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Associated Engineering (Ont.) Ltd. 
Suite 200, 165 Commerce Valley Drive West 

Markham, Ontario, Canada,   L3T 7V8 
 

TEL:  416.622.9502 
FAX:  416.622.6249 

www.ae.ca 
March 16, 2021 
 
 
 
 
Re: AODA COMMITMENT & CUSTOMER SERVICE STANDARD 
 
 
Associated Engineering (Ont.) Ltd. is committed to treating all people in a way that allows them to 
maintain their dignity and independence. We believe in integration and equal opportunity. We are 
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 
Accessibility for Ontarians with Disabilities Act. 
 
We strive to improve accessibility for people with disabilities. We welcome and would like your 
feedback in any form and we will respond to you directly. Please contact Matthew Eades either in 
person, by mail at the above address, by phone at (437) 317-9061 or by e-mail at eadesm@ae.ca to 
share your comments. Alternatively, you may contact Cieanna Nandlal, Human Resources Coordinator 
either in person, by mail at the above address, by phone at (416) 389-8044 or by e-mail at 
nandlalc@ae.ca. You may also submit an email via our web site www.ae.ca to inquiries@ae.ca.  
 
Our accessibility policy is posted at our offices and on our company website (www.ae.ca) and can also 
be provided in an accessible format upon request. 
 
 

 
 
 
 

Matt Eades, P.Eng., C.Eng., MICE 
Vice President & General Manager 
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CONFIDENTIALITY AND © COPYRIGHT FOR THIS REPORT 
 
This document is for the sole use of the addressee and Associated Engineering (Ont.) Ltd. The document contains proprietary and confidential information 
that shall not be reproduced in any manner or disclosed to or discussed with any other parties without the express written permission of Associated 
Engineering (Ont.) Ltd.  Information in this document is to be considered the intellectual property of Associated Engineering (Ont.) Ltd. in accordance with 
Canadian copyright law. 
 
This report was prepared by Associated Engineering (Ont.) Ltd. for the account of Associated Engineering (Ont.) Ltd..  The material in it reflects Associated 
Engineering (Ont.) Ltd.’s best judgement, in the light of the information available to it, at the time of preparation. Any use which a third party makes of this 
report, or any reliance on or decisions to be made based on it, are the responsibility of such third parties. Associated Engineering (Ont.) Ltd. accepts no 
responsibility for damages, if any, suffered by any third party as a result of decisions made or actions based on this report. 
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LIST OF ABBREVIATIONS 

ASSOCIATED - Associated Engineering (Ont.) Ltd. 
 
AODA - Accessibility for Ontarians with Disabilities Act 
 
ASCS - Accessibility Standards for Customer Service (or Ontario Regulation 429/07) 
 
HRC - Ontario Human Rights Code 
 
IAS - Integrated Accessibility Standards (or Ontario Regulation 191/11) 
 
JHSC - Joint Health & Safety Committee 
 
WSIB - Workplace Safety & Insurance Board 
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GLOSSARY 

Accessibility – the term accessibility means giving people of all abilities opportunities to participate fully in everyday 
life, including in the workplace. It is used to describe how widely a service, product, device, or environment is available 
to include as many people as possible. Accessibility could be defined as the ability to access and benefit from a system, 
service, product, or environment. 
 
Accessibility Policy – the formal statement an organization puts in place to achieve its accessibility objectives and 
goals. 
 
Accessibility Plan – outlines what actions an organization will take to prevent and remove barriers to accessibility and 
its progress towards achieving them. 
 
Accessibility Standard – 

• sets out measures, policies, practices or other requirements for the identification and removal of barriers with 
respect to goods, services, facilities, accommodation, employment, buildings, structures, premises, or such other 
things as may be prescribed, and for the prevention of the erection of such barriers; and  

• requires the persons or organizations named or described in the standard to implement those measures, policies, 
practices, or other requirements within the time periods specified in the standard. 

 
Accessibility Committee – Team focusing on helping to remove and prevent barriers to accessibility. 
 
Barrier — means anything that prevents a person with a disability from fully participating in all aspects of society 
because of their disability, including a physical barrier, an architectural barrier, an information or communications 
barrier, an attitudinal barrier, a technological barrier, a policy, or a practice. 
 
