
HIGHLIGHTS OF ONTARIANS WITH DISABILITIES ACT 
CUSTOMER CARE REGULATION 

 
1.  Applies to every business/organization/faith community with at least one employee 
2. The policy must be in place by January 1, 2012 
3. “Every provider of goods or services shall establish policies, practices and procedures 

governing the provision of its goods or services to persons with disabilities”. 
o Respect the dignity and independence of persons with disabilities 
o Provision of goods/services must be integrated unless alternate measures are 

necessary so persons with disabilities can obtain/use goods or services 
o Persons with disabilities must be given opportunities equal to others 
o Must deal with the use of assistive devices 
o When communicating with persons with disabilities provider need to take into 

account the disability 
4. For a building owned by the provider: 

o Service animals are permitted unless otherwise excluded by law 
o If the latter, other measures are provided 
o If accompanied by a personal support person, both can enter together and the 

person with disability is not prevented from having access to him/her 
o Provider can insist that the person with disability have a personal support 

person if required for the health and safety of that person or  others 
o Admission cost for personal support persons must be posted 

5. Give notice of any temporary disruption of services 
6. The following must receive training: those who deal/interact with the public; those 

who develop the policies and procedures Training must include: 
o Purpose of the Act 
o How to interact and communicate with persons with disabilities 
o How to interact with those who use assistive devices 
o How to use equipment you provide to assist persons with disabilities 
o What to do if a person has difficulty accessing your service 
o Training is a.s.a.p. after hiring and ongoing to match any changes 

7. a) Establish a process for receiving and responding to feedback about the manner in 
which goods/services are provided and make the information about the process 
readily available. 
b) The process must be available in person, by telephone, in writing or electronically 
c) It must specify actions to be taken if a complaint is received 

 
 
 


