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1. Statement of Commitment 

Community Care City of Kawartha Lakes is committed to providing equal treatment to 
people with disabilities with respect to the use and benefit of services, programs, goods 
and facilities. We are committed to giving people with disabilities the same opportunity 
to access services and to allowing them to benefit from the same services, in the same 
place and in similar ways as all other clients and employees. This commitment extends 
to clients, families, visitors, employees and volunteers with visible or non-visible 
disabilities. 

CCCKL is dedicated to building a diverse, accessible and inclusive organization that 
takes into account the principles of dignity, independence, integration and equality of 
opportunity to ensure that policies, procedures, practices, programs and services 
respect the rights and needs of persons with disabilities, and to doing so in close 
collaboration with persons with disabilities. 

The Integrated Accessibility Standards Regulation (IASR) of the Accessibility for 
Ontarians with Disabilities Act, (AODA 2005), which became law in June 2011, requires 
community organizations to produce multi-year accessibility plans that include targets 
and timelines for compliance with the multiple requirements of the IASR and AODA.  

The AODA 2005 is designed to create an accessible Ontario by 2025 through the 
development of standards and enforcement mechanisms. AODA and the IASR contain 
standards in the areas of Customer Service, Transportation, Information and 
Communications, Employment, and Design of Public Spaces.  
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2. Aim and Objectives of the Plan 

The 2021-2024 Multi-Year Accessibility Plan actively facilitates fulfilment of CCCKL’s 
vision of accessibility and inclusion for all who come to work or use our facilities and 
services. 

This plan: 

• Highlights achievements to date 
• Outlines the measures to be taken during the four years of the plan to meet the 

mandatory requirements of IASR (AODA) 
• Describes how the plan will be communicated internally and to the public  
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3. Current Accessibility Features Achieved Through Previous Plans 

Customer service 

• Education and training on AODA are integrated into the orientation process for 
new staff and volunteers to the organization 

• Our enhanced feedback processes provide additional ways for comment and 
provide input on accessibility including through our website (www.ccckl.ca), client 
experience surveys and the Client and Caregiver Advisory Council. 

• Programming to meet special needs such as young people with physical and 
developmental disabilities accessing Adult Day and the dementia-specific Adult 
Day program are cornerstones of CCCKL services 

• Accessibility is top of mind with new protocols in place for COVID precautions 
• We put into policy our commitment (Admin 1.05 Accessibility for Persons with 

Disabilities.) and all policies and procedures relating to accessibility are regularly 
updated 

• Our commitment to openness to service animals and support persons to assist 
people with disabilities is confirmed through policies 

Transportation 

• Despite the challenges caused by the COVID 19 pandemic we have been able to 
maintain our Specialized Transportation service which is aimed at supporting 
individuals with disabilities 

• Our porter service (in which drivers go into clients’ homes to assist them to safely 
get to the vehicle and then back into their homes) is an integral part of 
Specialized Transportation providing value-added care to our clients and 
caregivers 

• We are diversifying funding sources for new and replacement accessible vehicle 
for the Specialized Transportation fleet to support service sustainability 

Information and Communications 

• We are making accessibility and compliance with AODA a priority in 
communications initiatives such as the redesign of the organization’s website. 

• We ensure larger font size in written communications and have font size 
enlargement capability on website. 

• Our current website provides access to text readers. 

Employment 

• We highlight accommodation for individuals with disabilities in all job postings, 
both staff and volunteer as well as making candidates aware of the commitment 
to accommodation

www.ccckl.ca
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• We have policies and procedures in place to support an accessible workplace 
and respond to accessibility needs with development of accommodation plans as 
needed. 

• We are committed to inclusiveness and access to a barrier free environment 
throughout all stages of the recruitment and selection process for employees and 
volunteers 

Design of Public Spaces 

• We ensure new office and programming sites have better access than previous 
ones. There are ramps into the buildings where needed, there are elevators to 
locations not on the ground floor, there is designated accessible parking, bus 
stops are close by and grab bars are installed in washrooms 

• We make AODA a factor in informing programming strategy and how we move 
forward. For example, we improved programming space for Adult Day program at 
Mary Street with the move to new location and changed our space in another 
community to a more accessible location. 

• We seek input from clients when considering space design. For example, a focus 
group with Community Health Centre clients included feedback on way finding 
and design for the new CHC to be constructed on Angeline Street North in 
Lindsay
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4. Actions Planned to 2024 Fiscal Year 

Over the course of this Multi-Year Accessibility Plan the following priority actions 
will be undertaken: 

Customer Service 

• Include Accessibility for Ontarians with Disabilities specifications in developing 
comprehensive customer service training for staff and volunteers  

• Review and update AODA related training materials 
• Provide refresher training when there are revisions to policies, procedures, 

programs and/or communications tools 

• Incorporate AODA considerations in reviewing and updating the organization’s 
client feedback process  

• Incorporate AODA considerations in the review and updating of the Client Bill of 
Rights and Responsibilities 

• Consult with stakeholders locally such as accessibility groups to maintain 
awareness of advancements in technology, protocols and standards  

• Explore alternatives that allow individuals who lip read due to hearing 
impairments to continue to be able to do so when receiving services e.g., masks 
with clear window as an alternative to full masks  