Disability — is defined as: 

• 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 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. 
 
Discrimination 
Discrimination is not defined in the HRC but usually includes the following elements: 

• Not individually assessing the unique merits, capacities and circumstances of a person; 
• Instead, making stereotypical assumptions based on a person’s presumed traits; and / or, 
• Having the impact of excluding persons, denying benefits or imposing burdens. 
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• Infringement on rights where the discrimination is because of relationship, association or dealings with a person or 
persons identified by a prohibited ground of discrimination. 

 
Harassment – means engaging in a course of vexatious comment or conduct that is known or ought reasonably to be 
known to be unwelcome. 
 
Kiosk – means an interactive electronic terminal, including a point-of-sale device, intended for public use that allows 
users to access one or more services or products or both. 
 
Protected / Prohibited Grounds of Harassment & Discrimination – 
The HRC prohibits actions that discriminate against people based on a protected ground in a protected social area. 
Protected grounds are: 

• Age; 
• Ancestry, colour, race; 
• Citizenship; 
• Ethnic origin; 
• Place of origin; 
• Creed; 
• Disability; 
• Family status; 
• Marital status (including single status); 
• Gender identity, gender expression; 
• Receipt of public assistance (in housing only); 
• Record of offences (in employment only); 
• Sex (including pregnancy and breastfeeding); and, 
• Sexual orientation. 
 
Protected social areas are: 

• Accommodation (housing); 
• Contracts; 
• Employment; 

• Goods, services, and facilities; and, 

• Membership in unions, trade or professional associations. 
 
Service Animal – means, in relation to a person with a disability, an animal who accompanies the person in order to 
help with their access to goods and / or services. A service animal is defined as such when it is readily apparent that 
the animal is used by the person for reasons relating to their disability; or if the person provides a letter from a 
physician or nurse confirming that the person requires the animal for reasons relating to the disability – though a letter 
may not be required depending on the circumstance. 
 
Support Person – means, in relation to a person with a disability, another person who accompanies them in order to 
help with communication, mobility, personal care or medical needs or with access to goods or services. 
 
Statement of Commitment – establishes a Company’s vision and goals for accessibility. It is an important first step in 
the development of accessibility policies and plans as it gives an organization purpose and direction. 
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 INTRODUCTION 
At Associated Engineering (Ont.) Ltd. (Associated), we are passionate about building communities that are vibrant, 
healthy, and resilient and support economic growth. Barriers are obstacles that limit access and prevent people with 
disabilities from fully participating in society. Associated operates with a commitment towards providing an inclusive 
workplace and offering uncompromising and exceptional service to our clients across Canada and abroad.   
 

 STATEMENT OF ORGANIZATION COMMITMENT 
Associated is committed to integration and ensuring equal access and engagement for people of all abilities, in 
accordance with the Accessibility for Ontarians with Disabilities Act and all related legislation. We are committed to 
treating people with disabilities in a way that allows them to maintain their dignity and independence. We are 
committed to providing our Employees with training on our Accessibility program, as we all have roles and 
responsibilities for creating, maintaining, and participating in an inclusive workplace. 
 

 TRAINING 
We are committed to training Employees in Ontario’s accessibility laws and aspects of the Ontario Human Rights 
Code that relate to persons with disabilities. We will train our Employees on accessibility as it relates to their specific 
roles. 
 
The training will be provided to each Employee as soon as practicable after they join Associated and are assigned their 
applicable duties. Training will be provided on an ongoing basis, and as required, in connection with changes to the 
policies, practices and procedures governing the provision of goods or services to persons with disabilities. 
 
As a service provider, Associated will ensure that all Employees receive training about the provision of our services to 
persons with disabilities: 

• Every person who deals with members of the public or other third parties on behalf of Associated, whether 
the person does so as an Employee, volunteer, or otherwise; and, 

• Every person who participates in developing Associated’s policies, practices and procedures governing the 
provision of services to members of the public or other third parties. 

