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Government of Ontario
Ministry of Economic Development, 
Trade and Employment
Ministry of Research and Innovation
Feedback on the Proposed Revised Customer Service Standard
Instructions for Completing the Feedback Form
This Feedback Form is an opportunity to provide your input on the proposed revised Customer Service Standard.
Before providing comments, you will be asked to provide information about yourself and the organization you represent (if applicable) in Part One. These questions are optional and will only be used to help analyze the feedback we receive.
Part Two then asks for your comments on the proposed revised Customer Service Standard, which is organized by major heading. At the end of each section, you will be able to say whether you agree or disagree and provide comments.
Part Three asks for your general comments on the proposed revised Customer Service Standard.
You may respond to all or some of the questions. It is not mandatory to answer every question or provide feedback on every section. If you wish, you may proceed directly to Part Three – General Comments.
You may submit your completed Feedback Form in one of the following methods:
•         Email – You may download the form to your computer, type in your responses, save them and then submit your completed form electronically as an email attachment to CSStandardFeedback@ontario.ca
•         Mail – You may download the form to your computer, type in your responses and then print off your completed form. You may also download and print off the form and write your responses by hand. You can then submit the form via mail to:
                  Customer Service Standard Review FeedbackAccessibility Directorate of Ontario777 Bay Street, 6th Floor, Suite 601AToronto ON  M7A 2J4 
•         Fax – You may download the form to your computer, type in your responses and then print off your completed form. You may also download and print off the form and write your responses by hand. You can then submit the form via fax to 416 327-4080
•         Alternate format – If you require an alternate format and/or communication supports to provide your feedback, please call 1 877 300-4024 or TTY 1 888 335-6611, or email CSStandardFeedback@ontario.ca
Please submit your comments using only one format (email, mail, fax, or alternate format). 
If you have any questions about the public feedback process, including requests for alternate formats or assistance with submitting your form, please call 1 877 300-4024 or TTY 1 888 335-6611, or email CSStandardFeedback@ontario.ca.
The proposed revised Customer Service Standard is representative of the work of the Accessibility Standards Advisory Council/Standards Development Committee (ASAC/SDC) and does not reflect the proposed direction of the Government of Ontario. Public feedback will be reviewed but may not be adopted into regulatory amendments.
If there is a conflict between this document that describes the Customer Service Standard regulation and the Customer Service Standard regulation itself, the Customer Service Standard regulation prevails. 
All submissions received will become part of the public record. You will not receive a formal response to your submission. However, submissions received as part of the public feedback process for this proposal will be considered by the ASAC/SDC. No personal information or submissions that are received will be posted publicly or published.
Please note that comments are only being accepted from March 3, 2014 to May 22, 2014.
Please read and agree with the Privacy Statement before completing the Feedback Form. 
Privacy Statement
Your responses to questions will be considered public information and will be disclosed by the Ministry of Economic Development, Trade and Employment to the Accessibility Standards Advisory Council/Standards Development Committee (ASAC/SDC), in its role as the SDC, to assist the ASAC/SDC to finalize its proposed revised Customer Service Standard. This may involve disclosing the submissions themselves and/or summaries of them to the ASAC/SDC and to other parties involved in this process. Feedback that is submitted on behalf of an organization will be considered to be reflective of the position of the organization so identified. 
Personal information provided in response to this consultation is collected under the authority of sections 9 and 10 of the Accessibility for Ontarians with Disabilities Act, 2005 and subsection 38(2) of the Freedom of Information and Protection of Privacy Act, R.S.O. 1990.  F. 31. The personal information collected may be used by the Ministry of Economic Development, Trade and Employment and the ASAC/SDC to analyze responses and for consultative purposes to contact you if we wish to clarify your responses. No personal information or comments that are received will be posted publicly or published.
If you have any questions on the collection of personal information, please contact Natalie Early, Manager, Accessibility Policy, via telephone at  1 877 300-4024 or TTY 1 888 335-6611, or via mail at:
Accessibility Directorate of Ontario777 Bay Street, 6th Floor, Suite 601AToronto ON  M7A 2J4
Part one - Respondent Profile Information 
All questions in this Feedback Form, including the following questions about you or your organization, are optional. Information gathered about you or your organization will only be used to analyze the feedback we receive.
