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Introduction

The Accessibility for Ontarians with Disabilities Act, 2005 (AODA) sets out the roadmap to make
Ontario accessible by 2025. Under this act, accessibility standards are being developed and
implemented to break down barriers in key areas of everyday life.

These standards will increase accessibility for people with disabilities in the areas of customer
service, information and communications, employment, transportation and the built environment.

The Government of Ontario is preparing to lead the way towards an accessible province, beginning
in January 2010 when the first standard — for customer service — comes into force.

Each year, the government sets the course to prevent, identify and remove barriers through annual
accessibility plans required under the Ontarians with Disabilities Act, 2001 (ODA).  

Building on last year’s plan, the 2009-10 accessibility plan will continue moving the Ministry of the
Environment towards the goal of an accessible province for all Ontarians.

We are committed to delivering high quality services that are accessible to all Ontarians.  Over the
past year, staff have been working hard to prepare for compliance with the accessible customer
service regulation (e.g., education and outreach presentations, training strategy, etc.). 

The Ontario Public Service (OPS) Accessible Customer Service Policy, which outlines what ministries
must do to comply with the regulation and what our customers may expect from us, has been
adopted by the ministry and communicated to staff.

Links to the other ministry plans are available at: http://www.mcss.gov.on.ca/mcss/english/
ministry/accessibilityPlans/ministries_accplans10.htm

Report on Status of Customer Service Requirements

The Accessibility Standards for Customer Service (Ontario Regulation 429/07) came into force on
January 1, 2008.  All OPS ministries must comply with the Regulation by January 1, 2010. 
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Focus Area:  Customer Service

Commitment: Ongoing 

We will develop an education and outreach strategy to inform staff about the existing
requirements of the ODA and the new requirements under the AODA, including the accessible
customer service standards and other standards currently under development, as well as
resources and contacts to support accessibility. 

Implementation Timeframe: April 2008 – March 2011

Results Achieved:  Presentations were made to managers and staff in the spring and
summer of 2009 about the ministry’s action plan for compliance with the accessible customer
service regulation.

Background was provided about the ODA and other standards currently in development under
the AODA. Resource materials and contact information was also shared (e.g., accessibility
planning working group membership).

Presentations were made to all divisional directors committees, including some management
teams (e.g., Environmental Sciences and Standards Division, Communications), the Business
Services and Administrative Managers (BSAM) network, some branches (e.g., Land and Water
Policy Branch, Toxics Reduction Project Office), and the ministry’s Continuity of Operations
Program Development Committee.

Planned Action: We will continue our education and outreach activities in the coming year
(e.g., other branch presentations) to inform staff about accessible customer service
requirements, the other standards in development under the AODA, and existing accessibility
requirements under the ODA, and will share new resources as they become available.

Focus Area:  Customer Service  

Commitment:  Ongoing 

The ministry will establish an accessible customer service policy, as well as associated practices
and procedures, in accordance with the requirements of the new accessible customer service
standards.       

Implementation Timeframe:  January 2009 – March 2011

Results Achieved:  The Ministry of the Environment (MOE) has adopted the OPS Accessible
Customer Service Policy and Accessibility Guideline (OPS ACS Policy), which outlines what
ministries must do to comply with the accessible customer service regulation and what our
customers may expect from us.

This policy addresses requirements related to the use of assistive devices, communication that
considers a person’s disability, service animals and support persons, training, service disruption
notification provisions, feedback processes, and documents to be made public under the
regulation.

This policy was communicated to all managers and staff through a variety of channels (e.g.,
education and outreach presentations, eMOE article, emails, MOE ODA-AODA intranet).

An orientation session on the policy was held for BSAM members and other key staff in late
September.  Participants were asked to share the material with staff within their offices.  

Managers have been asked to ensure that program service policies, practices and procedures
are consistent with the principles of independence, dignity, integration and equality of
opportunity.

As part of the Service Excellence Initiative, we are establishing an MOE service policy with
associated practices and procedures, which will reference the OPS ACS Policy and incorporate
requirements of the accessible customer service regulation, including the above-noted
principles, and the OPS Service Directive.  These will be communicated to all staff once
finalized.

The ministry is enhancing its existing feedback process and establishing a service disruption
notification protocol to meet the requirements of the accessible customer service regulation. 
These are expected to be in place by December 31, 2009.

