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Introduction

Each year, the Ontario Public Service (OPS) sets a course to prevent, identify and
remove barriers for persons with disabilities. Every ministry participates through the
preparation of its annual accessibility plans, as required under the Ontarians with
Disabilities Act, 2001 (ODA).

The Accessibility for Ontarians with Disabilities Act, 2005 (AODA) is Ontario’s roadmap
to become accessible by 2025. It includes accessibility standards in:

e customer service

¢ information and communications
e employment

e transportation

e built environment

This year, the accessibility plans must also address the Integrated Accessibility
Standards Requlation (IASR) under the AODA enacted in June 2011. The IASR
required the OPS to develop a multi-year accessibility plan (MYAP) to prevent and
remove barriers for persons with disabilities. The OPS multi-year accessibility plan was
published on January 1, 2012. This included a statement of commitment for the OPS to
demonstrate leadership for accessibility, as follows:

e The OPS endeavours to demonstrate leadership for accessibility in Ontario. Our
goal is to ensure accessibility for our employees and the public we serve in our
services, products and facilities.

e The 2012-13 Accessibility Plan will continue to advance the Ministry of

Community and Social Services and the OPS, toward the goal of demonstrating
leadership in becoming an accessible province for all Ontarians.

To view every ministry’s Accessibility Plans, visit Ontario.ca.


http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_01o32_e.htm
http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_01o32_e.htm
http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_05a11_e.htm
http://www.e-laws.gov.on.ca/html/regs/english/elaws_regs_110191_e.htm
http://www.e-laws.gov.on.ca/html/regs/english/elaws_regs_110191_e.htm
http://www.ontario.ca/en/general/accessibilityplan/index.htm
http://www.ontario.ca/en/general/accessibilityplan/index.htm
http://www.ontario.ca/en/help/STEL01_100996

Section One: Report on Measures to Identify, Remove
and Prevent Barriers in 2011-12

The Government of Ontario is working to become the most accessible province by
2025.

Since 2001, the OPS has been complying with the obligations of the ODA to prepare an
annual accessibility plan, which is made available to the public through the Government
of Ontario’s public website.

During the last several years, the Ministry of Community and Social Services has been
a leader in accessibility. Some notable accomplishments are:

e In 2006, the Ministry launched a new accessibility lexicon entitled “Talk About
Disabilities — Choose the Right Word”. This lexicon highlights the importance of
using acceptable and contemporary language related to disability.

e In 2007, the Ministry hosted a series of accessibility expos across Ontario.
These expos offered a variety of presentations, exhibits and workshops for staff
that were designed to increase awareness about the challenges faced by people
with disabilities. More than 500 people from across the OPS registered and took
part in the experiential modules.

e In 2007, the Ministry worked with Emergency Management Ontario to develop an
Emergency Preparedness Guide for People with Disabilities and/or Special
Needs.

e 1In 2010, the Ministry developed and launched a manager’s guide on how to
accommodate the needs of employees with disabilities.

e In 2011, the Ministry launched the Online Application for Social Assistance
(OASA), enabling social assistance clients to screen for eligibility and apply
online for three social assistance programs, improving accessibility for persons
with disabilities.

e In 2011, the Ministry produced the Accessibility for Ontarians with Disabilities
Act, 2005 annual report to provide status updates on achievements to-date on
the journey to an accessible Ontario by 2025.
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http://www.mcss.gov.on.ca/en/mcss/programs/accessibility/understanding_accessibility/understanding_disabilities.aspx
http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_05a11_e.htm
http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_05a11_e.htm

e 1In 2012, the Ministry made services for people with developmental disabilities
easier to access and more sustainable through the implementation of the
Services and Supports to Promote the Social Inclusion of Persons with
Developmental Disabilities Act.

In 2011-12, the government continued to comply with the Accessibility Standards for
Customer Service (Ontario Regulation 429/07). As well, it began initiatives to meet
compliance on some of the requirements of the Integrated Accessibility Standards
Requlation 191/11 (IASR) in the areas of employment, information and communications,
transportation and procurement.

