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Multi-Year Accessibility Plan 
for the Period December 2020 to December 2026 

 
1.0 Purpose 

 
This multi-year Accessibility Plan is developed in accordance with the Integrated Accessibility 
Standards Regulation under the Accessibility for Ontarians with Disabilities Act, 2005 (AODA). It 
outlines the intentions of CSINW to meet its obligations under the Ontarians with Disabilities 
Act, 2001 (ODA). The Plan describes the measures that the Organization has taken over the 
past five years and the commitment to continue to identify, remove and prevent barriers to 
people with disabilities who work, learn, and participate in CSINW’s services, community 
partners, staff, students on placement, volunteers, including Board members, and visitors.  

 
2.0 Objectives 

 
This plan: 

 
2.1 Describes the process by which CSINW’s services will identify, remove and prevent barriers; 

 
2.2 Reviews recent efforts the Organization has taken to remove and prevent barriers; 

 
2.3 Describes the measures that CSINW has taken in the period 2014 - 2019 to identify, remove 

and prevent barriers; 
 

2.4 Makes a commitment to provide an annual status report on the Organization’s 
implementation of the Multi-Year Accessibility Plan; 

 
2.5 Makes a commitment to review and update the Multi-Year Accessibility Plan at least once 

every 5 years; 
 

2.6 Describes how CSINW will make this accessibility plan available to the public. 
 
 

3.0 Commitment to Accessibility Planning 
 

This plan, along with any future amendments to the plan will be presented to Senior 
Management for approval. CSINW is committed to: 
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3.1 Ensuring, wherever practicable, that CSINW’s policies, procedures and practices are 
consistent with the principles of accessibility and universal design. 

 
3.2 Improving access to facilities, policies, programs, practices and services for clients 

in service, friends and family of clients, community partners, staff, students on 
placement, volunteers, including Board members, and visitors. 

 
3.3 Consulting with persons with disabilities when necessary, regarding the 

development and review of the multi-year plan. 
 

4.0 Description of CSINW: 
 

Our mandate is to, “provide quality services, which empower all persons with physical 
disabilities, to live safely and independently in the community“. It is our goal to provide services 
which allow persons with a disability the freedom to make independent choices about their 
lifestyle. 
 
We have Programs and Services that assist persons with physical disabilities and seniors with 
everyday needs such as: 
 

 Attendant Services 
 Supportive Housing 
 Assisted Living for Seniors 
 Using community resources 
 Maintaining a reasonable state of health 
 Recreational Programs for People with Disabilities and Seniors Developing affective 

cooperative relationships 
 Using community health programs to meet medical or professional needs 

 
As well as providing support services, CSINW members serve on various outside 
committees and boards. 
 
Our organization is recognized as a leading community service agency in Ontario. With a staff of 
over 225, complimented by a vast network of volunteers, Community Services for Independence 
serves over 200 persons in and around Northwestern Ontario from the 
Thunder Bay area to Kenora, south to Fort Frances and north to Sioux Lookout and Red Lake with 
many other communities in between. 
 
Founded in 1976 under another name, HAGI Community Services for Independence was the 
product of the Lakehead Social Planning Council’s "Disability Research Report", which was 
compiled in 1972. At its inception, the purpose of the organization was, "to improve the living 



 

5 
CSINW Multi-Year Accessibility Plan  

conditions of persons with physical disabilities, by fostering independence, self-determination and 
the acceptance of responsibility among disabled consumers."  Since its early days, the key areas of 
emphasis have been transportation, housing, support services and recreation. The philosophy of 
HAGI’s founders was that, "in order to assume control over one's life, an individual needs to make 
their own choices regarding his or her own personal lifestyle." 
 
HAGI Properties constructed Thunder Bay’s first wheelchair accessible barrier-free apartments and 
HAGI CSI provided 24-hour support care services located at 150 Castlegreen Drive.  The 
organization opened its second building in 1994 at 1201 Jasper Drive, resulting in a total of 44 
barrier free units with on-site 24-hour support care services provided by CSINW (formerly HAGI 
CSI). 
 
