Accessibility for Ontarians with Disabilities Act (AODA)
Multi-year Accessibility Plan

UPDATED: May 2026

Introduction

Senior Support Services-Lanark, Leeds & Grenville is committed to treatment of all people in a
way that allows them to maintain their dignity and independence. We believe in integration and
equal opportunity. We are committed to meeting the needs of people with disabilities in a timely
manner and will do so by preventing and removing accessibility barriers and meeting
accessibility requirements under the Accessibility of Ontarians with Disabilities Act.

Accessibility for Ontarians with Disability Act (AODA)

The AODA Multi-Year Accessibility Plan outlines the policies and actions that Senior Support
Services-Lanark, Leeds & Grenville has taken, and will continue to take, to improve opportunities
for people with disabilities. The current plan aligns with our Strategic Plan 2023-2028.

Statement of Commitment

Ouir facility, constructed in 2012/13 was designed in consultation with BDEL (Betty Dion Enterprises
Ltd.) with interior and exterior elements relative to the functional abilities of all people, including
people with disabilities. This capital project was partially funded through the HRSDC ‘Enabling
Accessibility Fund’. Post construction, our facility was toured by BDEL and was deemed to have
met the required accessibility codes.

The facility houses multiple community support services (footcare clinics, frozen meal program,
Adult Day Program, etc.), primary health care services, diabetes education center, and a pharmacy
with consistent traffic 6-days/week. Visitors include individuals with disabilities, (i.e.
patients/clients, seniors, volunteers) and community groups/organizations who often utilize our
facility to run their workshops/programs for reasons of accessibility.

In 2015 a Consumer Satisfaction Survey we conducted to identify potential accessibility
issues/challenges revealed that 76% of respondents rated the accessibility of our facility as
‘excellent’ and 22% rated ‘good’. Although the comments/feedback were very positive, we continue
to be aware of/consider potential barriers, making improvements where needed. In 2025 we
applied for, and received funding through the New Horizons for Seniors Grant to make further
improvements in our Adult Day Program space — enhancing access and safety for our clients in
this program — as outlined in the chart of the Information & Communication section below. We
remain cognizant that accessibility reaches beyond the structural elements and are committed to
ensuring that we continue to expand and enhance accessibility measures.

Our multi-year Accessibility Plan is a valuable tool for measuring progress with reducing/eliminating
barriers within identified time frames. This 3-year plan is also shared on our website, in being
accountable to our community and consumers.



Accessible Emergency Information

Senior Support Services-Lanark, Leeds & Grenville is committed to ensuring that accessibility
emergency information is shared with stakeholders, i.e. staff, clients, patients, volunteers,
community partners, tenants, etc.

Goal

2024

2025

2026

Accessible emergency
information will be available
to all individuals with
disabilities upon request and
shared in a format relative to
their needs.

" Emergency Response

guidelines will include
measures for those with
varying disabilities

= Exercise Emergency
Drills for the team
and tenants.

Evaluation will be
ongoing

Training

All employees, volunteers, and contract workers will receive training in Ontario’s accessibility
laws and the Human Rights Code as it relates to people with disabilities.

Goal

2024

2025

2026

Accessibility Training for
Employees, Contract
Workers

AODA Training is part of
our onboarding /orientation
process.

The Citation program is
the platform we use for
staff learning (accessibility
training, requirements,
resources, etc.). The
training modules include a
quiz and certificate of
completion for annual
compliance monitoring.
Annual training/refresher
on Accessibility is
mandatory for all
employees and contract
workers and can be done
during work hours.

The program offers a
tracking tool for
HR/Managers to track
those who have completed
the mandatory training.

= Ongoing training and
evaluation.

= Implement changes
where
improvement/enhanc
ement is required.

Ongoing training

and evaluation.
Implement
changes where
improvement/enha
ncement is
required.

Accessibility Training for
Volunteers

Volunteers are required to
complete accessibility
training through
orientation, and
educational resources
available on the
organization’s website.

= Ongoing
review/evaluation

Ongoing
review/evaluation




Customer Service

Senior Support Services-Lanark, Leeds & Grenville uses reasonable efforts to ensure that its
policies, practices and procedures are consistent with the following principles:

» Goods and services are provided in a manner that respects the dignity and independence
of people with disabilities

» People with a disability are given an opportunity equal to that given to others to obtain, use
and benefit from the goods or services

» People with a disability may use assistive devices and/or support people when accessing
our goods and services.