The following is a summary of the accessibility initiatives the Ministry of Community and
Social Services implemented last year, as a result of the 2011-2012 Annual
Accessibility Plan.

Reporting on 2011-2012 AODA obligations

The Government of Ontario is working to achieve an accessible province by 2025. In
2011-12, the government continued to comply with the Accessibility Standards for
Customer Service and implemented initiatives to enhance accessibility in other areas
including information and communications, employment, transportation and the built
environment.

Customer Service

In 2011-12, the Ministry:

e Continued to be in compliance with the Accessibility Standards for Customer Service
and in some instances, including training for staff, the Ministry exceeded the
requirements set out in the Standard.

e Continued to be in compliance with the 2011 and 2012 applicable requirements of
the IASR.

e Made available a variety of methods to solicit feedback from staff and clients about
the accessibility of Ministry services, including in-person, on-line and paper forms.

e Actively participated in the Disability Advisory Council (DAC), which is composed of
ministry representatives appointed by their Deputy Ministers to provide a consumer
perspective to the OPS on accessibility for employees with disabilities.
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http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_08s14_e.htm
http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_08s14_e.htm
http://www.e-laws.gov.on.ca/html/regs/english/elaws_regs_070429_e.htm
http://www.e-laws.gov.on.ca/html/regs/english/elaws_regs_070429_e.htm
http://www.e-laws.gov.on.ca/html/source/regs/english/2011/elaws_src_regs_r11191_e.htm
http://www.e-laws.gov.on.ca/html/source/regs/english/2011/elaws_src_regs_r11191_e.htm
http://www.mcss.gov.on.ca/en/mcss/publications/accessibilityplan11/toc.aspx
http://www.mcss.gov.on.ca/en/mcss/publications/accessibilityplan11/toc.aspx

Promoted the “Talk About Disabilities — Choose the Right Word” lexicon, which is
appended to the Accessibility Standards for Customer Service training resource.
This lexicon highlights the importance of using acceptable and contemporary
language related to disabilities.

Included articles that feature accessibility in the Ministry’s internal quarterly
newsletter, The Comet.

Implemented the Ministry’s multi-year diversity and inclusion strategy which
includes initiatives designed to enhance accessibility.

Promoted the Deputy Minister’s confidential online suggestion box as a way for
staff to identify barriers and submit suggestions for increasing accessibility.

Continued to develop the compliance assurance framework for the AODA in
advance of January 1, 2012, when private sector and non-profit organizations
with more than 20 employees were required to comply with requirements under
the Accessibility Standards for Customer Service.

Used Emergency Preparedness Week in May as an opportunity to develop tools
and feature accessibility awareness as it relates to emergency planning.
Continued to help make Ontario’s developmental services system fairer, easier to
access and more sustainable through the implementation of the new
developmental services legislation: the Services and Supports to Promote the
Social Inclusion of Persons with Developmental Disabilities Act (SIPDDA), 2008.

Required all staff to complete the Centre for Leadership and Learning’s (CFLL)
two online e-learning modules entitled “May | Help You.”

Required managers and supervisors to complete the Ontarians with Disabilities
Act, 2001 (ODA) online training, “Maximizing the Contributions of Employees and
Applicants with Disabilities.” This training is promoted and monitored for
completion on a quarterly basis.

As a leader in accessibility, the Ministry has encouraged and promoted
compliance with accessibility standards among all Ontario organizations by:
o Strengthening the Accessibility Directorate of Ontario’s connections with a
variety of organizations including non-profits, non-government
organizations and the private sector, to provide materials and resources in
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http://www.mcss.gov.on.ca/en/mcss/programs/accessibility/understanding_accessibility/understanding_disabilities.aspx
http://www.mcss.gov.on.ca/en/mcss/programs/accessibility/understanding_accessibility/understanding_disabilities.aspx
http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_08s14_e.htm
http://www.e-laws.gov.on.ca/html/statutes/english/elaws_statutes_08s14_e.htm

advance of January 1, 2012 compliance requirements for private and non-
profit sector organizations with the Accessibility Standards for Customer
Service.

