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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:

ÅAchieve accessibility for Ontarians with disabilities by 2025

ÅDevelop and enforce standards for accessibility

ÅImprove 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:

Åidentify and remove barriers to allow full access to all individuals

Ådevelop accessible customer service policies and procedures

ÅCouncil, Staff & Volunteer training

Åfeedback

Åalternative communication methods

Ånotice of service disruptions



Policies & Procedures

Accessible Customer Service Policies & 
Procedures should include:

Åprovisions for providing goods and services to persons with disabilities

Åmethods of dealing with assistive devices

Åthe use of service animals

Åthe use of support persons 

Ånotice of disruption(s) in service

Åfeedback/complaint process

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