By 1982 the support services program expanded into Thunder Bay Non-Profit Housing apartment 
buildings, now providing support services to these barrier- free apartments.  Community Services 
for Independence North West currently provides on-site 24 support care services to seven (7) 
supportive housing buildings in the city of Thunder Bay, one (1) supportive housing building in 
Kenora, one (1) supportive housing building in Fort Frances and one (1) supportive housing 
building in Rainy River .  In 1986, an Outreach Attendant Care Program was launched in Kenora, 
followed by services to persons living in their own homes within Thunder Bay. Both services 
encouraged consumers to manage their own care.  In 1993, Northwestern Independent Living 
Services was formed as a separate corporation with a similar mandate as HAGI CSI to cover the 
Kenora Rainy River Districts.  In the early-1990s, community-based outreach services continued to 
evolve from both organizations, expanding into the Rainy River Districts, west to Dryden and east 
along the North-Shore of Lake Superior.  Community Services for Independence North West 
currently provides outreach attendant services to individuals living in their homes in communities 
in Thunder Bay, the Thunder Bay District and the Kenora River Districts, enabling persons with 
disabilities the opportunity to live independently.   
 
In light of the increased focus on community services, a thorough strategic review of the 
organizations led to the restructuring and amalgamation of HAGI CSI and NILS in 2018, positioning 
it to provide increased services for persons with disabilities, First Nations and seniors under a new 
name – Community Services for Independence North West.  A new logo was unveiled to display 
CSINWs’ proactive role in meeting the needs of communities within Northwestern Ontario.  
 
Since its inception in 1976, CSINW has explored, developed and provided multiple opportunities 
for seniors and persons with physical disabilities residing in NW Ontario in partnerships with 
various service clubs/community agencies/hospitals to mention a few, through grants and 
multiple funding opportunities it has received; Therapeutic horseback riding program (all ages); 
Kids on the Block puppet program for youth; Power of One (self advocacy program for all ages); 
Education workshops on various disabilities delivered to both community and hospital employees;  
Wilderness Discovery camping; transportation - to name a few.   
 
While also expanding purchased service contracts with both private and public insurance 
companies, WSIB, individuals, CCAC, Direct Funding self managers, and First Nations communities. 
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Over the past 45 years, CSINW has evolved from a concept to allow persons with disabilities the 
freedom to make independent choices about lifestyle, to the most highly regarded operation of its 
kind in the province. With over 200 employees serving over 200 consumers, Community Services 
for Independence North West is a leader in community services for persons with disabilities and 
seniors and is well positioned to increase its community role in increasing the quality of life for 
citizens of Northwestern Ontario. 

 
Mission Statement 
 
To provide quality services, which empower all persons with physical disabilities, to live safely and 
independently in the community. 
 
Vision 
Independence by Choice 
 
Purpose – Who We Serve 
Services are available to all individuals with a disability related to visual, hearing, mobility 
impairment, acquired brain injury as well as conditions related to aging and/or medical illnesses. 
 
CSINW is a charitable community-based organization and 100% of its funds stay in Northwestern 
Ontario. 
 



 

7 
CSINW Multi-Year Accessibility Plan  

 
5.0 Strategy for the Prevention and Removal of Barriers 

 
The Integrated Standards Regulation 191/11, pursuant to the Accessibility for Ontarians with 
Disabilities Act, 2005 identified specific requirements to achieve Accessibility in the areas of: 

 
 Information and Communications 
 Employment 
 Transportation 
 Accessible Built Environment 

 
These requirements build on the Accessibility Standards for Customer Service. 
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AODA 

REQUIREMENTS 
LEGISLATED 
COMPLIANCE 

DATE 

TARGET DATE FOR 
COMPLETION 
& ACTIONS 

STATUS 

Customer Service Standards 
1. Policies January 1, 2012 Target Date: March, 2011 Actions: 

Develop & implement policy governing 
how CSINW will comply with accessibility 
by meeting requirements in the 
regulations. Inform Board of Directors, 
staff, volunteers about the AODA policy 
on customer service requirement of the 
legislation. Make policy available to the public 
from the Regional Office. 

