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The Accessibility for Ontarians with 

Disabilities Act 

 

By Bonni Ellis 

 

The Accessibility for Ontarians with 

Disabilities Act, 2005 (AODA) received 

Royal Assent and became law in this 

province on June 13, 2005.1 It has been 

almost four years since the AODA was 

enacted and, perhaps because of this, there 

has been little discussion in the regulatory 

community of the law’s impact since that 

time; at least until recently. There are, 

however, some pending deadlines and 

obligations that regulators should be aware 

of and may want to consider as part of their 

long-term operational planning.  

 

The Scope of AODA 

The AODA is arguably one of the most far-

reaching provincial statutes in effect today 

as it applies to “every person or 

organization in the public and private 

sectors of the Province of Ontario, 

including the Legislative Assembly of 

Ontario”. The purpose of the AODA is to 

develop, implement and enforce standards 

for accessibility related to goods, services, 

                                           
1 S.O. 2005, c. 11. 

facilities, employment, accommodation, and 

buildings. To this end, the AODA provides 

for the appointment of committees charged 

with developing accessibility standards that 

relate to those aspects of society where 

people with disabilities may experience 

barriers. At this point, the Ministry 

responsible for the administration of the 

AODA2 has identified five areas where it 

intends to develop accessibility standards: 

Customer Service, Employment, Built 

Environment3, Transportation, and 

Information and Communications4. In 

accordance with the AODA, the accessibility 

standards created for each of these areas will 

name or describe the persons or 

organizations to which they apply.  

 

As of today, only the Accessibility Standards 

for Customer Service (the Customer Service 

Standards) have been enacted as a regulation 

                                           
2 The Ministry of Community and Social Services. 
3 “Built environment” refers to access to, from and 

within buildings, and outdoor street spaces such as 

pedestrian access routes and signal systems. 
4 “Information and Communications” refers to, but is 

not limited to, information and communication 

provided to the consumer or end-user through print, 

telephone, electronically and in person. 

http://www.sml-law.com/
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under the AODA.5 The proposed standards 

relating to employment, however, have 

been released and are available for 

comment until May 22, 2009.6 These 

standards set out specific requirements for 

the recruitment, retention and 

accommodation of people with disabilities, 

and will apply to every organization in 

Ontario with at least one employee 

 

The Customer Service Standards 

The Customer Service Standards came into 

force on January 1, 2008 and apply to each 

of the public sector organizations 

designated in Schedule 1 or 2 to the 

regulation as well as “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 

the province”.  “Organization” is defined 

very broadly in the AODA and includes 

“any agency, board, commission, 

authority, corporation or other entity 

established under an Act”. As a result, the 

AODA applies to most, if not all, of the 

provincial regulatory bodies.  

 

The Customer Service Standards create 

compliance obligations under the following 

seven areas of activity:  

 

1) Establishment of policies, practices and 

procedures 

Organizations are required to establish 

policies, practices and procedures 

governing the provision of goods or 

services to people with disabilities. The 

                                           
5 http://www.e-

laws.gov.on.ca/html/regs/english/elaws_regs_07042

9_e.htm 
6 

http://www.mcss.gov.on.ca/mcss/english/pillars/acc

essibilityOntario/accesson/business/employment/ 

policies, procedures and principles must be 

consistent with the principles set out in the 

regulation and every designated public sector 

organization (i.e., those listed in Schedule 1 

or 2 to the regulation) and every other 

provider of goods and services with at least 

20 employees is also required to document 

and to provide copies of its policies, 

procedures and principles upon request.  

 

2) Use of service animals and support 

persons 

Organizations that own or operate premises 

where goods and services are provided and 

that are accessible by the public, will be 

required to comply with various access 

requirements for service animals and support 

persons. Again, organizations with at least 

20 employees will be required to document 

and to provide copies of their policies, 

procedures and principles relating to this  

issue upon request. 

