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Accessible Customer Service eLearning

SOURCES and RESOURCES

Here is a list of quality general resources on accessibility, as well as sources of information used in this eLearning course on accessible customer service. 



AODA, CUSTOMER SERVICE STANDARD, ACCESSIBILITY

Accessibility for Ontarians with Disabilities Act, 2005, (AODA): http://www.accesson.ca/mcss/english/pillars/accessibilityOntario/what/AODA_2005.htm 

Ontario Regulation 429/07: Accessibility Standards for Customer Service: http://www.e-laws.gov.on.ca/html/source/regs/english/2007/elaws_src_regs_r07429_e.htm
Summary of Requirements: Accessibility Standards for Customer Service: http://www.cfcs.gov.on.ca/NR/rdonlyres/6B812F75-88E4-4731-9BA0-7F9FE01F70BD/1898/SummaryofRequirementsJAN172008EN.pdf
Guide to Accessibility Standards for Customer Service, Ontario Regulation 429/07: http://209.167.40.96/page.asp?unit=cust-serv-reg&doc=guide&lang=en
Compliance Manual: Accessibility Standards for Customer Service, Ontario Regulation 429/07: http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/accesson/compliance/customer/Compliance_Manual.htm 

Frequently Asked Questions about the Accessible Customer Service Standard Regulation: http://www.accesson.ca/mcss/english/pillars/accessibilityOntario/questions/aodo/faqs_cusreg.htm
Ontario Ministry of Community and Social Services: 

· General information: http://www.mcss.gov.on.ca/mcss/splash.htm
· Accessibility terminology: Talk About Disabilities: Choose the Right Word: http://www.mcss.gov.on.ca/mcss/english/how/howto_choose.htm 

Accessibility Directorate of Ontario (Access ON): http://www.accesson.ca/ado/english/ 
Ontario Human Rights Commission 

· General information: http://www.ohrc.on.ca/en 

· Disability issues: http://www.ohrc.on.ca/en/issues/disability 

STUDENTS WITH DISABILITIES

Mad Students Society (MSS): http://www.madstudentsociety.com/ 

Accommodating Students with Disabilities (Ontario Human Rights Commission): http://www.ohrc.on.ca/en/resources/factsheets/Priciples  

Helping Students Succeed / Learning Disabilities (Disabilities Assessment Centres of Ontario): http://www.accesstolearning.ca/index.php?view=article&id=84%3Acambrian-college-and-queens-university-helping-students-succeed-learning-disabilities-assessment-centres-of-ontario&option=com_content&Itemid=61
Yale Centre for Dyslexia and Creativity: http://dyslexia.yale.edu/ 

ASSOCIATIONS FOR PERSONS WITH DISABILITIES

American Association on Intellectual and Developmental Disabilities: http://www.aamr.org/content_100.cfm?navID=21
American Association Speech-Language-Hearing Association: http://www.asha.org/default.htm)

Canadian Association of the Deaf: http://www.cad.ca/ 

Canadian Council of the Blind: http://www.ccbnational.net/new/index.php?Welcome 

Canadian Deafblind and Rubella Association: http://www.cdbraontario.ca/ 

Canadian Hard of Hearing Association: http://chha.ca/chha/ 
Canadian Hearing Society: http://www.chs.ca/
Canadian National Institute for the Blind: http://www.cnib.ca/
Centre for Developmental Disability Health Victoria (strategies for communicating and interacting with someone with an intellectual or development disability): http://www.cddh.monash.org/assets/documents/working-with-people-with-intellectual-disabilities-in-health-care.pdf 

Royal Institute of the Blind (UK): http://www.rnib.org.uk 

UNIVERSAL DESIGN and UNIVERSAL INSTRUCTIONAL DESIGN

Seven Principles of Universal Design (Centre for Universal Design): http://www.design.ncsu.edu/cud/about_ud/udprinciples.htm 

Universal Instructional Design at the University of Guelph: http://www.tss.uoguelph.ca/uid/ 

Universal Design of Instruction (UDI): Definition, Principles and Examples (University of Washington): http://www.washington.edu/doit/Brochures/Academics/instruction.html
Institute for Inclusion: http://www.instituteforinclusion.org/
ALTERNATVE FORMATS

Adaptive Resource Technology Centre, University of Toronto (offers an online course on Understanding Web Accessibility): http://atrc.utoronto.ca/.

Resource Services Library (provides alternate format media to students with disabilities): http://rsl.psbnet.ca/rsl2005/StaticInfomationPage/WhoWeAre.aspx.
ASSISTIVE DEVICES 

Telephone relay services: http://www.bell.ca/specialneeds/PrsSN_SvcRelay.page 

FAMOUS PERSONS WITH DISABILITIES

Tom Cruise: http://www.childrenslearningcenters.org/news/tomcruise.pdf
Whoopi Goldberg: http://organizedwisdom.com/Whoopi_Goldberg_and_Dyslexia
Stephen Hawking: http://www.hawking.org.uk/
Charles Schwab: http://www.stanfordalumni.org/news/magazine/1999/marapr/articles/schwab.html 
OTHER SOURCES

Woodcock, K., & Aguayo, M. (2000) Deafened People: Adjustment and Support, Toronto: University of Toronto Press
Prince-Hughes, D. (2005) Songs of the Gorilla Nation: My Journey through Autism, New York: Harmony Books/Random House
Tanya Titchkosky, “Disability: A Rose by Any Other Name? ‘People First’ Language in Canadian Society, Canadian Review of Sociology and Anthropology, The, May 2001 (http://findarticles.com/p/articles/mi_go2771/is_2_38/ai_n28846363/?tag=content;col1)

PRINTABLE RESOURCES

· Module 1 Summary: Understanding the AODA and the Accessibility Standards for Customer Service

· Module 2 Summary: Communicating with Customers with Disabilities

· Module 3 Summary: Serving Customers with Disabilities

· Common Myths about Disabilities



Accessible Customer Service
1


Accessible Customer Service
3

