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1.0 PLAN  

1.1 PURPOSE 

Commport Communications Int’l Inc. is committed to providing its 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 goods and 

services and allowing them to benefit from the same services, in the same place and in a 

similar way as other customers.  

We are committed to meeting the accessibility needs of persons with disabilities who wish to 

access our goods and services. 

The purpose of this plan is to develop guidelines to ensure staff are prepared and trained in 

customer service for when they interact with customers and/or members of the general 

public who are disabled.  In addition, this plan will outline the documents that need to be 

developed and will ensure that the company is in compliance with Accessibility Standards for 

Customer Service, Ontario Regulation 429/07. 

 

1.2 SCOPE 

This plan applies to employees of Commport Communications Int’l Inc. who interact with 

disabled customers and/or members of the general public who are disabled.   

2.0 ROLES & RESPONSIBILITIES 

Management 

a) Develop a plan that outlines the guidelines for the provision of goods and services to 
people with disabilities. 

b) Outline the documents that are needed and establish and prepare policies and procedures 
for the provision of goods and services to people with disabilities.  

c) Implement the developed policies and procedures. 
d) Develop and establish a training program and train staff who interact with disabled 

customers or develop policies for the company.  
e) Provide notice to customers that there is a policy on assessable customer service and that 

it is available for review.  



 

 
f) Establish a feedback process for receiving and responding to disabled customers or 

members of the public who have comments on the customer service they received at 
Commport Communications Int’l Inc..  

g) Provide notice to customers about the availability of the feedback process and how the 
company will respond to any feedback. 

h) Establish the steps to be taken during a temporary disruption in service. 
i) Provide all employees and especially disabled employees (where applicable) with any 

emergency preparedness details. 
j) Certify and report compliance to the Ministry of Community and Social Services.  
 

Employees 

a) All employees are responsible for providing barrier-free customer service to disabled 
customers and/or members of the general public who are disabled.  

b) All employees who develop policies or practices are to ensure that accessibility standards 
are taken into consideration during development of future policies or practices. 

c) All employees are responsible for informing management of any gaps in accessibility or 
concerns noted while providing customer service to disabled customers. 

 

3.0 CUSTOMER SERVICE POLICY 

This plan requires a Customer Service Policy be developed and available for review by 

customers. The policy will be available in its original format and in large print format. The key 

components of the policy are as follows: 

 Commitment statement 
 Information on how goods and services will be provided 
 The use of service animals or support persons 
 Notice of temporary disruption 
 Training of staff 
 Feedback process 
 Modifications of the policy or other policies 
 Questions about the policy 
 References 

 

4.0  POLICY IMPLEMENTATION 

The Customer Service Policy will be implemented in the following manner: 

 The policy will be communicated to all employees and especially those who are 
responsible for customer service or developing customer service policies or practices. 

 A notice will be posted at reception and on the company website stating that the 
policy is available for review upon request. 

 A master copy of the policy both in original and large print format will be placed in 
the Accessibility Binder for quick and easy access should the policy be requested in 
person. In addition, the policy will also be available in PDF format for emailing to 
customers upon request.  

  



 

 

5.0 ASSESSMENT OF POLICIES & PRACTICES 

 A critical part of our Customer Service plan is to conduct an accessibility assessment. By 

conducting the assessment we can hopefully identify areas that might prevent accessible 

customer service. The company has developed a detailed Customer Service Assessment Form 

to use during the assessment. It includes the following components for assessment: 

 The activities the company does each day that require customer service. 
 Which employees in the company are responsible for customer service? 
 Which employees in the company are responsible for developing policies or 

practices? 
 The main way employees communicate with clients. 
 Whether the company invoices are easy to read. 
 What areas of the company which are open to the public. 
 What possible barriers are there to providing accessible customer service? 
 If staff receives feedback from a client, who should the feedback be forwarded to? 
 If feedback is received from a client, how long will it take for a response? 
 Who will be responsible for getting back to a client who provides feedback? 
 Where will staff be able to access the AODA documents? 
 Where/how will training records for AODA be kept? 
 Are there any employees who are known to have any kind of self identified disability? 
 Are there any current clients that are known to have a disability? 
 What is the date for compliance? 
 Does the company have policies, practices and procedures on providing goods or 

services to people with disabilities?  
 Does the company use reasonable efforts to ensure that these policies are consistent 

with the principles of independence, dignity, integration and equality of opportunity?  
 Do the company’s policies address the use of assistive devices by people with 

disabilities to access the company's goods or services, or any available alternative 
measures that enable them to do so?  

 Do the company's policies, practices and procedures require the company to take a 
person's disability into account when communicating with the person?  

 Does the company permit people with disabilities to keep their service animals with 
them on the parts of the premises that are open to the public or other third parties? 

 Does the company permit people with disabilities to enter the parts of the premises 
that are open to the public or other third parties with their support person? 

 Does the company post a notice at a conspicuous place on the premises, or on the 
website, or by another reasonable method, of any temporary disruption in facilities or 
services that people with disabilities usually use to access the company's goods or 
services, including the reason, duration and any alternatives available?  

 Has the company established and documented a process to receive and respond to 
feedback on how its goods or services are provided to people with disabilities, 
including actions that the company will take when a complaint is received? 

 Does the company make information about its feedback process readily available to 
the public, including how feedback may be provided (e.g. in person, by telephone, in 
writing, by email, or otherwise)?  

 Does the company ensure that relevant people receive training about providing goods 
or services to people with disabilities: i.e. every person who deals with the public or  



 

 
other third parties on behalf of the company, and every person who participates in 
developing the company's policies, practices and procedures on providing goods or 
services? 