Planned Action:  We will look at opportunities to use the draft diversity-accessibility lens as a
tool to assist us in considering accessibility perspectives in the development and/or review of
policies, legislation/regulations, programs or services.
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We will work with our audit cluster partners to develop a framework for compliance monitoring
and reporting, including an annual internal audit to support ongoing ministry compliance with
the accessible customer service regulation and the OPS Service Directive.

We will also consider the lessons learned from the work of the enterprise-wide audit service
team to support ongoing compliance improvements.

Focus Area:  Customer Service  

Commitment:  Ongoing 

The ministry will develop and implement a training strategy related to the delivery of customer
service to people with disabilities in accordance with the requirements of the accessible
customer service standards.           

Implementation Timeframe:  January 2009 – March 2011

Results Achieved:  The ministry has developed a training strategy based on the OPS training
strategy for compliance with the accessibility customer service regulation.

The ministry’s chief administrative officer communicated accessibility training requirements in
an email to senior management and all directors in August 2009.  This communication was
also sent to BSAM and working group members.

Accessibility training requirements were highlighted in education and outreach presentations
over the spring and summer.

All managers and staff are to complete the “May I Help You? Welcoming Customers with
Disabilities (MIHY)” and MIHY-Supplementary e-learning courses by November 30, 2009 and to
reflect these in their learning plans for 2009/10.  Progress is being tracked using the Centre for
Leadership and Learning online registration reports.

An earlier communication was also sent to all staff in December 2008 asking staff to complete
the MIHY e-learning training.

MOE has adopted and communicated the OPS ACS Policy to managers and staff.  An
orientation to the OPS ACS Policy was held on September 29, 2009 for BSAM members and
other key staff.  Participants were asked to share the presentation with staff within their
offices.  The orientation session included training on assistive devices available on the
ministry’s premises (e.g., TTY, Bell Relay Services, etc.).

The MOE Orientation Guide, which is posted on the ministry’s main intranet site, and the
Student Network intranet site are being updated to include accessibility training requirements
to support ongoing compliance.  These are expected to be updated by December 2009. 

The Accessibility Directorate’s “How to Welcome Customers with Disabilities” guide will be
reposted on our MOE ODA-AODA intranet by December 2009. 

Planned Action:  We will follow up to ensure ongoing compliance with these accessibility
training requirements (e.g., training for new hires).

We will also look at opportunities to provide enhanced accessible customer service training to
staff that have high interaction with the public and other third parties (e.g., other levels of
government, businesses and non-government organizations).

Focus Area:  Customer Service  

Commitment:  Ongoing 

The ministry will develop a strategy and identify resources for providing information in an
accessible format.           

Implementation Timeframe:  January 2009 – March 2011

Results Achieved:  Resources for providing information in accessible formats are posted on
the ministry’s ODA-AODA intranet (e.g., “Make Information Accessible” Guide, web accessibility
requirements, “Guide to the Production and Distribution of Accessible PDF Documents”, etc.). 
New resources will be posted on the site by December 2009 (e.g., MTO “Creating Accessible
Documents”, CNIB Clear Print Accessibility Guidelines, Plain Language Online e-learning
course).
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Planned Action:  We will update our ODA-AODA intranet site in the coming year to include a
page focused on accessible information and communications in anticipation of the coming
information and communications standard.  We will also share the Diversity Office’s
Information and Communications Resource Guide with staff and post it on our ODA-AODA
intranet site as soon as it becomes available.  

Focus Area:  Customer Service  

Commitment:  Ongoing

The ministry will develop a strategy to ensure that organizations that provide services on
behalf of the ministry are aware of the requirements of the accessible customer service
standards and are provided with information about how to meet these standards. 

Implementation Timeframe:  January 2009 – March 2011

Results Achieved:  Designated public sector agencies (e.g., Ontario Clean Water Agency,
Walkerton Clean Water Centre) are aware of the requirements of the accessible customer
service regulation (i.e., compliance by January 2010).  Representatives from these agencies
have been participating on the ministry’s accessibility planning working group.

Planned Action:  We will follow up in the coming year to communicate accessibility
requirements to other agencies, vendors and transfer payment recipients.  Non-designated
public sector organizations are required to comply with the accessible customer service
regulation by January 2012.

Focus Area:  Customer Service  

Commitment:  Ongoing 

We will consider the need for additional TTY machines in key ministry offices and provide
training and a “how to” guide to staff.  We will also post “how to” guides for TTY and Bell
Relay Services (BRS) on the ministry’s ODA-AODA intranet and inform staff of these resources
in our education and outreach strategy.    

