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Introduction
The Accessibility for Ontarians with Disabilities Act, 2005 (AODA) develops, implements, and enforces
accessibility standards so that goods, services, facilities, accommodations, employment, buildings, structures,
and premises are accessible to persons with disabilities.
Under the AODA, Ontario Regulation 191/11, entitled, “Integrated Accessibility Standards” Regulation
(IASR), came into force on July 1, 2011. The IASR establishes accessibility standards for information and
communication, employment, and transportation. The Alcohol and Gaming Commission of Ontario (AGCO) was
required to comply with the first of the phased-in requirements of the IASR beginning January 1, 2012, which
included providing AGCO staff members with disabilities with customized emergency information and making
emergency information accessible, upon request.
This Plan has been developed in accordance with the IASR. It outlines the AGCO’s commitment and strategy
to prevent and remove barriers, improve opportunities for people with disabilities, and address the current and
future requirements of the AODA. It will be provided in an alternative format upon request.
In accordance with the requirements, the AGCO will:
• Report annually on its progress in implementing this plan and its ongoing strategy to prevent and remove
barriers by updating this document and posting the updates on its website;
• Provide all information relating to this plan in alternative formats upon request; and
• Review and update this plan in consultation with persons with disabilities every three years and at least
once every five years.

Statement of Commitment
The AGCO is committed to treating all people in a way that allows them to maintain their dignity and
independence. The AGCO believes in integration and equal opportunity. The AGCO is committed to meeting
the needs of people with disabilities in a timely manner, and will do so by preventing and removing barriers to
accessibility and meeting accessibility requirements under the AODA.
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Customer Service
Ontario Regulation 429/07 – Accessibility Standards for Customer Service came into force on January 1, 2008.
The customer service regulation was the first standard developed under the AODA. The regulation required
public sector organizations, including the AGCO, to be in compliance with a number of accessible customer
service standards by January 1, 2010.
The AGCO’s Accessible Customer Service Policy Statement outlines the AGCO’s Commitment to Accessibility.
This policy states:
In fulfilling its mission, the AGCO strives at all times to provide accessible customer service to people
with disabilities.
The AGCO is committed to providing its goods and services to people with disabilities in a way that
respects their dignity and independence. It is also committed to giving people with disabilities the same
opportunity to access its goods and services and allowing them to benefit from the same services, in the
same place and in a similar way as other customers.

Definitions
Accessible Formats, as defined by the Regulation, may include, but are not limited to, large print, recorded
audio and electronic formats, braille and other formats usable by persons with disabilities.
Barrier, as defined by the AODA, means anything that prevents a person with a disability from fully
participating in all aspects of society because of his or her disability, including a physical barrier, an
architectural barrier, an information or communication barrier, an attitudinal barrier, a technological barrier, a
policy or a practice.
Communication Supports, as defined by the Regulation, may include, but are not limited to, captioning,
alternative and augmentative communication supports, plain language, sign language and other supports that
facilitate effective communications
Disability, as defined by the AODA and the Ontario Human Rights Code, is:
• 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 coordination, blindness 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.
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Feedback is considered as any comments, concerns, suggestions, or complaints about the AGCO’s services
received by the AGCO from the public, or AGCO customers or stakeholders.
Information, as defined by the Regulation, includes data, facts and knowledge that exists in any format,
including text, audio, digital or images, and that conveys meaning.
Internet Website, as defined by the Regulation, means a collection of related web pages, images, videos
or other digital assets that are addressed relative to a common Uniform Resource Identifier (URI) and is
accessible to the public
Web Content Accessibility Guidelines, as defined in the Regulation, means the World Wide Web Consortium
Recommendation, dated December 2008, entitled “Web Content Accessibility Guidelines (WCAG) 2.0”.
Web Page, as defined in the Regulation, means a non-embedded resource obtained from a single Uniform
Resource Identifier (URI) using Hypertext Transfer Protocol (HTTP) and any other resources that are used in the
rendering or intended to be rendered together with it by a user agent.
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AGCO’S 2013 MULTI-YEAR ACCESSIBILITY PLAN
The AGCO’s Accessibility Plan and Policies, first published in January 2013, is intended to be a living document
that is subject to ongoing review and updating – the AGCO will implement its policies in accordance with this
multi-year plan and also work to refine its practices and plans as required. The AGCO commits to updating this
multi-year plan every three years, and at least once every five years.
The AGCO will continue to report annually through this document on the status of actions taken in the previous
year to implement the multi-year plan, which will include the steps taken to comply with the IASR.
In 2014, the AGCO was the subject of a file review by the Accessibility Directorate of Ontario (ADO) to confirm
the AGCO’s compliance with the AODA and its standards. The review was conducted under the authority of
sections 16 and 17 of the AODA. The file review focused on AGCO’s compliance with the IASR in the areas of:
procurement under sections 5(1-2); training under sections 7(1-4); accessible feedback processes under section
11(1); accommodation requirements in recruitment processes under section 22; and recruitment, assessment
and selection process requirements under sections 23(1-2).
The ADO concluded that the information provided by the AGCO satisfied the requirements, and recommended
that the AGCO take the following actions:
“Update the AGCO’s Multi-Year Accessibility Plan to include the language found in the AGCO’s
Accessibility Customer Service Policy Statement indicating training will be provided on an on-going basis
as deemed necessary or in connection to changes in AGCO policies, practices and procedures.”
The AGCO has implemented the ADO’s recommendation (please see section 1B) of this plan, entitled
“Training”).
The AGCO will continue to educate and engage its employees in identifying, preventing and removing
barriers to aid the organization to better serve the public, and refine its policies and practices with respect to
accessibility.

