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Overview

Applying the Standard:  
Information for Executive Directors

The Accessibility for Ontarians with Disabilities Act (AODA) became law in 2005. The goal is to create an accessible On-
tario by 2025 by removing barriers in a number of areas. Under the AODA, mandatory Accessibility Standards are being 
developed for all organizations and businesses that provide goods or services in Ontario to the public or to third parties. 
Accessibility Standards are the rules that all businesses and organizations, including Nonprofit organizations, agencies 
and other charities, in Ontario will have to follow in order to identify, remove and prevent barriers to accessibility.

The AODA is developing Accessibility Standards in five areas:

	 Customer Service (this information is directed towards this  
Standard)

	 Transportation

	 Information and Communications   

	 Employment

	 Built Environment (buildings and other structures)

The Ontario Government has introduced a phased-in approach to the implementation of new provisions under the 
AODA. Customer Service is the first Accessibility Standard to come into effect. Standards are being developed in the 
other four areas and are expected to be in place by 2021.

} Integrated Accessibility  
Standards

Specific Implications
As the Executive Director, the Board of Directors has delegated the day-to-day operations of the organization to you.  In 
that capacity you have the responsibility for ensuring that:

	Services are responsive to the diverse needs of the communities with which you work.
	Organization’s programming and services are compliant with the requirements of the AODA Cus-

tomer Service Standard.
	Staff and volunteers understand and have been provided with training to support their understand-

ing and compliance with the Standard.
	Policies and procedures, including Board, staff and volunteer handbooks and frameworks, speak 

to the requirements of the AODA Customer Service Standard, including recruitment, training and 
orientation programs.,

	In recruitment of volunteers and staff, individuals with disabilities who have the skills and compe-
tencies you require within your organization are accommodated and able to be fully engaged. 

	There is a process for reporting back to the Board of Directors on compliance with the constitution 
and bylaws and all relevant legislation, regulations and reporting requirements – and this now needs 
to include reporting on compliance with the Accessibility for Ontarians with Disabilities Act (AODA).

Ideally your Board of Directors has a structure and process in place for ensuring that the Executive Director, on a regular 
basis, meets all regulatory and reporting requirements for your organization.  Make sure that compliance with the AODA 
is included in that list.  And ensure that the reporting on compliance is recorded in Board minutes and records.
For organizations with 20 or more employees, the Standard requires the filing of a compliance report. For any size 
organization, however, the “Reporting Questions for the Accessibility Standards for Customer Service” can serve as the 
document that you provide to the Board. Based on your compliance reporting schedule with the Board of Directors, this 
form can be updated, dated and submitted as part of your Executive Director report and included in the Board minutes.

http://www.ontario.ca/accessON