1. In order for the ASAC/SDC to consider your comments, you must read and agree with the Privacy Statement. Have you read and agree with the Privacy Statement ?
2. Are you an individual or are you submitting feedback on behalf of an organization?
If you are commenting as an individual, please answer #3-5. If you are commenting on behalf of an organization, please answer questions #6-9
Questions for individuals
3. Are you an individual with a disability ?
4. Do you live in Ontario ?
5. Please provide your name and your telephone number or email address. 
Questions for Organizations
6. What is your Organization's name ?
7. Does your organization have one or more employees in Ontario ?
8. Is your organization a (pick one) ?
►
9. Please provide a contact name and a telephone number or email address on behalf of your organization.
Part Two - The Proposed Revised Customer Service Standard 
The Accessibility Standards Advisory Council/Standards Development Committee (ASAC/SDC) has reviewed the current Customer Service Standard, including re-examining the long-range objectives and all requirements that organizations must follow. Based on this review, the ASAC/SDC is proposing changes to the Customer Service Standard.
Below is the proposed revised Customer Service Standard organized by major heading of the current regulation. Where the committee is proposing changes to the current Standard, an explanation of the proposed change is provided.
Purpose and Application
The Customer Service Standard establishes requirements for the provision of accessible customer service which apply to every designated public sector organization and to every other person or organization that provides goods or services to members of the public or other third parties and that has at least one employee in Ontario.  
The Customer Service Standard provides the following definitions:
•         “Designated public sector organization” means the Legislative Assembly and the offices of persons appointed on the address of the Assembly, every ministry of the Government of Ontario, every municipality, and every person or organization listed in Schedule 1 or described in Schedule 2 of the regulation (including boards, commissions, authorities, agencies, district school boards, hospitals, colleges, universities, and public transportation organizations)
•         “Provider of goods or services” means a person or organization to whom the Customer Service Standard applies
Proposed Change
It is proposed that the following definitions in the Customer Service Standard be matched with the definitions in the other accessibility standards, as follows:
•                  “Designated public sector organization” means every municipality and every person or organization listed in Column 1 of Table 1 of Ontario Regulation 146/10 (Public Bodies and Commission Public Bodies — Definitions) made under the Public Service of Ontario Act, 2006 or described in Schedule 1 to this Regulation; (“organisation désignée du secteur public”)
•                  “Government of Ontario” includes the executive of the government and operational branches, including every ministry of the Government of Ontario and the Office of the Premier; (“gouvernement de l’Ontario”)
•                  “Legislative Assembly” includes the Office of the Assembly, the offices of members of the Assembly, including their constituency offices and the offices of persons appointed on the address of the Assembly; (“Assemblée legislative)
In addition, it is proposed that a general provision be added regarding the application of “reasonability”/“practicability” in the context of meeting requirements of the Standard.
Explanation
The proposed change regarding the definitions would see the three class structures under the Customer Service Standard (i.e., who the standard applies to) replaced by the seven class structures under the other accessibility standards:
•                  designated public sector organization
•                  Government of Ontario
•                  large designated public sector organization
•                  large organization
•                  Legislative Assembly
•                  small designated public sector organization
•                  small organization
This means removing the definitions of “designated public sector organization” and “provider of goods and services” of the Customer Service Standard and replacing them with the definitions under the other accessibility standards.
As a result, in this section and everywhere else in the document, references to a “provider” of goods and services have been replaced with “obligated organization” to match the other accessibility standards.
The proposed change to add a general provision referencing reasonability/practicability is intended to clarify to obligated organizations and people with disabilities that both parties need to work together to take into account an individual’s needs, and the organization’s capacity to meet those needs.