1. General Requirements Under the IASR
A. Procurement
AGCO’s Policy:
The AGCO will ensure that it incorporates and uses accessibility criteria and features when procuring or
acquiring goods, services, or facilities, except where it is not practicable. When it is not practicable, the AGCO
will provide a written explanation, upon request. The AGCO will follow and incorporate any new requirements
as may be mandated by government and by the Ministry of Government and Consumer Services.
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Action Taken and Ongoing Activities:
In 2013 the AGCO reviewed its procurement processes to ensure that it continues to meet the requirements
under the IASR and follow those requirements mandated by the government and Ministry of Government
and Consumer Services, including any directives or guidelines related to meeting accessibility obligations in
procurement. The AGCO will continue to include accessibility criteria and features when procuring goods,
services or facilities, except where it is not practicable to do so.
Where it is not practicable to incorporate accessibility criteria and features into procurement processes, the
AGCO will provide a written explanation upon request.
The AGCO will also continue to incorporate any new requirements mandated by the government and the
Ministry of Government and Consumer Services.
Required Compliance: January 1, 2013
Status: Requirement met

B. Training
AGCO’s Policy:
In accordance with the IASR, the AGCO will ensure that all AGCO employees, volunteers and other persons
who provide goods, services or facilities on behalf of the AGCO, are trained on the requirements of Ontario’s
accessibility laws by providing training on the IASR and on the Human Rights Code as it relates to persons
with disabilities. This training will be provided on an ongoing basis to ensure all new AGCO employees receive
required training as soon as practicable.
Records of the dates of training and the number of individuals to whom it was provided will be maintained to
ensure all employees are educated on accessibility laws and requirements.
In addition, the AGCO will ensure the following individuals receive training on a number of topics outlined in
the Accessibility Standards for Customer Service:
• Staff, volunteers, agents/contractors and any other individuals who interact with the public or other third
parties on behalf of the AGCO; and,
• Staff, volunteers, agents/contractors and any other individuals who participate in the development of the
AGCO’s policies, practices and procedures governing the provision of goods or services to members of the
public or third parties.
All training will be provided on an on-going basis as deemed necessary or in connection to changes in AGCO
policies, practices and procedures.
Action Taken and Ongoing Activities:
Throughout 2013, all AGCO employees were trained on the requirements of Ontario’s accessibility laws
including the IASR and the Ontario Human Rights Code as it pertains to persons with disabilities. The time
requirement for staff to have received this was January 1, 2014. Training was delivered to staff over several
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sessions using resources approved by the OPS Diversity Office. Since that time, all new employees continue to
receive this training as part of their employee orientation.
The AGCO maintains records of the individuals trained, and the dates on which training was received.
In addition, training on the Accessibility Standards for Customer Service continues to be provided to all new
employees as part of employee orientation, or as soon as practicable after commencing their duties. Records
of this training are also maintained.
All training materials and resources pertaining to both the IASR and the Customer Service Standard can be
accessed by staff at any time via the AGCO’s intranet. In 2014, additional training e-courses were posted to
the AGCO’s intranet, which specifically address accessibility standards that organizations must meet in the
areas of Information and Communication and Employment under the IASR. Though these particular courses
are not mandatory for AGCO, staff are encouraged to increase their understanding of the issues and barriers
affecting persons with disabilities by watching these additional e-courses.
The AGCO also updated its training policy in 2014 further to the recommendation of the Accessibility
Directorate of Ontario, as outlined above, to re-confirm that training will be provided on an on-going basis as
deemed necessary or in connection to changes in AGCO policies, practices and procedures.
Required Compliance: January 1, 2014
Status: Requirement met

