June 2026

SOMERSET WEST N CENTRE DE
COMMUNITY é SANTE
HEALTH %’ COMMUNAUTAIRE

CENTRE SOMERSET OUEST

Multiyear Accessibility Plan

2026 - 2031

Version 2.0



Commitment to Accessibility

Somerset West Community Health Centre (SWCHC) remains committed to providing inclusive, barrier-free care that respects
dignity, independence, integration, and equity.

We are dedicated to accommodating people with disabilities who make use of, or benefit from SWCHC services and programs,
or who are employed by SWCHC, in a manner that respects their dignity and that is equitable in relation to the broader public.

SWCHC will continue to maintain policies, practices and procedures to support our commitment to the accessibility standards
defined in the Accessibility for Ontarians with Disabilities Act, 2005 (AODA). Accessibility standards relate to customer service,
information and communication, and employment.

Building on its original commitments, SWCHC now strengthens its focus on:
e Health equity and anti-oppression
e Inclusive and culturally responsive care
e Co-design with clients and community
e Proactive barrier prevention (not just barrier removal)

Principles

SWCHC will use all reasonable efforts to ensure that its policies, practices and procedures are consistent with the following
principles:

o Goods and services will be provided to SWCHC clients in @ manner that respects the dignity and independence of
persons with disabilities. Disability-related needs will be accommodated to the point of undue hardship.

o Persons with disabilities will be given an equal opportunity to that of persons without disabilities to obtain, use or
benefit from SWCHC’s goods, services and employment opportunities.

o Goods and services will be integrated - to both those persons with disabilities with those who do not have
disabilities.

o SWCHC is committed to identifying, preventing, and removing barriers across all areas covered by the
Integrated Accessibility Standards Regulation, including information and communications, employment, and
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the built environment.
o SWCHC will seek feedback from persons with disabilities and use it to improve accessibility across the
organization on an ongoing basis.

o Accessibility considerations will be embedded into procurement decisions for goods, services, and facilities
where applicable.

Aims and Objectives

This Multiyear Accessibility Plan outlines our strategy to prevent and remove barriers to accessibility and meet our requirements
under the AODA.

The plan will:

Identify what steps have been taken to improve accessibility at SWCHC

Outline our framework for addressing accessibility initiatives to identify, remove, and prevent barriers
Establish goals for specific improvements to accessibility

Develop action plans for meeting our goals, in accordance with the deadlines set by the AODA.

Act as a means to seek input and suggestions from the community.

oD~

Barrier Identification

Somerset West Community Health Centre (SWCHC) uses a systematic and multi-faceted approach to identify, assess, and address
barriers to accessibility across the organization. This approach draws on multiple sources of information and engagement with
staff, clients, and community partners to ensure that barriers are identified proactively and addressed in a timely and meaningful

way.
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Barrier Category Key Sources of Input Identification Approach [ Frequency

Joint Occupational Health and

. ) Safety Committee (JOHSC); . . .
Physical Barriers _ least annually and during renovations or space redesign
Facilities Management

Architectural and Regular facility inspections and accessibility reviews; conducted at

L. o ) Ongoing review of printed materials, website content, and client
Communication and Communications Team; Client o o o ]
. . communications; periodic accessibility audits and updates as
Information Barriers feedback; Program staff ded
neede

Surveys and engagement activities conducted every 1-2 years to

Staff surveys; Client experience . .
assess awareness, experiences, and opportunities to strengthen

Attitudinal Barriers
surveys; Volunteer feedback

inclusive practices

L Periodic review of digital tools, virtual care platforms, and internal
. IT/Communications Team; Staff and o o
Technology Barriers systems to ensure accessibility and usability; informed by user

client feedback

feedback
L. Staff surveys; Accreditation Ongoing review of policies, procedures, and service delivery
Organizational . . . . I
Barri processes; Leadership and practices through internal reviews, accreditation cycles, and staff
arriers
committees input

Ongoing identification through client interactions, communit
Client feedback; Community gomng 8 ’ Y

Socio-economic .
engagement; Health Equity

consultations, and program-level insights to understand barriers

Barriers related to income, language, culture, transportation, and other

initiatives; Program data

social determinants of health

In addition to these structured approaches, SWCHC actively seeks input from a range of internal and external stakeholders to
inform barrier identification and removal efforts. This integrated approach ensures that accessibility remains a shared
organizational responsibility and is continuously strengthened through feedback, evaluation, and collaboration.
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Progress Update on Previous Plan (2012-2021)

REG 429/07

SWCHC goods or services is accompanied by a support person,
SWCHC will ensure that both persons are permitted to enter the
premises together and shall ensure that the person with a
disability can access the support person while on the premises.

