
 
 

Multi-Year Accessibility Plan 
 

Introduction 

At Kettlemans, we are committed to doing the right thing for our customers and employees. 
Our values and behaviours are the foundation for the relationships we foster with our 
customers and employees.  

The Accessibility for Ontarians with Disabilities Act, 2005 (the “AODA”) is an Ontario law 
that was created to develop, implement, and enforce accessibility standards in order to 
achieve accessibility for Ontarians with disabilities.  

Kettlemans Bagel is committed to fulfilling the principles of the AODA. We are committed 
to treating all people in a way that allows them to maintain their dignity and independence.  

We believe in integration and equal opportunity. We are committed to an inclusive culture 
across the organization by preventing and removing barriers for persons with disabilities. 
Where it is not possible to remove barriers, we will make efforts to accommodate persons 
with disabilities in a timely, effective, and suitable manner. 

This accessibility plan outlines the steps we have and continue to take to meet those 
requirements and to improve opportunities for people with disabilities. 

Our plan shows how we will play a role in making Ontario an accessible province for all 
Ontarians. The plan is reviewed and updated at least once every 5 years.  

We train every person as soon as practicable after being hired and provide training in 
respect of any changes to the policies. We maintain records of the training provided 
including the dates on which the training was provided and the number of individuals to 
whom it was provided. 

 

 

 

 

 



 
 

Past Achievements to Remove and Prevent Barriers 

 

Customer Service 

Kettlemans Bagel has remained in compliance with Ontario Customer Service Standards, 
which ensures that people with disabilities can access goods and services with dignity, 
independence, integration, and equal opportunity. 

Examples of past initiatives include:  

• Revamped the company website to include improved methods of feedback, 
including direct feedback through the website, in addition to in person, by email, or 
by phone. 

• Permitted service animals in all customer-facing areas. 

Information and Communications 

• Made key information, such as menus, available in large font in store. 
• Launched a new app which allows for ordering customization by the customer using 

their own preferred device of choice (phone, tablet, etc.). Allows for mobile ordering 
and delivery, pickup or table service, as required. 

• Provided information verbally upon request when written formats are not 
accessible. 

Employment 

• Included a statement about accommodation during recruitment in job postings. 
• Provided reasonable accommodations during interviews when requested. 
• Developed individual accommodation plans for employees with disabilities. 
• Ensured return-to-work processes considered accessibility needs. 

Self-service kiosks 

• Implemented self-service kiosks in select locations. 
• Adjusted kiosks to allow sufficient time to complete transactions. 
• Ensure staff availability to assist customers who cannot use kiosks independently. 

 

 



 
 

Training 

• Delivered AODA training to all employees and managers, including accessible 
customer service and the Ontario Human Rights Code as it relates to disabilities. 

• Maintained training records including dates and participant names. 
• All in-store training is orated to individuals with limited eyesight or difficulty reading 
• Multiple training formats include paper or digital versions using a specialized 

training app on mobile devices, which allows for modification of fonts, languages, 
and audio/visual personalization as needed. 

 

Strategies and Actions to Further Remove and Prevent Barriers 

(Timeline for completion is in brackets)  

Customer Service 

Kettlemans Bagel is committed to providing accessible customer service to people with 
disabilities. This means that we will provide goods, services and facilities to people with 
disabilities with the same high quality and timeliness as others. 

Actions to be completed in the future include: 

• Conduct annual reviews of customer service policies to ensure ongoing AODA 
compliance  

• Implement an Accessible Customer Service Policy across all locations (1-2 years) 

Employment 

• Review onboarding materials to ensure they are accessible. (Annually) 
• Regularly review emergency workplace response plans for employees with 

disabilities (Annually) 
• Add further communications throughout the entire interview process to ensure 

prospective employees are aware of all accommodations that can be provided (1 
year) 

 

 

 



 
 

Self-service kiosks 

• Increase number of self-service kiosks across more locations (2-5 years) 
• Evaluate future kiosk purchases using accessibility criteria (height, reach, visual 

clarity) (1-2 years) 
• Continue offering staff-assisted ordering as an alternative. 

Training 

• Provide refresher training when policies are updated and as legislation changes 
• Track training completion centrally to ensure consistency across all locations 

(Annually). 
• Provide staff with additional training on serving customers with invisible disabilities 

(1-2 years) 

For More Information 

For more information on this accessibility plan, please contact info@kettlemans.com or 
visit our website at www.kettlemans.com/contact. Address and phone numbers for each 
store are below: 

• Ottawa - Bank St. – 912 Bank St. 613-567-7100 
• Ottawa - College Square – 1365 Woodroffe Ave. 613-422-6624 
• Ottawa – Trainyards – 6-197 Trainyards Dr. 613-241-8848 
• Ottawa – Kanata – 710 Eagleson Rd. 343-773-2212 
• Toronto – Etobicoke – 847 Browns Line 416-519-4884 
• Toronto – Bathurst – 33C Bathurst St. 647-417-8077 

 

Standard and accessible formats of this document are free on request. 
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