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Multi-Year

Accessibility Plan
(2024-2026)

In Compliance with O. Reg. 191/11, O. Reg. 413/12 Including
Information and Communication, Employment, Design of
Public Spaces and Customer Service Accessibility Standards
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Integrated Accessibility Standards Regulation: General Regulations

Provide public consultation opportunity to
review Accessibility Plan for corporation.

website for public comment.

Human
Resources

Regulation Action Plan Accountability Complete gtatus
omments
O Reg. 191/11-3 (1) Communication Plan: Marketing & No January 31,
Accessibility Policy Communication, 2024
Post Accessibility Policy on Human
Dissemination of Accessibility Policy to corporate website. Resources
public.
O Reg. 191/11-3 (1) Accessibility Policy available in Marketing & Yes, January 1,
Accessibility Policy alternate formats or alternate Communication, | ongoing 2024-December
communication supports upon Human 31, 2026
Dissemination of Accessibility Policy to request Resources
public.
O. Reg. 191/11-4(1) Prepare Multi-Year Accessibility Marketing & No January 31,
Accessibility Plan Plan and post on corporate Communication, 2024




Status

Regulation Action Plan Accountability Complete Comments

O. Reg. 191/11-14(1-7) Corporate Website — Accessibility | Marketing & No January 31,

Websites Page: Communication, 2024

Human

New websites and web content to conform to | Establish Accessibility Page to Resources

W3C WCAG 2.0 Level A. Except where not | post Accessibility Policy and

practicable, this applies to: update as needed

Websites

Web content (published after January 1,

2012)

Web-based applications that an organization

controls directly or through a contractual

relationship that allows for modification of a

product.

O. Reg. 191/11-14(1-7) Website Compliance: Marketing & Yes January 1,

Websites Communication 2024-December
Ensure all new website content is 31, 2026

New websites and web content to conform to
W3C WCAG 2.0 Level A. Except where not
practicable, this applies to:

Websites

Web content (published after January 1,
2012)

Web-based applications that an organization
controls directly or through a contractual
relationship that allows for modification of a
product.

meets WCAG 2.0 Level AA
compliance




Regulation

Action Plan

Accountability

Complete

Status

Comments

O. Reg. 191/11-14(1-7) Ensure all new web-based Marketing & Yes January 1,

Websites applications meets WCAG 2.0 Communication 2024-December
Level AA compliance 31, 2026

New websites and web content to conform to

W3C WCAG 2.0 Level A. Except where not

practicable, this applies to:

Websites

Web content (published after January 1,

2012)

Web-based applications that an organization

controls directly or through a contractual

relationship that allows for modification of a

product.

O. Reg. 191/11-11(1-4) Annual update of website to Marketing & Yes, January 1,

Feedback Mechanism communicate new feedback Communication, | ongoing 2024-December
procedures and mechanisms (as Human 31, 2026

Ensure accessible feedback mechanism in
relation to areas covered under Integrated
Accessibility Regulation. Every obligated
organization shall notify public about
availability accessible formats and
communication supports.

appropriate)

Resources




Integrated Accessibility Standards Regulation: Information and
Communication

Regulation Action Plan Accountability Complete gtatus
omments

(1) Every provider shall develop, implement | Accessibility Policy Marketing & Yes January 31,
and maintain policies governing its provision Communication, 2024
of goods, services or facilities, as the case Established accessibility policy. Human
may be, to persons with disabilities. O. Reg. | Annual review of Policy to ensure it | Resources
165/16, s. 16. is up to date, reflects all corporate

changes as they occur and is

posted on the Epic website.




Regulation

Action Plan

Accountability

Complete

Status
Comments

Provision of Alternate Formats continued

Providing the following information in
alternate format or accessible
communication supports (for example:
American Sign Language (ASL)
interpretation or Teletype Telephone (TTY))
upon request according to legislated
deadlines; for example:

« 0. Reg. 191/11-13 (1) -

« Organizational emergency procedures,
plans and public safety information
(January 1, 2012).

e O. Reg.191/11-3 (1) -
« Accessibility Policy and Accessibility Plan.
e O. Reg. 191/11-21 (1)

e Applicant and employee related
information (January 1, 2014).

The corporation to contract
American Sign Language
interpreter(s) and establish a
Vendor of Record. Create RFP
and evaluate proposals from
proponents.