Notice of service disruption: In the event that thereis a
temporary disruption in the availability of facilities, services or
goods used by persons with disabilities (e.g., temporary loss of
elevator service), the SWCHC shall give notice to the public of the
reason for the disruption, the date(s) of disruption, its anticipated
duration and a description of alternative facilities or services, if
any, that are available.

Training: Training on accessible customer service will be provided

AODA
DELIVERABLE DETAILS Compliance | STATUS
Date
SWCHC will create an accessibility policy to outline its commitment to
accommodating clients with disabilities.
The policy addresses:
- Communication: SWCHC will communicate with clients in a way
that takes into account their disabilities and needs.
- Assistive devices: SWCHC will accommodate the use of personal
assistive devices such as scooters and Braille display boards
- Service animals: Unless the animal is excluded by law, SWCHC will
accommodate the use of service animals by people with
Accessibility policy for client service disabilities who are accessing our services or goods.
. I . January 1,
- Support persons: Where a person with a disability accessing o1 Completed
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at orientation to individuals who interact with SWCHC’s public
and to those who are involved in developing customer service
policies, procedures and practices.

- Records of training: Human Resources will maintain records of
accessibility training, including the dates when training is
provided and the individuals to whom it was provided.

- Feedback process: All feedback will be directed to the
appropriate staff person. Where clients have indicated that we
have not met their needs, they can expect acknowledgement of
their feedback within five business days.

- Documentation: Documentation of these requirements will be
maintained on the SWCHC’s website (www.swchc.on.ca) and
provided to individuals, upon request, in the appropriate format.

Policy regarding integrated
accessibility standards (COR 1-18 | SWCHC created and will maintain a policy governing how the Centre
. . . . e . - January 1,
Integrated Accessibility Standards) achieves, or will achieve accessibility through meeting its requirements 2014 Completed
under the Integrated Accessibility Standards, O. Reg. 191/11.
REG 191/ 11
SWCHC created and will maintain a public, multi-year accessibility plan
Multi-Year Accessibility Plan statmg how.the prganlzatlon is working to reduce'aFFeSSIblhty barriers and
meet its obligations under the Integrated Accessibility Standards, O. Reg. January 1,
. . . Completed
REG 191/ 11 191/11. The plan will be posted on the SWCHC website and made available 2014
in accessible formats (upon request). The plan will be reviewed at
minimum once every five (5) years.
As of January, 2014, whenever the SWCHC website (www.swchc.on.ca)
Accessible Website undergoes a significant refresh, any web content published after January | January 1,
. . . Completed
REG 191/ 11 1, 2012 will conform to the World Wide Web Consortium Web Content 2014
Accessibility Guidelines (WCAG) 2.0, Level A.
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Training on integrated accessibility