Completed April, 
2011 

2. Training & 
Education (In house) 

January 1, 2012 Target Date: December 2011 
Actions: Training outlined in the policy on 
Accessibility Principles for Persons with 
Disability #2.16, Customer Service. Set up e-
learning training on the AODA Customer 
Service Standards for all staff & students 
working in the organization. 

Completed  
September, 2012 

3. Feedback & Complaint 
related to Accessibility 

January 1, 2012 Target Date: December 2011 
Actions: Outline feedback information in the 
policy, post at a location open to the public 
re: processes for receiving and responding 
to feedback. Ensure processes are accessible 
to person with disability. 

Completed 
November, 2012 

4. Communication & 
Assistive Devices 

January 1, 2012 Target Date: December 2011 Actions: 
Outline communication & assistive 
devices in the Policy re: The 
organization’s expectations for 
communication and assistive devices 
related to accessible customer service 
standard 

Completed 
December, 2011 

5. Notice of temporary 
disruptions 

January 1, 2012 Target Date: December 2011 Actions: 
Outline notice of temporary disruptions 
in the policy-re: actions to be taken in 
event of notice of temporary disruptions 
(including posting of signage) 

Completed 
December, 2011 
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AODA 
REQUIREMENTS 

LEGISLATED 
COMPLIANCE 

DATE 

TARGET DATE FOR 
COMPLETION & 

ACTIONS 

STATUS 

Integrated Accessibility Standards Regulation 

1. General – 
Multi-Year Accessibility Plan 

January 1, 2014 Target Date: January 2014 Actions: 
Develop multi-year accessibility plan to identify, 
remove and prevent barriers. This will include 
annual accessibility work plan and ensure annual 
goals are completed. 

Completed 
December 2014 

2. Information and 
Communication Standards 

a) Feedback 

 

a) January 1, 
2015 

 

Target Date: June 30, 2014 
Actions: a) Develop a process for receiving and 
responding to feedback in an accessible manner and 
arrange for the provision of accessible formats and 
communication supports, upon request.  Notify the 
public about the availability of accessible formats and 
communication supports.  

 

a) Completed 
December 2014 

 

   
Target Date: June 30, 2015 
Actions: b) Expand on current policy that sets out the 
specific requirements, to arrange for the provision of 
accessible formats and communication supports for 
persons with disabilities. This shall include stating the 
formats and types of resources. 
 

Target Date: December 31, 2011 
Actions: c) Prepare emergency procedures, plan or 
public safety information and make the information 
available to the public, provide 
information in an accessible format or with 
appropriate communication supports, upon request. 

 
 
b) Completed 
September 2015 

b) Accessible b) January 1, 
formats and 2016 
communication  
supports   

   
   
   

 
c) Complete 
January 2012 

c) Emergency 
procedure, plans or 
public safety 
information 

c) January1, 
2012 

 
 
  

 d) Accessible 
Websites 

 
d)(i)January 1, 

 
Target Date: Under review for any new 
website development 
Actions: d)(i) New websites and web 
content to conform with WCAG 2.0 at 
Level A 

 
Target Date: December 31, 2019 

Actions: d)(ii)All internet websites and 
web content to conform with WCAG 2.0 at Level AA 

 

2014 d)(i) Completed November 
2012 
 
 
 
 
d)(ii) Completed 2 0 2 0  

  
  
  

 
d)(ii)January 1, 

 2021 
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AODA 
REQUIREMENTS 

LEGISLATED 
COMPLIANCE 

DATE 

TARGET DATE 
FOR COMPLETION & ACTIONS 

STATUS 

3. Employment Standards 
a) Recruitment 

 
 
 
 
 

b) Supports for Employees 
 
 
 
 
 
 
 

c) Accessible Formats and 
Communication Support 
 
 
 
 
 

 
d) Workplace Emergency 

Response Information 

 
a) January 1, 
2016 
 
 
 
 
b) January 1, 
2016 
 
 
 
 
 
 
c) January 1, 2016 
 
 
 
 
 
 
 
d) January 1, 
2012 
 
 
 
 
 
 
 
 
 
 
e) January 1, 
2016 

 
 

 
 
 
 
f) January 1, 2016 

 
Target Date: June 30, 2015 
Actions: a) Develop/amend policy and practice to 
ensure internal and external recruitment, assessment, 
and selection processes meet the required standards. 
 