Human
Resources

No

January 1,
2024-December
31,2026




Regulation

Action Plan

Accountability

Complete

Status
Comments

Provision of Alternate Formats continued

Providing the following information in
alternate format or accessible
communication supports (for example:
American Sign Language (ASL)
interpretation or Teletype Telephone (TTY))
upon request according to legislated
deadlines; for example:

« 0. Reg. 191/11-13 (1) -

« Organizational emergency procedures,
plans and public safety information
(January 1, 2012).

e O. Reg.191/11-3 (1) -
« Accessibility Policy and Accessibility Plan.
e O. Reg. 191/11-21 (1)

Applicant and employee related information
(January 1, 2014).

Process Map — Establish internal
procedures for processing
requests for alternate formats (i.e.,
how vendor/coordinator is
contacted, how requests are
tracked, response procedure to
customer, customer follow-up)

Human
Resources

No

January 1,
2024-December
31,2026

O. Reg. 191/11-11(1-4)
Feedback Mechanism

Ensure accessible feedback mechanism in
relation to areas covered under Integrated
Accessibility Regulation. Every obligated
organization shall notify public about
availability of accessible formats and
communication supports.

Establish Feedback Mechanism

Human
Resources

Yes,
ongoing

January 31,
2024




Status

Regulation Action Plan Accountability Complete Comments
O. Reg. 191/11-14(1-7) Update of corporate website to Marketing & No January 31,
Websites communicate new feedback Communication, 2024
procedures and mechanisms (as Human
New web content to conform to W3C WCAG | appropriate) Resources
2.0 Level A. Except where not practicable,
this applies to:
« Web-based applications that an
organization controls directly or through a
contractual relationship that allows for
modification of a product.
O. Reg. 191/11-7(1-6) Training Plan Development: Human No March 31, 2024
Training Resources

Provide training regarding Integrated
Accessibility Regulation requirements to all
persons who provide goods, services or
facilities on behalf of the organization.
Training to take place as soon as practicable
and shall include any changes to policies on
an ongoing basis. Record keeping of training
provided and number of participants is
required.

Provide AODA training through
corporate LMS training modules
taking into account all AODA
Standards and the Ontario Human
Rights Code.




Integrated Accessibility Standards Regulation: Employment

Regulation

O. Reg. 191/11-22
Availability of Accommodations

Notice provided to employees and public
about the availability of accommodation for
applicants with disabilities during recruitment
process.

O. Reg. 191/11-28 (1-3)
Documented Individual Accommodation
Plans

Documented Accommodation Plans provided
to employees with disabilities.

O. Reg. 191/11-29 (1-3)
Return-to-Work Process

Documented Return-to-Work process
established including disability-related
accommodations.

Action Plan

A review of Accommodation Policy
and Accommodation Planning Tool
and Return-to-Work Process and
Planning tools for AODA
compliance.

Accountability

Human
Resources

Complete

Yes,
ongoing

Status
Comments

January 1,
2024-December
31, 2026




Regulation

Action Plan

Accountability

Complete

Status
Comments

O. Reg. 191/11-22
Availability of Accommodations

Notice provided to employees and public
about the availability of accommodation for
applicants with disabilities during recruitment
process.

O. Reg. 191/11-28 (1-3)
Documented Individual Accommodation
Plans

Documented Accommodation Plans provided
to employees with disabilities.

O. Reg. 191/11-29 (1-3)
Return-to-Work Process

Documented Return-to-Work process
established including disability-related
accommodations.

Review Employment Policy and
Procedures and update as
required

Human
Resources

Yes,
ongoing

January 1,
2024-December
31,2026

10




Regulation

Action Plan

Accountability

Complete

Status
Comments

O. Reg. 191/11-22
Availability of Accommodations

Notice provided to employees and public
about the availability of accommodation for
applicants with disabilities during recruitment
process.

O. Reg. 191/11-28 (1-3)
Documented Individual Accommodation
Plans

Documented Accommodation Plans provided
to employees with disabilities.

O. Reg. 191/11-29 (1-3)
Return-to-Work Process

Documented Return-to-Work process
established including disability-related
accommodations.

