
 
 
Renison University College Accommodation Policy for Customer Service 
 
This policy can be made available in an alternate accessible format upon 
request or with communication supports. The supports necessary will be 
determined upon consultation with the person with the disability and at a cost 
that is no greater than it would be to others. (Integrated Accessibility 
Standard, Customer Service, Section 80.51, Parts 1 and 2). 
  
There will also be paper copies available at Renison’s Reception Office, which 
will be indicated on a sign in the Reception office. (Integrated Accessibility 
Standards, Customer Service Standard (Section 80.46, Subsections 4 through 
6), (Section 80.47, Subsections 8 through 10), (Section 80.48, Subsections 3 
through 5), (Section 80.49, Subsections 6 through 8), (Section 80.50, 
Subsections 5 through 7). The same applies to any other policies and/or 
procedures Renison has in place. (Integrated Accessibility Standards, General, 
Section 3, Parts 1 through 3). 
 
In accordance with the Customer Service Standard of the AODA, Renison is 
delighted to provide accessible customer service in every way possible. 
 
This means that Renison will treat every person with a disability, whether they are a 
student, faculty member, staff, or guest of Renison (our “customers”) with dignity, 
always assuming their desire for independence, doing our best to integrate services 
provided to persons with disabilities with services provided to others, and ensuring 
that the opportunities afforded to persons with disabilities are equal to those 
afforded to others. Renison will also make an effort to communicate with persons 
with disabilities in ways that take into account their disability (Integrated 
Accessibility Standards, Customer Service (Section 80.46, Subsection 2, Parts 1 
through 4).  
 
The use of assistive devices is always welcome at Renison, for example wheelchairs, 
or alternative methods of communication. Any other methods a person may use to 
access facilities is also welcome (Integrated Accessibility Standards, Customer 
Service, Section 80.46, Subsection 3). 
 
Below, are details about other specific issues the Standard asks Renison to address: 
 
Service or guide dogs are welcome at Renison, while they are supporting or guiding 
a person with a disability. (Integrated Accessibility Standards, Customer 
Service, Section 80.47, Subsection 3). 
 



People who support those with disabilities are always welcome at Renison. They 
may accompany persons with disabilities at all times, unless prohibited by another 
policy at Renison (for example, if a person is writing an exam and a scribe is 
provided for them by AccessAbility Services). (Integrated Accessibility Standards, 
Customer Service Standards, Section 80.47, Subsection 4). 
 
If there is a documented reason why a person with a disability requires a support 
person for their safety of the safety of others, then Renison reserves the right to 
require the presence of a support person. In all other cases, the person with the 
disability is given the right to make the choice about the presence or absence of a 
support person. (Integrated Accessibility Standards, Customer Service, Section 
80.47, Subsection 5 a and b). 
 
If there is a performance or event at Renison for which there is admission, Renison 
will provide notice in advance about the price of admission for the support person. 
(Customer Service, Standard, Section 4, Part 6) 
If Renison requires the presence of the support person for some reason, then the 
admission fee will be waived. Integrated Accessibility Standards, Customer 
Service, Section 80.47, Subsection 6 and 7). 
 
 
Should there be a temporary disruption within the facilities that persons with 
disabilities may use (for example, entrances, the elevator or an accessible restroom), 
Renison will provide notice regarding this disruption. This will include the reason 
for the disruption, the duration of the disruption, and any alternative facilities that 
are available.  Such notices will be posted in a conspicuous place as well as on 
Renison’s website and via the WatSafe application provided by the University of 
Waterloo. (Integrated Accessibility Standards, Customer Service, Section 80.48, 
Subsections 1 and 2). 
 
Every person who interacts with the public on behalf  of Renison shall take the 
online Customer Service training provided by the University of Waterloo 
(https://uwaterloo.ca/disability-services/customer-service-standard-and-training). 
This training has also been provided to the people who wrote and reviewed these 
policies. This training will be provided to new employees as soon as possible when 
they commence their employment, or when any changes to policies, practices, and 
procedures are made. Records of those who have completed the training and when 
it was provided will be kept in the Human Resources offices. The Renison Customer 
Service Policy serves to explain what the training contains, where records will be 
stored, when this training was provided and how many employees have 
participated. This training includes the following: 
 

• Review of the purposes of the Act, and the section regarding training 
• How to interact and communicate with persons with disabilities 



• How to interact with persons with disabilities who use support people, guide 
or service animals, or other assistive devices 

• How to use any equipment or devices that Renison provides that help with 
provision of goods and services to persons with disabilities 

• What to do if a person with a disability is having trouble accessing Renison’s 
services (Integrated Accessibility Standards, Customer Service, Section 
80.49, Subsections 1 through 4). 

 
In accordance with the standard, as well as the general desire for improvement, 
Renison has a feedback process where people who visit or use the facilities at 
Renison can alert the College to any concerns they may have with Customer Service 
or the feedback process itself.  Renison will respond to any concern, whether it is in 
person, on paper, via the telephone, or via e-mail by carefully recording or storing 
the concern in the appropriate physical or electronic folder, then following up with 
the appropriate individual or department. Follow up will be provided with the 
person who brought the concern forward, whether the concern has been resolved or 
if further steps need to be taken. The feedback process will be made accessible to 
any person with disabilities in any way that is necessary, including accessible 
formats and communication supports. (Integrated Accessibility Standards, 
Customer Service, Section 80.50, Subsections 1 through 4). 
 
Note: For the sake of brevity, certain definitions and other aspects of the 
original standard were not included in this document, though Renison 
referenced these during the creation of this policy. To see more details about 
the Employment Standards, please see: 
https://www.ontario.ca/laws/regulation/110191 - BK22 For a copy of the 
Standard in an alternative format, please make a request to Renison 
Reception Office either in person, in writing, or via e-mail. 
 

  
 

 
 
 
 
 
 


