
 

 

 
 

Accessible Customer Service Plan 

Providing Goods and Services to People with Disabilities 

For InnVest Hotels GP Ltd. o/a Les Suites Hotel, Ottawa 

 

InnVest Hotels GP Ltd. is committed to excellence in serving all customers including people 

with disabilities. 

Assistive devices 

We will ensure that our staff are trained and familiar with various assistive devices we have on 

site or that we provide that may be used by customers with disabilities while accessing our goods 

or services. 

Communication 

We will communicate with people with disabilities in ways that take into account their disability. 

Service animals 

We welcome people with disabilities and their service animals.  Service animals are allowed on 

the parts of our premises that are open to the public.  

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. 

 Fees will not be charged for support persons 

Notice of temporary disruption 

In the event of a planned or unexpected disruption to services or facilities for customers with 

disabilities, InnVest Hotels GP Ltd., will notify customers promptly.  This clearly posted notice 

will include information about the reason for the disruption, its anticipated length of time, and a 

description of alternative facilities or services, if available.  

The notice will be placed at conspicuous public areas around the premises.  

Training 

InnVest Hotels GP Ltd., will provide training to all employees, volunteers and others who deal 

with the public or other third parties on our behalf.  Training will also be provided to people 

involved in the development of policies, plans, practices and procedures related to the provision 

of our goods and services. 

This training will be provided to new staff during orientation.  



 

 

 
 

Training will include: 

 An overview of the Accessibility for Ontarians with Disabilities Act, 2005 and the 

requirements of the customer service standard  

 InnVest Hotels GP Ltd.’s plan related to 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 use the TTY device, wheelchair, bath chair, etc. available on-site or otherwise 

that may help with providing goods or services to people with disabilities 

 What to do if a person with a disability is having difficulty in accessing InnVest Hotels 

GP Ltd.’s goods and services  

Staff will also be trained when changes are made to the accessible customer service plan.  

Feedback process 

Customers who wish to provide feedback on the way InnVest Hotels GP Ltd. provides goods 

and services to people with disabilities can be provided by e-mail, verbally, or via Verbal Guest 

Comment Card form. 

All feedback, including complaints, will be directed to the General Manager. 

Customers can expect to hear back in 24 to 48 hours. 

Employment 

InnVest Hotels GP Ltd. is committed to providing fair and accessible employment practices. 

In our commitment to provide a selection process and work environment that is inclusive and 

barrier free, accommodation will be provided in accordance with the Ontario Human Rights 

Code.  Any special accommodation needs required in order to allow you to participate in the 

hiring process to your full potential can be arranged in advance by contacting The Hiring 

Manager, who will work to arrange reasonable and appropriate accommodation 

Recruitment 

InnVest Hotels GP Ltd. has reviewed our recruitment and assessment practices to ensure 

compliance with the Employment accessibility standard by January 1, 2016.  This includes the 

requirement to notify the public and staff that, when requested, InnVest Hotels GP Ltd. will 

accommodate people with disabilities during the recruitment and assessment processes. 

Successful applicants will be notified about InnVest Hotels GP Ltd.’s accommodation policies 

at the time the offer of employment is made.  This information will also be shared with new staff 

during onboarding training. 

 



 

 

 
 

Individual Accommodation Plans and Return to Work Processes 

InnVest Hotels GP Ltd.’s current Accommodation Process provides employees with 

individualized accommodation and does comply with the steps outlined in Section 28 of the 

Accessibility Standards.  Our current Accommodation Process includes return to work practices 

for employees that have been absent due to disability or illness. 

To ensure that our Accommodation Process is in full compliance with this requirement, 

Corporate Human Resources has have developed a written procedure that will clarify what roles 

Corporate HR, Managers, and employees will have in the process.  This will include: 

 Defining the manner in which an employee requesting accommodation can participate in 

the development of the individual accommodation plan. 

 The manner in which the employee can request the participation of a representative from 

their bargaining unit (if applicable), where the employee is represented by a bargaining 

agent, or other representative from the workplace, where the employee is not represented 

by a bargaining unit, in the development of the accommodation plan. 

 The frequency with which the individual accommodation plan will be reviewed and 

updated and the manner in which it will be done. 

 The means of providing the individual accommodation plan in a format that takes into 

account the employee’s accessibility needs due to disability. 

Performance Management and Career Development Processes 

InnVest Hotels GP Ltd. currently has performance management and career development tools 

in place for employees.  We will review these tools and processes to ensure that the accessibility 

needs of employees with disabilities are taken into account. 

Redeployment Processes 

InnVest Hotels GP Ltd. does not currently have a redeployment process in place.  For large-

scale organizational changes we follow InnVest Hotels GP Ltd.’s principles which are global 

guidelines to manage people impacts of large scale organizational changes consistently and 

fairly. 

If InnVest Hotels GP Ltd. should put a redeployment processes in place, we will ensure that 

accessibility needs of employees are taken into account including the individual accommodation 

plans. 

Design of Public Spaces 

InnVest Hotels GP Ltd.’s will meet the Accessibility Standards for the Design of Public Spaces 

in Ontario when building or making major modifications to public spaces. Public spaces include: 

 Recreational trails/beach access routes 

 Outdoor public eating areas like rest stops or picnic areas 



 

 

 
 

 Outdoor play spaces, like playgrounds in provincial parks and local communities 

 Outdoor paths of travel, like sidewalks, ramps, stairs, curb ramps, rest areas and 

accessible pedestrian signals 

 Accessible off street parking 

 Service-related elements like service counters, fixed queuing lines and waiting areas 

Notice of availability 

InnVest Hotels GP Ltd. will notify the public that our policies are available upon request by 

posting a notice at the Front Desk. 

Modifications to this or other policies 

Any policy of InnVest Hotels GP Ltd., that does not respect and promote the dignity and 

independence of people with disabilities will be modified or removed. 
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