Review recruitment
accommodations including notice
in advertisements as required

Human
Resources

Yes,
ongoing

January 1,
2024-December
31,2026

11




Regulation

Action Plan

Accountability

Complete

Status
Comments

O. Reg. 191/11-22
Availability of Accommodations

Notice provided to employees and public
about the availability of accommodation for
applicants with disabilities during recruitment
process.

O. Reg. 191/11-28 (1-3)
Documented Individual Accommodation
Plans

Documented Accommodation Plans provided
to employees with disabilities.

O. Reg. 191/11-29 (1-3)
Return-to-Work Process

Documented Return-to-Work process
established including disability-related
accommodations.

Review of AODA LMS training
modules and update as needed

Human
Resources

Yes,
ongoing

January 1,
2024-December
31,2026

12




Status

Regulation Action Plan Accountability Complete Comments

O. Reg. 191/11-23 (1-4) Policy: Human Yes, January 1,

Selection Process Accommodations Resources ongoing 2024-December
A review of the Recruitment 31, 2026

Accommodation provided to applicants Processes and Procedures

selected to participate in assessment or

selection process, upon request. Suitable

accommodation provided in manner that

takes applicant’s accessibility needs.

O. Reg. 191/11-23 (1-4) A review of AODA LMS training Human Yes, January 1,

Selection Process Accommodations modules and update as needed Resources ongoing 2024-December

31, 2026

Accommodation provided to applicants

selected to participate in assessment or

selection process, upon request. Suitable

accommodation provided in manner that

takes applicant’s accessibility needs.

O. Reg. 191/11-24 Review of Offers of Employment Human Yes, January 1,

Notice to Successful Applicants: Procedures as required Resources ongoing 2024-December

31, 2026

Successful applicant provided

accommodation policy when making offer of

employment.

O. Reg. 191/11-25 (1-3) Policy: Human Yes, January 1,

Notice to Employees Resources ongoing 2024-December
Updates provided to employees as 31, 2026

Accommodation policy provided to all
employees and updates provided whenever
changes are made.

needed

13




Regulation

Action Plan

Accountability

Complete

Status

Comments

O. Reg. 191/11-26 (1-2) Policy and Procedure: Human No January 1,

Alternate Formats for Employees Resources 2024-December
Notices sent to all Team Leaders 31, 2026

Alternate formats provided to employees with | and Managers regarding

disabilities upon request including process/procedure on how to

information needed to perform an respond to requests for alternate

employee’s job, information generally formats from employees

available in workplace. Employer will consult

employee making request when determining

suitability of accessible format provided.

O. Reg. 191/11-26 (1-2) All Health and Safety and Human Yes, January 1,

Alternate Formats for Employees Orientation material for new and Resources ongoing 2024-December
existing employees (as relevant to 31, 2026

Alternate formats provided to employees with | the employee and job description)

disabilities upon request including to be provided in an alternate

information needed to perform an format upon employee’s request

employee’s job, information generally

available in workplace. Employer will consult

employee making request when determining

suitability of accessible format provided.

O. Reg. 191/11-30 (1-2); 31 Performance Management Career | Human Yes, January 1,

(1-2); 32 (1-2) Development and Advancement Resources ongoing 2024-December
and Redeployment: 31, 2026

Performance Management, Career
Development and Advancement and
Redeployment processes include
accessibility accommodation and provided in
alternate format upon request.

A review of LMS regarding how to
provide accessibility in
performance management,
development and advancement
and redeployment

14




Regulation

Action Plan

Accountability

Complete

Status

Comments
O. Reg. 191/11-30 (1-2); 31 Ensure accommodation plans Human Yes, January 1,
(1-2); 32 (1-2) meets all requirements, and moves | Resources ongoing 2024-December
with the employee when changing 31, 2026
Performance Management, Career locations
Development and Advancement and
Redeployment processes include
accessibility accommodation and provided in
alternate format upon request.
O. Reg. 191/11-7 (1-6) Training Human Yes, January 1,
Training Resources ongoing 2024-December
Bi-Annual refresher AODA training 31, 2026

Employment Training (i.e. Ontario Human
Rights Code, accessible recruitment and
screening, employment policy and
accommodation planning training).

through LMS training modules

15




Integrated Accessibility Standards Regulation: Design of Public Spaces

Regulation Action Plan Accountability Complete s
Comments
O. Reg. 413/12; OBC Section 3.8 Epic Investment Services does not | Not applicable Not
own facilities or on-street, off-street applicable
parking
O. Reg. 191/11-4 (1-4) Development of a two-year Multi- Human Yes January 31,
Accessibility Plan Year Accessibility Plan. Plan Resources 2024

« Develop a “multi-year Accessibility Plan”
that outlines compliance strategies to
comply with Integrated Accessibility
Regulation (i.e., Information and
Communication, and Employment).

