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3.4 Notice of temporary disruption 
HRPA provides customers with notice in the event of a planned or unexpected disruption in the facilities or services 
usually used by people with disabilities. This notice will include information about the reason for the disruption, its 
anticipated duration, and a description of alternative facilities or services, if available.  
 
4. PROCEDURE:  
4.1 Training for staff 
HRPA provides training to all employees, volunteers and others who deal with the public or other third parties on our 
behalf. Training is developed and delivered in various formats. 
 
Training includes the following: 

 The purposes of the Accessibility for Ontarians with Disabilities Act, 2005 and the requirements of the 
customer service standard. 

 How to interact and communicate with people with various types of disabilities. 
 How to interact with people with disabilities who use an assistive device or require the assistance of a 

service animal or a support person. 
 How to learn about the use of various assistive devices. 
 What to do if a person with a disability is having difficulty in accessing HRPA’s goods and services 
 HRPA’s policies, practices and procedures relating to the customer service standard. 

 
All staff will be trained on policies, practices and procedures that affect the way goods and services are provided to 
people with disabilities. Staff will also be trained on an ongoing basis when changes are made to these policies, 
practices and procedures.  
 
4.2 Feedback process 
The ultimate goal of HRPA is to meet and exceed customer expectations while serving customers with disabilities. 
Comments on our services regarding how well those expectations are being met are welcome and appreciated. A 
Customer Feedback Form is available - click here, by e-mail at info@hrpa.ca or can be mailed, faxed or e-mailed by 
calling 416-923-2324 ext. 311 or in person by arranging an appointment. All feedback will be directed to the vice 
president, human resources and research and development. Customers can expect to hear back within ten business 
days.  
 
4.3 Modifications to this or other policies 
We are committed to developing customer service policies that respect and promote the dignity and independence of 
people with disabilities. All HRPA policies and procedures will be developed or updated in such a manner as to 
respect and promote the dignity and independence of persons with disabilities.  
 
4.4 Questions about this policy 
This policy exists to achieve service excellence to customers with disabilities. Questions about this policy can be 
directed to the vice president, human resources and research and development at HRPA at khidas@hrpa.ca  or by 
calling 416-923-2324 ext 370.  
 
This policy is available in alternate formats upon request.  
 

http://www.hrpa.ca/Documents/aoda/HRPAAODAFeedbackForm.docx

