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1. Statement of Policy 
 
Vanier Community Service Centre ("VCSC") is committed to being responsive to the 
diverse needs of the public and to striving to provide all people with equal access to its 
facilities and an equal opportunity to obtain, use and benefit from its goods and 
services. 
 
2. Purpose 
 
The purpose of this Policy is to provide guidelines in accordance with the Accessibility 
Standards for Customer Service (O. Reg. 429/07) for the delivery of goods and services 
to people with disabilities in a manner that accommodates disability-related needs and 
reflects the principles of independence, dignity, integration and equality of opportunity.  
 
3. Definitions 
 
"Service Animal" means: 
 

(a)  any animal that is used by a person with a disability for reasons relating to his  
or her disability, or 

 
(b)  if it is not readily apparent that the animal satisfies (a), any animal for which a 

person with a disability provides a letter from a physician or nurse confirming 
that the person requires the animal for reasons relating to his or her disability. 

 
"Assistive Devices" means any auxiliary aids, such as communication aids, cognition 
aids, personal mobility aids and medical aids, that are designed or adapted to assist 
people with disabilities to perform actions, tasks and activities.  
 
“Guide dog” means a guide dog under section 1 of the Blind Persons’ Rights Act. 
 
"Disability" means the corresponding definitions in section 2 of the Accessibility for 
Ontarians with Disabilities Act, 2005 and section 10(1) of the Ontario Human Rights 
Code, which include the following: 
 

(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 co-ordination, 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.  

 
"Support Person" means any person, whether a paid professional, volunteer, family 
member, friend or otherwise, who accompanies a person with a disability in order to 
assist the person with a disability with communication, mobility, personal care, medical 
needs or accessing goods or services. 
 
4. Scope 
 
This Policy applies to all persons who deal with members of the public or other third 
parties in Ontario on behalf of VCSC. 
 
5. Communication 
 
VCSC is committed to communicating with people with disabilities in a manner that 
takes into account their disability. 
 
We will strive to accommodate the needs of people with disabilities by making best 
efforts to communicate in the format that is most suitable for each individual. 
 
6. Assistive Devices 
 
VCSC is committed to serving people with disabilities who use assistive devices to 
obtain, use or benefit from our goods and services. 
 
Wherever possible, we will strive to accommodate people with disabilities who use 
assistive devices and to offer alternative service methods in order to ensure equal 
access to our goods and services. 
 
7. Service Animals 
 
VCSC is committed to welcoming people with disabilities who are accompanied by a 
service animal. 
 
Any person with a disability who is accompanied by a service animal will be allowed to 
enter the parts of our premises that are open to the public and other third parties, unless 
the service animal is otherwise excluded by law from the premises, in which case we 



 

 

will use all other available measures to ensure that the person with a disability is able to 
obtain, use or benefit from our goods and services. 
 
8. Support Persons 
 
VCSC is committed to welcoming people with disabilities who are accompanied by a 
support person. 
 
Any person with a disability who is accompanied by a support person will be allowed to 
enter VCSC’s premises with his or her support person. At no time will a person with a 
disability who is accompanied by a support person be prevented from having access to 
his or her support person while on our premises. 
 
9. Notice of Temporary Disruption 
 
In the event of a planned or unexpected disruption to a particular facility or service used 
to allow a person with a disability to access VCSC's goods and services (e.g., a 
temporary loss of elevator service), we will give notice as soon as practicable in the 
circumstances of the reason for the disruption, its anticipated duration, and a description 
of alternative facilities or services, if any, that are available. 
 
A notice of a temporary disruption to a particular facility or service will be placed in a 
conspicuous place on the premises of the affected building, or by other reasonable 
methods in the circumstances. 
 
10. Training 
 
Training takes two forms: specialized training for persons engaged in AODA compliance 
and standard training for the staff. 
 
VCSC will ensure that employees who deal with the public or other third parties on 
VCSC's behalf, and all those who are involved in the development and approvals of 
customer service policies, practices and procedures, receive the training required by the 
Accessibility Standards for Customer Service. 
 
Training will be made available to all individuals with an expectation that it will be 
completed by the month of September 2013. All new VCSC employees will receive 
training as soon as practicable after they commence their duties. 
 
Staff is trained on an ongoing basis in connection with changes to policies, practices 
and procedures. 
 
Standard training to be offered by VCSC will include the following: 
 

 The purpose of the Accessibility for Ontarians with Disabilities Act, 2005 and the 
requirements of the Accessibility Standards for Customer Service. 
 



 

 

 Basic familiarity with how to interact and communicate with people of various 
types of disabilities, including people with disabilities who use an assistive device 
or require the assistance of a service animal or a support person. 
 

 Basic familiarity with any assistive devices that VCSC makes available on its 
premises or otherwise to assist with the provision of services to people with 
disabilities, and where to find assistance on how to use any such devices. 
 

 What to do if a person with a disability is having difficulty in accessing VCSC's 
services. 
 

 VCSC's policies, practices and procedures relating to the Accessibility Standards 
for Customer Service. 

 
11. Feedback Process 
 
VCSC is committed to being responsive to the diverse needs of people with disabilities. 
We therefore welcome and appreciate feedback from the public regarding the 
accessibility of our goods and services. 
 
Feedback regarding our provision of goods and services to individuals with disabilities 
can be made by telephone, email, in writing, by delivering an audio recording or 
electronic text on diskette, on VCSC's website, or verbally in person to [insert name]. 
 
We will also strive to accommodate the needs of people with disabilities who prefer to 
provide feedback in another format or by different means than those listed above. 
 
All feedback will be assessed on a case-by-case basis and responded to within a 
reasonable timeframe, according to the circumstances. 
 
12. Modifications to Policies 
 
VCSC is committed to developing customer service policies that respect and promote 
the dignity and independence of people with disabilities. We will therefore strive to 
ensure that all VCSC's policies adhere to these principles. 
 
Any VCSC policies that do not reflect the principles of independence, dignity, integration 
and equality of opportunity shall be reviewed and modified. 
 
13. Questions about this Policy 
 
This policy exists to achieve excellence in the provision of goods and services to people 
with disabilities. Any questions regarding the policy should be referred to the designated 
person. 



 

 

 
Notice of temporary disruptions 

5.  (1)  If, in order to obtain, use or benefit from a provider’s goods or services, 
persons with disabilities usually use particular facilities or services of the provider and if 
there is a temporary disruption in those facilities or services in whole or in part, the 
provider shall give notice of the disruption to the public. O. Reg. 429/07, s. 5 (1). 

(2)  Notice of the disruption must include information about the reason for the 
disruption, its anticipated duration and a description of alternative facilities or services, if 
any, that are available. O. Reg. 429/07, s. 5 (2). 

(3)  Notice may be given by posting the information at a conspicuous place on 
premises owned or operated by the provider of goods or services, by posting it on the 
provider’s website, if any, or by such other method as is reasonable in the circumstances. 
O. Reg. 429/07, s. 5 (3). 

(4)  Every designated public sector organization and every other provider of goods 
or services that has at least 20 employees in Ontario shall prepare a document that sets 
out the steps to be taken in connection with a temporary disruption and, upon request, 
shall give a copy of the document to any person. O. Reg. 429/07, s. 5 (4). 

 


