes the form, along with their college identification, credentials if 
relevant 

• emergency contact for the person and for the service animal 
3. Work with the healthcare industry, hospitals, paramedics on protocols on how to 

deal with service animals being transported or received with their incapacitated 
owners. 

4. This Customer Service Standards Development Committee supports and 
endorses the Health Care Standards Development Committee’s 
recommendation that states that there should be no restrictions for persons with 
disabilities requiring the accompaniment of a support person or service animal 
when accessing health care, especially during emergency situations. 

5. Government will work with the 9 regulated health colleges to better understand 
the code of practice and standards in order to achieve clearer and harmonized 
understanding for all the regulated health professions, definition and role they 
have in offering a letter for support for service animals. 

6. Government to add the following sentence in the IASR to empower 
organizations: “If it is not objectively apparent to a business or organization 
whether an animal is a service animal (for example, endangering the health of 
other people or due to its behaviour), the business or organization can ask the 
handler to provide documentation as required at law.” 

7. Ensure alignment with federal government standards as they are released in 
order to reduce confusion and work towards a seamless experience across 
jurisdictions. 

8. Ride share service providers, such as taxi drivers and vehicle-for-hire service 
drivers, are to inform and provide proof to the businesses for which they work of 
any limitations to providing rides to service animal owners based on code-
protected grounds. 

• Note: this may entail extending requirements to sole proprietors 
depending on how a ride share company is structured, which should be 
possible under the application of the AODA’s provision of ‘persons 
providing goods, service, or facilities' 

9. Ride share companies must ensure that the process for onboarding drivers 
requires them to identify in advance any code-protected grounds they would 
have to not transport one or all types of service animal. They must then ensure 
trips with those animals are not assigned to those drivers. 

10. Ride share companies must provide the opportunity for individuals who use 
service animals to identify themselves in advance (for example, as part of signing 
up or developing a customer profile). Only those drivers protected under 
the Ontario Human Rights Code should be exempt from having to pick up 
individuals who use service animals. 

https://www.ontario.ca/page/development-health-care-standards-final-recommendations-report-2022
https://www.ontario.ca/page/development-health-care-standards-final-recommendations-report-2022
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11. Government to conduct a refreshed outreach and education campaign to 
communicate all changes above if and when they become effective. 

Recommendation 10: the use of support persons 
The requirements for the use of support persons are stated in the customer service 
standards (section 80.47) of the IASR. The requirements are intended to ensure that 
organizations permit a person with a disability who is accompanied by a support person 
on their premises without adding any additional barriers. In developing its proposed 
recommendation, the committee considered the following issues: 

• understanding obligations under the Ontario Human Rights Code, particularly as 
it relates to undue hardship on the part of the organization 

• lack of guidance for organizations on how to work with individuals to determine 
whether they can be accommodated without the use of a support person 

• consideration of whether organizations should bear the cost (wages and other 
fees) of the support person if the requirement was determined by the 
organization 

• the need for jurisdictional alignment in support person policies 

The committee proposes the following recommendation: 

1. The Ontario government to continue working with the federal government (for 
example, through the existing Memorandum of Understanding agreement with 
Accessibility Standards Canada) to support consistent requirements for support 
persons regardless of jurisdiction. 

2. Upon receipt of a reasonable request, organizations must 
provide ASL/LSQ interpretation up to the point of undue hardship when other 
methods of communication do not meet the needs of the person requesting the 
accommodation. It must be clarified that ASL/LSQ is a “communication support” 
as defined in the legislation. 

3. A support person accompanying a person with a disability who is accessing 
provincially owned goods, services or facilities (for example, transportation) 
should not be charged an admission fee or fare. 

4. Fees are to be waived for a support person accompanying a person with a 
disability, if a note from a regulated health professional is provided stating that a 
support person is required to access goods, services and facilities. 

5. Organizations must make best efforts to explore alternative measures for 
accommodation before imposing the requirement of a support person and be 
required to consult with the person with a disability. 

