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Message from the ED 

Accessibility Multi-Year Plan 
2019-2023 

 

Catulpa Community Support Services is committed to ensuring equal access and participation for people with disabilities. 
We are committed to treating people with disabilities in a way that honors an individual’s independence, dignity, 
integration, and equality of opportunity. This commitment is extended to our staff and persons served. 

 
We have established inclusive practices that are integrated into everyday process and practices as articulated through 
agency documents, policies, and procedures. 

 
Service delivery practices will adhere to accessibility requirements in the areas of customer service, information and 
communication and the design of public spaces (when applicable). 

 
Employment practices will follow the accessibility requirements under the employment standard. 

 
We believe in inclusion, and we are committed to meeting the needs of people with disabilities in a timely manner. We will 
do so by removing and preventing barriers to accessibility and meeting our accessibility requirements under the 
Accessibility for Ontarians with Disabilities Act and Ontario’s Human Rights Code. 

 
Our 2019-2023 plan shows how Catulpa will play its role in making Ontario an accessible province for all Ontarians. 

 

Our 2024-2027 Accessibility Multi-Year Plan will be launched with our Strategic Plan in early 2024. 

https://www.ontario.ca/#Message_from_CEO
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Introduction 

Section One: Past Achievements to Remove and Prevent Barriers 
 

Catulpa has established accessibility practices as outlined in the agency documents and Policies and Procedures. Our 
overall commitment is defined within our Accessibility Plan: Statement of Commitment 2019-2023. 

 

Customer Service 
 

The following documents address this standard: 
 
 Accessible Customer Service Policy and Procedures 
 Tips for Supporting Individuals with Disabilities 

 
As outlined in the Accessible Customer Service Policy and Procedures, we have made a number of improvements to 
ensure that the services we provide are accessible. 

 

Information and Communication 
 
Person’s served have access to information and supports in ways that meet their needs.  

https://www.ontario.ca/#_Introduction
https://www.ontario.ca/#Section_One%3A_Past
https://www.ontario.ca/#Customer_Service
https://www.ontario.ca/#Customer_Service
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1. Assistive devices, service animals, support persons 
 
Use of assistive devices, service animals and inclusion of support persons is encouraged when needed. The invitation to 
the use of these begins during the intake process, including completion of the Service Delivery Checklist. Further 
opportunity occurs during service planning. 

 
2. Communication of Service Information in the event of Service disruption 
 
Service disruptions are communicated to persons served via our Agency website, Facebook page(s) and our CAPC 
Program Facebook as applicable. In the event of an emergency situation in which services may be on hold for an 
indefinite period, a telephone contact list has been established for persons served considered to be at risk related to 
health and/or other factors. Every reasonable attempt will be made to contact these individuals to check in and promote 
access to alternate interim resources as required. 

 

3. Accessible Websites and Web Content 
 

As per requirements Jan 2021, our website has undergone an overhaul. The launch of our new website occurred in 

September 2023. The new website features a cleaner and easier-to-navigate layout that meets and, in many cases, 

exceeds the required AODA Standards. Additionally, Catulpa has undertaken a re-brand that formally launched in 

December 2022. The re-branding project was not only actioned to enhance Catulpa’s overall brand presence but to 

address AODA compliance not currently supported by the existing logo and brand colours/font. Considerations were as 

follows: 
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Rational for Rebranding 

a. From an AODA perspective, the main concern with the former logo was legibility. When scaled down, the 

font was increasingly difficult to make out. This was made more challenging when the French byline was 

smaller than the English. 

b. Apart from AODA, there were also a variety of general concerns about the current logo: 

o The detail on the tree, when sized down became diminished and difficult to make out. 

o Fonts were dated. 

o It was not easily translatable to 1-2 colors and not easy to print or reproduce at small sizes with 
clarity/legibility. 

o There was a lack of various formats for different applications (EXP. different orientations, icons for 
social, etc.). 

c. The landscape in which we use a logo/branding is constantly evolving (advertising, social media, etc.) Though 

the goal of many organizations is to create something that’s timeless, many times, that cannot be achieved - 

thus the need to change and evolve, always with the intention of carrying the identity forward to its next 

chapter. 