 
The training includes a review of the purposes of the AODA, the requirements of the legislation, and instruction about 
the following matters: 

• How to interact and communicate with persons with various types of disability; 

• How to interact with persons with disabilities who use an assistive device, require the assistance of a guide 
dog or other service animal, and / or the assistance of a support person; 

• Upon disclosure by the person(s) with disabilities and in a timely manner – how to use equipment or devices 
available on our premises or otherwise provided that may help with the provision of our services to a person 
with a disability; 

• What to do if a person with a particular type of disability is having difficulty accessing our services; 

• Site-specific emergency response and accommodation planning, where applicable; and, 

• Obtaining guidance from suitably qualified technical staff with respect to compliant engineering design of 
public spaces where this forms part of our services and scope of work. 
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 PROCUREMENT 
Associated is not a public sector organization. However, where applicable and reasonable, we will incorporate 
accessibility criteria and features when procuring or acquiring goods, services, or facilities. If it is not possible and 
practical to do so, we will provide an explanation upon request. 
 

 SELF-SERVICE KIOSKS 
Associated is not a public sector organization. However, where applicable and reasonable, Associated will have regard 
for accessibility in this requirement. We will incorporate accessibility features and consider accessibility for people 
with disabilities if or when designing areas where this requirement may be part of the wider project. 
 

 INFORMATION, COMMUNICATIONS, AND FEEDBACK 
As a provider of services, Associated is committed to communicate with people with disabilities in ways that take into 
account their disability. When asked, we will provide information about our organization and its services, including 
public safety information in accessible formats or with communication supports. 
 

 Website Standards 
We comply with the internationally recognized Web Content Accessibility Guidelines (WCAG) 2.0 Level AA website 
requirements in accordance with Ontario’s accessibility laws. Associated’s website is maintained corporately. 
 

 Feedback 
We comply with our established policies for receiving and responding to feedback about the manner in which we 
provide our services, our recruitment processes, and applicable employment standards to persons with disabilities. We 
make appropriate information about the process readily available to the public. Our feedback process permits persons 
to provide feedback in person, by telephone, in writing or via email. The process also ensures we respond in a timely 
manner and, as an Employer providing services that has at least 20 Employees in Ontario, we maintain our procedure 
describing our feedback process and, upon request, a copy of the document is provided to any person. 
 

 Notice and Format of the Availability of Documents 
We will notify persons we provide services to that the applicable documents required by law are available upon 
request. This notice is posted in our offices in our reception areas and on our website A copy of applicable documents 
will also be made available upon request to a person with a disability, in an acceptable format that takes into account 
their disability. We, along with the person with a disability, may agree upon the format to be used for the document or 
information. 
 

 EMPLOYMENT 
We are committed to providing an inclusive workplace, as well as, providing services which remove and prevent 
barriers to accessibility in an environment free from harassment and discrimination. 
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Every person has a right to equal treatment with respect to employment without discrimination including freedom 
from harassment in the workplace related to the protected grounds previously outlined in the Glossary. 
 
The right to equal treatment without discrimination because of disability includes the right to equal treatment without 
discrimination because a person has or has had a disability or is believed to have or to have had a disability. 
 
We will notify Employees, and potential hires, that accommodations can be made during recruitment, upon hiring, and 
during employment. We will notify Employees that supports are available for those with disabilities. We will put in 
place a process to develop individual accommodation plans for applicable Employees. Where needed, we will also 
provide customized emergency information and accommodations to help those with a disability during an emergency. 
 
Our performance management, career development, and re-employment processes will consider the accessibility 
needs of all Employees and applicable legislative requirements, bona fide occupational requirements, and health & 
safety considerations for all parties. 
 

 DESIGN OF PUBLIC SPACES 
Associated does not own any office spaces – however, Associated will work with our Landlords and associated 
building management to achieve compliance of our workplace spaces and undertake regular reviews as necessary. 
Associated does not act in the role of Constructor in Ontario but does offer engineering design services. We will 
ensure we meet the requirements of applicable accessibility laws when providing consulting engineering designs 
resulting in changes to public spaces. We will work with our clients to ensure we prevent service disruptions to the 
accessible parts of public spaces, on behalf of our Clients (for example, traffic and pedestrian controls). 
 

 CHANGES TO EXISTING POLICIES 
We will modify or remove an existing policy that does not respect and promote the dignity and independence of 
people with disabilities. Policies are reviewed on a regular basis and this review includes the Vice President & General 
Manager, Human Resources Coordinator, and JHSC. 
 