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  The ministry has one TTY, which is located in the ministry’s Public
Information Centre.  Information about TTYs and BRS, including how to make calls using a TTY
or BRS, was included in the orientation session on the OPS ACS Policy for BSAM members and
other key staff.  Managers were asked to consider the use of TTYs in any ministry offices with
high public interaction.

Information and “how to” guides about TTY and BRS will be posted on the ministry’s ODA-
AODA intranet site by December 2009.

Planned Action:  We will continue to promote the use of TTYs and BRS in future education
and outreach sessions.  We will also explore other technologies to support accessible
communications.

Focus Area: Customer Service  

Commitment: Ongoing 

We will consider accessibility when planning ministry events and conferences (e.g., MOE
Emerald Awards Ceremony).   

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  Accessibility was considered in the planning of the ministry’s 2008
Emerald Awards Ceremony (e.g., accommodation needs, dietary considerations, event location,
stage access, ceremony program).  The Accessibility Directorate’s “Plan an Accessible Meeting”
guide was shared with the ministry’s 2008 Emerald Awards Committee as a resource. 

This guide was also highlighted in education and outreach presentations to managers and
staff, and is posted on the ministry’s ODA-AODA intranet site.
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Planned Action:  We will continue to make staff aware of the guide in our education and
outreach activities and will promote accessible meetings by following up with organizers of key
forums in advance.

Focus Area:  Customer Service  

Commitment:  Ongoing 

We will revise the ministry’s ODA-AODA intranet to focus on the AODA, its standards and
compliance requirements, and share new resources as they become available.

We will also continue to invite staff to submit accessibility-related questions or feedback
through the ministry’s ODA-AODA intranet site.              

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  The “Focus On” section of the ministry’s ODA-AODA intranet site refers to
the OPS ACS Policy, the MIHY e-learning courses, the accessible customer service regulation,
and “AccessOn-Breaking Barriers Together”, the Accessibility Directorate’s comprehensive
accessibility website. 

The ministry’s ODA-AODA intranet was highlighted as a resource in education and outreach
presentations to managers and staff.  The site will be updated by December 2009 to include a
page about the accessible customer service regulation, compliance requirements and related
resources.

BSAM members and other key staff were also reminded of the feedback page of the ODA-
AODA intranet site at the September orientation session.

Planned Action:  We will continue to update the intranet site with information and resources
as new standards under the AODA come into force.

We will make improvements to the site based on earlier feedback and look for ways to
encourage staff to submit more accessibility-related comments through the site.

Report on Other Accessibility Commitments

Accessibility Improvement Initiatives to Identify, Remove or
Prevent Barriers in preparation for AODA standards currently
under development.

In the near future, the OPS will be obligated to comply with four new standards in the areas of
transportation, information and communications, employment and the built environment.   

Focus Area:  Information and Communications

Impact:  Service

Commitment:  Ongoing    

We will continue to inform staff about the importance of providing information in an accessible
format through our education and outreach activities.       

Implementation Timeframe:  April 2008 – March 2011                      

Results Achieved:  Information about how to respond to requests for alternate formats was
highlighted in the September orientation session for BSAM members and other key staff.

The Accessibility Directorate’s guide entitled:  “Make Information Accessible”, which outlines
the importance of alternate formats and describes some of the alternatives available, and the
page entitled:  “Order an Ontario Government Publication in Alternative Format”, which
provides information about ServiceOntario Publications, are posted on the ministry's ODA-
AODA intranet.

Planned Action:  We will provide additional information to staff about the process for
responding to requests for alternate format in future education and outreach activities.
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Focus Area:  Information and Communications

Impact:  Service

Commitment:  Ongoing    

We will continue to test ministry Internet sites for accessibility as they are developed or
modified.  

Implementation Timeframe:  April 2008 – March 2011                      

Results Achieved:  Over the past year, thousands of existing corporate MOE Internet website
pages have been condensed and moved into a content-based management system as part of
the OPS Online Design Program, which includes accessibility functionality and streamlines
accessibility improvements.   The process includes a content audit and accessibility review.

As new Internet website pages are created, accessibility testing and review are also
undertaken.

The New Media Unit has developed a standards and guidelines document for program staff
that includes an accessibility checklist.

