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 Rev.  
Date Change Description Initials 

0 
1JAN12 

Effective date of this policy, originally titled Providing Goods and 
Services to People with Disabilities. 

RM 

1 
19SEP14 Minor changes RM 

2 
21NOV16 

Changed title, other minor changes, training will be provided on up to 
date policy 2DEC16 

RM 

3 
15DEC20 Policy Reviewed, minor changes RM 

4 
10AUG23 Policy Reviewed, no changes RM 

5 
19FEB26 Policy Reviewed, no changes PC 

 

Purpose & General Information: 
Priority Mechanical Services Ltd is committed to excellence in serving all customers including people with disabilities.  Our 
policy aligns with the purpose of the Accessibility for Ontarians with Disabilities Act, 2005 and the Ontario Human Rights 
Code.  Its goal is to make Ontario accessible for people with disabilities by 2025 by developing and enforcing accessibility 
Standards.  
 
Key Areas Include: 

• Customer Service 

• Information & Communications 

• Employment 

• Transportation 

• Design of Public Spaces 
 
This policy deals with the specifics of providing Accessible Customer Service.  Our Accessibility Policy and Multi-Year 
Plan deals with General Requirements, Information & Communications, Employment, and the Design of Public Spaces as 
they relate to Priority Mechanical Services.  We do not have a policy relating to Transportation as it does not relate to us.   
 
Definitions 
Disability - Includes physical disability as well as, vision, hearing, speech, developmental, learning, and mental health 
disabilities. 
 
Barrier – Can be in the environment or can be attitudinal.  Barriers can be visible or non-visible.  Physical barriers or a 
process or policy can prevent equal access.  The format of information can also be a barrier.  An attitudinal barrier stems 
from the way a person may think of behave. 
 
Requirements of Accessible Customer Service 

• Creation of a policy 

• Consideration of a person’s disability 

• Allow assistive devices 

• Allow service animals 
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• Welcome support persons 

• Informing the public when facilities/services are temporarily unavailable 

• Invite customer feedback 

• Training staff 
 
At Priority Mechanical Services Ltd we meet all the requirements of accessible customer service with the creation of this 
policy.   
 
Communication  
 
We will communicate with people with disabilities in ways that consider their disability.  Upon request and in consultation 
with the customer we will accommodate our customers in a timely manner. 
 
Assistive devices 
 
We will ensure that our staff is trained and familiar with various assistive devices that may be used by customers with 
disabilities while accessing our goods or services.  We allow customers to use their own assistive devices.  Upon request 
and in consultation with the customer we will accommodate our customers in a timely manner if they need something in 
an alternate format. 
 
Service animals 
 
We welcome people with disabilities and their service animals. Service animals are allowed on the parts of our premises 
that are open to the public.  
 
Support persons 
 
A person with a disability who is accompanied by a support person will be allowed to have that person accompany them 
on the parts of our premises that are open to the public. 
 

• Fees will not be charged for support persons. 
 
 Notice of temporary disruption 
 
In the event of a planned or unexpected disruption to services or facilities for customers with disabilities in the Showroom 
at Priority Mechanical, Priority Mechanical Services Ltd. will notify customers promptly. 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. 
 

• The notice will be placed in showroom at front entrance. 
 
 
Training for staff 
 
Priority Mechanical Services Ltd.  will provide training to employees, volunteers and others who deal with the public or 
other third parties on their behalf.  
 
Individuals in the following positions will be trained: 
 

• All employees and subcontractors of Priority Mechanical. 
 
This training will be provided to staff when employee is completing their orientation prior to beginning their employment or 
as soon as possible after that. 
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Training will include: 
 

• An overview of the Accessibility for Ontarians with Disabilities Act, 2005 and the requirements of the customer 
service standard  

 

• Priority Mechanical Services Ltd. plan related to the customer service standard.  
 

• How to interact and communicate with people with various types of disabilities  
 

• How to interact with people with disabilities who use an assistive device or require the assistance of a service 
animal or a support person  

 

• What to do if a person with a disability is having difficulty in accessing Priority Mechanical Services Ltd. goods 
and services 

 
Staff will also be trained when significant changes are made to our plan.  Group training will be recorded on an attendance 
record by having employees sign that they received training.  Individual training will be recorded by having employee sign 
they received training on the employee change form/job offer they receive.  They will also receive a quick reference card 
containing a summary of topics covered. 
 
Feedback process 
 
Customers who wish to provide feedback on the way Priority Mechanical Services Ltd. provides goods and services to 
people with disabilities can by email at info@prioritymechanical.ca, in writing at 3160 Alps Rd, Ayr ON  N0B 1E0, or by 
Phone at 519-632-7116. 
 
All feedback will be directed to Administration.  

• Customers can expect to hear back in 60 days.  
 

• Complaints will be addressed according to our organization’s regular complaint management procedures. 
 
 
Modifications to this or other policies 
 
Any policy of Priority Mechanical Services Ltd. that does not respect and promote the dignity and independence of people 
with disabilities will be modified or removed. 
 