4. Accessible Formats and Communication Supports 

Person’s served are invited to share any accommodation required in how they receive information, including 

communication approaches. This invitation occurs initially during the completion of the Service Delivery Checklist for 

programs providing case coordination services. In the CAPC program, this invitation occurs during the completion of the 

Participant Information form. As ongoing service planning/program delivery occurs, this is an area that is re-visited as 

appropriate. 

Key agency documents – Catulpa Vision, Mission and Values, Statement of Rights for Persons Served, Abuse Prevention 

and Privacy Statement – have all been developed in an alternate format that includes simplified language and picture 

symbols. These documents are available in paper copy and are also posted to our website. 
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The following Policies and Procedures are available both on paper and on our website. These represent policy components 

that address service delivery and/or workplace requirements. 
-Risk Management 
-Feedback and Complaints Resolution 
-Procurement 
-Perquisites 
-Code of Ethics/Code of Conduct 
-Conflict of Interest 
-Discrimination 
-Employee Expense Reimbursement 
-Relationships with Persons Served 
-Workplace Violence and Harassment 

 
Inclusion of these documents on our website allows for additional ease of access and for application of the accessibility 
features available on our website. 

 
5. Feedback Processes 

We have an established feedback and complaints procedure which is communicated to persons served at the beginning 

of services, as questions or concerns occur, and is included in all service agreements. 

Person’s served are also asked for feedback regarding services on an annual basis (at minimum). To date, this feedback 

has primarily been via survey, which is available to be completed online, in paper format or via interview. In 2019, we 

invited service feedback via focus groups. Resulting feedback and action planning from these processes is posted to our 

website, made available in paper format in office locations, and can be sent to persons served by request. In 2020, 2021 

and 2022 we asked persons served for feedback related to ease and level of contact with staff during COVID. Responses 

confirmed that most persons served (and participants in CAPC) had no concerns connecting or with level of contact with 

their worker. In 2023 feedback from persons served was elicited during our preparation for accreditation, with invitation 

to complete an accompanying survey and with participation in a focus group during the onsite validation.  
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6. Emergency Procedures, Plans, or Public Safety Information 
 
We have an Emergency Response Plan which provides a guide to staff decision making in the event of an emergency, 
crisis, or threat of disaster, in order to reduce and prevent injuries and fatalities. 

 
Other emergency preparedness strategies in place include: 
 
-person served telephone contact list for those individuals technologically dependent or otherwise vulnerable during an 
emergency 
-up-to-date emergency contacts for all staff 
-decision making tree to guide contact planning 
-agency management and program specific phone trees 
-established staff work calendar expectations 
-training available through IT regarding agency iPhone safety features 

 
Emergency Response Planning is an ongoing process. The pandemic provided real-world experience with 
communications and alternative service delivery. 

 

Employment 
 

We have an established policy and procedure: Accommodation for Disabilities. This document outlines committed 
support and information sharing regarding eligible accommodations for individuals from recruitment to hiring and 
throughout employment. 

 
1. Accessible Recruitment Process 

 
All job postings state that accommodation for disabilities are available upon request. 

During the invitation to participate in an interview, candidates are asked if accommodations supports are needed. 

 

https://www.ontario.ca/#Employment
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All new hires are expected to review and sign off on all agency Policies and Procedures including Accommodation for 

Disabilities. 

All agency Policies and Procedures are reviewed and signed off by all staff annually. 

 
2. Accessible Formats and Communication Supports 

 
Once hired staff are informed of their ability to access information in accessible formats as needed as outlined in the 
Accommodation for Disabilities Policy and Procedures. 
 