Target Date: December 31, 2014 
b) Inform employees of agency policy of supporting 
employees with disabilities and procedures for 
accommodation, make same information available to 
new employees as soon as practicable and ensure 
updates. 
 
Target Date: November 2015 
c) Upon request, consult with employees to provide 
or arrange for accessible formats and communication 
supports in relation to information that is generally 
available to employees in the workplace that the 
employee needs to perform their Job. 
 
Target Date: December 31, 2011 
d) (i)Provide for individualized workplace emergency 
response information for employees with disabilities, 
where the agency has been made aware of the need 
for accommodation due to disability in accordance 
with standards. 
 
d)(ii)Develop policy, procedures, and processes for 
same. 
 
Target Date: December 31, 2014 
e) Develop a written process for the development of 
documented individualized accommodation plans for 
employees with disabilities, in accordance with the 
standards. (use the same methods as CSINW’s Early 
& Safe Return to work 
 
Target Date: December 31, 2014 
f) Develop a written return to work process for 
employees who have been absent from work due to a 
disability and require disability related 
accommodations in order to return to work. 

 
a) Completed 

 
 
 
 
 

b) Ongoing 

 

 

 

 

 

c) Completed 
 
 
 
 
 
 
 

d)(ii) Completed 
 
 
 
 
 
 
 

d)(ii) Completed 

 

e) Completed 
 
 
 
 
 

 
 
f) Completed 

 
 
 
 
e) Individualized 

Accommodation Plans 
 
 
 
 
 
 
f) Return to Work 
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AODA  

REQUIREMENTS 
LEGISLATED 
COMPLIANCE 

DATE 

TARGET DATE FOR COMPLETION 
& ACTIONS 

STATUS 

3. Employment Standards 
(con’t) 
 
g) Performance Management 

 
 
 
 

 
h) Career Development 

 
 
 
 
 

i) Redeployment 

 
 
 

g) January 1, 
2016 

 
 
 

 
h) January 1, 
2016 

 
 
 

 
i) January 1, 2016 

 
 

 
Target Date: June 30, 2015 
g) Agency to take into account the accessibility needs 
of employees with disability needs as well as 
individualized accommodation plans in administering 
the performance appraisal process. 

Target Date: June 30, 2015 
h) Agency to take into account accessibility needs of 
employees with disabilities as well as individual 
accommodation plans in providing career development 
and advancement to employees. 

Target Date: June 30, 2015 
i) Agency will take into account accessibility needs of 
employees with disabilities as well as any 
individualized accommodation plans during a 
redeployment process. 

 
 
 

g) Completed 
 
 
 
 
 

h) Completed 
 
 
 
 
 

i) Completed 

4. Transportation 
Not Applicable 

   

5. Design of Public Spaces 
Standards (Accessibility 
Standards for The Built 
Environment) 
Not applicable 
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6.0 Review and Monitoring Process 
 

a) The CEO shall be the lead to monitor the progress of the Multi-Year Plan. The 
Senior Management Team shall evaluate the effectiveness of barrier-removal 
and prevention strategies and together with the Board of Directors, as applicable, 
to plan for increased accessibility throughout CSINW. 

 
b) At least once every 5 years, the plan shall be reviewed and updated in 

consultation with persons with disabilities, as appropriate. 
 

7.0 Communication of the Plan 
 

The Plan will be reviewed annually, and the revised/updated plan will be posted on 
the Organization’s website. CSINW’s will accommodate requests for accessible 
formats of the Plan. 

 
Questions, comments, and feedback regarding the Accessibility Plan may be directed to: 

 
info@cisnw.ca 
807-622-7469 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