2. Information and Communications Requirements Under the IASR
The AGCO is committed to making information and communications accessible to people with disabilities.

A. Accessible Emergency Information
AGCO’s Policy:
Where the AGCO prepares emergency procedures, plans or public safety information and makes that
information available to the public, the information will be provided in an accessible format or with
appropriate communication supports, as soon as practicable, upon request.
Action Taken and Ongoing Activities:
While the AGCO does not currently make emergency procedures, plans or public safety information available
to the public, the AGCO will continue to ensure that any information that it prepares and makes available to
the public is provided in an accessible format upon request as soon as practicable. This includes information
about emergency procedures, plans or public safety that it may prepare and make available to the public in
future.
Required Compliance: January 1, 2012
Status: Requirement met
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B. Feedback
AGCO’s Policy:
The AGCO will ensure that its processes for receiving feedback are accessible to people with disabilities by
providing accessible formats or communication supports upon request.
Action Taken and Ongoing Activities:
The AGCO continues to monitor and review its feedback processes to ensure that they are accessible to
people with disabilities.
The AGCO maintains a feedback process which allows members of the public to comment on the provision
of goods or services to people with disabilities, and any other goods or services provided by the AGCO. The
process allows for comments in person, by telephone, in writing or by delivering an electronic text by email,
or otherwise. The feedback process, as outlined in the AGCO’s Accessible Customer Service Policy Statement,
specifies the actions that will be taken by the AGCO, if complaints or suggestions are received. The AGCO’s
Customer Service policies are reviewed annually and updated as required.
Required Compliance: January 1, 2014
Status: Requirement met

C. Accessible Formats and Communication Supports
AGCO’s Policy:
The AGCO will, upon request, provide or arrange for the provision of accessible formats and communication
supports to persons with disabilities in a timely manner, taking into account the person’s accessibility needs
and ensure the public is aware of the availability of accessible formats and communication supports.
Action Taken and Ongoing Activities:
While the AGCO’s Customer Service Policy Statement and website reflect the AGCO’s commitment to ensuring
its documentation or the content is made accessible to people with disabilities, in 2014 the AGCO reviewed
its policies and practices to ensure compliance with section 12 of the IASR by making sure accessible formats
and communication supports are provided or arranged upon request and in a timely manner. The AGCO
also reviewed and updated its website to ensure that the public is aware, and it is clear that accessible
formats and communication supports are available. The AGCO’s Customer Service policies, as well as this
accessibility plan and policies, are reviewed annually and updated as necessary.
Required Compliance: January 1, 2015
Status: Requirement met
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D. Accessible Websites and Content
AGCO’s Policy:
The AGCO currently meets, and will ensure it continues to meet, the Web Content Accessibility Guidelines
(WCAG) 2.0, Level A, in regards to any of its new websites and web content on those sites, except where it is
not practicable to do so. Where it is not practicable, the AGCO will, upon request, provide or arrange for the
provision of accessible formats and communication supports with respect to its information or content on its
website to persons with disabilities in a timely manner, taking into account the person’s accessibility needs.
By January 1, 2021, the AGCO will conform with WCAG 2.0, Level AA, in regards to its websites and web
content.
Action Taken and Ongoing Activities:
In 2013, the AGCO conducted an audit of its website to determine its compliance with WCAG 2.0, Level A,
as required by January 1, 2014. The results of the audit indicated that the AGCO currently meets WCAG 2.0,
Level A standards with respect to its website. The AGCO endeavors to make all of its communications and
publications accessible, and will ensure it continues to meet WCAG 2.0, Level A Standards when updates,
upgrades or changes are made to its website. The AGCO will continue to assess its website to ensure the
content is as accessible as possible. Where making web content accessible to WCAG 2.0 Level A standards is
not practicable and when requested to do so, the AGCO will provide or arrange for the provision of accessible
formats and communication supports for information or content on its website in a timely manner, taking into
account the person’s accessibility needs.
Required Compliance: WCAG 2.0 Level A - January 1, 2014
Status: Requirement met and ongoing
Required Compliance: WCAG 2.0 Level AA – January 1, 2021
Status: Target completion date is January 1, 2021