Planned Action:  The ministry will continue to comply with the Government of Ontario
Information Technology Standard (GO-ITS) 23.1, the OPS web standard, which includes
accessibility requirements.

Over the coming years, as part of the OPS Web Modernization Project, efforts will be made to
incorporate all ministry Internet websites and applications into a common MOE Internet
platform.

Communications Branch’s New Media Unit is working with its corporate partners to get ready
for the proposed accessible information and communications standard under the AODA and
continues to educate ministry program staff about web accessibility requirements.

Focus Area:  Information and Communications

Impact:  Service

Commitment:  Ongoing    

We will consider accessibility in the redesign of the ministry’s intranet website.         

Implementation Timeframe:  April 2008 – March 2011                       

Results Achieved:  Over the past year, Communications Branch’s New Media Unit has been
working with MOE intranet working group members to develop a common MOE intranet web
platform to support compliance with the OPS web standard (GO-ITS 23.1), which includes
accessibility requirements.

Over 5000 intranet website pages have been condensed and moved into a content-based
management system as part of the OPS Online Design Program, which includes accessibility
functionality and streamlines accessibility improvements.

Accessibility testing and review are undertaken as new intranet pages are created.

Planned Action:  The New Media Unit will continue to educate intranet working group
members about web accessibility requirements and work with them to improve the accessibility
of the ministry’s intranet website.

Focus Area:  Information and Communications

Impact:  Program

Commitment:  Ongoing    

The ministry will continue to ensure that the ministry’s Environmental Registry is
accessible.           

Implementation Timeframe:  April 2008 – March 2011                      
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Results Achieved:  We will continue to ensure that the Environmental Registry complies with
the Government of Ontario Information Technology Standard (GO-ITS 23.1), the OPS web
standard, which includes accessibility requirements.

Planned Action:  We will continue to liaise with Communications Branch’s New Media Unit to
stay apprised of any new web accessibility requirements.

Focus Area:  Information and Communications

Impact:  Program   

Commitment:  Ongoing    

We will investigate options for providing training to ministry staff in key program areas on how
to make electronic documents accessible for web posting and email distribution.        

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  We have made staff aware of an MTO resource called “Creating Accessible
Documents” through an email to BSAM and accessibility planning working group members. 
This resource will also be highlighted in an eMOE article and posted on the ministry’s ODA-
AODA intranet site by December 2009.   

Planned Action:  We will continue to look at ways to provide resources and training to staff
on how to make electronic documents accessible.

Focus Area:  Information and Communications

Impact:  Program 

Commitment:  Ongoing    

We will promote the use of CNIB’s “Clear Print Accessibility Guidelines” in the preparation of
ministry materials.      

Implementation Timeframe:  January 2009 – March 2011

Results Achieved:  Communications Branch uses the principles of CNIB’s clear print
accessibility guidelines wherever possible and ensures that their various vendors/designers are
also aware of the guidelines.

These guidelines are considered in the production of the ministry’s monthly eMOE newsletter.

They were also considered in the development of the ministry’s 2008 Emerald Awards
ceremony program.

Planned Action:  We will continue to explore opportunities to promote the use of these
guidelines to support accessible information and communications.

Focus Area:  Information and Communications

Impact:  Service

Commitment:  Completed

The ministry will explore the purchase of videoconferencing equipment at additional locations
and provide staff with appropriate training, thereby making meetings more accessible to a
broad range of staff.           

Implementation Timeframe:  April 2008 – October 2009

Results Achieved:  The ministry has 26 videoconferencing units at 22 locations across the
province.

We will continue to encourage staff to explore other options for meetings, such as
teleconferencing, videoconferencing and web-based solutions (e.g., WebEx), which supports
access to meetings, as well as environmental and economic considerations.
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Focus Area:  Built Environment

Impact:  Policy  

Commitment:  Ongoing     

We will consider accessibility in our ministry’s accommodation planning.  We will continue to
ensure that the standards for the barrier-free design of Ontario Government facilities are
implemented as existing space is renovated and/or new space is obtained. 

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  Accessibility improvements were made in a number of ministry projects,
including Owen Sound (e.g., motion sensor lights, automatic door openers) and Newmarket
(e.g., barrier-free showers, automatic door openers).

Barrier-free showers were included in the laboratory upgrades in the Kingston, Belleville and
St. Catharines offices.

