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AODA CUSTOMER SERVICE POLICY 

 
SCOPE 

 
Applies to all full-time (permanent and temporary), part-time and casual (includes co-op 
students, contracts) Team Members. 
 

CUSTOMER SERVICE POLICY 
 
Veritas Canada is committed to excellence in serving and providing goods, services or facilities 
to all customers including people with disabilities. Our accessible customer service policies are 
consistent with the principles of independence, dignity, integration and equality of 
opportunity for people with disabilities. 
 

COMMUNICATION & ACCESSIBLE FORMATS 
 

We will communicate with people with disabilities in ways that take into account their 
communication preferences and their disability (ex. those who are d/Deaf or hard of hearing 
and not accompanied by a sign language interpreter will be provided with pen and paper to 
communicate should they request it). We will make all attempts to communicate in the way that 
is the most appropriate to our customer and take into account their request for 
accommodation.  
 
Veritas Canada is committed to providing accessible formats and communication supports  
which enable all employees, including those with disabilities, to do their jobs effectively and be 
informed of workplace information. When an employee with a disability so requests, accessible 
formats and communication supports are available or can be made available; this includes 
information needed to perform their job and is generally available to all employees in the 
workplace. The Human Resources and/or Health, Safety, and Environmental department(s) 
will consult with the employee making the request in determining the suitability of an 
accessible format or communication support. Veritas Canada will ensure the person with 
disabilities is consulted in order to provide such communication supports, workplace 
information, accessible formats, and determination of accommodations. 
 
Accessible information and/or communication supports will be included on an employee’s 
individual accommodation plan. Please refer to Q4 6206 (Individualized Accommodation Plan) 
for more information on Individual Accommodation plans and our applicable procedures (6151 
Early and Safe Return-to-Work and Workplace Accommodation Program). 
 
Veritas Canada commits to providing accessible customer service training to all employees, 
including those developing policies or providing goods, services, and facilities on the behalf of 
Veritas Canada. 
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ASSISTIVE DEVICES 
 

People with disabilities may use their personal assistive devices when accessing our goods, 
services or facilities.  
 
In situations where the assistive device creates a significant health or safety concern, other 
alternate measures will be determined in consultation with the person with a disability in order 
to ensure they can access our facilities and services. 
 
We will ensure that our Team Members are trained and familiar with various assistive devices 
we have on site or that may be used by customers with disabilities while accessing our 
services and facilities.  
 

SERVICE ANIMALS 
 

We welcome people with disabilities and their service animals. Service animals are allowed in 
the office areas of our Manufacturing Plants. Service animals are also permitted on the plant 
floor with 48 hours’ notice in order for production to make arrangements, clear a visitor tour 
route, inform affected persons of the potential presence of an animal in their work space, and 
make other reasonable preparations. When we cannot easily identify that an animal is a 
service animal, HR may request documentation from a regulated health professional to confirm 
such need, however this will not be necessary in situations where identification is confirmed by 
the presence of a vest or harness, or other visual indicators. 
 
If the service animal’s presence is prohibited by law, we will ensure that the person with 
disabilities is told why the animal is excluded and discuss alternate methods to achieve their 
purpose for visiting our facilities.   
 

SUPPORT PERSONS 
 

A person with a disability who is accompanied by a support person will be allowed to have that 
person accompany them on our premises. No fees are charged for support persons.  
 
Rarely, Veritas Canada might require a person with a disability to be accompanied by a 
support person for health and safety reasons on the premises. Before making such 
determination, Veritas’ Health and Safety and/or Human Resources department will consult 
with the affected person with disabilities to understand their needs, consider all available 
evidence, and determine if there is no other way to approach the individualized situation. 
 

NOTICE OF TEMPORARY DISRUPTION 
 

In the event of a planned or unexpected disruption to services or facilities for customers with 
disabilities, Veritas Canada will notify customers promptly, as well as informing them of the 
reason for the disruption, alternate facilities or services, and anticipated length of time. The 
notices will be sent via email to all team members with HDT-ca email addresses, posted visibly 
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in the affected areas, and communicated to relevant leaders of such departments. When 
appropriate, an announcement may be made over the intercom system. 
 

