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University Students’ Council of the University of Western Ontario 

ACCESSIBILITY FOR CUSTOMER SERVICE POLICY 

PURPOSE 

The purpose of this document is to insure we respect all our customers, regardless of their 
abilities. 

1.00 SCOPE 

1.01 This policy applies to all USC employees, volunteers, and visitors. 

2.00 RESPONSIBILITIES 

2.01 The USC is committed to recognizing the dignity and independence of all staff, 
students, faculty and visitors and seeks to ensure that persons with disabilities have 
genuine, open and unhindered access to USC goods, services, facilities, accommodation, 
employment, buildings, structures and premises. 

2.02 The USC will comply with all applicable Federal, Provincial and Municipal legislation 
with respect to accessibility and will implement the standards specified under the  
Accessibility for Ontarians with Disabilities Act, 2005 (“AODA, 2005”). 

2.03 Policies, procedures and practices with respect to accessibility, including those required 
under the AODA, 2005 and its accompanying standards shall be made available on the 
USC's web site. 

3.00 PROCEDURES 

3.01 Assistive Devices 

(1) The USC welcomes persons with disabilities to use assistive devices to obtain, use or 
benefit from our goods and services. 

3.02 Service Animals 

(1) The USC welcomes persons with disabilities who are accompanied by a service 
animal onto the parts of our premises that are open to the public and commits to 
finding alternatives to the use of service animals if the service is provided in a 
location in which animals are prohibited by law (e.g. health or safety reasons). 
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3.03 Support Persons  

(1) A person with a disability who is accompanied by a support person will be allowed 
to have that person accompany them on our premises. 

(2) In the case where a fee will be charged for the admission of a support person, the fee 
will be communicated and posted accordingly by the USC through its website, 
brochure or other public methods. 

3.04 Temporary Disruptions to Service  

(1) The USC will notify customers promptly in the event that the USC has a planned or 
unexpected disruption to services or facilities for customers with disabilities. This 
clearly posted notice will include information about the reason for the disruption, its 
anticipated length of time, and a description of alternative facilities or services, if 
available. 

i. Notice may be posted on location, on the USC's web site, or otherwise as is 
reasonable in the circumstances. 

(2) For non-USC disruptions, please see information posted by the University of 
Western Ontario at conspicuous locations on our premises and on the University’s 
accessibility website at http://accessibility.uwo.ca/  

3.05 Training  

(1) The USC will provide training to employees, volunteers and others who deal with 
the public or other third parties on their behalf. 

(2) Training will also be provided to every person who participates in developing USC 
policies, practices and procedures governing the provision of goods or services to 
members of the public or other third parties. 

(3) Training will occur on an ongoing basis and whenever changes are made to relevant 
policies, practices and procedures. Training will be provided to each person as soon 
as practicable after he or she is assigned applicable duties. 

(4) Training will include a review of the purposes of the Accessibility for Ontarians 
with Disabilities Act, 2005, the requirements of the Customer Service standard, and 
information about the following matters:  

i. How to interact and communicate with people with various types of 
disabilities.  
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ii. How to interact with persons with disabilities who use an assistive device 
or require the assistance of a service animal or a support person. 

iii. How to use equipment or devices available at the USC that may help with 
the provision of goods or services to a person with a disability. 

iv. What to do if a person with a disability is having difficulty accessing the 
USC's goods and services. 

v. USC policies, practices and procedures relating to the provision of goods 
and services to persons with disabilities.    

(5) The USC will keep records of the training provided, including dates on which 
training is provided and the number of individuals to whom it is provided.  

3.06 Feedback   

(1) The USC welcomes feedback regarding the way in which the USC provides goods 
and services to persons with disabilities by means of a visit in person, by telephone, 
in writing, or by delivering an electronic text by email or on diskette or otherwise. 

(2) The USC will make every reasonable and timely effort to  

i. respond to feedback which are complaints; and, 

ii. answer feedback which are questions. 

(3) The USC will make this document available to any person who requests it in a 
mutually agreed upon format. 

4.00 COMMUNICATION 

4.01 This policy will be explained as needed to workers through orientation health & safety 
training or task-specific training. 

5.00 EVALUATION 

5.01 This policy will be evaluated on an annual basis by the Human Resources Generalist. 

 