Class Structure
The Customer Service Standard establishes different requirements for private and not-for-profit organizations (i.e. other providers of goods and services) based on number of employees:
•                  Private and not-for-profit organizations are defined as having between 1-19 employees (small)
•                  Private and not-for-profit organizations are defined as having 20 or more employees (large)
Proposed Change
It is proposed that the class structure under the Customer Service Standard be changed to match that of the other accessibility standards, as follows:
•                  Private and not-for-profit organizations would be defined as having between 1- 49 employees (small)
•                  Private and not-for-profit organizations would be defined as having 50 or more employees (large)
Requirements under the Customer Service Standard that applied to organizations with 20 or more employees would now apply to organizations with 50 or more employees.
Proposed changes regarding class structure would be reflected in the requirements for private and not-for profit organizations under the following sections of the Customer Service Standard:
•                  Establishment of policies, practices and procedures
•                  Service animals
•                  Support persons
•                  Notice of temporary disruptions
•                  Training
•                  Feedback process
•                  Notice of availability of documents
Explanation
This proposed change would match the class structure of the Customer Service Standard with the class structure of the other four accessibility standards (employment; information and communications; transportation; and the design of public spaces). The proposed change will result in a consistent definition of private and not-for-profit organizations, simplify requirements, and reduce inconsistencies across all accessibility standards. 
For example, with this proposed change, organizations with 20-49 employees would continue to be required to establish policies, practices and procedures governing the provision of goods or services to people with disabilities (as required under Section 3 of the Customer Service Standard). However, these organizations would no longer be required to prepare one or more documents describing their policies, practices and procedures or to provide these documents upon request (as currently required under Section 3.5). 
Effective Dates
The Customer Service Standard applies to designated public sector organizations as of January 1, 2010 and to other providers of goods or services as of January 1, 2012.
Proposed Change
Proposed changes to the definition of “provider of goods and services” in the Purpose and Application Section above would apply to this section. Click here for a link back to the Purpose and Application Section.
No additional changes are proposed to the effective dates section of the Customer Service Standard.
Establishment of Policies, Practices and Procedures
Every provider of goods or services is required to establish policies, practices and procedures governing the provision of its goods or services to people with disabilities.
The provider must make reasonable efforts to ensure that its policies, practices and procedures are consistent with the following principles:
•                  The goods or services must be provided in a manner that respects the dignity and independence of people with disabilities
•                  The provision of goods or services to people with disabilities and others must be integrated unless an alternate measure is necessary, whether temporarily or on a permanent basis, to enable a person with a disability to obtain, use or benefit from the goods or services; and
•                  People with disabilities must be given an opportunity equal to that given to others to obtain, use and benefit from the goods or services
The policies must deal with the use of assistive devices by people with disabilities to obtain, use or benefit from the provider’s goods or services or the availability, if any, of other measures which enable them to do so.
When communicating with a person with a disability, a provider must do so in a manner that takes into account the person’s disability.
Every designated public sector organization and every other provider of goods or services that has at least 20 employees in Ontario must prepare one or more documents describing its policies, practices and procedures and, upon request, shall give a copy of a document to any person.
Proposed Change
Proposed changes to the definition of “provider of goods and services” in the Purpose and Application Section above would apply to this section. Click here for a quick link back to the Purpose and Application Section.
Proposed changes to class structure in the Class Structure Section above would apply to this section. Click here for a quick link back to the Class Structure Section.
Proposed changes to class structure in the Class Structure Section above would apply to this section. Click here for a quick link back to the Class Structure Section.
It is proposed that references to “policies, practices and procedures” throughout the Customer Service Standard to be changed to match the term “policies” in the other accessibility standards.
Proposed changes would be reflected in the following sections of the Customer Service Standard:
•                  Service Animals
•                  Support Persons
•                  Training
Explanation
The proposed change would align language and terminology across all accessibility standards, reduce inconsistencies, and simplify requirements.
Service Animals
This provision applies if goods or services are provided to members of the public or other third parties at premises owned or operated by the provider of the goods or services and if the public or third parties have access to the premises.