The showers at 40 St. Clair Ave West in Toronto were retrofitted and now include barrier-free
showers for both men and women. 

At the ministry’s 125 Resources Road facility in Toronto, the new emergency showers and
eyewash stations were designed with accessibility in mind.  The raised stage was also removed
in the auditorium and the east wing ramp was upgraded to a non-slip surface.

The standards for barrier-free design were also implemented in the renovation of the new
ministry offices at Queen’s Park.

Signage has been upgraded in various offices to incorporate accessibility features (e.g.,
pictograms, larger fonts, and Braille) and address accessible customer service requirements
(e.g., building entrance signs changed to reflect that service animals are permitted). 
Accessibility improvements to signage are also being incorporated as improvements are made
to address French Language Service requirements.

The Accessibility Directorate’s guide on making buildings and spaces accessible and other
related resources were shared with facilities management staff.

Planned Action:  The ministry will look at opportunities to incorporate accessibility in
upcoming projects, such as 135 St. Clair Ave West, Toronto.

Accessibility improvements will be made at the 2 St. Clair Ave. West office to accommodate
the employment-related needs of staff.

The ministry will also be initiating a capital project to upgrade the washroom and shower
facility in the upper garage at 125 Resources Road to make it barrier-free.

We will be replacing four trailers with an accessible building at our Dorset Environmental
Science Centre (e.g., ramp, accessible washroom, etc.).

As renovations occur in ministry offices, accessible hardware, such as lever handles, will be
incorporated.

We will use the Ontario Realty Corporation’s pilot “Accessibility Design Standard for Ontario
Government Facilities (ADS)” and Checklist in our facility projects, as soon as these documents
are made available.

Focus Area:  Employment

Impact:  Policy

Commitment:  Ongoing

We will consider accessibility in our ministry’s recruitment activities.

Implementation Timeframe:  January 2009 – March 2011

Results Achieved:  As part of the HR Transformation Initiative, managers in the OPS are now
supported in recruitment activities through HROntario’s Regional Recruitment Centres. 
Manager orientation sessions were held in the spring of 2009. 
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Managers may contact their Human Resources Advisor (HRA) for general advice on these
matters.   Where more specific expertise is required, the HRA will make the appropriate
connections within HROntario.

The new “Competing for Top Talent:  A Recruitment Handbook for OPS Managers” reflects the
OPS’ recruitment philosophy as an equal opportunity employer (e.g., importance of timely and
individualized accommodation).  This guide has been shared with all OPS managers.

HROntario’s Manager Portal intranet site provides resources to support accessibility, such as
the “Guide for Barrier-Free Job Advertising” and “Attracting the Talent:  A Handbook for
Recruiting People with Disabilities”.

The Directorate’s guide “Make Your Workplace Accessible” has been shared with BSAM
members.

Planned Action:  All new managers will complete the mandatory Management Foundations
Program, a two-day program designed to inform new managers of their role and key
responsibilities, which includes attracting, recruiting, developing and retaining diverse talent.

We will work with our partners in HROntario to ensure barriers in recruitment are eliminated
and will adhere to any corporate policies in this regard.

Focus Area:  Employment

Impact:  Policy

Commitment:  Ongoing

We will continue to remind managers about accessibility-related training, such as the
mandatory e-learning course, called:  “The Ontarians with Disabilities Act – Maximizing the
Contribution of Employees with Disabilities”, as well as resources, such as the OPS
Employment Accommodation and Return to Work (EA/RTW) Operating Policy and the OPS
Employment Accommodation Fund for Employees with Disabilities (EA Fund) in our outreach
activities (e.g., staff presentations).  

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  An email was sent to BSAM members in October to remind them of this
mandatory ODA training and to ask them to share the reminder with any new managers in
their offices.  

BSAMs were advised of the update to the ministry’s Fleet Services intranet page, which
provides new contact information for the EA/RTW Operating Policy and the EA Fund.

The BSAM network has been a valuable forum for sharing accessibility-related resources this
past year (e.g., “Shifting Perceptions:  Mental Health in the OPS Workplace” learning forums
and presentation material, updates on accessibility standards in development under the AODA,
2009 Accessibility Expo, Southwest Accessibility Expo, etc.).

Planned Action:  We will continue to share accessibility-related information with managers
across the ministry through our BSAM network.

The ministry’s ODA-AODA intranet site will be updated with the new contact information for
the EA/RTW Operating Policy and the EA Fund (i.e., HR Ontario).