 Does this training include the company's current policies, practices and procedures 
required under the Customer Service Standard and all the topics listed in section 6(2) 
of the standard?  

 Does the company have a written training policy that includes a summary of the 
contents of the training and details of when the training is to be provided, and does 
the company keep records of the dates that training was provided and how many 
people were trained?  

 Does the company post a notice at a conspicuous place on the premises, or on the 
website, or by another reasonable method, that the documents required by the 
Customer Service Standard are available upon request, and does the company provide 
those documents in a format that takes a person's disability into account?  

 

6.0 ACCESSIBILITY PROCEDURES  

 

The following procedures apply to management and all employees who interact with disabled 

customers or members of the general public or employees who develop policies and 

practices: 

Communication: 

a) Once a disability has been identified, employees are to communicate with people with 
disabilities in ways that take into account their disability. 

b) Staff will be trained on how to interact and communicate with people with various types of 
disabilities. 

 
Telephone services: 
 

a) Fully accessible telephone services are to be provided to people with disabilities. 
b) Staff is to be trained to communicate with customers over the telephone in clear and plain 

language and to speak slowly and clearly. 
 

Assistive devices: 
 

a) Staff is to receive information on various assistive devices that may be used by customers 
with disabilities. 

b) If applicable, staff will be trained on how to use any assistive devices available on the 
premises. 

 
Billing: 
 

a) Upon request, invoices are to be provided in various formats such as large font, hard copy 
and/or email. 

b) Upon request, staff is also to be available to read or explain an invoice to a disabled 
customer. 

 



 

 
Use of service animals or support persons:  
 

a) People with disabilities who use a service animal or a support person are to be welcomed in 
to the public area of the premises. 

b) Members of staff are to be trained in how to deal with service animals or support people 
who accompany a disabled customer.  

c) At no time is a service animal or a support person who accompanies a disabled person to be 
prevented from entering the public area of the premises with the disabled customer. 

 
Notice of temporary disruption: 
 

a) Notice is to be posted in the event of a planned or unexpected disruption in service. The 
notice is to include the reason for the interruption, the anticipated duration and any 
alternative service arrangements, if available. 

b) Notices are to be posted in all public entrances and where applicable, if it becomes apparent 
that an appointment with a disabled customer falls during a service break, the customer is 
to be advised of the disruption (using the pre-determined manner of communication 
applicable to their disability) and the appointment is to be rescheduled. Information will 
also be posted on the company website, mentioned on our social media sites and as a 
telephone message (where applicable). 

 
Training of staff: 
 

a) All employees who interact with disabled customers or the general public and employees 
who develop policies are to be trained in providing customer service to people with 
disabilities, the policy that is relevant to this plan, how to interact with people who use 
assistive devices, how to interact with people who use service animals or support people, 
what to do if a person with a disability has difficulty in accessing the company’s goods and 
services and how to obtain feedback from disabled customers on the company’s level of 
customer service. 

b) All employees who interact with disabled customers or the general public will be retrained 
on an ongoing basis when changes are made to policies, procedures or practices. 

 
Feedback Policy: 
 

a) A feedback form on how the company provides customer service to disabled customers or 
members of the general public is to be available on request. 

b)  Feedback is to be obtained through the use of the Accessibility Feedback Form or by email, 
verbally (employees can make a note on behalf of the customer), or in any manner that suits 
the communication abilities of the disabled customer or member of the general public. 

c) All feedback is to be directed to management who will respond within 1 to 3 business days 
if contact information is provided. In any event, each complaint will be investigated. 
Practices may be changed and/or staff retained when necessary. 

 
Modifications to policies: 
 

a) Any modifications to the company’s policies, practices and procedures are only to be made 
after first considering the impact on people with disabilities. 
 



 

 
 

b) Any policy that does not respect and promote the dignity or independence of people with 
disabilities will be changed or removed. 

 
Availability of documents and format: 
 
a) Documents will be available upon request and a notice of this fact will be posted in a 

conspicuous place in the reception area and on the company’s website. 
b) Documents will be available where possible in a format that is accessible to the requesting 

customer or member of the general public. In any event, documents will also be available in 
large print. 

 

7.0 COMMUNICATION  

All new or revised policies that are relevant to this plan will be forwarded to employees who 

are responsible for customer service and to employees who develop policies and practices. 

 

8.0 TRAINING POLICY 

This plan requires a Training Policy be developed and available for review by customers. The 

policy will be available in its original format and in large print format. 

Accessibility training materials will be provided to assist in the training of employees who are 

involved in providing customer service to customers who are disabled and also to those 

employees who develop policies for the workplace. 

The training will include: 

 Disability definition 
 Ontario Human Rights Code (Disability Section) 
 AODA overview & the customer service requirement 
 Commport Communications Int’l Inc.: customer service plan & policy review 
 Commport Communications Int’l Inc.: activities & people that provide customer 

service 
 Feedback process 
 Disruption in service 
 How to interact with clients who have disabilities: vision loss, deaf or hard of hearing, 

deafblind, physical disabilities, mental health, intellectual, developmental or learning 
issues, speech impairments 

 Communicating with clients who have a disability 
 Assisting clients by telephone 
 Assistive devices & assisting clients 
 Assisting clients with service animals & support people 
 Working through difficulties 

 
 
A record of who received training will be retained for reference.  

 



 

 

9.0 EVALUATION 

Accessibility standards will be monitored frequently during daily operations and after 
receiving feedback (if applicable). 
 
The accessibility process will include an evaluation of the policy, this plan, communication, 
procedures, feedback, signage, training records and the effectiveness of training. 

 

10.0 REFERENCES 

Accessibility Standards for Customer Service, Ontario Regulation 429/07 

The Ministry of Community and Social Services 

 

 

 


