D ]H'I,W!'l Courtice Health Centre | 1450 Durham Regional Hwy 2, Courtice
5 Taunton Health Centre | 1290 Keith Ross Drive, Oshawa
Eli“ | C Taunton Surgical Centre | 1300 Keith Ross Drive, Oshawa

Whitby Health Centre | 198 Des Newman Blvd, Whitby
Group

Oshawa Clinic Group

Multi-Year Accessibility Plan (2026-2030)

Message from the CEO

At Oshawa Clinic Group, we are committed to providing a safe, respectful, and accessible
environment for patients, families, visitors, physicians, staff, learners, and vendors. Accessibility is
central to quality care and service excellence.

Over this plan period (2026-2030), we will continue to identify, remove, and prevent barriers for
people with disabilities, whether those barriers are physical, digital, informational, attitudinal, or
systemic. We will do this by embedding accessibility into how we deliver patient care,
communicate, recruit and support employees, and design and improve our facilities and services.

We recognize that accessibility is an ongoing process. This plan outlines the steps we will take to
comply with the Accessibility for Ontarians with Disabilities Act, 2005 (AODA) and the Integrated

Accessibility Standards Regulation (IASR), and to continuously improve the experience of people
with disabilities who interact with OCG.

Introduction

Oshawa Clinic Group (OCG) provides medical services to the community and is committed to
meeting the needs of people with disabilities in a timely manner. We will do so by preventing and
removing barriers to accessibility and meeting AODA requirements in accordance with the IASR.

This multi-year plan outlines OCG’s accessibility strategy for 2026-2030. The plan will be reviewed
and updated at least once every five years and will be posted publicly if OCG maintains a website.
OCG will provide this plan in accessible formats upon request.

Accessibility Plan Governance (Recommended)

e Executive Sponsor: Chief Executive Officer (CEQ)

¢ Plan Owner: Executive Committee / Human Resources (as assigned)

¢ Accessibility Lead (Day-to-Day): Human Resources (as assigned)

e Support: IT/Website Support, Facilities, Human Resources, Patient Experience

Section 1. Past Achievements to Remove and Prevent Barriers (As of 2025)
Customer Service

e Established a process to support accessible customer service, including assisting
patients using mobility devices and service animals.

* Enabled feedback channels (in-person/phone/email) and a process to respond to
accessibility-related feedback.
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Information and Communications

* Provided alternative formats and communication supports upon request (e.g., large
print, emailed copies, verbal explanation of written material).
e Support interpreter or relay services where feasible/appropriate based on patient need.

Employment

e Communicated availability of accommodation during recruitment and selection.
e Supported individualized workplace accommodations and return-to-work processes
when required.

Procurement

e Considered accessibility when selecting patient-facing tools and service providers
(where applicable).

Training

* Delivered AODA/accessible customer service training for relevant roles and maintained
training records (as required).

Design of Public Spaces (if applicable)

¢ Addressed accessibility needs during clinic renovations/space changes (e.g., clear
pathways, accessible waiting areas).

Other

* Promoted respectful, inclusive service practices and privacy when supporting patients
with disabilities.

Section 2. Strategies and Actions (2026-2030)

Customer Service

OCG is committed to providing accessible customer service to people with disabilities. This means
we will provide goods, services, and facilities to people with disabilities with the same high quality
and timeliness as others.

¢ Maintain and improve feedback processes; track themes and implement corrective
actions. (2026 refresh; annual review ongoing)

e Standardize “accessibility at intake” practices to confirm preferred communication
supports. (2026-2027)
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e Implement a service disruption communication procedure (e.g., elevator/door access
changes, construction) and offer alternatives. (Procedure by 2026; ongoing)

¢ Include accessibility questions in patient experience feedback and complaint
resolution processes. (2027-2030)

Information and Communications

OCG is committed to making our information and communications accessible to people with
disabilities.

¢ Inventory top patient-facing documents and update templates for readability and
accessible digital versions. (Inventory 2026; updates 2026-2028; maintenance 2029-
2030)

e Complete an accessibility review of OCG web content and patient portals used by OCG,
and remediate issues (contrast, headings, keyboard navigation, alt text, PDF
accessibility). (Review 2027; remediation 2027-2028; annual validation 2029-2030)

¢ Formalize how patients can request accessible formats and communication supports
(e.g., relay service, interpretation referrals). (2026-2027)

Employment
OCG is committed to fair and accessible employment practices.

¢ Ensure job postings include accommodation language and a clear contact method;
provide interview accommodations upon request. (2026 update; ongoing)

¢ Refresh documented accommodation procedures and responsibilities (employee,
manager, HR). (2026-2027)

¢ Develop individualized workplace emergency response information for employees with
disabilities where required. (2026-2027; annual review)

* Maintain a documented return-to-work process aligned with accommodations. (2026
refresh; ongoing)

Procurement
OCG will incorporate accessibility considerations into procurement practices where applicable.

* Request accessibility documentation/attestations from relevant vendors (e.g., software,
forms platforms, patient communication tools). (2026-2030)

Training

OCG is committed to providing training in the requirements of Ontario’s accessibility laws and the
Ontario Human Rights Code as it relates to people with disabilities.
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* Provide training as soon as practicable after hire and when policies change; refresh
program in 2026. (Ongoing)

* Provide training for patient service roles on communication supports, respectful
interaction, privacy, and de-escalation. (Ongoing)

¢ Maintain training records (date, attendance counts) consistent with AODA expectations.
(Ongoing)

Design of Public Spaces
Where OCG builds new spaces or makes major changes to public areas, OCG will meet

accessibility requirements and will have procedures to prevent service disruptions in accessible
areas.

e Conduct annual accessibility walk-throughs of patient areas to identify barriers (access
routes, entrances, reception, washrooms, waiting areas, signage). (Start 2026; annual)

* Apply an accessibility lens to renovations and planned maintenance. (2026-2030)

* Post/communicate disruptions to accessible features and provide alternatives. (2026
implementation; ongoing)

Other
OCG will continue to strengthen accessibility through quality improvement and monitoring.

* Ensure emergency procedures consider patients/visitors with disabilities
(communication and evacuation considerations). (Ongoing)

For More Information

For more information about this accessibility plan, or to request the plan in an accessible format,
please contact:

e Name/Title: Human Resources
¢ Telephone: 905-723-8551
e Email: hr@oshawaclinic.ca

e Our accessibility plan is publicly posted at: www.oshawaclinic.ca
e Standard and accessible formats of this document are available free on request.
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