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SOAR Community Services 
Multi-Year Accessibility Plan for the Integrated Accessibility Standards Regulation (IASR) 

Intent 
This 2026–2030 Multi-Year Accessibility Plan describes the actions SOAR Community Services will take to identify, prevent and remove barriers for persons with 
disabilities and to meet its obligations under the Accessibility for Ontarians with Disabilities Act, 2005 (AODA), Ontario Regulation 191/11, Integrated Accessibility 
Standards (IASR), and the accessibility-related requirements of the Ontario Human Rights Code. The plan will be reviewed at least annually, updated no later than 2030, 
posted on SOAR’s public website and provided in an accessible format upon request. 
 
Statement of Commitment 
SOAR Community Services is committed to treating all people in a way that respects their dignity and independence. SOAR will integrate accessibility into its 
governance, employment practices, procurement, communications, digital services, facilities and delivery of goods, services and programs. We will provide 
accommodation to the point of undue hardship, consult with the person requesting accommodation, respond in a timely manner, and meet or exceed applicable 
AODA, IASR and Ontario Human Rights Code requirements. 
 

PLANNED OUTCOMES OUTCOME INDICATORS MEASUREMENT 
METHODS 

ACTIVITIES COMPLETED / ONGOING RESOURCES / ACCOUNTABILITY 

GENERAL REQUIREMENTS 
Goal 1: Accessibility is embedded in governance, planning, procurement and continuous improvement. 
1. By December 31, 2026, 

confirm and document 
compliance with all 
applicable AODA and 
IASR requirements. 

2. Review this plan and 
related policies 
annually and update 
the multi-year plan at 
least once every five 
years. 

• Current accessibility 
policies and a public 
statement of 
commitment are 
maintained. 

• The Accessibility 
Compliance Report is 
filed by the applicable 
deadline. 

• Barriers and corrective 
actions are tracked. 

• Annual compliance 
and policy review. 

• Training and 
procurement 
records. 

• Barrier and 
corrective-action 
records. 

• Policy 3-60, Accessibility Standards: 
Employment, was revised in January 2025 and 
reviewed in September 2026. 

• Policies 3-61a, Accessibility Standards: Client 
Service, and 3-63, Accessibility Standards: 
Information and Communications, were 
revised September 3, 2026. 

• Policy 3-62, Accessibility Standards: Design of 
Public Spaces, was maintained and reviewed 
in 2026. 

• The 2026–2030 Multi-Year Accessibility Plan 
was updated to reflect current legislative 

• Senior Leadership Team 
• Human Resources 
• Quality Improvement 
• Facilities 
• Department leads 
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PLANNED OUTCOMES OUTCOME INDICATORS MEASUREMENT 
METHODS 

ACTIVITIES COMPLETED / ONGOING RESOURCES / ACCOUNTABILITY 

requirements. 
• Accessibility criteria continue to be 

incorporated into procurement and acquisition 
decisions where practicable. 

Goal 2: Required accessibility training is current and role-appropriate. 
3. Provide training as 

soon as practicable 
after duties 
commence and 
whenever relevant 
policies change. 

• Employees, students, 
volunteers, policy 
developers and 
persons providing 
services on SOAR’s 
behalf are trained as 
applicable. 

• Training addresses 
accessible customer 
service, applicable 
IASR duties and the 
Human Rights Code as 
it relates to disability. 

• Completion dates, 
course content and 
participant 
records. 

• Annual review of 
overdue or required 
refresher training. 

• An Agency AODA Training Booklet was 
approved September 3, 2026. 

• Accessibility training is incorporated into 
onboarding and refreshed annually through 
Agency-approved online training. 

• The booklet includes inclusive communication, 
customer service, workplace accessibility, 
barrier removal, temporary disruptions and 
practical scenarios. 

• Training records are retained in accordance 
with the customer service standard. 

• Human Resources 
• Program leaders 
• Agency training systems and 

materials 



 

  
  

Regulations Appendix 7 

 
PLANNED OUTCOMES OUTCOME INDICATORS MEASUREMENT 

METHODS 
ACTIVITIES COMPLETED / ONGOING RESOURCES / ACCOUNTABILITY 

INFORMATION AND COMMUNICATIONS STANDARD 
Goal – Public information, feedback processes, emergency information and digital content are accessible. 
1. Maintain applicable 

public websites and 
web content at WCAG 
2.0 Level AA, subject to 
the IASR exceptions. 

2. Provide accessible 
formats and 
communication 
supports on request, in 
consultation with the 
requester, at no 
additional cost and in a 
timely manner. 

• The availability of 
accessible formats 
and communication 
supports is 
communicated 
publicly. 

• Information is 
produced using 
accessible formatting 
practices. 

• Feedback and 
accommodation 
requests are 
addressed through 
accessible channels. 

• Website and 
document 
accessibility 
checks. 

• Accessible-format 
request records. 

• Feedback and 
resolution records. 

• Policy 3-63 was revised September 3, 2026 to 
address accessible formats, communication 
supports, accessible websites and web 
content, and unconvertible information. 

• Clear-print practices are established for 
Agency documents, including readable sans-
serif fonts, appropriate type size, high contrast 
and avoidance of complicated backgrounds. 