Refocusing and marketing the EnAbling Change Partnership Program to:
I. Attract greater private sector interest;
ii. Promote greater marketing and advertising within their membership
communities; and
lii. Benchmark success using surveys before and after projects.

Identifying and publishing best practices and success stories to promote a
blueprint for all organizations interested in improving opportunities for
people with disabilities. Information is published on the Ministry’s website,
Facebook page, Twitter feed and YouTube channel.

Launching the AODA Compliance Wizard, an on-line tool that helps
organizations identify and understand their legislative and regulatory
requirements under AODA. The Wizard prompts the user to answer a brief
series of questions about their organization which are used to generate a
personalized list of obligations and timelines.

Developing policy guidelines in plain language for each requirement to
help obligated organizations understand how to meet their requirements
under the IASR.

Information and Communications

Explored alternatives for enhancing Teletypewriter (TTY) services in keeping with
the OPS Common Service Standards.

Provided information to staff on new technology, and explored the option of using
a read-aloud function on computers.

Provided publications and online resources in accessible formats and in clear
language with the goal of promoting a more positive and accessible customer
service experience.

In accordance with the IASR, enacted on July 1, 2011, the Ministry took steps to
ensure that its internet site met the requirements for Web Content Accessibility
Guidelines (WCAG) 2.0, Level AA. Content is regularly reviewed and tested and
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any issues raised are addressed within 48 hours. The Ministry Posted HTML
and PDF versions of the IASR guidelines on the Ministry’s website.

Posted videos in American Sign Language (ASL) and Langue des signes
guébécoise (LSQ) about the AODA, the Accessibility Standards for Customer
Service and the IASR on the Ministry’s internet site.

Continued to support the implementation of SIPDDA, 2008 through the
distribution of plain language guides on the legislation and quality assurance
measures regulation in various accessible formats.

Developed Policy Directives for Service Agencies to support the requirements
outlined in Ontario Regulation 299/10, the Regulation on Quality Assurance
Measures under SIPDDA. The regulation addresses many quality assurance
measures including the promotion of social inclusion, individual choice,
independence and rights, the development of individual support plans, and the
safety and security of persons with developmental disabilities. The policy
directives provide additional information to the regulation and set additional
requirements for service agencies.

Developmental Services Ontario (DSO) continued to serve as the single point of
access for adult developmental services across the province. The DSOs also
have satellite offices as well as video-conferencing technology available to
address the diverse needs of individuals.

Provided additional funding for intervenor services to support individuals who
receive little or no service, attract more people to the intervenor profession and
support training and education to help people who are deaf-blind to live more
independently.

Signed an agreement with Québec to set aside five seats per year for Ontario
students to train in the Université du Québec a Montréal’s Visual Interpretation
(LSQ) program as of September 2012. This should help increase community
participation for Franco Ontarians who are Deaf, deafened or hard of hearing and
communicate with LSQ.

As a leader in accessibility, the Ministry has encouraged and promoted
compliance with accessibility standards among all Ontario organizations. It has
done this by continuing to promote public awareness of the AODA, its standards

and accessibility barriers through the use of MCSS’ AccessON website.
6
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Employment

Promoted the benefits of hiring people with disabilities through the Employment
Outreach Secretariat.

Conducted training session on barrier-free interviewing for directors and
managers, and examined the broader use of the OPS Inclusion Lens to eliminate
barriers in recruitment practices.

Ensured ministry managers with employees with disabilities had documented
accommodation plans in place, as required.

Continued to provide “Don’t Waste Talent” workshops for employers across the
province.

Hosted an Employer Breakfast in partnership with the Ontario Chamber of
Commerce. The event featured employer champions sharing their experiences of
employing people with disabilities with other employers.

Sponsored the following events:
o The 2011 Ontario Disability Employment Network Conference
o The 2011 Leading with Action conference hosted by the Ontario Job
Opportunity Information Network
The 2011 Abilities First Gala
Launching of the United Way Ottawa's Employment Accessibility
Resource Network

Built Environment

Renegotiated new leases and lease renewals in complying with the Ontario
Building Code and the barrier-free guidelines to prevent barriers for staff, clients
or members of the public with disabilities.