 
 
 
 



 

 

AODA Plan 
Associated Engineering (Ont.) Ltd. 

March 16, 2021 
 

Initiative Requirement Action Target  
Date 

Completion 
Date 

Policy  Signed, published & 
available 

• Post at reception in each office March 2021  

• Publish on website May 2021  

Plan Published on Website • Review AODA Plan regularly and update as 
needed 

May 2021  

Offices Accessible 

• Confirm elevators are installed in all buildings 
and that entrances are accessible (landlord’s 
responsibility) 

 Done upon 
occupancy 

• Confirm office layout is accessible  Done upon 
occupancy 

• Install doorbell at secure reception at an 
accessible height 

 Done upon 
occupancy 

• Welcome and assist (as requested) all visitors 
upon sign-in 

Ongoing Ongoing 

• Review additional signage May 2021  

Training All staff aware of AODA 
requirements 

• Allocate mandatory “Customer Service” and 
“Human Rights” training modules to all staff 

Ongoing Ongoing 

• Arrange further AODA template training December 2021  

• Arrange refresher training & specific training 
(design of public spaces) 

As required As required 

• Amend & update templates As required  

Feedback 
Mechanism to capture and 
respond to feedback 
received 

• Post Statement of Commitment letter 
including feedback methods at reception 

March 2021  



 

 

Initiative Requirement Action Target  
Date 

Completion 
Date 

Accessible Formats 
Published hard copy 
documents and materials to 
be available upon request 

• Trained administrative staff how to prepare 
and review all documents that are available to 
the public 

 February 2021 

Communication Support Accommodation as 
necessary 

• Post notice at reception and welcome all 
visitors in-person 

March 2021  

• Identify any accommodation requests during 
sign-in process 

 March 2021 

Accessible Website Mechanism for material on 
website to be accessible 

• Ensure web site is compliant with the Web 
Content Accessibility Guidelines (WCAG) 2.0 

March 2021 December 
2020 

• Establish procedure to capture feedback for 
accessible material and respond accordingly 

March 2021  

Recruitment General Accessible process of 
application 

• Provide posting in an accessible format upon 
request 

 Done 

• Ask interview candidate in advance of any 
need to accommodate and comply with 
request 

Ongoing Ongoing 

• Provide documents and communications in a 
suitable format upon request 

Ongoing Ongoing 

Recruitment Assessment 
and Selection Equitable and fair • Select candidate based on their qualifications 

and the requirements of the position 
Ongoing Ongoing 

Notice to Successful 
Candidates Format and mechanism • HR Coordinator will issue offer in a suitably 

accessible format 
Ongoing Ongoing 

Employee Support 

All employee 
accommodation requests 
will be assessed and 
addressed accordingly 

• Ensure response to employee accommodation 
requests comply with AODA and other related 
policies 

March 2021  

• Reference procedure in AODA policy March 2021  

  • Update and amend ERP as required Ongoing Ongoing 



 

 

Initiative Requirement Action Target  
Date 

Completion 
Date 

Emergency Response Plan 
(ERP) 

Specific plans prepared on 
an as-needed basis 

• Prepare and make specific plans available as 
required 

Ongoing Ongoing 

Return to Work Accommodation and 
support 

• HR Coordinator and Manager lead process 
based on medical recommendations and 
associated policies & procedures. 

Ongoing Ongoing 

• Advise employee of available support services 
such as EAP 

Ongoing Ongoing 

Performance Management Fair and in line with Human 
Rights 

• HR Coordinator and Manager lead process 
based on policies & procedures 

Ongoing Ongoing 

• Arrange refresher training and training for new 
Managers 

Ongoing Ongoing 

• Measure and manage employee performance 
against role and job description 

Ongoing Ongoing 

• Develop and maintain job descriptions December 2022  

Identify Barriers Remove barriers 

• Train staff to become aware of and work to 
remove potential barriers 

December 2021  

• Review potential barriers and discuss options 
to overcome 

Ongoing Ongoing 

• Implement remedies as necessary Ongoing Ongoing 

Review Policies 
Reviewing and updating 
existing policies & 
procedures 

• Review AODA policy 
Every 
September  

• Review and identify gaps in other policies and 
update as necessary 

Ongoing Ongoing 
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