Focus Area:  Employment

Impact:  Policy

Commitment:  Ongoing

We will consider further opportunities to update the MOE Orientation intranet site with
accessibility-related information (e.g., add “May I Help You?” e-learning courses to the First
Month Orientation Checklist).

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  The ministry’s new orientation guide, entitled:  “An Introduction to the
Ministry of the Environment”, which is posted on the ministry’s main intranet page, is being
updated to include accessibility and related training requirements.  The earlier MOE Orientation
intranet site has been decommissioned as a result of organizational changes.
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Planned Action:  We will look at opportunities to include accessibility-related information in
other ministry orientation activities.

Focus Area:  Transportation

Impact:  Policy

Commitment:  Completed

We will continue to consider accessibility in our ministry’s fleet management services.     

Implementation Timeframe:  January 2009 – October 2009

Results Achieved:  The ministry’s Fleet Services intranet page has been updated to inform
staff about the OPS Employment Accommodation and Return to Work Operating Policy, and the
OPS Employment Accommodation Fund for Employees with Disabilities.  This information is
provided to support managers or staff should they require modifications to a vehicle due to a
disability to enable performance of job-related functions.

Focus Area:  Other

Impact:  Acts / Regulations

Commitment:  Ongoing

The ministry will continue to consider accessibility in the development and review of ministry
acts and regulations.

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  MOE Acts and regulations have been reviewed to identify any barriers to
accessibility.  No barriers were identified; however, some accessibility-related enhancements to
language were found that will be brought forward as amendments are made.

Accessibility was considered in the development of new regulations, such as regulations under
the Waste Diversion Act, 2002 and those under the Pesticides Act.

To support education and awareness, an information session was organized for staff in the
ministry’s Legal Services Branch in July 2009 to provide an overview of the history of
accessibility legislation in Ontario and the work currently under way to develop standards
under the AODA.

Planned Action:  The ministry will continue to consider accessibility in the development of
new legislation and regulations, and suggest strategies for removing barriers in the event they
are identified.

The ministry’s Legal Services Branch will continue to include accessibility in its educational
activities and encourage staff to attend accessibility-related events (e.g., Accessibility Expo).

All staff in the ministry’s Legal Services Branch, as secondees from the Ministry of the Attorney
General, have been asked to complete the “May I Help You (MIHY)?” and MIHY-Supplementary
training by the fall of 2009.

Focus Area:  Other 

Impact:  Policy  

Commitment:  Ongoing    

We will continue to provide staff with the resources to incorporate accessibility considerations
into all procurement activities.        

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  Tools for implementing the procurement requirements of the ODA are
posted on the ministry’s updated Procurement intranet site, as well as the ministry’s ODA-
AODA intranet site.
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Planned Action:  We will continue to investigate options and liaise with the Ministry of
Government Services’ Supply Chain Management in order to provide additional resources and
training to staff on how to consider accessibility in their procurement activities.

Focus Area:  Other  

Impact:  Service

Commitment:  Ongoing     

We will continue to inform staff about the ministry’s annual accessibility plan. 

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  The release of the ministry’s 2008-09 accessibility plan was
communicated to all staff in a hub email in December 2008.

It was also referenced in a March 2009 eMOE article about the ministry’s action plan for
compliance with the accessible customer service regulation and in education and outreach
presentations.

The plan is posted on the ministry’s ODA-AODA intranet. 

Planned Action:  We will continue to inform staff about the ministry’s annual accessibility
plan through a variety of channels.

Focus Area:  Other   

Impact:  Program   

Commitment:  Ongoing    

We will include an accessibility learning component in divisional conferences and annual
learning events, as appropriate.  

Implementation Timeframe:  January 2009 – March 2011

Results Achieved:  An accessibility learning component was included in Drinking Water
Programs Branch’s “Branch Day” event, which was held in July 2009 at the CNIB Centre in
Toronto.

CNIB staff gave a presentation about the CNIB and its services, and led staff through an
experiential vision module in the afternoon.  An update was also provided about the ministry’s
action plan for compliance with the accessible customer service regulation.

Planned Action:  We will continue to encourage managers to include accessibility learning
components in branch and divisional learning events to support education and awareness.