Assessed and made plans to improve the accessibility of Ministry infrastructure
and technology with a view to improve accessibility for staff and clients.
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e Developed and posted a draft regulation for the Design of Public Spaces
(Accessibility Standards for the Built Environment) on the Ministry site in August
2012 for a 45 day public review and comment period.

Procurement

e Integrated accessibility considerations into Ministry procurement processes.

e Updated the Procurement of Consulting Services policy and expanded the
section on consideration of accessibility in procurement planning.

e Developed an approach to retrieve data on accessibility expenditures to be able
to evaluate efficient methods of providing accessible services.
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Section Two: Measures Planned for 2012-13 and
Beyond

Our Statement of Commitment:

The OPS endeavours to demonstrate leadership for accessibility in Ontario. Our goal is
to ensure accessibility for our employees and the public we serve in our services,
products and facilities.

This year, the Ministry of Community and Social Services accessibility plan focuses on
six areas. In order to demonstrate leadership in accessibility, our ministry is planning to
undertake the activities described below. At a minimum, these initiatives will support
compliance with the existing Accessibility Standards for Customer Service and the
Integrated Accessibility Standards under the AODA. The six areas covered by the plan
are as follows:

e Customer Service

e Information & Communications
e Employment

e Built Environment

e Procurement

e Accessibility Training

Customer Service

The Ministry of Community and Social Services is committed to ensuring that people
with disabilities receive accessible goods and services from the Ministry. This means
they will receive goods and services with the same high quality and timeliness as
others.

In 2012-2013, the Ministry will:

e Develop outreach opportunities to try to help private sector organizations comply
with the AODA reporting requirements.

e Continue to make Ontario’s developmental services system fair and easier to
access through the implementation of the SIPDDA, 2008.
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¢ Include in all branch level emergency management plans an updated
“accessibility impact statement” that outlines the Ministry’s commitment to deliver
services to people with disabilities as they relate to:
o non-emergency events where people with disabilities may be affected as a
result of a disruption to normal business processes; and,
o emergency events where an alternative service delivery location is utilized
to ensure the continuity of business services.

e Provide refreshed “May | Help You?” training in group sessions for Ministry staff.

e Develop a list of Ministry staff with American Sign Language (ASL) training and
engage them in developing ASL training for other staff.

e Introduce a self-service portal to provide online services and information for
ongoing social assistance clients, reducing barriers for persons with disabilities.

In 2013-2014, the Ministry will:
e Exceed the requirements of the Accessibility Standards for Customer Service by
requiring all staff to complete the CFLL's two online training modules on providing

accessible customer service, “May | Help You.”

e Require all managers to complete the ODA Maximizing the Contributions of
Employees with Disabilities online training.

¢ Promote and encourage staff to complete the range of diversity and inclusion
training programs provided through the Centre for Leadership and Learning.

e Implement its multi-year diversity and inclusion plan.

e Develop training offerings in ASL to support Ministry staff in providing an ASL
active offer.

e Develop and host advanced accessibility training for staff.

e Encourage the use of the Inclusion Lens when developing/renewing service
agreements.
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Information and Communications

The Ministry of Community and Social Services is committed to making government
information and communications accessible to people with disabilities. The information
we provide and how we communicate it are key to delivering our programs and services
to the public.
In 2012-2013, the Ministry will:
e Partner with the Global Alliance for Accessible Technologies and Environments
to develop resources related to the accessibility standard for information and
communications.

e Feature accessibility during Emergency Preparedness Week.

e Update program information and general outreach on the Ministry website to help
Ontarians understand the Ministry’s programs.

e Highlight Windows 7 accessibility features to staff as computers are refreshed.

e Enrich staff awareness by promoting the use of TTY and provide training on the
use of TTY.

e Develop a style guide for staff on how to make internal e-mails accessible.

e Explore ways to develop an accessibility desktop icon for staff. This icon would
provide access to a wide variety of documents and resources about enhancing
accessibility for staff and clients.

e Explore secure mail as another means to communicate with clients.

e Offer a clear writing e-learning module to staff.

e Explore opportunities to expand the Assistive Technology User Group to benefit
more staff.

