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Jacal Accessibility Standard for customer Service Training -Management
Why was this legislation created?

• Nearly one in four Ontarians face barriers to accessibility in daily living. With an aging population, this number continues to grow.


What is the Customer Service Standard?

• One of the mandatory accessibility standards under Ontario legislation.
• It requires that Jacal employees ensure that Jacal’s products and services are provided in a way that is accessible by:
1. creating policies, practices, and procedures for providing products and services to people with disabilities.
2. accommodating the use of assistive devices, such as wheelchairs.
3. recognizing a person's disability and communicating with him or her properly.
4. allowing service animals and support people access to Jacal’s premises.
5. notifying customers when accessible services or facilities are not working.
6. training Jacal employees in how to provide accessible service; and
7. receiving and responding to feedback about Jacal's service for customers with disabilities.


What are my responsibilities as a manager?

As a Jacal manager, you are responsible for ensuring that those employees under your direction are acting in accordance with the Customer Service Standard and answering any questions that employees may have regarding the Standard and how to properly service customers with disabilities. You are also responsible for answering any inquiries regarding the Standard that a customer might have, posting notices regarding accessible services that might be out of order, and assisting customers that wish to leave feedback under the Customer Service Standard.


What happens if an employee does not comply with the Customer Service Standard?

If any customer or Ministry Inspector finds that Jacal employees are not serving customers in accordance with the Customer Service Standard, Jacal may be subject to claims, orders and even significant monetary penalties. Accordingly, compliance with the Customer Service Standard is mandatory, at all times, regardless of any extenuating circumstances.





What is the "right" way to communicate with a customer with a disability?

Jacal employees must serve customers with disabilities in a way that is equivalent to the service received by customers without disabilities - this standard must influence every decision made by a Jacal employee when assisting a customer with a disability.

	Vision Loss
	Hearing Loss

	‏‎‎‎‍[image: Checkmark with solid fill]  DO identify yourself and speak directly to the customer.
· DO offer to read printed information aloud.
· DO speak precisely and respectfully.
· DO offer your elbow if appropriate.
X    DO NOT instruct customers with disabilities to wait while you process others that were behind them.

	· DO ensure you’re in a well-lit area (lip reading)
· DO move to a quieter area.
· DO ask if another way of communicating would be easier, such as pen and paper.
X   DO NOT rush the customer.
X   DO NOT shout at the customer.
X   DO NOT provide lesser service than to others

	Speech/Language Impairment
	Learning/Developmental Disability

	· DO ask “yes” or “no” type questions.
· DO be patient.
X   DO NOT interrupt the customer.
X   DO NOT finish the customers sentences.
X   DO NOT assume that the customer has another type of disabilities.
	· DO use plain language when speaking.
· DO provide one piece of information at a time.
· DO be patient.
X    DO NOT make assumptions about what a customer can or can’t do.





What is an "assistive device", and does it change how I help a customer?

• An assistive device is a tool or technology that helps people with disabilities to do everyday activities.
• Examples of assistive devices are wheelchairs, walkers, canes, hearing aids, etc.
• Tips for serving customers with assistive devices:
o Do not touch or handle an assistive device without permission.
o Do not move an assistive device out of a customer's reach.
o Do not lean over a customer using an assistive device.


What is a "service animal" and are they allowed in Jacal stores?

• A service animal is a working animal used to assist people with disabilities.
• Examples of service animals are guide dogs, hearing alert animals, seizure alert animals, etc. A service animal is not always a dog, however.
• Service animals are always permitted in Jacal stores; at no time should they be refused.
• If you are not sure if the animal is a pet or a service animal, simply ask the customer "Is that a service animal?" If the answer is yes, thank the customer and move on.


What is a "support person" and does a support person's presence change how I assist a
customer?

• A support person assists a person with a disability with communication, mobility, personal care of medical needs.
• Support people are always welcome at Jacal.
• When assisting a customer with a support person, always speak directly to the customer unless instructed otherwise.

What do I do if I notice a customer having difficulty accessing our products or services?

• If you are not sure what to do, simply ask "May I help you?"
• Customers with disabilities know if they need assistance and how you can provide it.
• Be positive, flexible, and open to suggestions - a solution is often quite simple.
• Be patient and listen carefully.

Does Jacal have a Customer Service Standard policy?

• Yes, it is posted on the our companies website, and you must review its contents. Your District Manager will answer any question you may have about the policy or this document.


What do I do if a customer asks for a copy of Jacal's Customer Service Standard policy or related documents?

Inform the customer that they are available by at brunes.com….


What do I do if a customer wants to provide feedback regarding Jacal's accessible customer service?

• Direct them to provide feedback at tellsubway.com


What assistive devices does Jacal provide, and what do I do if they are out of service?

• Assistive devices can be found in Jacal stores are automated door openers and washrooms that are accessible to the public.
• Should any of these be out of service, copies of a notice will be available at each store and must be
completed and posted in a conspicuous area to inform customers of the issue.


Who will assist me with questions related to the Customer Service Standard?

• If a situation presents itself and you require assistance, promptly contact your District Manager.
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