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Accessibility Standards for Customer Service 
A Guide for CBOQ Churches 
Introduction 

The Accessibility for Ontarians with Disabilities Act (AODA) 2005 has established standards for public, 

private and not-for-profit sectors to comply. The goal is to remove barriers for people with disabilities and 

to make the province accessible by 2025. 

Current standards are: 
1. Customer Service

2. Information and Communications

3. Employment

4. Transportation

5. Built Environment

Accessibility Standards for Customer Service came into force January 1, 2008.  The timeline for compliance 
and reporting under the Customer Service Standard for the Private and Not-For-Profit sectors is January 1, 
2012. 

The Final Regulation combines Accessibility Standards in three areas – Information and Communications, 

Employment, and Transportation, came into force July 1, 2011.  Compliance timeline for small Private and 

Not-For-Profit sectors would be January 1, 2015. 

The definition of “customer service” in a church environment can be interpreted as those who come to our 

church, such as congregation members, church attendants, students, community friends, etc. It may also 

extend to include those who rent the church building facilities for weddings, funerals, conferences, etc.  



For Not-For-Profit organizations, including churches, the Accessibility Standards for Customer Service 

requires that your church: 

1. Develop customer service policies, practices and procedures on providing goods and services to 
people with disabilities.

a) Policies – to indicate what your church intends to do, including any rules for staff and 

volunteers.

b) Practices – to indicate what are the usual practices of your church, including how your staff and 

volunteers actually offer or deliver services.

c) Procedures – to reflect your church policies, describe how your church will go about providing 

service or the steps staff and volunteers are expected to take in certain situations.

2. Use reasonable efforts to ensure that all your policies, practices and procedures are consistent with 
the 4 principles laid out in the customer service standard:

Dignity – program, ministry, goods or service is provided in a way that allows the person with a 

disability to maintain self-respect and the respect of other people. 

Independence – when a person with a disability is allowed to do things on their own without 

unnecessary help or interference from others. 

Integration – program, ministry, goods or service is provided in a way that allows the person with a 

disability to benefit from the same services, in the same place, and in the same or similar way as 

other customers, unless an alternate measure is necessary to enable a person with a disability to 

access programs, ministries, goods and services. 

Equal opportunity – program, ministry, goods or service is provided to a person with a disability in 

such a way that they have an opportunity to access your programs, ministries, goods or services 

equal to that given to others. 

3. The following items should be included in the policy:

a) Welcome service animals and support persons

• Allow guide dogs and other service animals to accompany people with disabilities on parts of 

your premises that are open to the public or other third parties, except where excluded by law.

• If guide dogs or other service animals are excluded by law, provide alternate ways for people 

with disabilities to access your goods or services.

• Allow people with disabilities to be accompanied by a support person when on parts of your 

premises that are open to the public or other third parties.
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b) Allow people to use their own personal assistive devices and on any measures your church

offers to enable people to access your programs, ministries, goods or services.

4. Provide notice of temporary disruption

Provide notice to the public when there is a temporary disruption (planned or unexpected) of facilities 

or services that are usually used by people with disabilities to access your programs, ministries, goods 

or services.

5. Provide notice when admission fees are charged for a support person of a person with disability.

6. Provide Training

a) Train staff and volunteers and other people who interact on behalf of your church with people of 

disabilities. Train staff and volunteers and other people who participate in developing your 

policies, practices and procedures on the provision of program, ministry or service to the public 

in accordance with the training requirements set out in the standard. Provide the training as 

soon as it is practicable after they are assigned applicable duties.

b) Provide ongoing training in connection with changes to your policies, practices and procedures 

governing the provision of programs, ministries, goods or services to people with disabilities.

7. Communicate with people with disabilities

When communicating with a person with a disability, do so in a manner that takes into account the 

person’s disability.

8. Feedback Process

Establish process for feedback and your response to the feedback with regards to the programs, 

ministries, goods or services are provided to people with disabilities.

9. Documentation Requirements

If your church is a provider of programs, ministries, goods or services with 20 or more employees, 

you must:

• Notify your customers that the documents required under the standard are available upon request 

by posting the notice at a conspicuous place on the premises you own or operate, by posting it on 

your website or by another method that is reasonable in the circumstances.

• Provide a copy of the required documents to anyone who asks for them.

• When providing documents required by the customer service standard to people with disabilities, 

do so in a format that takes into account the person’s disability.
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Areas of Possible Barriers/Disabilities for consideration: 
• Vision Loss

• Deaf, deafened, oral deaf or hard of hearing

• Intellectual/Development disability

• Learning disability

• Mental health disability

• Physical disability

• Speech impairment

PLEASE NOTE: 

If there is any conflict between this document, the Standard, and the Accessibility for Ontarians with 

Disabilities Act, 2005, the Standard and the Accessibility for Ontarians with Disabilities Act, 2005 are the 

final authorities. 

DISCLAIMER:  This guide is provided for information purposes only and is not intended as advice to the local church.  Information is current 

only as of the date that the guide was prepared.  Readers are advised to seek professional advice for their particular situation. 

01/2012 
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Template 
Customer Service Policy Statement  
Providing Programs, Ministries, Goods and Services to People with Disabilities 

1. Our mission

The mission of [insert name of the church] is to [insert mission of church].

2. Our commitment

In fulfilling our mission, [insert name of church] strives at all times to provide its programs, ministries, goods and 

services in a way that respects the dignity and independence of people with disabilities. We are also committed 

to giving people with disabilities the same opportunity to access our programs, ministries, goods and services 

and allowing them to benefit from the same services, in the same place and in a similar way as other 

customers.

