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Policy/Procedure: 

 
This policy establishes the accessibility policy, outlines the requirements under the Accessibility for Ontarians with 
Disabilities Act, 2005 (“AODA”) and Ontario Regulation 191/11, the Integrated Accessibility Standards (IASR) 
(“Integrated Standards”). 
 
Individuals covered by the Policy: 
 
This policy shall apply to every person who deals with members of the public or other third parties on behalf of 
Compass Group Canada Ltd. 

https://www.ontario.ca/laws/statute/05a11
https://www.ontario.ca/laws/statute/05a11
https://www.ontario.ca/laws/regulation/110191#BK1
https://www.ontario.ca/laws/regulation/110191#BK1
https://www.ontario.ca/laws/regulation/110191#BK21
https://www.ontario.ca/laws/regulation/110191#BK9
https://www.ontario.ca/laws/regulation/110191#BK9
https://www.ontario.ca/laws/regulation/110191#BK36
https://www.ontario.ca/laws/regulation/110191#BK93
https://www.ontario.ca/laws/regulation/110191#BK149
https://www.ontario.ca/laws/regulation/110191#BK1
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Compass Statement: 
 
Compass is committed to implementing, maintaining and enhancing accessibility with respect to employment, and 
the use of all goods and services, for all persons with disabilities in a timely manner.   
 
Compass shall use reasonable efforts to ensure that its policies, practices and procedures are consistent with the 
following principles: 
 

• Goods and services will be provided in a manner that respects the dignity and independence of persons 
with disabilities; 

• Persons with disabilities will be given equal opportunity in the employment cycle and to obtain, use and 
benefit from goods and services 
 

Definitions: 
 
Accessibility Coordinator (Diversity and Inclusion Specialist) - The person appointed by Compass to coordinate 
AODA compliance. 
 
Assistive Devices - Any auxiliary aid such as communication aids, cognition aids, 
personal mobility aids and medical aids (i.e. canes, crutches, wheelchairs, or 
hearing aids). 
 
Disability – The definition of disability under the AODA is the same as the definition of disability in the Ontario 
Human Rights Code. Under the Act, disability refers to: 
 

a) any degree of physical disability, infirmity, malformation or disfigurement that is caused by bodily injury, 
birth defect or illness and, without limiting the generality of the foregoing, includes diabetes mellitus, 
epilepsy, a brain injury, any degree of paralysis, amputation, lack of physical co-ordination, blindness or 
visual impediment, deafness or hearing impediment, muteness or speech impediment, or physical 
reliance on a guide dog or other animal or on a wheelchair or other remedial appliance or device, 

 
b) a condition of mental impairment or a developmental disability, 

 
c) a learning disability, or a dysfunction in one or more of the processes involved in understanding or using 

symbols or spoken language, 
 

d) a mental disorder, or 
 

e) an injury or disability for which benefits were claimed or received under the insurance plan established 
under the Workplace Safety and Insurance Act, 1997.  

 
 
Integrated Accessibility Standard Regulation (“IASR”) - The IASR is a combination of three standards: information 
and communications, employment, and transportation, design of public spaces and customer service, in addition 
to ‘General’ requirements.   
 
Service Animals - an animal is a service animal for a person with a disability if, 
 

a) the animal can be readily identified as one that is being used by the person for reasons relating to the 
person’s disability, as a result of visual indicators such as the vest or harness worn by the animal; or 

https://www.ontario.ca/laws/regulation/110191#BK9
https://www.ontario.ca/laws/regulation/110191#BK9
https://www.ontario.ca/laws/regulation/110191#BK21
https://www.ontario.ca/laws/regulation/110191#BK36
https://www.ontario.ca/laws/regulation/110191#BK93
https://www.ontario.ca/laws/regulation/110191#BK149
https://www.ontario.ca/laws/regulation/110191#BK1
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b) the person provides documentation from one of the following regulated health professionals confirming 

that the person requires the animal for reasons relating to the disability: 
 

i. A member of the College of Audiologists and Speech-Language Pathologists of Ontario. 
 

ii. A member of the College of Chiropractors of Ontario. 
 

iii. A member of the College of Nurses of Ontario. 
 

iv. A member of the College of Occupational Therapists of Ontario. 
 

v. A member of the College of Optometrists of Ontario. 
 

vi. A member of the College of Physicians and Surgeons of Ontario. 
 

vii. A member of the College of Physiotherapists of Ontario. 
 
viii. A member of the College of Psychologists of Ontario. 

 
ix. A member of the College of Registered Psychotherapists and Registered Mental Health Therapists of 

Ontario 
 
Support Persons - in relation to a person with a disability, another person who accompanies him or her in order to 
help with communication, mobility, personal care or medical needs or with access to goods, services or facilities. 
 
Accessible Formats – Providing information in a way that takes into account the preferred and most effective 
method of communication for a person with a disability including large print and Braille.  Accessible Formats may 
include, but are not limited to, large print, recorded audio and electronic formats, braille and other formats usable 
by persons with disabilities. 
 
Communication Supports – Other supports that facilitate effective communication including captioning, assistive 
listening devices and American Sign Language. Communication Supports may include, but are not limited to, 
captioning, alternative and augmentative communication supports, plain language, sign language and other 
supports that facilitate effective communications. 
 
