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Struggling with how to begin

· Not sure how extensive your operating practices review should be

· Deciding on the training approach that is practical for your organization

Following these steps will assist you in complying with the law, which requires you to develop policies, procedures, practices and train staff:
1 Become informed about the Accessibility for Ontarians with Disabilities Act (AODA) Customer Service Standard. Visit www.AccessAbilityAdvantage.ca or call us. We would be happy to provide this information over the phone.

2 Obtain training on the requirements of the legislation. The Customer Service Regulation states that decision-makers and policy-makers must be trained on different subjects than other staff members will undertake. After this training, you will know how to develop your policies and procedures and review practices. 
An AccessAbility Advantage trainer will come to your location and deliver a one-hour Decision-Maker and Policy-Maker program. For organizations in the GTA the cost is $600, all materials included.
3 Create your action plan. An AccessAbility Advantage expert will meet with a small group of decision-makers and policy-makers for up to two hours. Depending upon location this consultation can be provided by phone or in person. We will give you the knowledge you need to become compliant, including a specific action plan that is appropriate and practical for your organization. The cost is $200 + travel expenses.

4 Consider how you will train staff. You have options, including using an internal trainer, hiring an external party to train your staff, or E-Learning. Appendix A is a summary of options, including key deciding factors.

· If you will use an internal trainer, attend an Accessible Customer Service Train-The-Trainer program. Call AccessAbility Advantage for more information about public and customized train-the-trainer courses. 

Our train-the-trainer courses train you on all aspects of the legislation so your trainers will leave with the information they require to make your organization compliant. This includes decision-maker / policy-maker and staff training programs. 

OR

· If you would like a trainer to come to your location and deliver a program to your staff, you should consider a decision-maker and staff training program. You should develop your policies and procedures prior to running the training program. Call AccessAbility Advantage for more information about our training programs.

OR

· Register your staff for an E-Learning course. You should develop your policies and procedures prior to running the training program. Call AccessAbility Advantage for more information about our E-Learning course or visit www.AODATraining.org. 

5 Develop your policies and procedures. Review practices. You should review and complete a gap analysis of your policies, procedures and practices. You must also develop new policies and procedures. We can support this in varying degrees.
· The Ontario Government has developed reference tools which your staff can use to develop your policies and procedures. If you have internal resources responsible for developing draft documents and implementing the policies within your organization, we can provide minimal support and oversight. We will review templates together and discuss the services your organization offers and how they are offered. We then recommend an approach that is practical and appropriate for your organization. This will involve several hours of telephone and email support. 

OR

· Alternately, we can take a lead role. We will: 

· Map the customer experience, including all service entry points;

· Evaluate existing policies, procedures and practices for accessibility; 

· Collaborate with you to recommend changes to practices, including service delivered electronically, face-to-face and by telephone; and

· Develop customer service policies and procedures (stand-alone or integrated with existing).

Our cost to support policy development varies based on the size of the organization. Please contact us for a quote.
6 Deliver Training. Regardless of the mode of training, you must train: 
a) People who are involved in developing your policies, practices and procedures on the provision of goods or services; and 
b) All other staff who interact with people outside of your organization (whether by phone, email or in person).
7 Report compliance. Compliance reporting involves logging on to a government website to answer a number of questions about what you have done to comply with the law. 

There is no information available at this time about how the government will audit the report you submit. We believe it is prudent to ensure that you have documented your activities, and confirmed with experts that your approach is appropriate. We support organizations by reviewing their compliance activities and provide guidance on any changes that should be made and documents / records that should be maintained in the event they are required during a future audit. The cost for this service is $300.
Appendix A: Summary of Training Options
	
	Train-the-Trainer
	Direct to Staff
	E-Learning

	Impact of learning experience
	· Great quality for trainers
· Good quality for staff but trainers do not have significant background with people with disabilities

	· Best quality experience
· Interactive

· Person living with disability shares real-life experiences
	· Moderate (no face-to-face interaction)
· Can be customized to your business

	Ease of use for administrators
	· Time consuming for internal trainer(s)
	· Easy to coordinate but not easily repeated on an ongoing basis

	· Easiest, available on demand
· Good for new hires post-2012

	Cost
	· $1,195 / trainer for public sessions
	· Depends on number of people, sessions and location. Call for quote.

	· $21.00 - $35.00 per person depending on volume. Visit www.AODATraining.org for details.

	Course length
	· 2 days for trainers
	· About 2 hours
	· 45 minutes (out of box)




