
Accessible Customer 

Service

Guidebook for: 
Municipal Council, Staff & Volunteers



Overview

The purpose of the Accessibility for Ontarians with Disabilities Act 

(AODA) that was passed in 2005, which applies to public and 
private sectors is to:

• Achieve accessibility for Ontarians with disabilities by 2025

• Develop and enforce standards for accessibility

• Improve opportunities for people with disabilities

Approximately 15.5% of Ontarians have a disability. That is 
roughly 1 in every 7 people and that number will grow as 
population ages.



Compliance

Municipalities are required to follow a standard 
which requires them to that include:

• identify and remove barriers to allow full access to all individuals

• develop accessible customer service policies and procedures

• Council, Staff & Volunteer training

• feedback

• alternative communication methods

• notice of service disruptions



Policies & Procedures

Accessible Customer Service Policies & 
Procedures should include:

• provisions for providing goods and services to persons with disabilities

• methods of dealing with assistive devices

• the use of service animals

• the use of support persons 

• notice of disruption(s) in service

• feedback/complaint process

This plan is a public document and should be made 
available to the public.



Accessible Customer Service Principles

All services should be provided with 
dignity and respect, promoting:

• independence

• integration

• equal opportunity

The first thing you should do when deciding how to 
provide services to a person with a disability is ask 
“May I Help You?”

Never assume a person with a disability wants or 
needs assistance.



Facts About Disabilities

There are many different types of disabilities which may be 

temporary or long term.

Disabilities are not always visible and may or may not 
affect how a person communicates.

Never assume a person with a disability wants or needs 
assistance.

The first thing you should do when deciding how to provide 
services to a person with a disability is ask “May I Help 
You?”



• visually impaired

• hearing impaired

• speech or language impaired

• physical disability – may include paralysis or broken limb

• sensory (i.e. smell, taste, touch)

• mental (i.e. depression)

• intellectual (i.e. learning disables)

• other conditions (i.e. cancer, diabetes, etc.)

Types of Disabilities

Regardless of the disability, always remember to put the person first.

Examples: A person with a hearing disability. 

A person who is physical disability.



Assistive Devices

A person with a  disability may require the use of 
an assistive device including but not limited to:

• wheelchairs

• scooters

• canes

• walkers 

• braces

• computer software programs

• TTY machines



Service Animals

Service animals must be permitted on Municipal properties 
where the public is permitted.

Under the Customer Service Standard a service animal may 
accompany persons with disabilities if it is obvious that the 
animal is assisting the client.

Otherwise, a letter from a physician or nurse stating that 
the animal is required for reasons relating to his/her 
disability.

Remember:
Service animal are not pets. Avoid feeding, petting, 
touching or distracting the service animal because they 
have to pay attention at all times in order to assist the 
person with the disability.



Support Persons

Some people with disabilities require the use of 
support people who provide assistance with 
communication, mobility, personal care, medical 
needs or access to goods and services.

A support person may be a family member, 
friend, volunteer, paid personal support worker 
(PSW), interpreter or any other trained 
professional.



Customer Service Tips
• identify yourself

• don’t assume what an individual can or cannot do

• speak clearly and directly to the individual, not the support person

• be patient and confident

• treat customer with respect and consideration

• ask the individual “How May I Help You?”

• offer an elbow to guide if necessary

• reduce background noise

• ensure appropriate lighting

• don’t leave the person without advising where you are going

• request permission to move assistive devices