• Agency practice provides accessible formats 
and communication supports on request, in 
consultation with the requester and at no 
additional cost. 

• Program-specific alternatives are in place, 
including text-message access for individuals 
unable to access crisis services by telephone. 

• Website and document accessibility review 
remains ongoing; no completed organization-
wide WCAG audit was identified in the records 
reviewed. 

• Communications/Marketing 
• Information Technology 
• Program leaders 
• Policy 3-63 and WCAG 2.0 Level AA 

EMPLOYMENT STANDARD 
Goal – Recruitment, employment, accommodation, return-to-work and advancement practices are accessible and compliant. 
1. Maintain documented 

accommodation, 
return-to-work and 
workplace emergency 
response processes. 

• Accommodation 
availability is 
communicated during 
recruitment and 
selection. 

• Periodic review of 
recruitment 
materials and 
accommodation 
files. 

• Policy 3-60 addresses accessible recruitment, 
employee communication supports, 
individualized accommodation plans, 
workplace emergency response information, 
performance management, career 

• Human Resources 
• Program leaders 
• Health and Safety Policies 3-60 and 

3-310 
• AODA Individual Accommodation 
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PLANNED OUTCOMES OUTCOME INDICATORS MEASUREMENT 
METHODS 

ACTIVITIES COMPLETED / ONGOING RESOURCES / ACCOUNTABILITY 

2. Review employment 
practices annually and 
remove identified 
barriers. 

• Individual 
accommodation plans 
and return-to-work 
processes are 
available and used 
where required. 

• Accessibility needs are 
considered in 
performance 
management, 
development and 
redeployment. 

• Timeliness and 
completion of 
accommodation 
processes. 

• Policy, form and 
manager-training 
review. 

development, return to work and 
redeployment. 

• Policy 3-310, Accommodation and Return to 
Work Process, was reviewed September 3, 
2026. 

• The AODA Individual Accommodation Plan for 
Staff was revised August 6, 2026 and is in 
operational use. 

• Accommodation planning includes employee 
consultation, functional limitations, job 
requirements, privacy safeguards and external 
expertise where appropriate. 

• Recruitment and employment practices 
continue to be monitored for accessibility 
barriers. 

Plan for Staff 
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PLANNED OUTCOMES OUTCOME INDICATORS MEASUREMENT 

METHODS 
ACTIVITIES COMPLETED / ONGOING RESOURCES / ACCOUNTABILITY 

DESIGN OF PUBLIC SPACES STANDARD 
Goal – Newly constructed or redeveloped public spaces within the scope of the IASR meet applicable accessibility requirements. 
1. Apply applicable IASR 

requirements when 
public-use spaces are 
newly constructed or 
significantly 
redeveloped. 

2. Maintain accessible 
elements and 
procedures for 
temporary disruptions. 

• Projects are reviewed 
for applicable 
accessibility 
requirements. 

• Accessible elements 
are maintained and 
disruption procedures 
are available. 

• Project and 
procurement 
documentation. 

• Inspection, 
maintenance and 
disruption records. 

• Policy 3-62 establishes requirements for 
exterior paths of travel, accessible parking, 
service counters, waiting areas, maintenance 
and temporary disruptions. 

• The policy requires accessibility criteria in 
procurement and planning for new 
construction or significant redevelopment. 

• No specific completed construction or 
redevelopment project was identified in the 
records reviewed; requirements remain active 
for future projects. 

• Facilities 
• Project managers and qualified 

design professionals 
• Policy 3-62, IASR and applicable 

Ontario Building Code 
requirements 

CUSTOMER SERVICE STANDARD 
Goal – People with disabilities receive goods, services, facilities and programs in a manner that respects dignity, independence, integration and equal 
opportunity. 
1. Maintain compliant 

accessible customer 
service policies and 
practices throughout 
2026–2030. 

2. Use accessibility 
feedback and 
identified barriers to 
improve service. 

• Assistive devices, 
service animals and 
support persons are 
accommodated as 
required. 

• Accessible alternatives 
are considered when 
barriers affect service 
access. 

• Individual emergency 
support needs are 
documented where 

• Feedback and 
complaint records. 

• Training records. 
• Service-disruption 

and 
accommodation 
documentation. 

• Policy 3-61a was revised September 3, 2026 
and addresses assistive devices, service 
animals, support persons, notices, accessible 
documents and emergency support. 

• Policy 3-61b, Accessibility and Assisted 
Devices, was revised September 3, 2026 for 
Withdrawal Management and Treatment 
Services. 

• Selected public areas have larger monitors, 
high-contrast keyboards and portable tablets 
available. 

• Client-specific emergency supports are 

• Program and site leaders 
• Human Resources 
• Communications 
• Policies 3-61a and 3-61b 
• Client records and Agency training 

materials 
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PLANNED OUTCOMES OUTCOME INDICATORS MEASUREMENT 
METHODS 

ACTIVITIES COMPLETED / ONGOING RESOURCES / ACCOUNTABILITY 

required. documented in the electronic client record 
through the Support for Persons with Disability 
case data. 

• Staff consult clients about communication 
needs and personal assistive devices and 
facilitate alternate services when a location or 
program cannot safely meet a need. 

 