In 2013-2014 and beyond, the Ministry will:
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Convert all new English and French PDFs to text-only versions for posting on the
ministry’s public website.

Continue to review all of its web sites to ensure that Web Content Accessibility
Guidelines (WCAG) 2.0, Level AA are met.

Ensure that all branch level emergency management plans outline the requirement
to make emergency plan information available in an accessible format upon request,
as soon as practicable.

In 2014-2015, the Ministry will:

Deploy the accessibility icon which would provide easy access to a wide variety of
accessibility related documents and resources.

Employment

The Ministry of Community and Social Services is committed to fair and accessible

employment practices that will attract and retain talented employees with disabilities.

In 2012-2013, the Ministry will:

Make available a WebEX training session on barrier-free recruitment practices.

Continue to examine broader use of the OPS Inclusion Lens to eliminate barriers in
recruitment practices.

Ensure ministry managers with employees with disabilities have documented
accommodation plans in place, as required.

Work in partnership with the Conference Board of Canada and the Human
Resources Professionals Association to develop tools and resources to help
employers comply with the employment standard regulation.

Provide a demo/experiential learning area for staff to learn about assistive
technologies and devices.

Form a “Manager's Community of Practice” to provide managers with the opportunity
to discuss issues or ask questions regarding employment accommodation.
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e Provide information regarding employment accommodation and the Employee
Assistance Program (EAP) to staff during orientation.

e Develop, pilot and evaluate training on the Manager’s Toolkit — providing
accommodations to Ministry employees with disabilities.

e Develop disability awareness sessions for Ministry senior managers with a focus on
experiential learning led by a group of facilitators with disabilities.

In 2013-2014 the Ministry will:
e Evaluate the disability awareness sessions and implement sessions at a staff level.
e Develop educational sessions for staff on the AODA regulations.

e Launch training for managers to increase knowledge on providing accommodation
for employees with disabilities.

Built Environment

The Ministry of Community and Social Services is committed to greater accessibility in,
out of and around the buildings we use.

In 2012-2013, the Ministry will:

e Renegotiate new leases and lease renewals in compliance with the Ontario Building
Code and the barrier-free guidelines to prevent barriers for staff, clients or members
of the public with disabilities.

e Continue to assess and make plans to improve the accessibility of ministry offices,
facilities and technology to improve accessibility for staff and clients.

e Promote/refresh “Planning Accessible Meeting Guidelines” to include new policies
and information on external meetings.

Procurement

The Ministry of Community and Social Services is committed to integrating accessibility
considerations into our procurement processes. Potential suppliers are asked to

13
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indicate the accessible options they offer. As well, accessibility considerations are part
of our evaluation criteria.

In 2012-2013, the Ministry will:

Add a subsection on accessibility to the Ministry’s Electronic Manual of Ministry
Administration in the Procurement Section. The subsection will link to Supply Chain
Management Division resources on Accessibility.

Prepare and post an information package to support managers who need to make
acquisitions of supportive technologies to accommodate staff with disabilities.

Highlight accessibility information under the procurement section of the intranet site.

Accessibility Training

In 2012-2013 and beyond, the Ministry will:

Exceed the requirements of the Accessible Customer Service Standard by requiring
all staff to complete the CFLL's two online training modules on providing accessible
customer service, “May | Help You.”

Require all managers to complete the ODA Maximizing the Contributions of
Employees with Disabilities online training.

Promote and encourage staff to complete the range of diversity and inclusion
training offerings provided through the Centre for Leadership and Learning.

14
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Section Three: Review of Acts, Regulations and
Policies

In support of our commitment to improve accessibility for people with disabilities, the
Ministry of Community and Social Services will continue to review government
initiatives, including legislation and policies, to identify and remove barriers.

Acts, Regulations and Policies Reviewed in 2011-12

Acts and Regulations

The Ministry of Community and Social Services is committed to ensuring that our Acts
and Regulations are reviewed for potential accessibility barriers.