Focus Area:  Other 

Impact:  Service

Commitment:  Ongoing    

We will continue to promote accessibility-related events, such as the Accessibility Expo,
through a variety of means (e.g., eMOE newsletter, ODA-AODA intranet site, MOE accessibility
planning working group, management team updates, etc.). 

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  Information about the 2009 Accessibility Expo and 2009 Southwest
Accessibility Expo was shared with the accessibility planning working group and the BSAM
network, and posted on the ministry’s main Intranet page.  Staff were encouraged to
participate by webcast, if unable to attend in person.  The 2009 Accessibility Expo was also
listed in the ministry’s eMOE newsletter “Calendar of Events” in March, April and May 2009.

Planned Action:  We will continue to promote accessibility-related events through various
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channels and encourage staff to attend these events in our education and outreach activities.

Focus Area:  Other  

Impact:  Service

Commitment:  Ongoing     

We will continue to publish eMOE articles to educate staff about the barriers to
accessibility.          

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  Two accessibility-related articles, entitled:  “MOE to comply with
accessible customer service standards by January 2010” and “Helping employers create equal
employment opportunities for people with disabilities”, were published in March 2009.

An article about the OPS ACS Policy was published in September 2009.

Many people with disabilities identify attitude as a major barrier.  Since words can influence
and reinforce our perceptions about people with disabilities, the Accessibility Directorate’s
guide, “Talk about Disabilities – Choose the Right Words”, was highlighted in our education and
outreach presentations to encourage managers and staff to consider accessibility in their
language.

Planned Action:  We will continue to raise awareness about accessibility through regular
eMOE newsletter articles.

Focus Area:  Other   

Impact:  Service

Commitment:  Completed

We will prepare a report on the results of our earlier ODA-AODA staff survey and post it on
our MOE ODA-AODA intranet site.  We will also prepare an eMOE article to communicate the
survey results to staff.       

Implementation Timeframe:  April 2008 – October 2009

Results Achieved:  An eMOE article will be published in the Fall 2009 to share highlights of
the earlier survey and to encourage staff to submit accessibility-related feedback through the
ODA-AODA intranet.  The article will be posted on the ODA-AODA intranet site at the same
time.  

Focus Area:  Other   

Impact:  Program   

Commitment:  Ongoing    

We will continue to convene quarterly meetings of the ministry’s accessibility planning working
group to support ODA planning and AODA compliance.   

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  The working group met regularly this past year to support the
development and implementation of the ministry’s action plan for compliance with the
accessible customer service regulation (i.e., January, April, June, July, August).

The membership and mandate of the working group were also reconfirmed at the start of the
year, as a result of the ministry’s reorganization and work needed to support AODA
compliance.

Planned Action:  Working group meetings will continue in the new year to support ongoing
compliance with the AODA and the ODA.
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Focus Area:  Other   

Impact:  Service

Commitment:  Ongoing    

The ministry will continue to provide support the Accessibility Directorate of Ontario and the
MGS OPS Diversity Office to support the implementation of the AODA in the OPS.         

Implementation Timeframe:  April 2008 – March 2011

Results Achieved:  The ministry’s accessibility planning coordinator is an active member of
the informal accessibility planning leads network, which meets every two weeks to support
AODA compliance activities (e.g., supports network administration by maintaining annual
meeting schedule, roster of chairpersons, electronic membership distribution list, etc.).

The ministry also participates on the inter-ministerial committee for the Accessible Built
Environment Standards Development Committee.  

Planned Action:  The ministry will continue to work with the Diversity Office to support
compliance with the accessible customer service regulation and to prepare for the other
standards that are currently under development.

For More Information

Questions or comments about the ministry’s accessibility plan are always welcome.

Please phone:

General inquiry number:  416-325-4000

TTY number: 1-800-515-2759 or 416-326-9236

1-800 number: 1-800-565-4923

E-mail: picemail.moe@ontario.ca   

Ministry website address:  http://www.ene.gov.on.ca/

Visit the Ministry of Community and Social Services Accessibility Ontario web portal at: 
http://www.mcss.gov.on.ca/mcss/english/pillars/accessibilityOntario/ .  The site promotes
accessibility and provides information and resources on how to make Ontario a barrier-free province.

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

ServiceOntario Publications
Phone: 1-800-668-9938
TTY: 1-800-268-7095
Website: https://www.publications.serviceontario.ca/ecom/

© Queen’s Printer for Ontario

ISSN #1708-2668

Ce document est disponible en français.
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