« Accessibility Plan must be posted to the
organization’s website and available in
alternate format upon request.

« Annual Status Report outlining progress
must be written and posted to website
each year. Accessibility Plan and
Progress Reports must include
consultation with people with disabilities
(at least one public meeting).

« Accessibility Plan to be reviewed and
updated every five years. Review must
include consultation with people with
disabilities.

includes organization-wide
analysis of barriers and proposed
solutions. Policy implications to be
reviewed

16




Integrated Accessibility Standards Regulation: Customer Service

Regulation Action Plan Accountability Complete gtatus
omments
O. Reg. 80.44 The corporation will ensure Real Estate Yes, January 1,
preventative and emergency Management ongoing 2024-December
In addition to the accessibility plan maintenance of all accessibility Team, Human 31, 2026
requirements set out in section 4, obligated elements using an annual Resources
organizations, other than small maintenance plan.

organizations, shall ensure that their multi-
year accessibility plans include the following:

1) Procedures for preventative and
emergency maintenance of the
accessible elements in public spaces as
required under this Part.

2) Procedures for dealing with temporary
disruptions when accessible elements
required under this Part are not in
working order. O. Reg. 413/12, s. 6.

17



Status

Regulation Action Plan Accountability Complete

Comments
O. Reg. 80.44 Procedures for temporary Human Yes, January 31,
disruptions are outlined in the Resources ongoing 2024
In addition to the accessibility plan Accessibility Policy.

requirements set out in section 4, obligated
organizations, other than small
organizations, shall ensure that their multi-
year accessibility plans include the following:

3) Procedures for preventative and
emergency maintenance of the
accessible elements in public spaces as
required under this Part.

Procedures for dealing with temporary
disruptions when accessible elements
required under this Part are not in working
order. O. Reg. 413/12, s. 6.

18



Status

Regulation Action Plan Accountability Complete Comments
O. Reg. 80.46 Policy outlines how corporate is Human Yes, January 1,
compliant with these requirements. | Resources ongoing 2024-December
31, 2026

1) The goods, services or facilities must be
provided in a manner that respects the
dignity and independence of persons with
disabilities.

2) The provision of goods, services or
facilities to persons with disabilities must
be integrated with the provision of goods,
services or facilities to others, unless an
alternative measure is necessary,
whether temporarily or on a permanent
basis, to enable a person with a disability
to obtain, use or benefit from the goods,
services or facilities.

3) Persons with disabilities must be given an
opportunity equal to that given to others
to obtain, use and benefit from the goods,
services or facilities.

4) When communicating with a person with
a disability, the provider shall do so in a
manner that takes into account the
person’s disability. O. Reg. 165/16, s. 16.

19



Status

Regulation Action Plan Accountability Complete

Comments
O. Reg. 80.46 Provision of goods, services and Real Estate Yes, January 1,
facilities to people with disabilities | Management ongoing 2024-December
is integrated into provision of Team, Human 31, 2026

5) The goods, services or facilities must be
provided in a manner that respects the
dignity and independence of persons with
disabilities.

goods, services or facilities for all Resources
clients/customers/employees
wherever possible.

6) The provision of goods, services or
facilities to persons with disabilities must
be integrated with the provision of goods,
services or facilities to others, unless an
alternative measure is necessary,
whether temporarily or on a permanent
basis, to enable a person with a disability
to obtain, use or benefit from the goods,
services or facilities.

7) Persons with disabilities must be given an
opportunity equal to that given to others
to obtain, use and benefit from the goods,
services or facilities.

When communicating with a person with a
disability, the provider shall do so in a
manner that takes into account the person’s
disability. O. Reg. 165/16, s. 16.

