ACCESSIBLE CUSTOMER SERVICE PLAN

A ROAD MAP TO BETTER ACCESSIBILITY AND ACCOUNTABILITY; IMPLEMENTING POLICIES,
PRACTICES AND PROCEDURES TO IDENTIFY, REMOVE AND PREVENT BARRIERS TO BECOME MORE
ACCESSIBLE ORGANIZATION TO OUR CUSTOMERS AND EMPLOYEES WITH DISABILITIES.

2012-2016



Introduction

Alpa Outdoor Products Inc. has developed its first multi-year accessibility plan to
achieve compliance with the Accessibility for Ontarians with Disabilities Act (AODA),

2005.

The Integrated Accessibility Standards Regulation (IASR) under the AODA requires
Alpa Outdoor Products to establish, maintain and document a multi-year accessibility
plan to address company’s strategies to identify, remove and prevent barriers to
persons with disabilities and its policies, programs, practices and services.

The accessibility plan must also document how the company intends to meet the
requirements of Integrated Accessibility Standards Regulation, O.Reg. 191/11.

Alpa Outdoor Products is required to prepare its first multi-year accessibility plan by
December 31%, 2014. Going forward, the company will review and update the plan
every Three (3) years and prepare progress report outlined in previous years and
strategize future plan to meet accessibility requirements under IASR, and address any
current barriers and prevent and remove future barriers.



The Accessibility Plan Development

The Multi-year plan (2012 — 2016) confirms Alpa Outdoor Products’ continuous
efforts to meet its commitment to make goods, services and facilities accessible to
persons with disabilities and ensure participation of individuals with disabilities.

The plan includes local organizational participation to ensure organizations’
accessibility accomplishments to date and future accessibility plans.

Our organizational Commitment

Alpa Outdoor Products is committed to applying principles and guidelines of the
Accessibility for Ontarians with Disabilities Act (AODA) to identify, remove and
prevent barriers and strives to provide its goods and services in a way that
respects the dignity and independence of persons with disabilities.

We believe in integration and equal opportunity.

We are committed to meeting the needs of people with disabilities in 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
and any other applicable legislation.

All persons with disabilities will be given an equal opportunity as others to obtain,
use or benefit from our services in every division.

Past Achievements

Starting 2012, we were required to be in compliance with Accessibility Standards for
Customer Service, 429/07;

Establishment of policies, practices and procedures
Use of Service Animals and Support Persons

Notice of Temporary Disruptions

Training for Staff

Feedback Process for providers of goods or services
Notice of availability of documents and

Format of Documents



Implement a Plan to help an employee with a disability during emergency or
emergency information that is formatted so an employee with a disability can
understand it

Help employees with disabilities return to work
Accessible Emergency Information

Alpa Outdoor Products is committed to providing the customers and clients with
publicly available emergency information in an accessible way upon request. We will
also provide employees with disabilities with individualized emergency response
information when necessary.

Training

Alpa Outdoor Products will provide training to employees, and other staff members
on Ontario’s accessibility laws and on the Human Rights Code as it relates to people
with disabilities. Training will be provided in a way that best suits the duties of
employees, and other staff members.

Affected Businesses and Organizations

The Integrated Accessibility Standards Regulation applies to all Ontario organizations
that provide goods, services or facilities to the public or to other organizations and
have at least one employee.

» The regulation divides organizations into five categories.

= Government of Ontario and the Legislative Assembly

= large designated public sector organizations with 50+ employees

= Small designated public sector organizations with 1- 49 employees
= |arge organizations (private and not-for-profit) with 50+ employees

» Small organizations (private and not-for-profit) with 1-49 employees



Definitions

Accessible formats — formats that are an alternative to standard print and are
accessible to people with disabilities. Accessible formats may include large print,
Braille, and audio electronic formats such as DVDs, CDs, and

Communication supports — supports that individuals with disabilities may need to
access information. Some examples include plain language formats, sign language, as
well as reading out loud, captioning, or using written notes to communicate
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