3. Employment Requirements Under the IASR
The AGCO is committed to fair and accessible employment practices that attract and retain talented
employees with disabilities.

A. Workplace Emergency Response Information
AGCO’s Policy:
Where the AGCO is aware of an employee’s disability, and where it is necessary, the AGCO will provide
individualized workplace emergency response information to employees as soon as practicable after becoming
aware of the need for accommodation. Only with the employee’s consent, the AGCO will also provide the
workplace emergency response information to the person designated by the AGCO to provide assistance to
that employee.
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The AGCO will ensure that individualized workplace emergency response information is reviewed when
employees move to a different location within the AGCO, when employees’ overall accommodation needs or
plans are reviewed, and when the AGCO’s general emergency response policies are reviewed.
Action Taken and Ongoing Activities:
The AGCO is committed to ensuring that plans and preparations are in place for specific needs of employees
with disabilities should an emergency situation arise.
In accordance with the Regulation, as of January 1, 2012, the AGCO has provided, and will continue to
provide, individualized workplace emergency response information to employees upon request. The AGCO will
continue to review this process to ensure it is effective and the dignity of its employees is maintained.
Required Compliance: January 1, 2012
Status: Requirement met

B. Recruitment
AGCO’s Policy:
The AGCO will ensure that its employees and the public are notified and aware that accommodations for
applicants with disabilities are available upon request. This will include job applicants selected to participate
in an assessment or selection process.
The AGCO will ensure that it provides or arranges for the provision of a suitable accommodation, in
consultation with the applicant, and in a manner that takes into account the applicant’s accessibility needs.
Action Taken and Ongoing Activities:
In 2013, the AGCO took steps to ensure that its employees and the public are aware of the availability of
accommodations for disabilities, where needed, to support participation in all areas.
For example, in terms of the AGCO’s recruitment activities, the AGCO revised all job advertisements to include
notification that disability related accommodations are available upon request. Job applicants selected to
participate in an assessment or interview are also notified when invited to participate in an interview. In the
event that accommodations are required, they are provided in consultation with the applicant in order to take
into account the applicant’s accessibility needs.
The AGCO’s website has also been updated to include information relating to the availability of
accommodations.
Required Compliance: January 1, 2014
Status: Requirement met
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C. Information for employees
AGCO’s Policy:
The AGCO will ensure that current and new employees are notified and aware of the AGCO’s policies for
accommodating and supporting employees with disabilities, and employees are informed of any changes to
such policies.
Action Taken and Ongoing Activities:
The AGCO ensures that all employees are notified of any changes to current policies, and of the
implementation of any new policies via internal e-mail communications, as well as the AGCO’s intranet site
where all current and new policies are posted and available to employees.
In addition, new AGCO employees must participate in a mandatory orientation session where they are
provided with information on the AGCO’s employment policies including, for example:
• The Equal Employment Opportunity Policy
• The AGCO’s Absence and Disability Management Program
• The Accommodation and Return to Work Policy
Required Compliance: January 1, 2014
Status: Requirement met