= People with a disability and their service animals are accommodated in all aspects of
service provision unless the animal is otherwise excluded by law.

= Senior Support Services-LLG employees, when communicating with a person with a
disability, will do so in a manner that considers the person’s disability.

Disruption of Service

» In the event there is a temporary service disruption and the facility, services or programs
used by individuals with disabilities are unavailable, the organization will provide notice to
the public through social media, website and newspaper/radio. The reason for the
disruption will be shared along with the date of the disruption, anticipated duration, and
suggestion of alternate facilities, services/programs available in the interim.

Information and Communications

Senior Support Services-Lanark, Leeds & Grenville is committed to meeting the communication
needs of people with disabilities.

Goal 2024 2025 2026

We will consult with ® Consumer Satisfaction = Client concerns with | = Evaluation and
individuals to identify Survey conducted; wide heavy washroom | identified
information and Feedback was positive doors in our Adult Day | improvements/
communication measures with no identified Program that were enhancement will
specific to their needs. accessibility concerns. difficult to manage on be ongoing.

" Feedback/Complaints
section added to our
website in 2019 and
updated to include a
questionnaire for targeted
feedback.

® Telephone surveys were

conducted with clients to
obtain feedback on their
specific services/support -
including accessibility
assessment.

® Tenants and staff are

encouraged to consider &

their own were heard
and addressed with
accessibility buttons
installed for each
washroom. This
provides clients the
independence &
dignity they deserve
(as feasible).

= Emergency buttons
were also installed in
client washrooms for
added safety
measures.




report identified/potential
accessibility concerns.

= Waiting room chairs

were replaced with
armchairs for ease of
stand to sit position —
including a bariatric
chair.

Adult Day entrance
doors were upgraded
with both doors now
accessible vs. one —
improving access/
entry for those in
larger/motorized
wheelchairs.

We will conduct annual
reviews of our website to
ensure that all content meets
WCAG 2.2 accessibility
requirements.

= Website updated for

enhanced accessibility
(accessibility/ WCAG 2.0),
ie.

v Accessibility License

v PDF Accessibility

Conversion
v Chatbot

= Created an ‘Accessibility’
section for organization
information and updates.

= Website updated —

ensuring compliance
with WCAG 2.2
requirements.

Ongoing evaluation
with improvements
where required.

Senior Support Services-Lanark, Leeds & Grenville will accommodate all requests for documents,
resource materials (pamphlets, forms, posters, comment cards) and surveys in accessible formats.
All existing documents/communications will be made available in accessible format using measures

as follows:

= Verbal sharing/review of information/documents

= Using appropriate font (size, color, etc.)
= Use of graphics/pictographs
=  Written or verbal description and examples

»  Providing transcripts
= Offering face-to-face presentations or conversations
» Using text-based technology such as email, texting or instant messaging

= Providing a copy of presentations

=  Refer individuals to our website with ‘Accessible Information/Resources’.

415



Employment

Senior Support Services-Lanark, Leeds & Grenville is committed to fair and accessible employment
practices and will accommodate people with disabilities during recruitment, interview and hiring
processes.

Goal 2024 2025 2026
Persons with disabilities who | = Developed/ implemented = Continued = Ongoing

are employed or seeking employee accommodation evaluation with evaluation with
employment with our plans and return-to-work improvements improvements
organization will be treated in policies for those absent where required. where required.
a fair and equitable manner, short or long-term due to a

and provided disability.

accommodation/s suitable for

their needs, without undue = Ensured the needs of

hardship. employees with

disabilities are considered
when implementing
performance
management, career
development planning,
and redeployment
processes.

Transportation Standard

Senior Support Services-Lanark, Leeds & Grenville is committed to ensuring accessible
transportation for people with disabilities. Fortunately, our facility is in a prime location within the city
(near large stores, banks, restaurants, colleges, etc.) with ‘Accessibility Transport/Busing’ -
frequently used for visits to our facility for service, appointments, and volunteer work.

Transportation service is also one of our mandated programs, in addition to other services & support
we provide for seniors (60+) and those with disabilities.

For More Information

For more information on this multi-year plan, please contact:

Tina Montgomery, Executive Director
tmontgomery@seniorsupportlig.ca
613-342-3693 ext. 2051

OR

Derrick Halladay,

Facilities Manager
dhalladay@seniorsupportllg.ca
613-342-3693 ext. 2059
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