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Accessibility Standards Policy, Procedures & Practices

INTRODUCTION AND STATEMENT OF ORGANIZATIONAL COMMITMENT

Mackenzie Financial Corporation (the “Company”) is committed to providing access to the Company’s financial products and
services to individuals with disabilitiesin Ontarioin a timely manner, consistent with the requirements ofthe Accessibility for

Ontarians with Disabilities Act, 2005 and related standards and regulations (collectively, the “AODA”).

This Policyisintended to specificallyaddress the requirements of the AODA and describes how the Company will comply with
thoserequirements and what customers may expect from the Company. The AODA doesnotreplace orlimit any requirements
thathave been established under Human Rights Code orother legislation that is a pplicable to the Company andthe Companyis
committed to meeting those requirements as well.

This Policy willbe implemented in accordance with the time frames for compliance established by the AODA.

The Policyapplies to every person who deals withmembers of the publicor who deals with other third partiesin Ontarioon
behalf ofthe Company.

This Policyis meant to benefit persons with a wide range of disabilities, as defined below. Whether a person’s disability is
apparentornot, everyone should be treated with courtesyand have his orher need foraccommodation respected whenever
interacting with the Company.

In this Policy, anindividual with a disability includes a person with any degree of physical disability, i nfirmity, disfigurement,
mental disorder, learningdisability or condition of mentalimpairment or a developmental disability. Forthe complete
definition of disability, and other definitions, see section 7 of the Policy.

GENERAL

The Companywill make reasonable efforts to ensure thatindividuals with disabilities have the same opportunityto access the
products andservices which the Company provides, inthe same place andina similar wayas other members of the public.

The Companywill make reasonable efforts to be consistent with the following principles when establishing policies, practices
and procedures:

e  Finandal products andserviceswill be providedina mannerthat respects the dignityandindependence of individuals
with disabilities;

e The provisionof financial products and services to persons with disabilities willbeina mannerthatis integrated with
the wayin which such financial products andservices are provided to other members of the publicunless an
alternative measure is necessary, whether temporarilyor on a permanent basis, to enable a person with a disability to
access, use or benefit fromthe financial products and services ofthe Company;

e The Companywill seekto give individuals with disabilities an opportunity equal to that of others to obtain, use or
benefitfrom,the Company’s finandal products and services.

TRAINING

The Company will provide appropriate training to employeesworkingina Canadian location onthe Policy, the requirements of
the AODA and, where appropriate, the Human Rights Code (Ontario) as it pertains to persons with disabilities. The Company
will alsoensure that other persons who require training pursuant to the AODA are provided with the appropriate training.
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CUSTOMER SERVICE
Assistive Devices

The Companywill seekto allowforanindividual to be able to use his or her own assistive devices to access the Company’s
premises orits financial products and services, except where thismayreasonably pose a securityrisk orariskto the healthor
safetyoftheindividualorothers. An assistive device is anydevice thatis designed, made or adaptedto assistanindividual with
a disabilityin carrying out activities.

In situations where the use of an assistive device could reasonably pose a securityriskora riskto the health or safety of the
individualorothers, the Company may make other reasonable measures available to assist the individualwith a disabilityin
accessing premises, or being able to obtain, use or benefit from, the Company’s financial products orservices. Itis the
responsibility of the individual with a disability to ensure that his or her assistive device is operated ina safe and controlled
manneratall times.

Support Persons

An individualwith a disabilitywhois accompanied bya support personwillbe permitted to enterthe Company’s premises that

are open to the publicwith his orher support person.

An individualwith a disability, whois accompanied bya support person, willnot be prevented fromhavingaccessto hisorher
support person while onthe Company’s premises unless the security, health or safety of the person with a disabilityor of
others onthe premises would be negativelyimpacted.

The Company mayrequire a person with a disabilityto be accompanied bya support personwhenonthe Company’s premises,
butonlyifa support personis necessaryto protect the security, health or safety of the person with a disabilityorthe security,
healthorsafetyof others onthe premises. The Company will consult with the person with a disability prior to making a dedision
and consider all information available. Ifitis determinedthata support personis required, the fee (if applicable) forthe
support person will be waived by the Company.

Given the nature of information that maybe discussed inthe presence ofa support personaccompanyingorassistingan
individualwith a disability, the Company mayrequire that the individual with a disability give hisor her consent to the Company

to discuss confidentialinformationin the presence of the support person.

If anindividualwith a disability has concerns about discussing confidential informationinthe presence of the support person,
he orshe mayaskthe support person to leave during the discussion of the confidential information.