• Emphasize a "warm handoff" approach in supporting an individual with a 
disability to transfer through Community Care services and to other services in 
the community 

• Review and confirm notification procedures for temporary disruptions in 
services/operations 

Transportation 

• Review and update emergency preparedness procedures relating to the safety of 
individuals while in Specialized Transportation vehicles 

• Review and update procedures relating to dealing with potential equipment 
failures in agency-owned vehicles  

• Identify the estimated demand for Specialized Transportation service and ways 
to respond to demand including addressing reduction of any wait times for 
service 

• Review and modify as feasible booking procedures to reduce the time required 
for advance booking and allow for same day booking to the extent available  

• Review and confirm procedures for notifying clients of service delays 
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Information and Communications 

• Provide additional information to clients, caregivers, staff, volunteers and the 
public describing the commitment to and provision of accessible formats in 
various communication tools 

• Undertake focused feedback with clients with disabilities on the accessibility 
features of revamped website  

Employment 

• Highlight policies relating to accommodation and accessibility to staff during 
orientation and at regular intervals to promote awareness and adherence I 
performance management process  

• Provide education to individuals in supervisory roles regarding redeployment of 
staff that takes into account the accessibility needs of individuals with disabilities 
and any individual accommodation plans  

Design of Public Spaces 

• Continue to incorporate AODA requirements into any space relocations or 
renovations including identification of specific standards for such things as 
service counters, walkways and parking 

• Keep AODA top of mind in design of the new Community Health Centre building 
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5. Communication of Multi-Year Accessibility Plan 

This plan will be posted on the agency’s website and copies made available upon 
request. This plan is available in alternate format, or with communication support, upon 
request. 

6. Conclusion – With implementation of this plan we are building on the actions 
undertaken to honour our commitment to accessibility. We will provide an annual report 
card articulating progress toward achieving the actions identified in this plan.  
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Appendix A 

Definitions 

For the purposes of this plan, the following definitions apply. 

A “barrier” is anything that prevents a person with a disability from fully participating in 
all aspects of society because of his or her disability, including a physical barrier, an 
architectural barrier, an informational or communications barrier, an attitudinal barrier, a 
technological barrier, a policy or a practice (organizational barrier). (A Guide to Annual 
Accessibility Planning, under the Ontarians with Disabilities Act, 2001, 
http://www.gov.on.ca/citizenship/accessibility/english/accessibilityplanning.pdf, p. 8) 

Architectural and physical barriers are features of buildings or spaces that cause 
problems for people with disabilities. Examples are:  

• hallways and doorways that are too narrow for a person using a wheelchair, electric 
scooter or walker  

• counters that are too high for a person of short stature 

• poor lighting for people with low vision 

• doorknobs that are difficult for people with arthritis to grasp 

• parking spaces that are too narrow for a driver who uses a wheelchair 

• telephones that are not equipped with telecommunications devices for people who are 
Deaf, deafened or hard of hearing 

Attitudinal barriers are those that discriminate against persons with disabilities. 
Examples are:  

• thinking that persons with disabilities are inferior 

• assuming that a person who has a speech impairment can't understand you 

• a receptionist who ignores a customer in a wheelchair 

Technological barriers occur when a technology can't be modified to support various 
assistive devices.  

Information or communications barriers happen when a person can't easily understand 
information. Examples are: 

• print is too small to read 

• websites can't be accessed by people who are not able to use a mouse 

Organizational barriers are an organization's policies, practices or procedures that 
discriminate against persons with disabilities. Examples are:  

http://www.gov.on.ca/citizenship/accessibility/english/accessibilityplanning.pdf
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• a hiring process that is not open to persons with disabilities  

• a practice of announcing important messages over an intercom that persons with 
hearing impairments cannot hear clearly 

A Disability is: 

a. Any degree of physical disability, infirmity, malformation or disfigurement that is 
caused by bodily injury, birth defect or illness and, without limiting the generality of the 
foregoing, includes diabetes mellitus, epilepsy, a brain injury, any degree of paralysis, 
amputation, lack of physical co-ordination, blindness or visual impediment, deafness or 
hearing impediment, muteness or speech impediment, or physical reliance on a guide 
dog or other animal or on a wheelchair or other remedial appliance or device,  

b. A condition of mental impairment or a developmental disability, 

c. A learning disability, or a dysfunction in one or more of the processes involved in 
understanding or using symbols or spoken language,  

d. A mental disorder, or 

e. An injury or disability for which benefits were claimed or received under the insurance 
plan established under the Workplace Safety and Insurance Act, 1997. 

Source: Accessibility for Ontarians with Disabilities Act 2005
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Contact Information 

Questions or comments about Community Care’s accessibility plans, policies and 
practices are always welcome. Should you require a copy of our documents in standard 
or accessible format, please contact Barbara Mildon, Chief Executive Officer 

By mail: 

Community Care City of Kawartha Lakes 

55 Mary Street West, Suite 101 

Lindsay, Ontario   K9V 5Z6 

By email: 

info@ccckl.ca 

By telephone: 

Telephone: 705-324-7323 x 482 

1-800-461-0327 

In person: 

Community Care City of Kawartha Lakes 

34 Cambridge Street South, 2nd Floor 

Lindsay, Ontario 

mailto:info@ccckl.ca
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