SWCHC will ensure that all employees, volunteers, anyone involved in

developing policies, and anyone who provides services or facilities on its January 1,
standards . . , . Completed
behalf is trained on the Centre’s requirements to accommodate under the 2015
REG 191/ 11 -
Integrated Accessibility Standards, O. Reg. 191/11.
. SWCHC will ensure that processes for receiving and responding to
Feedback (COR 3-02 Clients . P ror receiving yesp & "
) : feedback are accessible to persons with disabilities by notifying the public
Complaint Policy) . . o January 1,
of the availability of accessible formats and communication supports. 501 Completed
REG 191/ 11 The Centre will arrange for the provision of such formats and supports >
9 when requested to do so, at no cost to the client.
Upon request, SWCHC will provide or arrange for provision of accessible
formats and communication supports for persons with disabilities,
Accessible formats and including clients and employees. The centre will accommodate such January 1
communication supports (for clients) | persons by taking into account the person’s accessibility needs due to 2016y ’ Completed
REG 191/ 11 disability and consulting with the person making the request in
determining the suitability of the accessible format or support. Such
services will be provided at no cost to the person with a disability.
SWCHC will notify its employees and the public about the availability of
accommodation for applicants with disabilities in its recruitment
. processes. All internal and external job postings will include a statement
Recruitment . January 1,
to this effect. When Completed
REG 191/ 11 . . . 2016
making offers of employment, Human Resources will notify successful
applicants of SWCHC’s policies for accommodating employees with
disabilities.
Human Resources will notify all new SWCHC employees about the centre’s
. policies for supporting and accommodating employees with disabilities.
Informing employees of supports . . . . January 1,
Staff will be informed on an ongoing basis when changes are made to Completed
REG 191/ 11 , .. . . . 2016
SWCHC’s  policies, practices and procedures relating to job
accommodation.
. When an employee with a disability requests it, SWCHC will consult with
Accessible formats and . .- .
o the employee to provide or arrange for the provision of accessible formats
communication support for o : . . January 1,
and communication supports for information that is needed to perform Completed
employees , . . . . 2016
REG 191/ 11 the employee’s job and information that is generally available to
employees in the workplace (for example, policies and
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Emergency response information

SWCHC will develop individualized emergency response plans for each
employee with a disability or have emergency information formatted so an

employee with a disability can understand it. Individualized emergency January 1,
(for employees) . . . . . Completed
REG 191/ 11 plans will be reviewed by Human Resources, in consultation with the 2016
9 employee, if the staff member changes work locations or if SWCHC
reviews its organizational emergency response.
. Human Resources will work with employees who self-identify as persons
Documented Individual . - L ;
. with a disability to document an individual accommodation plan. SWCHC January 1,
Accommodation Plan . L . . Completed
REG 191/ 11 will ensure that individual accommodation plans are developed in a 2016
consistent way.
SWCHC will develop and have in place a return-to-work process for
Return to work process - January 1,
employees who have been absent from work due to a disability and Completed
REG 191/ 11 . . L . . 2016
require disability-related accommodations in order to return to work.
Performance management, career | Accessibility needs of employees and individual accommodation plans will January 1
development and advancement be considered when managing an employee’s performance, career 2016y ’ Completed
REG 191/ 11 advancement or opportunities for redeployment
. . All content on SWCHC’s public website published after January 1, 2013 will
Accessible websites and web content . P P - y 2013 . January 1,
conform with WCAG 2.0 Level AA, other than providing captions on live Completed
REG 191/ 11 . . - . 2021
videos or audio descriptions for pre-recorded videos.
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Accessibility Priorities (2026-2031)
SWCHC is fully compliant with the AODA 2005 from our Multiyear Accessibility Plan from 2012 — 2021. SWCHC is now focusing on
maintaining compliance, demonstrating progress, and strengthening compliance by addressing any emerging barriers.

Strategic focus will be on strengthening:
1. Barrier-Free Built Environment

Accessible Information & Digital Equity

2.

3. Accessible Client Experience
4. Inclusive Workforce

5.

Governance, Accountability & Culture

Upgrade waiting area accessible seating compliance.
Upgrade accessible parking spots.

Integrate accessibility into capital planning.

2026
Deliverable Details Status Notes
Revise Policy and Revise the Integrated Accessibility Standard Policy. Completed | COR 1-18 Integrated Accessibility
ll:roced‘l;rle‘: onSInte(sjgrz;ted Develop Operational Procedures for Service Animals. Standards
ccessibility Standar SOP COR 1-18 Operational
Procedure for Service Animals
Accessibility audit and Conduct organization-wide accessibility audit and develop Pending
report -
accessibility reports.