3. Providing programs, ministries, goods and service to people with disabilities

[Insert name of church] is committed to excellence in serving all customers, including people with disabilities, and 

we will carry out our functions and responsibilities in the following areas:

3.1 Communication 

We will communicate with people with disabilities in ways that take into account their disability. We will 

train staff who communicate with customers on how to interact and communicate with people with 

various types of disabilities. 

3.2 Telephone services 

We are committed to providing fully accessible telephone service to our customers. We will train staff to 

communicate with customers over the telephone in clear and plain language and to speak clearly and 

slowly. 

We will offer to communicate with customers by [insert other means of communication that apply, e.g. email, 

TTY, relay services] if telephone communication is not suitable to their communication needs or is not 

available.

3.3 Assistive devices 

We are committed to serving people with disabilities who use assistive devices to obtain, use or benefit 

from our programs, ministries, goods and services. We will ensure that our staff are trained and familiar 

with various assistive devices that may be used by customers with disabilities while accessing our 

programs, ministries, goods or services. 

We will also ensure that our staff know how to use the following assistive devices available on our 

premises for customers: [insert list of assistive devices available on premises]. 
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4. Use of service animals and support persons

We are committed to welcoming people with disabilities who are accompanied by a service animal on the 

parts of our premises that are open to the public and other third parties. We will also ensure that all staff, 

volunteers and others dealing with the public are properly trained in how to interact with people with 

disabilities who are accompanied by a service animal.

We are 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 [insert name of 

church]’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. 

Note :   Th i s  parag raph  i s  in s e r t ed  i f  app l i cab l e .   

[Fees  wi l l  no t  be  charged for  suppor t  persons ]  or  [ inser t  amount ]  [wi l l  b e  charged  to  the  suppor t  per son ] 

for admission to [insert name of church]’s premises. Customers will be informed of this by a notice that will be 

posted in [insert name of church]’s premises and [include any other means by which church will notify customers of fee]. 

5. Notice of temporary disruption

[Insert name of church] will provide customers with notice in the event of a planned or unexpected disruption in 

the facilities or services usually used by people with disabilities. This notice will include information about 

the reason for the disruption, its anticipated duration and a description of alternative facilities or services, if 

available. The notice will be placed at all public entrances and service counters on our premises.

6. Training for staff

[Insert name of church] will provide training to all employees, volunteers and others who deal with the public or 

other third parties on their behalf, and all those who are involved in the development and approvals of 

customer service policies, practices and procedures. Individuals in the following positions will be trained:  

[Insert list of positions that require training, for example, Ushers, Greeters, Other Front-Line volunteers/staff etc.]

This training will be provided [insert how long after hiring staff that training will be provided] after staff commence 

their duties. 

Training will include the following: 

• The purposes of the Accessibility for Ontarians with Disabilities Act, 2005 and the requirements of the 

customer service standard.

• How to interact and communicate with people with various types of Disabilities.
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• How to interact with people with disabilities who use an assistive device or require the assistance of a 

service animal or a support person.

• How to use the [name equipment or devices , e.g. TTY, wheelchair lifts, etc., available on provider’s 

premises or otherwise that may help with the provision of programs, ministries, goods or services to 

people with disabilities].

• What to do if a person with a disability is having difficulty in accessing [Insert name of church]’s 

programs, ministries, goods and services and/or [Insert name of church]’s policies, practices and 

procedures relating to the customer service standard.

Applicable staff will be trained on policies, practices and procedures that affect the way programs, 

ministries, goods and services are provided to people with disabilities. Staff will also be trained on an 

ongoing basis when changes are made to these policies, practices and procedures. 

7. Feedback process
The ultimate goal of [insert name of church] is to meet and surpass customer expectations while serving 

customers with disabilities. Comments on our services regarding how well those expectations are being met 

are welcome and appreciated.

Feedback regarding the way [insert name of church] provides goods and services to people with disabilities can be 

made by [insert the ways feedback can be provided, for example, e-mail, verbally, suggestion box, feedback card, etc.]. All 

feedback will be directed to [insert title of person responsible for receiving feedback]. Customers can expect to hear back 

in [indicate number of days]. 

Complaints will be addressed according to complaint categories already established in our company’s 

complaint management procedures. 

8. Modifications to this or other policies

We are committed to developing customer service policies that respect and promote the dignity and 

independence of people with disabilities. Therefore, no changes will be made to this policy before considering 

the impact on people with disabilities.

Any policy of [insert name of church] that does not respect and promote the dignity and independence of people 

with disabilities will be modified or removed. 

9. Questions about this policy

This policy exists to achieve service excellence to customers with disabilities. If anyone has a question about 

the policy, or if the purpose of a policy is not understood, an explanation should be provided by, or referred 

to, [insert title of supervising staff] of [insert name of church].
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Compliance Assistance Resources 

You can order a copy of the customer service standard or get more information about it by contacting the 

following: 

Accessibility for Ontarians with Disabilities Act (AODA) Contact Centre ServiceOntario 

Toll-free: 1-866-515-2025 

TTY: 416-325-3408 / Toll-free 1-800-268-7095 

Fax: 416-325-3407 

You may also want to refer to the Guide to the Accessibility Standards for Customer Service, Ontario 
Regulation 429/07. 

Further information that will help providers comply with the standard may be found on the Accessibility 

Directorate’s compliance assistance website at:  www.AccessON.ca/compliance. 

To read the Accessibility for Ontarians with Disabilities Act: 

1. Go to the website www.AccessON.ca/compliance

2. Click on the Accessibility for Ontarians with Disabilities Act, 2005

3. This will take you to the act.

To read the customer service standard: 
1. Go to the website www.AccessON.ca/compliance

2. Click on Accessibility Standards for Customer Service Regulation, O. Reg. 429/07

3. This will take you to the customer service standard.