20



Status

Regulation Action Plan Accountability Complete

Comments
O. Reg. 80.46 When communicating with people | Real Estate Yes, January 1,
with disabilities the corporation Management ongoing 2024-December
takes into account the person’s Team, Human 31, 2026

8) The goods, services or facilities must be
provided in a manner that respects the
dignity and independence of persons with
disabilities.

accessibility needs. Resources

9) The provision of goods, services or
facilities to persons with disabilities must
be integrated with the provision of goods,
services or facilities to others, unless an
alternative measure is necessary,
whether temporarily or on a permanent
basis, to enable a person with a disability
to obtain, use or benefit from the goods,
services or facilities.

10)Persons with disabilities must be given an
opportunity equal to that given to others
to obtain, use and benefit from the goods,
services or facilities.

When communicating with a person with a
disability, the provider shall do so in a
manner that takes into account the person’s
disability. O. Reg. 165/16, s. 16.

21



Status

Regulation Action Plan Accountability Complete Comments

O. Reg. 80.46 Accessibility Policy addresses Real Estate Yes, January 1,
assistive devices used by Management ongoing 2024-December

(3) Without limiting subsections (1) and (2), clients/customers/employees with | Team, Human 31, 2026

the policies must deal with the use of disabilities Resources

assistive devices by persons with disabilities

to obtain, use or benefit from the goods,

services or facilities or with the availability of

other measures, if any, which enable them to

do so. O. Reg. 165/16, s. 16.

(4) Every provider, other than a small Accessibility Policy established Real Estate Yes, January 31,

organization, shall prepare one or more and available upon request. Management ongoing 2024

documents describing the policies Team, Human

established under this section and, on Resources

request, shall give a copy of any such

document to any person. O. Reg. 165/16, s.

16.

O. Reg. 80.46 Notice of policy availability on Marketing & No January 31,
corporate website Communication, 2024

(5) Every provider, other than a small
organization, shall notify persons to whom it
provides goods, services or facilities that the
documents required by subsection (4) are
available on request. O. Reg. 165/16, s. 16.

Human
Resources

22




Regulation

Action Plan

Accountability

Complete

Status

Comments

(6) The notice required by subsection (5) Policy posted on corporate website | Marketing & No January 31,

may be given by posting the information at a Communication, 2024

conspicuous place on premises owned or Human

operated by the provider, by posting it on the Resources

provider’'s website, if any, or by such other

method as is reasonable in the

circumstances. O. Reg. 165/16, s. 16.

O. Reg. 80.47 Service animal requirements Real Estate Yes, January 31,
addressed in Accessibility Policy. Management ongoing 2024

(2) If a person with a disability is Team, Human

accompanied by a guide dog or other service Resources

animal, the provider shall ensure that the

person is permitted to enter the premises

with the animal and to keep the animal with

him or her, unless the animal is otherwise

excluded by law from the premises. O. Reg.

165/16, s. 16.

O. Reg. 80.47 Service animal requirements Real Estate Yes, January 31,
addressed in Accessibility Policy. Management ongoing 2024

(3) If a service animal is excluded by law Team, Human

from the premises, the provider shall ensure Resources

that other measures are available to enable a
person with a disability to obtain, use or
benefit from the provider’s goods, services or
facilities. O. Reg. 165/16, s. 16.

23




Regulation

Action Plan

Accountability

Complete

Status

Comments

O. Reg. 80.47 Support Person requirements Real Estate Yes, January 31,
addressed in Accessibility policy. Management ongoing 2024

(5) The provider may require a person with a Team, Human

disability to be accompanied by a support Resources

person when on the premises, but only if,

after consulting with the person with a

disability and considering the available

evidence, the provider determines that, (b)

there is no other reasonable way to protect

the health or safety of the person with a

disability and the health or safety of others

on the premises. O. Reg. 165/16, s. 16.

O. Reg. 80.47 Notice of service disruption Real Estate Yes, January 31,
provided at the site of disruption, Management ongoing 2024 —

O. Reg. 80.48 and at specific department Team, Human December 31,
affected. Notice is also posted on Resources, 2026

(1) If, in order to obtain, use or benefit from | the corporate website as Information

a provider’s goods, services or facilities, appropriate. Technology,

persons with disabilities usually use other Marketing &

particular facilities or services of the provider
and if there is a temporary disruption in those
other facilities or services in whole or in part,

the provider shall give notice of the disruption
to the public. O. Reg. 165/16, s. 16.