3. Documented Individual Accommodation Plans 

 
Information and documentation of the process regarding Individual Accommodation Plans is outlined in Accommodation 
for Disabilities Policy and Procedures. 

 
4. Workplace Emergency Response Information 

 
Any staff member requiring accommodation for safety have completed an Emergency Response Plan document which 
details strategies and supports required. 

 
5. Performance Management, Career Development, and Redeployment 

 
The Performance Appraisal policy and procedure outlines these elements. 

 
New in 2022, we have developed a performance management model that includes an updated Performance Appraisal 
templates and includes the requirement for ongoing discussions about performance goals as part of monthly supervision 
meetings. Also, within this process, there is opportunity for ongoing discussions of potential accessibility accommodations 
over the course of the individuals’ career. An area for us to explore is to utilize our HR software as a recording and prompt 
for accessibility discussions initiated during onboarding and ongoing. 
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6. Return to Work Process 
 
The Injured Workers Early and Safe Return to Work Policy and Procedures outlines this process. 

 

Procurement 
 

Catulpa’s financial administration is governed by the Ontario Broader Public Sector Accountability Act. This Act 
establishes requirements in the areas of compensation, expenses, perquisites, business documents and procurement, 
and is designed to improve accountability and transparency across the Broader Public Sector (BPS). As such, Catulpa’s 
procurement function shall be performed in an open, fair and transparent manner where goods and services are procured 
in a competitive environment and where all transactions yield the optimal benefit to the agency. 

 
The Procurement Policy and Procedures details adherence to the required process. 
 

Training 
 
All new staff and board members complete training modules to address training requirements under Ontario’s accessibility 
laws (Accessibility for Ontarians with Disabilities Act) and the Human Rights Code. Completion of the training is 
documented in staff personnel files and board files for verification. 
 
Training is completed annually as per staff review and sign off on all agency Policies and Procedures.  

  

https://www.ontario.ca/#Procurement
https://www.ontario.ca/#Procurement
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Section Two: Strategies and Actions 2019-2023 
 

All staff review of Accessibility plan Annual sign off via Bamboo 
Management review of Accessibility plan April 2019, Dec 2020, Feb 2021, 

April 2022, April 2023 

 

Customer Service 
 
Catulpa Community Support Services 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. Below is a completed action from the 2019-2023 period. 
 

Action(s) Responsibility/ Timeline Status Update 

Add ‘Review accessibility feedback 
procedure’ to the Service Delivery 
Checklist. 

QA dept. Feb 2020 

COMPLETE 

 

  

https://www.ontario.ca/#Section_Two%3A_Strategies
https://www.ontario.ca/#Customer_Service
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Information and Communication 
 
Catulpa Community Support Services is committed to making our information and communications accessible to people 
with disabilities. The following are actions from the 2019-2023 period. 
 

Action(s) Responsibility/  
Timeline 

Status Update 

Gather Accessibility Feedback from 
Persons Served 

CAPC 
QA/Communication depts. 

Ongoing – annual 
2018.19 
Questions added to surveys: Does your program 
give you information that is? 
-easy to understand 
-useful to you 
2020-2021 
COVID specific questions to confirm that person’s served 
were able to connect with staff (e.g., video conferencing/ 
telephone) and that the level of contact received was 
adequate. 
2023 
During Accreditation process. Accreditation survey and 
focus group.  

Improve graphic format for Complaints 
Process and post to website 

Communication dept. Jan 2023 
COMPLETE  

Improve graphic format for Accessibility 
Statement of Commitment and post to 
website. 

Communication dept. Nov 2022 
Add to plan for 2024 

https://www.ontario.ca/#Customer_Service
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Add Accessibility Plan & Statement of 
Commitment documents to website. 

Communication dept. March 2021 COMPLETE 
NOTE: updated versions added 
to the new website when complete (fall 2023) 

Review and update Staff Emergency 
Contact listing (as needed). 