D. Processes to accommodate employees
AGCO’s Policy:
Where the AGCO is aware of an employee’s disability, and where it is requested by an employee, the
AGCO will consult with the employee to provide or arrange for the provision of accessible formats and
communication supports suitable to the employee for any information that is needed in order to perform their
job, and any information that is generally available to employees in the workplace.
The AGCO will maintain a written process for the development of documented individual accommodation
plans for employees with disabilities.
For employees who were absent from work due to a disability, the AGCO will maintain a return to work
process and develop individualized return to work plans and accommodation plans for those employees as part
of the process.
The AGCO will ensure the accessibility needs of employees with disabilities and their individual
accommodation plans are taken into account when assessing an employee’s performance, when providing
career development and advancement to an employee, and when redeploying an employee.
Action Taken and Ongoing Activities:
In 2013, the AGCO updated its Accommodation and Return to Work Policy and Short-Term Income Protection
Policy. The AGCO also introduced an Absence and Disability Management Program in June 2013, which is
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offered through Morneau Shepell, one of Canada’s leading providers of services that help employees and
employers manage health and wellness.
These policies are intended to support employees with disabilities by implementing processes which allow for
individualized plans for each person’s accommodation needs, a fair return to work process for employees who
were absent from work due to disability, and to ensure the AGCO takes into account the accessibility needs
of its employees, including when providing career development and advancement to an employee, or when
redeploying an employee.
Required Compliance: January 1, 2014
Status: Requirement met

4. Design of Public Spaces Standards (Accessibility Standards for the Built
Environment)
AGCO’s Policy:
The AGCO will ensure that any new construction or redevelopment of areas, facilities or structures that the
AGCO intends to maintain meet the requirements set out in section 80 of the IASR.
The AGCO will maintain the following procedures for preventative and emergency maintenance of the
accessible elements in its public spaces:
a) AGCO staff will perform regular monitoring and checks of accessible elements of AGCO public spaces; and.
b) AGCO staff, upon identification of any issue impacting accessible elements in AGCO’s public spaces, will
report any findings to building operations management as soon as reasonably possible for timely remediation
and/or emergency maintenance, where necessary.
In addition, and as outlined in the AGCO’s Accessible Customer Service Policy, in the event of any temporary
disruptions affecting the accessible elements in the AGCO public space, due to maintenance or otherwise, the
AGCO will notify the public through the following procedure:
a) In the event of a planned service disruption to facilities and services that are relied upon by people with
disabilities to access AGCO goods or services, including accessible elements of AGCO public spaces that are
not in working order, notice of the disruption shall be provided in advance.
b) In the event of an unexpected disruption, notice will be provided as soon as possible.
c) Notice will include information about the reason for the disruption, its anticipated duration and a
description of alternative facilities and services that may be available.
d) Notice may be given by posting the information in a conspicuous place on premises owned or operated by
the AGCO, at customer service counters located at the AGCO Head Office or regional sites, and/or posted on
the AGCO’s website or by such other method as is reasonable under the circumstances.

12 / 13

Action Taken and Planned Activities:
If any construction or redevelopment of the public spaces at AGCO head office is planned on or after January
1, 2016, the AGCO will evaluate plans to ensure they meet the standards set out in section 80 of the IASR,
including technical requirements relating to service counters, queuing guides, and waiting areas.
In 2014, the AGCO reviewed and updated its current policy and procedures for addressing temporary service
disruptions, as outlined in the AGCO’s Accessible Customer Service Policy, to clarify that the policy also
applies to accessible elements in AGCO public spaces.
In 2015, the AGCO developed and implemented procedures for preventative and emergency maintenance of
the accessible elements in its public spaces. As a result of the new policy and procedure, AGCO staff are
required to include regular monitoring and checks of accessible elements of AGCO public spaces as part
of current facilities monitoring activities. Procedures are also in place to ensure timely remediation and
emergency maintenance of accessible elements in AGCO public spaces when necessary.
Required Compliance: January 1, 2016
Status: Requirement met

Related Documents
• AGCO’s Accessible Customer Service Policy Statement
• AGCO’s Customer Service Standards
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