Communication

24




Regulation

Action Plan

Accountability

Complete

Status

Comments
O. Reg. 80.48 Notice of disruption provides Real Estate Yes, January 31,
reason, duration and description of | Management ongoing 2024 —
(2) Notice of the disruption must include the | alternate facilities or services. Team, Human December 31,
reason for the disruption, its anticipated Resources, 2026
duration and a description of alternative Information
facilities or services, if any, that are available. Technology,
O. Reg. 165/16, s. 16. Marketing &
Communication
O. Reg. 80.48 Notice provided on corporate Human No January 1, 2024
website Resources, — December 31,
(5) The notices required by subsections (2) Marketing & 2026

and (4) may be given by posting the
information at a conspicuous place on
premises owned or operated by the provider,
by posting it on the provider's website, if any,
or by such other method as is reasonable in
the circumstances. O. Reg. 165/16, s. 16.

Communication

25




Status

Regulation Action Plan Accountability Complete

Comments
O. Reg. 80.49 Training addresses all legislative Human No March 31, 2024
requirements. Resources — December 31,
(2) The training must include a review of the 2026

purposes of the Act and the requirements of
this Part and instruction about the following
matters:

1) How to interact and communicate with
persons with various types of disability.

2) How to interact with persons with
disabilities who use an assistive device or
require the assistance of a guide dog or
other service animal or the assistance of
a support person.

3) How to use equipment or devices
available on the provider’'s premises or
otherwise provided by the provider that
may help with the provision of goods,
services or facilities to a person with a
disability.

4) What to do if a person with a particular
type of disability is having difficulty
accessing the provider's goods, services
or facilities. O. Reg. 165/16, s. 16.

26



Regulation

Action Plan

Accountability

Complete

Status
Comments

O. Reg. 80.49

(3) Every person referred to in subsection (1)
shall be trained as soon as practicable. O.
Reg. 165/16, s. 16.

(4) Every provider shall also provide training
on an ongoing basis in respect of any
changes to the policies described in section
80.46. O. Reg. 165/16, s. 16.

(5) Every provider, other than a small
organization, shall keep records of the
training provided under this section, including
the dates on which the training is provided
and the number of individuals to whom it is
provided. O. Reg. 165/16, s. 16.

Training of new hires occurs at
onboarding.

Human
Resources

Yes,
ongoing

January 1, 2024
— December 31,
2026

27




Regulation

Action Plan

Accountability

Complete

Status
Comments

O. Reg. 80.49

(3) Every person referred to in subsection (1)
shall be trained as soon as practicable. O.
Reg. 165/16, s. 16.

(4) Every provider shall also provide training
on an ongoing basis in respect of any
changes to the policies described in section
80.46. O. Reg. 165/16, s. 16.

(5) Every provider, other than a small
organization, shall keep records of the
training provided under this section, including
the dates on which the training is provided
and the number of individuals to whom it is
provided. O. Reg. 165/16, s. 16.

Ongoing training occurs with any
change to Accessibility Policy.

Human
Resources

Yes,
ongoing

January 1, 2024
— December 31,
2026

28




Status

Regulation Action Plan Accountability Complete

Comments
O. Reg. 80.49 Training records kept. Human Yes, January 1, 2024
Resources ongoing — December 31,
(3) Every person referred to in subsection (1) 2026

shall be trained as soon as practicable. O.
Reg. 165/16, s. 16.

(4) Every provider shall also provide training
on an ongoing basis in respect of any
changes to the policies described in section
80.46. O. Reg. 165/16, s. 16.

(5) Every provider, other than a small
organization, shall keep records of the
training provided under this section, including
the dates on which the training is provided
and the number of individuals to whom it is
provided. O. Reg. 165/16, s. 16.

O. Reg. 80.50 Accessibility Policy addresses Human Yes January 31,
feedback mechanism and how Resources 2024

(1) Every provider shall establish a process feedback is received by
for receiving and responding to, (a) feedback | corporation.

about the manner in which it provides goods,
services or facilities to persons with
disabilities.

(1) Every provider shall establish a process
for receiving and responding to, (b) feedback
about whether the feedback process
established for purposes of clause (a)
complies with subsection (3). O. Reg.
165/16, s. 16.

29



Regulation

Action Plan

Accountability

Complete

Status
Comments

O. Reg. 80.50

(2) The feedback process must specify the
actions that the provider will take if a
complaint is received about the manner in
which it provides goods, services or facilities
to persons with disabilities. O. Reg. 165/16,
s. 16.

