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POLICY:  Accessibility Standards  
 
SCOPE: This policy applies to all persons who, on behalf of Fuller, provide 

goods and services to the public or other third parties. This includes our 
employees, agents, contractors, and other third parties. 

 
 The policy also applies to all persons responsible for the development, 

implementation or oversight of our policies, practices, and procedures. 
 
PROCEDURE: 
 
1.  PURPOSE AND POLICY STATEMENT 
 

The goal of the Accessibility for Ontarians with Disabilities Act, 2005 (“AODA”) is to create 
a more accessible Ontario by identifying, and to the extent possible, preventing and 
eliminating barriers experienced by persons with a disability.  
 

We at  Fu l le r  are committed to excellence in service and strive to make our services 
accessible to persons with disabilities, consistent with the principles of independence, 
dignity, integration and equality of opportunity.  
 
This policy has been established in order to comply with the standards developed under the 
Accessibility for Ontarians with Act, 2005, including the Accessibility Standards for Customer 
Service established by Ontario Regulation 429/07, and the Integrated Accessibility 
Standards Regulation (IASR) established by Ontario Regulation 191/1, and all regulations 
pursuant to this Act. 
 
2.  DEFINITIONS 
 
The AODA contains and refers to various definitions that are relevant to this policy, as 
set out below. 
 

a) Assistive Device: Any device used to assist a person in performing a particular task 
or tasks or to aid that person in activities of daily living. 
 

b) Barrier: Anything that prevents a person with a disability from fully participating in 
all aspects of society because of his or her disability.  Barriers may take different 
forms and include a physical barrier, an architectural barrier, information or 
communication barriers, an attitudinal barrier, a technological barrier, o r  a policy, 
practice, or procedure that an organization may employ.  
 

c) Disability: 

• 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 
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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; 

• a condition of mental impairment or a developmental disability; 
• a learning disability, or a dysfunction in one or more of the processes involved 

in understanding or using symbols or spoken language; 
• a mental disorder; or 
• an injury or disability for which benefits were claimed or received under the 

insurance plan established under the Workplace Safety and Insurance Act, 
1997  

 
d) Guide Dog: a dog trained as a guide for a person who is blind or visually impaired 

and having the qualifications prescribed by the regulations under the Blind Persons’ 
Rights Act, 1990. 
 

e) Service Animal: An animal, including but not limited to a Guide Dog, is acting as a 
service animal for a person with a disability, if (a) it is readily apparent that the 
animal is used by the person for reasons relating to his or her disability; or (b) the 
person provides a letter from a physician or nurse confirming that the person 
requires the animal for reasons relating to the disability. 

 
f) Support Person: in relation to a person with a disability, another person who 

accompanies him or her in order to assist with communication, mobility, personal 
care or medical needs, or with access to goods or services.  

 
g) “We,” “Our” and “Staff”: Fuller and its employees, agents, and contractors. 

 
3.  CORE PRINCIPLES OF THE POLICY 
 
We endeavor to ensure that the Policy and related practices and procedures are consistent 
with the following four (4) core principles:  
 
a) Dignity: Persons with a disability should be treated as deserving of service as any 

other person. 
 

b) Equality of Opportunity:  Persons with a disability should, where possible, be given an 
opportunity equal to that given to others to obtain, use and benefit from our services. 
 

c) Integration:  Wherever possible, persons with a disability should benefit from our 
services in the same place and in the same or similar manner.  In circumstances 
where integration does not serve the needs of the person with a disability, services 
will, to the extent possible, be provided in another way that takes into account the 
person’s individual needs. 
 

d) Independence: Goods and services should, where possible, be provided in a way that 
respects the independence of persons with a disability.  To this end, we will be willing 
to assist a person with a disability but will not do so without the express permission of 
the person. 
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  5. PROVIDING GOODS AND SERVICES TO PERSONS WITH A DISABILITY 
 
a)  Policies, Practices, and Procedures: 

Fuller shall take all reasonable efforts to ensure that its policies, practices and 
procedures which impact the delivery of its goods and services to the public or to 
other third parties are consistent with the principles of dignity, equality of 
opportunity, integration and independence as defined above. 
 

b) Communications: 
Fuller staff will communicate with persons with a disability in a manner that is 
accessible and takes into account the person’s disability.  Mediums of 
accessible communication and approaches for communication are currently set out in 
our training program. 

 
c) Use of Assistive Devices: 

Fuller is committed to serving persons with disabilities who use assistive devices to 
obtain, to use, or to benefit from our goods and services.  Persons with a disability 
are permitted, where possible, to use their own Assistive Device for the purposes of 
obtaining, using or benefiting from our goods and services.   

 
If there is a physical, technological or other type of barrier that prevents the use of an 
Assistive Device on our premises we will make reasonable efforts to attempt to 
remove that barrier upon request.  If we are not able to remove the barrier we will 
ask the person how he/she can be accommodated and what alternative methods of 
service would be more accessible to him/her.  We will make reasonable efforts to 
provide an alternative means of assistance to the person with a disability. 

 
d) Use of Service Animals: 

Fuller is committed to welcoming persons with disabilities and their service animals 
at our premises that are open to the public and other third parties, and welcomes the 
person, where possible, to keep the service animal with them at all times.  
 