Service Animals

An individualwith a disabilitywhois accompanied bya service animal willgenerally be permitted to enter premises owned by
the Companywith the service animal and keep the animal withhim orher.Inthe rare occurrence thata service animal’s access
maybe excluded by law, the Company will make reasonable efforts to arrange alternative ways for the individual to obtain, use

orbenefit from the Company’s financial products andservices.
The individualwith a disabilityis responsible for the care and control of the service animal at all times.
Notice of Service Disruption

The Companywill, when reasonable, provide noticeinthe event ofa disruptioninthe facilities or services owned or controlled

bythe Companythatare usuallyused byindividuals with disabilities.

A copyofthe AODA Notice of Service Disruption can be found on www.mackenzieinvestments.com
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Self-service Kiosks

If the Company purchases self-service kiosks that allow public users to access the Company’s financial products or services,
regard will be givento the accessibility features of such s elf-service kiosks and preference will be givento self-service kiosks
thatare accessible.

Feedback and Concerns

Feedbackregarding the waythe Company provides access to its finandal products and servicesto individuals with disabilities
should be made inwriting, if reasonable. Feedback maybe made by e -mail, | etter, telephone, in person, orinanother waythat
better meets the communication needs of the person providingthe feedback. The Company will ensure that every process for
receiving and responding to feedback is accessible to persons with disabilities by providing or arranging forthe provisiono f
accessible formats and communication supports upon request.

A copyofthe AODA Feedback Procedure can be found on www.mackenzieinvestments.com

INFORMATION & COMMUNICATION

When communicating with an individual with a disability, the Companywilldo soina mannerthattakes intoaccountthe
individual's disability. Upon re quest, the Company willendeavour to provide, orarrange to provide, communications in
accessible formats and communication supports to a person with a disabilityin order to facilitate accessto the Company’s
financial products andservices. The Company will do this in a timely manner that takes into account the person’s accessibility
needs dueto hisorherdisabilityandata costthatis nomorethantheregular costchargedto other persons.

On requestand where applicable, the Company will provide e mergency procedures, plans and public safetyinformationthatis
available to the publicinanaccessible format or with appropriate communication supports as soon as practicable.

The Companywill, except where impracticable, ensure thatits internet websites that are accessible to members of the public
conform with the applicable requirements of the World Wide Web Consortium Web Content Accessibility Guidelines (WCAG)

2.0 bythe dates specifiedinthe AODA.
Accessibility Plan

The Company will establish, maintain and document a multi-year accessibility planto outline its strategy to prevent and remove
barriers and meetits requirements under certain AODA standards. The accessibility plan will be reviewed and updated as
required, but notless frequently than everyfive years, and will be posted online. Upon request, the Company willprovide a
copyofthe accessibilityplaninanaccessible format.

EMPLOYMENT

The Company will notify employees and the publicthat accommodation is available for persons with disabilitiesduring the
recruitment process. Job applicants who are individually selected foraninterview willbe notified that accommodations are
available uponrequest. Successful applicants will be notified ab out the Company’s policiesfor accommodating employeeswith
disabilities as part of their offer of employment. If a selected participant re quests accommodation, the Company s hall consul t
with the applicantand provide, or arrange forthe provision of, a suitable accommodationina manner that takes intoaccount
the applicant’s accessibility needs due to disability.

The Companywill inform employees of the policies used to support e mployees with disabilities, including policies onthe
provision of job accommodations that take into account an employee’s accessibility needs due to disability. The Company will
provide thisinformationto newemployees as soon as reasonable aftertheybegin theiremploymentand provide updated
informationto all employees wheneverthereis a change to the existing policieson the provision ofjob accommodations that
take intoaccountan employee’s accessibility needs due to disability.
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The Companywill work withthe employee, upon request, to provide orarrange forthe provision of accessible formats and
communication supports for:

a) Informationthatis neededin orderto performthe employee’s job; and
b) Informationthatis generallyavailable to employees inthe workplace.

The Company will work with the employee making the request in determining the suitability of an accessible format or
communication support.

The Companyshall provide individualized workplace e mergency response i nformation to the Company’s employees who have a
disability, if the disabilityis such that the individualized information is necessary, and if the Company’s employee makes the
Companyaware of the need foraccommodation due to the employee’s disability. The Company shall provide thisinformation
as soonas practicable after becoming aware ofthe need foraccommodation.

Where anemployee of the Company requires assistance, the Companyshall, withthe consent ofthe employee, provide the

workplace emergencyresponseinformation to the person designated by the Companyto provide assistance to the e mployee.

The Companyshall review the individualized workplace emergency response information deve loped for an employee of the
Companywhenthe employee moves to a differentlocation at the Company, whenthe employee’s overall accommodations

needs or plans are reviewed and, when the Companyreviews its general emergency response policies.

A written processforthe development and maintenance of documented individualaccommodation plans is available for
employees with disabilities. If requested, these plans willinclude information regarding accessible formats and communication
supports.

The Companyhasinplaceadocumentedreturn to work process for employees returningto work due to disabilityand
requiringdisability-related accommodations. Thisreturnto work processoutlines the steps that the Companyshalltake to
facilitate the returnto work.