If a person with a disability is accompanied by a guide dog or other service animal, the provider of goods or services must ensure that the person is permitted to enter the premises with the animal and be permitted to keep the animal with him or her unless the animal is otherwise excluded by law from the premises.
If a service animal is excluded by law from the premises, the provider of goods or services must ensure that other measures are available to enable the person with a disability to obtain, use or benefit from the provider’s goods or services.
Every designated public sector organization and every other provider of goods or services that has at least 20 employees in Ontario must prepare one or more documents describing its policies, practices and procedures with respect to service animals and, upon request, shall give a copy of a document to any person.
Under this provision, a “guide dog” means a guide dog as defined in section 1 of the Blind People Rights’ Act.Under this provision, an animal is considered a service animal if:
•                  If it readily apparent that it is used by the person for reasons relating to his/her disability; or
•                  If the person provides a letter from a physician or nurse confirming that the person requires the animal for reasons relating to the disability
Proposed Change
Proposed changes to the definition of “provider of goods and services” in the Purpose and Application Section above would apply to this section. Click here for a link back to the Purpose and Application Section.
Proposed changes to class structure in the Class Structure Section above would apply to this section. Click here for a link back to the Class Structure Section.
Proposed changes to “policies, practices and procedures” in the Policies, Practices and Procedures Section above would apply to this section.Click here for a link back to the Policies, Practices and Procedures Section.
It is proposed that the definition of service animal to be changed.  An animal would be defined as a service animal if:
•                  It has been trained to provide assistance to a person with a disability that relates to that person's disability; and
•                  It is “readily identifiable” that the animal is used by the person for reasons relating to his or her disability; or
•                  If the person provides a letter from a regulated health professional confirming that that person requires the animal for reasons relating to the disability
Explanation
The addition of the training provision clarifies that a service animal is not a pet and is individually trained to do work or perform tasks for an individual with a disability that is specific to that individual's disability.
The term “readily identifiable” is proposed to replace “readily apparent” to make it more clear to organizations that a service animal may be recognized through indicators or visual cues such as a vest or harness, without staff having to ask for a letter from a health professional.
Expanding the range of people who can provide a letter confirming a person’s requirement for a service animal to “regulated health professionals” from the more specific “physician or nurse” was seen by the committee as more inclusive of the range of health care professionals that may be used by people with different types of disabilities.
Support Persons
Part two. Support Persons. Explanation. 
This provision applies if goods or services are provided to members of the public or other third parties at premises owned or operated by the provider of the goods or services and if the public or third parties have access to the premises.
If a person with a disability is accompanied by a support person, the provider of goods or services must ensure that both are permitted to enter the premises together and that the person with a disability is not prevented from having access to the support person while on the premises.
The provider of goods or services may require a person with a disability to be accompanied by a support person when on the premises, but only if a support person is necessary to protect the health or safety of the person with a disability or the health or safety of others on the premises.
If an amount is charged for admission to the premises or in connection to a person’s presence on the premises, the provider of goods or services must ensure that notice is given in advance about the amount, if any, payable in respect of the support person.
Every designated public sector organization and every other provider of goods or services that has at least 20 employees in Ontario must prepare one or more documents describing its policies, practices and procedures with respect to support persons and, upon request, must give a copy of a document to any person.
Under this provision, “support person” means, in relation to a person with a disability, another person who accompanies him or her in order to help with communication, mobility, personal care or medical needs or with access to goods or services.
Proposed Change
Proposed changes to the definition of “provider of goods and services” in the Purpose and Application Section above would apply to this section. Click here for a link back to the Purpose and Application Section.  
Proposed changes to class structure in the Class Structure Section above would apply to this section. Click here for a link back to the Class Structure Section.
Proposed changes to “policies, practices and procedures” in the Policies, Practices and Procedures Section above would apply to this section.  Click here for a link back to the Policies, Practices and Procedures Section.  