In 2011-12, the Ministry used the Inclusion Lens to review the Deaf-Blind Awareness
Month Act, 2000, and the Social Work and Social Service Work Act, 1998.

Acts, Regulations and Policies to Be Reviewed in 2012-13

The OPS Diversity Office and the Ministry of the Attorney General have developed a
coordinated approach to continue with the review of government legislation for
accessibility barriers. In this next phase, high impact statutes that meet the following
criteria will be reviewed:

a. Statutes that affect persons with disabilities directly;

b. Statutes that provide for the delivery of widely applicable services or
programs;

c. Statutes that provide benefits or protections; or

d. Statutes that affect a democratic or civic right or duty.

This phase of the review will be completed by the end of 2014. The government has
decided to review these statutes because it is anticipated that changes in these areas
will have the highest impact on those Ontarians who have accessibility needs. We will
continue to report on the review in our annual accessibility plan.
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Identifying, Removing and Preventing Barriers with the OPS
Inclusion Lens

In 2011, the Ontario Public Service (OPS) launched the OPS Inclusion Lens. The OPS
Inclusion Lens is an analytical tool that helps staff incorporate elements of inclusion into
their work through an enhanced understanding of diversity and accessibility. The OPS
Inclusion Lens can be used when initiating a project or reviewing policies, programs,
legislation, guidelines and procedures. The OPS Inclusion Lens can assist in
identifying, removing and preventing barriers to accessibility and other dimensions of
diversity.

In 2011-12, the Ministry:

e Promoted participation in the Centre for Leadership and Learning’s Diversity and
Inclusion courses.

e Established expectations regarding use of the OPS Inclusion Lens across the
Ministry.

e Used the OPS Inclusion Lens to review the Deaf-Blind Awareness Month Act,
2000 and the Social Work and Social Service Work Act, 1998.

In 2012 and beyond, the Ministry will:

e Continue to use, and encourage staff to use, the OPS Inclusion Lens to review
acts, regulations, policies, programs, practices and services.

e Senior managers will encourage all staff to include the use of the Lens in their
annual Performance Development and Learning Plans.

In support of our commitment to improve accessibility for people with disabilities, the
Ministry of Community and Social Services will continue to review government
initiatives, including legislation and policies, to identify and remove barriers.
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Glossary of Terms/Acronyms

AAA - Access, Awareness and Accountability

ADO - Accessibility Directorate of Ontario

AODA — Accessibility for Ontarians with Disabilities Act, 2005
ASL - American Sign Language

CFLL — Centre for Leadership and Learning

DAC — Disability Advisory Council

DSO — Developmental Services Ontario

EAP — Employee Accommodation Program

EMMA - Electronic Manual of Ministry Administration
GAATES - Global Alliance for Accessible Technologies and Environments
IASR — Integrated Accessibility Standards Regulation

KM - Knowledge Management

MIHY — May | Help You?

MYAP — Multi-Year Accessibility Plan

MCSS - Ministry of Community and Social Services

ODSP - Ontario Disability Support Program

OPS — Ontario Public Service

ODA — Ontarians with Disabilities Act, 2001

SIPDDA - Social Inclusion of Persons with Developmental Disabilities Act, 2008
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TTY - Teletypewriter

WCAG - Web Content Accessibility Guidelines

18
2012 — 2013 Annual Accessibility Plan



For More Information

Questions or comments about the Ministry of Community and Social Services
accessibility plan are always welcome.

General inquiry number: 416-325-5666 or 1-888-789-4199
General inquiry TTY number: 1-800-387-5559

E-mail: mcssinfo.css@ontario.ca

Ministry website address: http://www.mcss.gov.on.ca/index.aspx

Visit the Ministry of Community and Social Services Accessibility Ontario web portal.
The site promotes accessibility and provides information and resources on how to make
Ontario an accessible province for everyone.

Alternate formats of this document are available free upon request from:

ServiceOntario Publications
Phone: 1-800-668-9938
TTY: 1-800-268-7095

© 2012 Queen’s Printer for Ontario

ISSN 1708-3222
Ce document est disponible en frangais.
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