The Company will take into account the accessibility needs of its e mploye es with disabilities as well as anyindividual

accommodation plans when providing career development, performance management and when considering redeployment.
BUILT ENVIRONMENT

Where the Companyowns real property thatincludes public s paces and undertakesto build newstructures or make major
changes to existing structural features, the Companyis committed to meeting the design and a ccessibility requirements of the
AODA within the time framess pecified.

REVIEW

This Policywillbe reviewed and revised from time to time. When new or revised standards are developed under the AODA, this
Policy will be reviewed and updated as may be necessary to ensure consistency with such standards.

DEFINITIONS

Forthe purpose of this Policy, the followingterms have the meanings indicated: “disability” means:

(a) anydegree of physical disability, infirmity, malformation or disfigurement thatis caused by bodily injury, birth defect
orillness and, without limiting the generality of the foregoing, includes diabetes mellitus, e pilepsy, a brain injury, any
degree of paralysis, amputation, lack of physical co-ordination, blindness or visual impediment, deafness or hearing
impediment, muteness or s peechimpediment, or physicalreliance ona guide dogor otheranimal orona wheelchair
orotherremedial appliance ordevice,

(b) a condition of mentalimpairment ora developmentaldisability,
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(c) a learningdisability, ora dysfunctionin one or more of the processes involved in understanding or using symbols or
spokenlanguage,
(d) a mental disorder, or
(e) aninjuryordisability for which benefits were claimed or received underthe insurance plan established underthe

Workplace Safetyand Insurance Act, 1997 (Ontario).

“Service animal” means, fora personwith a disability, ananimal if:

(a) itis readilyapparentthatthe animalis used bythe person forreasons relatingto his or her disability; or
(b) the personprovides a letter from a physician, nurse, psychologist, psychotherapist, audiologist, chiropractor or
optometrist confirming thatthe person requires the animal for reasons relatingto the disability.

“Supportperson” means, inrelationto a person with a disability, another person who accompanies him orherinorderto help
with communication, mobility, personalcare or medical needs or with access to goods or services.

ACCESSIBILITY IN CUSTOMER SERVICE TRAINING PROCEDURES (THE “PROCEDURES”)
Introduction

Mackenzie Financial Corporation (the “Company”) is committed to providinga ccess to the Company’s products and servicesto
individuals with disabilities.

The Procedures areintended to address, ata minimum, the requirements ofthe Accessibility for Ontarians with Disabilities Act
2005 and related standards and regulations. The Procedures describe howthe Company will provide its employeeswith

trainingin order that they mayenhance the accessibility of its products and services to persons with disabilities.
General

The Companywill provide appropriate training to employeesworkingina Canadian location onthe Policy, the requirements of
the AODA and, where appropriate, the Human Rights Code (Ontario) as it pertains to persons with disabilities.

Content of Training
Training of Employees willinclude:

e The purpose of the Accessibility for Ontarians with Disabilities Act 2005 and the requirements under the regulations
made thereunder;

e Howtointeractand communicate with people withvarious types of disabilities

e Howtointeract with people with disabilities who use an assistive device orrequire the assistance of a service animal
ora supportperson;

e Howto useassistive devices that maybe available onthe premises of the Companyorare otherwise provided by the
Companythatmayhelpwiththe provision of products orservices to a person with a disability; and

e Whattodoifa personwith adisabilityis havingdifficulty accessing the Company’s products andservices.
Timing for Training

Each Employee will receive training as soon as reasonably possible after assuminga role that requires training.
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Training Updates

Training will be providedin connection with changesto the policies, practicesand proceduresgoverning the provision ofthe
Company’s products and servicesto persons with disabilities, orinanyevent, everytwo years. For feedback orinquiries ple ase

contact:
Or write to: Client Services
Telephone: 1-800-3870614 Mackenzie Financial Corporation
E-mail: service@mackenziefinandal.com 180 Queen Street West
Fax: 1-866-766-6623 Toronto, Ontario,
M5V 3K1

FEEDBACK AND CUSTOMER CONCERNS PROCEDURES (THE “PROCEDURES”)
Introduction

Mackenzie Finandial Corporation (the “Company”) is committed to providinga ccess to the Company’s products and servicesto
individuals with disabilities.

The Procedures are intended to address, ata minimum, the requirements ofthe Accessibility for Ontarians with Disabilities Act
2005 and related standards and regulations. It describes how a person may provide feedback and notice of concerns to the

Companywith respect to the accessibility of its products and services for persons with disabilities.
General

The Companyshall make reasonable efforts to ensure thatindividualswith disabilities have the same opportunityto access the
Company’s products and servicesinthe same place and insimilar ways as others.