 

3) Notice of temporary disruptions 

Organizations will be required to provide the 

public with notice when there are temporary 

disruptions to the facilities that people with 

disabilities use in order to benefit from their 

goods and services. Organizations with at 

least 20 employees will also be required to 

document and to provide copies of the steps 

to be taken in connection with a temporary 

disruption.  

  

4) Staff training 

Staff members who deal with members of 

the public or third parties or who participate 

in the development of policies, practices and 

procedures governing the provision of goods 

and services to the public or third parties, 

will require ongoing training that includes: a 

review of the purposes and requirements of 

the legislation, how to interact and 

http://www.e-laws.gov.on.ca/html/regs/english/elaws_regs_070429_e.htm
http://www.e-laws.gov.on.ca/html/regs/english/elaws_regs_070429_e.htm
http://www.e-laws.gov.on.ca/html/regs/english/elaws_regs_070429_e.htm
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/business/employment/
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/business/employment/
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communicate with persons with various 

disabilities and how to facilitate access to 

the organization’s goods and services. 

Organizations with at least 20 employees 

will also be required to document and 

record their training policies as well as the 

contents and scheduling of their training 

sessions.  

 

5) Feedback process 

Organizations will be required to establish a 

process for receiving and responding to 

feedback or complaints received regarding 

the manner in which they provides goods 

and services to persons with disabilities. 

The feedback process must permit the use 

of various communication methods and 

organizations with at least 20 employees 

will also be required to prepare, and 

provide upon request, a document 

describing the process. 

 

6) Notice of availability of documents 

Organizations with at least 20 employees 

will be required to notify the persons to 

whom they provide goods and services that 

the documents required by the regulation 

are available upon request.  

 

 

 

7) Format of documents  

Where an organization will be required to 

provide a document to a person with a 

disability, the organization will need to 

ensure that the documentation or the 

information contained in the documentation 

is provided in a format that takes into 

account the person’s disability.  

 

Reporting obligations 

In addition to creating compliance 

obligations, the regulations also create 

annual reporting obligations for those 

organizations with at least 20 employees.7 

Under sections 14 and 15 of the AODA, for 

example, every organization will be required 

to file a certified, annual report in the form 

and manner approved by the Minister. 

Organizations will also be required to make 

their accessibility reports available to the 

public.  

 

Compliance Mechanisms & Penalties 

The AODA contains a fairly comprehensive 

scheme to address compliance issues. As 

part of that scheme, Part IV of the Act 

provides for the appointment of compliance 

inspectors with a reasonably broad and 

significant range of powers. Under Part V of 

the Act, organizations found to be in 

contravention of the statute or the regulations 

may be subject to a compliance order and, in 

certain circumstances, may also be required 

to pay an administrative penalty.8 

 

Incentive Agreements 

Part IX of the AODA describes the incentive 

agreements that the Minister may enter into 

with organizations in order to encourage 

them to exceed one or more of the 

requirements of the accessibility standards. 

Organizations that enter into such 

agreements may benefit from reduced 

reporting or filing obligations. 

 

Deadline 

Organization listed on Schedule 1 or 

described in Schedule 2 of the regulation are 

required to be compliant with the standards 

                                           
7 O. Reg. 430/07 creates an exemption from filing the 

accessibility reports required under section 14 of the 

AODA for those providers of goods or services with 

less than 20 employees. 
8 The amount of the administrative penalties has not 

yet been established under regulation.  
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by January 1, 2010. Most regulatory 

bodies, however, do not fall within the 

definition of “designated public sector 

organization” and, as a result, will have 

until January 1, 2012 to meet their 

Customer Service Standards obligations. 

The Ministry of Community and Social 

Services has posted some helpful 

compliance information regarding the 

Customer Service Standards on their 

website.9  

 

                                           
9 
http://www.mcss.gov.on.ca/mcss/english/pillars/acc

essibilityOntario/accesson/compliance/customer/ 

 

http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/