On the rare occasions where another law prohibits a Service Animal from entering our 
premises and a Service Animal must be excluded, we will explain to the person why this 
is the case and explore alternative ways to meet the person’s needs.  
 
A person with a disability who is accompanied by a Guide Dog or Service Animal is 
responsible for maintaining care and control of the animal at all times while on our 
premises and for cleaning up after the animal if able to do so. 
 
 

e) Support Persons: 
On occasion persons with disabilities require the assistance of a support person in 
order to help with communication, mobility, personal care or medical needs or with 
access to goods and services. Fu l le r  is committed to welcoming persons with 
disabilities accompanied by a support person.  
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If necessary, for protecting the health and safety of the person with the disability or 
others on the premises, Fuller may require a support person to accompany a person 
with a disability.   
 
In the event that Fuller holds a function for which it charges attendees an admission fee, 
we will ensure that, if a separate admission fee is to be charged for a Support Person, 
advance notice is provided of the existence and the amount of the admission fee to be 
charged. 
 

f) Notice of Temporary Disruptions in Services and Facilities: 
If there is a temporary disruption in facilities or services which are utilized by persons 
with disabilities, completely or in part, Ful ler will communicate this by providing 
notice of the disruption. The notice shall be posted appropriately at the facility when 
appropriate. When the disruption is planned, advanced notice will be provided. This 
notice will include information about the reason for the disruption, its anticipated 
duration, and a description of alternative facilities or services, if available. 
 
 

g) Emergency Situations: 
Staff will be familiar with emergency procedures and how to assist third parties or 
employees who may require assistance during an emergency. 

 
6. TRAINING 
 
Training will be provided to all persons to whom this Policy applies as soon as practicable 
after he or she is assigned the applicable duties. 
 
The training will include the core principles of customer service which include: dignity, 
equity, inclusion, independence, integration, sensitivity and equality. 
 
The required training must include: 
a) the purpose and requirements of the Accessibility for Ontarians with Disabilities Act, 

2005. 
b) information on how to communicate and interact with persons with various types of 

disabilities; 
c) how to interact with persons who have an assistive device or require the 

assistance of a service animal or support person; 
d) how to learn about the use of various assistive devices; 
e) what to do if a person has difficulty accessing Fuller goods and services; and, 
f) Fuller policies, practices and procedures relating to the AODA. 

 
Training will also be provided on an ongoing basis when changes are made to these 
policies, practices and procedures. 
 
A training program of varying modules will be implemented which will ensure compliance 
and meet the needs of various departments and employee groups. 
 
Records will be kept indicating the date and training provided, and the number of 
individuals to whom it was provided and shall be maintained in accordance with the 
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requirements of the Standard. 
 
7. FEEDBACK 
 
The ultimate goal of Ful le r is to meet and surpass expectations while providing 
service. We welcome and appreciate feedback regarding how we deliver goods and 
services to persons with disabilities. An accessible, simple to use system of providing 
feedback and complaints will be made available through a range of service channels.  
 
Feedback can be provided by contacting the Human Resources department in the 
following ways:  
 

• In person at 65 Nelson Rd, Lively, ON P3Y 1P4 
• By telephone at (705) 682-2777 
• In writing at 65 Nelson Rd, Lively, ON P3Y 1P4 
• By email sara.stewart@fullerindustrial.com   

 
The attached Customer Service Feedback form can be used for the purposes of providing 
Feedback, if desired. 
 
Where possible, Fuller will make reasonable efforts to respond to complaints at the time that 
the complaint is made.  Where an immediate response is not possible Fuller will make 
reasonable efforts to ensure that the individual who has made the complaint receives a 
response.    
 
Further information regarding the process for receiving and responding to feedback can be 
found by contacting Human Resources in person, in writing, by telephone, or by e-mail as 
set out above. 
 
8.   MULTI-YEAR ACCESSIBILITY PLAN 
 
Fuller shall produce a Multi-Year Accessibility Plan. The plan will be posted on Fuller’s 
website, and shall be made available in an accessibility format upon request. The plan shall 
be reviewed and, if necessary, updated at least once every five (5) years. 
 
9.   SELF-SERVICE KIOSKS 
 
Fuller will have regard to the accessibility for persons with disabilities whenever we design, 
procure or acquire a self-service kiosk. 
 
10.  ACCESSIBLE WEBSITES AND WEB CONTENT 
 
By 2021, Fuller’s website and all web content will meet the Web Content Accessibility 
Guidelines 2.0, Level AA. If, before that time, we create a new website, or our current 
website undergoes a significant refresh, we will ensure it conforms to the Web Content 
Accessibility Guidelines 2.0, Level A. 
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11.   DOCUMENTATION TO BE MADE AVAILABLE 
 
The Policy shall be made available to any member of the public upon request.  Notification 
of same shall be posted on our premises.  
 
12.   FORMAT OF DOCUMENTS 
 
We will, wherever possible, provide documents, or the information contained in documents, 
required to be provided under the Standard, to a person with a disability in a format that 
takes the person’s disability into account.  
 
13.   QUESTIONS ABOUT THE POLICY 
 
For more information about the Policy or for questions regarding our practices and 
procedures for accessibility, please contact:  Human Resources in person, in writing, by 
telephone, or by e-mail as set out in 7. Feedback, above.  
 
FORMS: Customer Service Feedback form 
 