(3) Every provider shall ensure that the
feedback process is accessible to persons
with disabilities by providing, or arranging for
the provision of, accessible formats and
communication supports, on request. O.
Reg. 165/16, s. 16.

Feedback mechanism specifies
how complaints are received and
managed.

Human
Resources

Yes

January 31,
2024

O. Reg. 80.50

(2) The feedback process must specify the
actions that the provider will take if a
complaint is received about the manner in
which it provides goods, services or facilities
to persons with disabilities. O. Reg. 165/16,
s. 16.

(3) Every provider shall ensure that the
feedback process is accessible to persons
with disabilities by providing, or arranging for
the provision of, accessible formats and
communication supports, on request. O.
Reg. 165/16, s. 16.

Feedback mechanism is
accessible to people with
disabilities by providing accessible
formats and communication
supports upon request.

Human
Resources, IT,
Marketing &
Communication

Yes,
ongoing

January 1, 2024
— December 31,
2026
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Regulation

Action Plan

Accountability

Complete

Status
Comments

O. Reg. 80.50

(4) Every provider shall make information
about the feedback process readily available
to the public. O. Reg. 165/16, s. 16.

(5) Every provider, other than a small
organization, shall prepare a document
describing the feedback process and, on
request, shall give a copy of the document to
any person. O. Reg. 165/16, s. 16.

(6) Every provider, other than a small
organization, shall notify persons to whom it
provides goods, services or facilities that the
document required by subsection (5) is
available on request. O. Reg. 165/16, s. 16.

Feedback mechanism is available
to the public via corporate website.

Human
Resources, IT,
Marketing &
Communication

No

January 31,
2024
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Regulation

Action Plan

Accountability

Complete

Status
Comments

O. Reg. 80.50

(4) Every provider shall make information
about the feedback process readily available
to the public. O. Reg. 165/16, s. 16.

(5) Every provider, other than a small
organization, shall prepare a document
describing the feedback process and, on
request, shall give a copy of the document to
any person. O. Reg. 165/16, s. 16.

(6) Every provider, other than a small
organization, shall notify persons to whom it
provides goods, services or facilities that the
document required by subsection (5) is
available on request. O. Reg. 165/16, s. 16.

Accessibility Policy addresses
feedback mechanism and how
feedback is received by the
corporation.

Human
Resources

Yes

January 31,
2024
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Regulation

Action Plan

Accountability

Complete

Status
Comments

O. Reg. 80.50

(4) Every provider shall make information
about the feedback process readily available
to the public. O. Reg. 165/16, s. 16.

(5) Every provider, other than a small
organization, shall prepare a document
describing the feedback process and, on
request, shall give a copy of the document to
any person. O. Reg. 165/16, s. 16.

(6) Every provider, other than a small
organization, shall notify persons to whom it
provides goods, services or facilities that the
document required by subsection (5) is
available on request. O. Reg. 165/16, s. 16.

Public is notified that Accessibility
Policy is available upon request.

Human
Resources

No

January 31,
2024
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Regulation

Action Plan

Accountability

Complete

Status
Comments

(1) If a provider is required by this Part to
give a copy of a document to a person with a
disability, the provider shall, on request,
provide or arrange for the provision of the
document, or the information contained in the
document, to the person in an accessible
format or with communication support, (b) at
a cost that is no more than the regular cost
charged to other persons. O. Reg. 165/16, s.
16.

(2) The provider shall consult with the person
making the request in determining the
suitability of an accessible format or
communication support. O. Reg. 165/16, s.
16.

Alternate formats are provided at
no more than regular cost to the
public.

Human
Resources

Yes

January 1, 2024
— December 31,
2026

(1) If a provider is required by this Part to
give a copy of a document to a person with a
disability, the provider shall, on request,
provide or arrange for the provision of the
document, or the information contained in the
document, to the person in an accessible
format or with communication support, (b) at
a cost that is no more than the regular cost
charged to other persons. O. Reg. 165/16, s.
16.

(2) The provider shall consult with the person
making the request in determining the
suitability of an accessible format or
communication support. O. Reg. 165/16, s.
16.

The corporation consults with
person requesting alternate format
regarding suitability of the format
to meet the person’s needs.

Human
Resources

Yes,
ongoing

January 1, 2024
— December 31,
2026
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