 
Customer Feedback: 
 
Feedback from our customers provides Compass with opportunities to learn and improve.  Compass recognizes the 
right of our customers to make a complaint, compliment or suggest ways to improve our services. 
 
To ensure that the delivery of goods and services to persons with disabilities is provided in an effective and timely 
manner, customers are invited to provide their feedback in any preferred format including: 
 
In person, by telephone, e-mail, or in writing, addressed to: 
 
Accessibility Coordinator/Diversity and Inclusion Specialist 
E-mail: diversity@compass-canada.com 
1 Prologis Drive, Suite 400 
Mississauga, Ontario L5W 0G2 
Phone: 905-568-4636 or 1-800-465-2203 Ext 582 
 

mailto:diversity@compass-canada.com
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The Accessibility Coordinator will respond either in writing, in person, e-mail and/or by telephone, based on the 
format requested.  They will acknowledge receipt and outline any actions that will be taken in response to the 
feedback.   
 
Ontario Regulation 191/11 – Integrated Accessibility Standards: 
 
General 
 
Multi-Year Accessibility Plan  
 
Compass’s Multi-Year Accessibility Plan shall be posted on Navigator and available on Compass’s external website. 
It outlines the actions that Compass has put in place and will put in place to eliminate barriers for persons with 
disabilities to meet the requirements of the regulation. 
The Multi-Year Accessibility Plan shall be updated at least once every five years.  
 
Accessible Emergency Information 
 
Upon request, Compass is committed to providing the customers and clients with publicly available emergency 
information in an accessible way.  We will also provide associates with disabilities with individualized emergency 
response information as required.  
 
Training 
 
Compass shall provide training on the requirements of the Integrated Standards, including the accessible customer 
services standard as further described below, and on the Human Rights Code as it pertains to persons with 
disabilities.   Training will be provided to associates, volunteers and other agents as appropriate. 
Methods of training will take into account the role of the associate and may include a handout and/or a ‘CHAT’ 
presentation delivered by managers to associates.  New associates hired after training has concluded will receive 
‘24/7’ online training upon hire.  The requirements of the Customer Service Standard will also be included in the 
training for new hires.    

/policies/
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Compass will offer a variety of accessible formats (alternatives to standard print) and communication supports 
(methods to assist communication) as outlined in the Customer Service Standard and further defined under this 
Standard.  
  
Accessible formats may include, but are not limited to, large print, recorded audio and electronic formats, braille, 
and other formats used by persons with disabilities. Communication supports include but are not limited to, 
captioning, alternative and augmentative supports such as the use of letter, word or picture boards, sign language, 

http://www.w3.org/TR/WCAG20/
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2. the means by which the associate is assessed on an individual basis; 
3. the manner in which Compass can request an evaluation by an outside medical or other expert, to 

determine if accommodation can be achieved and, if so, how accommodation can be achieved;  
4. the manner in which the employee can request the participation of a representative from their bargaining 

agent, where the employee is represented by a bargaining agent, or other representative from the 
workplace, where the employee is not represented by a bargaining agent, in the development of the 
accommodation plan; 

5. the steps taken to protect the privacy of the associate’s personal information;  
6. the frequency with which the individual accommodation plan will be reviewed and updated and the 

manner in which it will be done;  
7. the method by which we provide reasons for any individual accommodation plan being denied; and  
8. the means of providing the individual accommodation plan in a format that takes into account the 

associate’s accessibility needs due to disability. 
 

Individual accommodation plans will include any information regarding accessible formats and communications 
supports.  It will also include individualized workplace emergency response information and will identify any other 
accommodation that is to be provided.  For more information on accommodation in the workplace review the 
Duty to Accommodate Policy and Accommodation Request and Employer Response Form. 
 
Return to Work Process 
 
Compass will have in place and documented a return to work process for its associates who:  
a) Have been absent from work due to a disability. 
b) Require disability-related accommodations in order to return to work.  
The documented return to work process will outline the steps to facilitate the return to work, including 
documented individual accommodation plans, as described. 
 
Performance Management 
 
Compass takes into account the accommodation needs of its employees, including any individual accommodation 
plans of employees, when: (a) using performance management; (b) providing career development and 
advancement opportunities; and (c) redeploying employees.  Information on the accommodation needs will be 
included in individual accommodation plans.  
 
Design of Public Spaces: 
 
Compass shall satisfy the requirements of the Integrated Standards when building or making major changes to 
public spaces. Public spaces include: 

• Outdoor public eating areas like rest stops or picnic areas; and 
• Service-related elements like service counters, fixed queuing lines and waiting areas. 

 
Compass shall put procedures in place to prevent service disruptions to our accessible parts of our public spaces 
and shall work with its clients to ensure accessible elements of public spaces are maintained. 
 
Customer Service Standards: 
 
Compass is committed to providing access to goods and services to its customers in a manner that is consistent 

https://navigator.compass-canada.com/corporatesupport/PC/_layouts/15/WopiFrame2.aspx?sourcedoc=%7bD1A4CC36-F175-45F4-B92D-D42FFC981BDA%7d&file=Accommodation_Request_and_Employer_Response_Form.doc&action=default&DefaultItemOpen=1
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• 
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