The Companywelcomesfeedback onthe wayit provides access to its products and servicesto individuals with disabilities.
Comments and concerns should be inwriting, if reasonable. However, theymaybe madein personorbye -mail, letter,

telephone orother method that accommodates a person’s communication needs.
How to Provide Feedback and Concerns

If anindividual has feedback or concerns about the waythe Company provides access to its products and servicesby persons
with disabilities, direct them to Client Services:

Or write to: Client Services
Telephone: 1-800-3870614 Mackenzie Financial Corporation
E-mail: service@mackenziefinandal.com 180 Queen Street West
Fax:1-866-766-6623 Toronto, Ontario,

M5V 3K1

The Company will forward all feedback, includingconcerns, to the appropriate business unit fora response which will be
communicatedinthe same manneras received, if reasonable, within 30 days of receipt. The Company will ensure that every
process forreceiving and responding to feedback is accessible to persons with disabilities by providing orarrangingforthe
provision of accessible formats and communication supports upon request.
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NOTICE OF SERVICE DISRUPTION PROCEDURES (THE “PROCEDURES”)

Introduction

Mackenzie Financial Corporation (the “Company”) is committed to providingaccess to the Company’s products and servicesto
individuals with disabilities.

The Procedures is intended to address, ata minimum, the require ments of the Accessibility for Ontarians with Disabilities Act
2005 and related standards and regulations. It describes how the Company will provide noticeinthe event ofa plannedservice
disruption. The Procedures applies to facilities and s ervices owned or controlled by the Companyin Ontario.

General

People with disabilities rely on certain facilitiesand s ervices to access premises owned and managed bythe Companyorto

access the Company’s products and services.

The Companywill provide advance notice of a planned disruption of access to or use of the Company’s facilities or the
Company’s servicestypicallyused by persons with disabilities.

Service Disruption Steps

The Companywill provide advance notice of planned disruptions ofaccessor use of its facilities or services atleast 24 hou rs
priorto anysuchdisruption.

The Company will strive to provide notice as soon as possible ofany unexpected disruption ofaccessor use of facilities or
services.

The notice provided bythe Companywillinclude:

e adescriptionofthe nature of the disruption;

e informationaboutthe reasonforthe disruption;

e howlongthedisruption is expected to last; and

e adescriptionof alternate facilitiesor services which maybe accessedinthe interim.

Forfeedbackorinquiriesplease contact Client Services:

Or write to: Client Services
Telephone: 1-800-3870614 Mackenzie Financial Corporation
E-mail: service@mackenziefinancdial.com 180 Queen Street West
Fax:1-866-766-6623 Toronto, Ontario,

M5V 3K1

PRACTICES TO ENHANCE ACCESSIBILITY FOR PEOPLE WITH DISABILITIES (THE “PRACTICES”)

Introduction

Mackenzie Financial Corporation (the “Company”) is committed to providingaccess to the Company’s products and servicesto

individuals with disabilities.

The Proceduresisintendedto address, ata minimum, the require ments of the Accessibility for Ontarians with Disabilities Act
2005 and related standards and regulations. The Practices describe how the Company will e nable people with disabilities to
access the Company’s products and services.
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The Companyshall ensure that employees who deal with members ofthe publicor others, strive to provide people with

disabilities with reasonable access to the Company’s products and s ervices, takinginto account an individual’s specific disability.

The Companyshall undertake a processof ongoingenhancement of the mannerin which its products or servicescanbe

accessed byindividuals with disabilities.

Practices for Assuring Accessibility to Products & Services

In orderto assure reasonable access to the Company’s products and services byindividuals with disabilitiesthe

Companyshall:

Make client account statements available in Braille upon request.

Make account statements accessible online at all times.

Send accountinformationincludingstatements or cheques, which are required in a timely fashion, to a client’s
locationvia courieruponrequest.

Ensurethatall of the Company’s | ocations, i ncluding washroom facilities, are wheelchair accessible.

Ensurethatthe elevators located atallof the Company’s locations have floor numbers indicated in Braille an d audio
flooranddirectionalannouncements both English and French.

Ensurethatall of the Company’s customer service re presentatives staffingthe AccessLine shall be capable of
accepting complaints and feedback from individuals with disabilitiesin relation to accessing the Company’s products
and services and shall make best efforts to identify the mannerinwhich the needs of such individualscanbe best
met.

Ensurethatall of the Company’s policies, practicesand proceduresare consistent with the principlesof dignity,
independence and equalopportunityand to the extent reasonable take into account s pecific disabilities to the
greatest extent possible.

Ensurethatifanindividual with a disabilityis accompanied bya support person, such personwill be permitted to
enterthe Company’s premises and accompany s uch individual at all times.

Ensurethatifanindividual with a disabilityis accompanied bya service animal, such animalwill be permitted to enter

the Company’s premises and accompany such individualatalltimes.