Teams Ongoing – annual updates are prompted by HR.  

Confirm IT training information regarding 
safety features for iPhones. 

IT dept. Review needs for 2024. 

Website Update to meet accessibility 
standards and create a more user-
friendly experience. 

Communications dept. Sept 2023 
COMPLETE 

Development and launch of a new Agency 
logo to meet accessibility standards 

Communications dept. Dec 2021 
COMPLETE 
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Employment 
 

Catulpa Community Support Services is committed to fair and accessible employment practices. The following are actions 
from the 2019-2023 period. 
 

Action(s) Responsibility/ 
Timeline 

Status Update 

Add specific titles ‘Individual Accommodation Plan’ and 
‘Workplace Emergency Response Information’ to the 
HR policy: Accommodation for Disabilities. 

HR/QA depts. Feb 2021 
COMPLETE 

Add specific title ‘Workplace Emergency Response 
Information’ to the Emergency Response Plan 
Policy. 

HR/QA depts. Feb 2021 
COMPLETE 

Confirm process for information sharing to address 
needs (as applicable). 

HR Add to plan for 2024 

 

 

  

https://www.ontario.ca/#Customer_Service
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Procurement 
 
Catulpa Community Support Services is committed to fair and accessible employment practices. Below is a completed 
action from the 2019-2023 period. 

 
Action(s) Responsibility/ 

Timeline 
Status Update 

Updated procurement policy to ensure integrity to 
principles of accountability and transparency. 

QA dept. Nov 2021 
COMPLETE 

Enhance conflict of interest policy relative to 
procurement  

Leadership team Add to 2024 plan 

 

Training 
 
Catulpa Community Support Services is committed to providing training in the requirements of Ontario’s accessibility laws 
and the Ontario Human Rights Code as these apply to people with disabilities. Below is an ongoing action from the 2019-
2023 period.  
 

Action(s) Responsibility/ 
Timeline 

Status Update 

Training for management/supervisors for strategies to 
carry out ongoing conversations and review regarding 
accessibility needs of staff throughout career. 

Leadership Team Training Completed: March 28 & April 8, 2022 
Two training sessions: Principles of 
Performance Management; Performance 
Management/ Difficult conversations. 

Explore ongoing leadership training for supervisors 
and as part of succession planning  

Leadership Team Add to plan for 2024 

 
 

https://www.ontario.ca/#Customer_Service
https://www.ontario.ca/#Customer_Service
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Design of Public Spaces 
 
Catulpa Community Support Services will meet accessibility laws when building or making major changes to public spaces. 
During this reporting period, two sites that Catulpa is a partner in have undergone changes. The Barrie Common Roof 
underwent renovation in 2021 and a new Common Roof site in Collingwood opened in 2020. With these two buildings the 
design and renovation of the space reflect accessibility standards.  
 

Action(s) Responsibility/ 
Timeline 

Status Update 

Confirm if there are any requirements to note as per 
BCR renovation and new Collingwood office.  

Leadership Team 2021  
COMPLETE- No 
requirements to note. 
Accessibility 
requirements met 

 

NOTE: Except for the three office locations in which Catulpa is a partner (Barrie, Collingwood and Orillia), for the remaining 
office locations we are tenants and as such, are not subject to this area of accessibility compliance.  

 
 

For More Information 
 
For more information on this accessibility plan, please contact:  
Contact Kim Latour, Manager, Quality Assurance Department 
705-733-3227 ext. 3239 or 705-791-3655  
klatour@catulpa.on.ca  
 
 
Our accessibility plan is public posted at www.catulpa.on.ca 
 
Standard and accessible formats of this document are free on request from: info@catulpa.on.ca 
 

https://www.ontario.ca/#Customer_Service
mailto:klatour@catulpa.on.ca
http://www.catulpa.on.ca/
mailto:info@catulpa.on.ca