Additional language is proposed to clarify when an organization may require a support person to accompany a person with a disability for reasons of health and safety as follows:
•                  This would only occur where, after consultation with the person with a disability, requiring a support person is the only means to allow the person to be on the premises and at the same time fulfill the provider’s obligation to protect the health and safety of the person with a disability and that of others (i.e., the health and safety risk cannot be eliminated or reduced by other means); and 
•                  Any considerations on protecting health and safety must be based on specific evidence and not on assumptions.
Explanation
The additional requirements clarify for organizations that there are limited circumstances whereby an organization could require that a person with a disability be accompanied by a support person and that certain conditions should be met including:
•                  Consultation with the person with a disability.
•                  Determination that there is no other solution or means to allow the person to be on the premises and at the same time fulfill the provider’s obligation to protect the health and safety of the person with a disability and that of others; and
•                  The decision is evidence based.
Notice of Temporary Disruptions
If, in order to obtain, use or benefit from a provider’s goods or services, people 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 is required give notice of the disruption to the public.
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.
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.
Every designated public sector organization and every other provider of goods or services that has at least 20 employees in Ontario must prepare a document that sets out the steps to be taken in connection with a temporary disruption and, upon request, must give a copy of the document to any person. 
Proposed Change
Proposed changes to the definition of “provider of goods and services” in the Purpose and Application Section above would apply to this section. Click here for a link back to the Purpose and Application Section.
Proposed changes to class structure in the Class Structure Section above would apply to this section. Click here for a link back to the Class Structure Section.
No additional changes to the current notice of temporary disruption section of the Customer Service Standard are proposed.
Training for Staff
Every provider of goods or services is required to ensure that the following people receive training about the provision of its goods or services to people with disabilities:
Every person who deals with members of the public or other third parties on behalf of the provider, whether they do so as an employee, agent, volunteer or otherwise.
Every person who participates in developing the provider’s policies, practices and procedures about providing goods or services to members of the public or other third parties.
The training must include a review of the purposes of the AODA and the requirements of the Customer Service Standard and instruction about the following matters:
•                  How to interact and communicate with people with various types of disability.
•                  How to interact with people with disabilities who use an assistive device or require the assistance of a guide dog or other service animal or the assistance of a support person.
•                  How to use equipment or devices available on the provider’s premises or otherwise provided by the provider that may help with providing goods or services to a person with a disability; and
•                  What to do if a person with a particular type of disability is having difficulty accessing the provider’s goods or services.
The training must be provided to each person as soon as practicable after he or she is assigned the applicable duties.
Training must also be provided on an ongoing basis in connection with changes to the policies, practices and procedures governing the provision of goods or services to people with disabilities.
Every designated public sector organization and every other provider of goods or services that has at least 20 employees in Ontario must prepare a document describing its training policy, and the document must include a summary of the contents of the training and details of when the training is to be provided.
Every designated public sector organization and every other provider of goods or services that has at least 20 employees in Ontario is required to keep records of the training provided under this provision of the Customer Service Standard, including the dates on which the training is provided and the number of individuals to whom it is provided.
Proposed Change
Proposed changes to the definition of “provider of goods and services” in the Purpose and Application Section above would apply to this section. Click here for a link back to the Purpose and Application Section.
Proposed changes to class structure in the Class Structure Section above would apply to this section. Click here for a link back to the Class Structure Section.
Proposed changes to “policies, practices and procedures” in the Policies, Practices and Procedures Section above would apply to this section. Click here for a link back to the Policies, Practices and Procedures Section.
It is proposed that the requirements on who must be trained and when training must be provided be replaced with the following language:
•                  Training must be provided to:
•                  All employees, and volunteers.
•                  All people who participate in developing the organization’s policies: and
•                  All other people who provide goods, services or facilities on behalf of the organization 
•                  Every person must be trained as soon as practicable.
•                  Organizations must provide training on any changes to its accessibility policies on an ongoing basis.
Explanation
These proposed changes would match the broader language in the other accessibility standards, simplify requirements, and reduce inconsistencies across all accessibility standards.
Feedback Process for Providers of Goods or Services
Every provider of goods or services must establish a process for receiving and responding to feedback about how it provides goods or services to people with disabilities and must make information about this feedback process readily available to the public.