Physical Accessibility Upgrade signage and wayfinding systems. Pending
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Deliverable Details Status Notes
Staff Refresher training Refresher training fgr staff on Integrated Accessibility Pending
Standards and Compliance.
éccesyblllty Working Establish Accessibility Working Group and consult them to Pending
roup prepare and review accessibility plan
Digital and Create processes, .gmda.nce docu.men'ts anq checklists to Pending
c cati ensure that all public-facing materials - including brochures,
Omml,jt':,'lf:a lons consent forms, intake documents, program information,
Accessibility website content, and signage - are written and presented in
a manner that is accessible to all clients, including those
with disabilities, low literacy, or limited English proficiency.
Introduce accessible virtual care standards .
Pending
Build staff capacity in inclusive communications .
Pending

Deliverable Details Status Notes
Expand Accessibility into Launch organizational culture initiative on accessibility & Pending
people's practice anti-ableism
Expand inclusive hiring practices Pending
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Deliverable

requirements are met

Details

Status

Deliverable Details Status Notes
Co-design services with clients with disabilities. Pending
Improve Client Experience — - .
and Access Develop and maintain a documented list of priority Pending
languages and accessible formats to support equitable
access to information and services.
Ensure accessible service counters and waiting area Ongoing

Revise Policy on Integrated
Accessibility Standard

Revise the Integrated Accessibility Standard Policy.

Pending

Deliverable Details Status Notes
Measure Impact and Conduct full accessibility evaluation and develop impact Pending
report
Renew
Engage community in next 5-year plan Pending
June 2026 Version 2.0
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Monitoring and Governance

SWCHC will produce annual accessibility status reports to the Senior Leadership Team and file accessibility compliance reports to
the government every three (3) years. The report will be publicly available on the SWCHC website. The report will be provided in
an accessible format upon request.

As a progressive rolling document, the multi-year accessibility plan will be reviewed at least every 5 years, or as needed, to report
progress on the plan of activities to be implemented.

For feedback or accessible format requests contact: Info@swchc.on.ca.
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Definitions
Accommodation is defined as modifying the delivery of SWCHC services, programs, and goods to make them accessible to
persons with disabilities.

Barrier is anything that prevents a person with a disability from fully participating in all aspects of society because of their
disability.

Architectural and physical barriers - barriers related to the design or layout of physical spaces that limit safe and independent
access. Examples include narrow hallways, inaccessible entrances, poor lighting, or inadequate parking and equipment.

Communication and Information barriers - barriers that make it difficult for individuals to receive, understand, or use information.
Examples include small print, unclear signage, inaccessible websites, or ineffective communication methods.

Attitudinal barriers - barriers that arise from assumptions, biases, or lack of understanding about people with disabilities.
Examples include stereotyping, dismissive behavior, or failing to engage directly with the individual.

Technological barriers - barriers that occur when technology is not designed to be accessible or compatible with assistive tools.
Examples include websites or systems that do not support screen readers or alternative input methods.

Organizational barriers - barriers embedded in policies, procedures, or practices that unintentionally limit inclusion. Examples
include non-inclusive hiring processes or communication practices that exclude certain groups.

Socio-economic barriers - barriers linked to broader social and economic factors that can intersect with disability and affect a
person’s ability to access care and services. E.g. income, housing instability, language, cultural, & transportation challenges.

June 2026 Version 2.0 13



	Commitment to Accessibility
	Principles
	Barrier Identification
	Somerset West Community Health Centre (SWCHC) uses a systematic and multi-faceted approach to identify, assess, and address barriers to accessibility across the organization. This approach draws on multiple sources of information and engagement with s...
	Definitions
	Architectural and physical barriers - barriers related to the design or layout of physical spaces that limit safe and independent access. Examples include narrow hallways, inaccessible entrances, poor lighting, or inadequate parking and equipment.
	Communication and Information barriers - barriers that make it difficult for individuals to receive, understand, or use information. Examples include small print, unclear signage, inaccessible websites, or ineffective communication methods.
	Attitudinal barriers - barriers that arise from assumptions, biases, or lack of understanding about people with disabilities. Examples include stereotyping, dismissive behavior, or failing to engage directly with the individual.
	Technological barriers - barriers that occur when technology is not designed to be accessible or compatible with assistive tools. Examples include websites or systems that do not support screen readers or alternative input methods.
	Organizational barriers - barriers embedded in policies, procedures, or practices that unintentionally limit inclusion.  Examples include non-inclusive hiring processes or communication practices that exclude certain groups.
	Soci0-economic barriers - barriers linked to broader social and economic factors that can intersect with disability and affect a person’s ability to access care and services. E.g. income, housing instability, language, cultural, & transportation chall...