TRAINING 
 

Veritas Canada will provide training to all Team Members, both salary and hourly, at all levels. 
All full-time Team Members, as well as co-op, HR team members, temporary workers, and 
contract members, will receive training during new hire orientation training.  

 
Training will include: 
 

 An overview of the Accessibility for Ontarians with Disabilities Act 2005, any 
related Human Rights Code standards, and the requirements of the customer 
service standard 

 All policies related to the Customer Service Standard 
 Veritas Canada’s AODA policies, including the Integrated Standard Policy which 

outlines the standards of employment, information and communication, 
transportation, and design of public spaces 

 Understanding the Ontario Human Rights Code and how it relates to people with 
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, and have various 
types of disabilities; 

 Inform customers and team members when accessible services are temporarily 
unavailable due to repair or maintenance. Notices of service disruptions will be 
placed in visible and accessible locations. 

 How to use equipment or devices available on-site that may help with providing 
goods, services, or our facilities to people with disabilities;  

 What to do if a person with a disability is having difficulty in accessing Veritas 
Canada’s services, facilities, and/or goods. 

 
Team Members will also be trained when changes are made to Veritas Canada’s accessible 
customer service plan. 

 
Records of this training will be kept on the HRIS and in the team member’s electronic file. This 
record will include the date when training was delivered and if delivered in a group setting, will 
include the group training sign off. 

 
FEEDBACK PROCESS & ACCESSIBLE FORMATS 

 
Veritas Canada welcomes feedback (including complaints) on how we provide accessible 
customer service.  Customer feedback will help us identify barriers and respond to concerns. 
When requested by customers, the public, or an employee, Veritas Canada will provide 
information about our organization and its services, including public safety information, in 
accessible formats or with communication supports in a timely manner, taking into account the 
person’s accessibility needs due to disability.  
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We will work in consultation with the person making the request when determining the 
suitability of an accessible format or communication support. If the organization determines 
that information or communications are not feasible or possible at the time due to technological 
barriers (such as unconvertible information), the organization shall provide the person 
requesting the feedback or alternate formats with an explanation, and work with the person 
making the request  on how we might alternatively address their needs. 
 
There is no cost associated with requesting documentation in any form, for any reason. 
 
Customers, visitors, the public, and employees who wish to provide feedback on the way 
Veritas Canada provides goods to people with disabilities should contact Human Resources in 
person or over the phone, or use the feedback email provided on our publicly available website 
(feedback@hdt-ca.com), UKG, and ADP. This feedback email inbox is monitored by the Senior 
Human Resources Manager at Veritas Canada. Requests for documentation in various 
accessible formats can be made to the feedback email address, or via phone or in person to 
the HR department. 

 
All feedback will be responded to in writing in the amount of time deemed suitable based on 
the specific concern, however a confirmation of receipt will be provided within 3 business days. 
Veritas will take action as appropriate to resolve and/or address the complaint, and will do so 
in the most appropriate manner to the situation (phone, email, in-person.) 

 
NOTICE OF AVAILABILITY 

 
Veritas Canada will notify the public that our policies are available in different accessible 
formats upon request. Information is available to the public on our Veritas Auto website, and it 
is posted at visitor entrances. Policies are available for employees on ADP, UKG, the Intranet 
(Tuxania), and in the lunchrooms. 
 

MODIFICATIONS TO THIS OF OTHER POLICIES 
 

Any policy of Veritas Canada’s that does not respect and promote the principles of dignity, 
independence, integration and equal opportunities for people with disabilities will be modified 
or removed. 
 
 
Revision History 

 
Rev Level Change Description PCN Date 
 
000 Creation of document 12341 April 15, 2021 
001  Feedback & Temps Added 15331 February 19, 2026 
002 Commitment Statement, Service 15378 April 2026 
 Animals, Temporary Disruption, 
 Feedback Process, Notice of  
 Availability Updates 
003 Communication & Accessible 15393 April 2026 
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 Formats, Support Persons,  
 Assistive Devices, Accessible  
 Formats 

 
 