6. An organization may only require a person with a disability to be accompanied by 
a support person where it is determined that no other reasonable 
accommodation measures will allow the individual to access the goods, services 
or facilities provided by the organization. Where that is the case, the organization 
must pay the fees and wages for the support person to the point of undue 
hardship. 

7. The Ontario government should partner with the Ontario Human Rights 
Commission (OHRC) to produce plain language training materials on the 
procedural duty to accommodate the need for a support person under both 
the AODA and OHRC and include this as mandatory training under the IASR. 

Recommendation 11: purpose, application and 
definitions; scope and interpretation 
As the customer service standards became the first accessibility standards in regulation 
under the AODA in 2008, they preceded the creation of IASR in 2011 as a stand-alone 
regulation. Following the review of the accessible customer service standards in 2016, 
these requirements, including its scope, interpretation and definitions sections, were 
merged into the IASR, which resulted in redundancies. As a result, the committee spent 
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a considerable amount of time reviewing these sections for duplication and gaps with 
the goal of better streamlining requirements. 

The committee proposes the following recommendation: 

1. The “customer service standards” should be renamed “the design and delivery of 
accessible programs and services standards” to align with language used by 
other jurisdictions, including federal. 

2. Definitions under customer service standards section 1 (scope and interpretation) 
are to be moved and merged with definitions under general requirements. 

3. The definition of a service animal should include emotional support animals and 
provide examples of different types of service animals. The requirement to carry 
documentation for service animals should also apply to emotional support 
animals. 

Conclusion 
The initial recommendations developed by the committee are intended to address 
customer service barriers to accessibility that people with disabilities may encounter 
throughout their everyday life while accessing services, goods or facilities. The 
committee looks forward to the public feedback that will follow the posting of these initial 
recommendations. All input will be considered by the committee before final 
recommendations are made and submitted, as per the requirements of the AODA, to 
the Minister for Seniors and Accessibility, for consideration. 

Committee members 
Voting members 

• Jeff Adams (Chair), lawyer and disability advocate 
• Doug Earle, West Park Healthcare Centre Foundation 
• Raj Chopra, disability community representative 
• Kay Matthews, Ontario Business Improvement Area Association 
• Louie DiPalma, Ontario Chamber of Commerce 
• Lois Davies, Association of Municipalities of Ontario (York Region) 
• Julia Hudson, Canadian Hearing Services (CHS) 
• Tracey McKenzie, Rural Ontario Municipal Association 
• Brian Buchan, Human Resources Professionals Association 
• Fatima Finnegan, Ontario Restaurant Hotel & Motel Association 
• Maryann Istiloglu, Ontario Association of Mental Health Professionals 
• Lucille Berlinguette-Saumure, LBSAccessibility Inc. 
• Peter Athanasopoulos, Spinal Cord Injury Ontario 
• Chris O’Brien, OLG 
• Jennifer Cowan, Scotiabank 
• Don Halpert, disability community representative 
• Jacqueline Silvera, University Health Network (UHN) 
• Jason Mitschele, Public Prosecution Service of Canada 
• Azhar Karim, DEEN Support Services 

Non-voting members 

• Amanda McHugh, Ministry of Economic Development, Job Creation and Trade 
• Heather Peters, Ministry of Public and Business Service Delivery 
• Glenn Brunetti, Ministry of Public and Business Service Delivery 
• Tom Kaszas, Ministry of Red Tape Reduction 
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Related information 
• Accessibility in Ontario 
• Accessibility laws 
• Accessibility standards 
• Legislative reviews, committees and councils 
• Standards Development Committees 
• Consultation: Improving accessible customer  

 

https://www.ontario.ca/accessibility
https://www.ontario.ca/page/about-accessibility-laws
https://www.ontario.ca/laws/regulation/110191
https://www.ontario.ca/page/accessibility-legislative-reviews-committees-and-councils
https://www.ontario.ca/page/standards-development-committees
https://www.ontario.ca/page/consultation-improving-accessible-customer-service-standards
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