The feedback process must permit people to provide their feedback in person, by telephone, in writing, or by delivering an electronic text by email or on diskette or otherwise.
The feedback process must specify the actions that the provider of goods or services is required to take if a complaint is received.
Every designated public sector organization and every other provider of goods or services that has at least 20 employees in Ontario must prepare a document describing its feedback process and, upon request, must give a copy of the document to any person.
Proposed Change
Proposed changes to the definition of “provider of goods and services” in the Purpose and Application Section above would apply to this section. Click here for a link back to the Purpose and Application Section.
Proposed changes to class structure in the Class Structure Section above would apply to this section. Click here for a link back to the Class Structure Section.
It is proposed that the title of the section be changed to “Feedback Process on the Accessibility to Provision of Goods or Services.”
It is also proposed that the language on the channels and formats of an organization’s feedback process under the Customer Service Standard be matched with the language in the Information and Communications Standard which specifies that:
•                  Obligated organizations ensure that their feedback process is accessible to persons with disabilities by providing or arranging for the provision of accessible formats and communication supports upon request.
It is further proposed that language be added to the feedback section that is similar to the language in the policies, practices and procedures section of the Customer Service Standard which states that when communicating with a person with a disability, a provider shall do so in a manner that takes into account the person’s disability.  
Explanation
The proposed new title of the section is intended to clarify that the requirements relate to receiving feedback on the accessibility of “access to” goods and services rather than the accessibility of the goods and services themselves.
Changing how feedback is accepted to require organizations to provide accessible formats and communication supports (rather than accepting feedback through certain communication channels such as in person, by telephone, in writing, on diskette) matches similar requirements under the Information and Communications Standard.
The proposed change may enhance accessibility for people with disabilities since they can request the accessible format or communication support that works best for them and their needs when providing feedback rather than choosing from the possible methods for providing feedback that are determined by the organization (e.g. by telephone or in writing).
Reiterating the requirement for organizations to communicate with a person in a manner that takes into account their disability in the feedback provision similar to the requirement in the policies, practices and procedures section of the Customer Service Standard reinforces the importance of this principle.
Notice of Availability and Format of Documents
Every designated public sector organization and every other provider of goods or services that has at least 20 employees in Ontario must notify people to whom it provides goods or services that the documents required by the Customer Service Standard are available upon request (e.g. accessible customer service policies).
The notice may be given by posting the information at a conspicuous place on premises owned or operated by the provider, by posting it on the provider’s website, if any, or by such other method as is reasonable in the circumstances.
If a provider of goods or services is required by the Customer Service Standard to give a copy of a document to a person with a disability, the provider is required to give the person the document, or the information contained in the document, in a format that takes into account the person’s disability.
The provider of goods or services and the person with a disability may agree upon the format to be used for the document or information.
Proposed Change
Proposed changes to the definition of “provider of goods and services” in the Purpose and Application Section above would apply to this section. Click here for a link to the Purpose and Application Section.
Proposed changes to class structure in the Class Structure Section above would apply to this section. Click here for a link to the Class Structure Section.
It is proposed that the scope of this requirement be expanded beyond documents required under the Customer Service Standard to include any information and communication that an organization provides to the public.
It is proposed that an organization provide accessible formats and communication supports upon request to a person with a disability. These must be provided in a timely manner and at a cost that is no more than the regular cost charged.
It is further recommended that the current provision that organizations and people with disabilities “agree upon” an accessible format be replaced with the following requirement:
•                  Organizations must consult with the person making the request to determine the suitability of an accessible format or communication support.
Explanation
The proposed change would align language and terminology with the Information and Communications Standard, reduce inconsistencies, and simplify requirements.
Part Three - General Comments  
Are there any other suggestions/comments you would like to make about the review of the Customer Service Standard, or any other comments you would like to share with the ASAC/SDC ?
Thank you for taking the time to provide your feedback. It will assist the ASAC/SDC as it finalizes the proposed revised Customer Service Standard for consideration by the Government of Ontario.
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