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Survey Overview




About the Survey

To support the WSIAT’s work on accessibility and access to
justice, the Accessibility Committee conducted the WSIAT 2024
Accessibility Survey.

« The survey asked for feedback on:
« Customer service
« Communication (letters, forms, practice directions,
decisions)
* Website
* Hearings
« Accommodation process

* The survey was modeled from the WSIAT'’s 2021 Access to
Justice and Accessibility Survey and asked many similar
questions so that data could be compared over time




Survey Process

The survey link was emailed to the WSIAT’s external
distribution list on December 4, 2024

Survey closed on December 31, 2024

57 responses were received

41 questions were asked:
* Not all recipients were asked 41 questions
« Some questions were asked/not asked depending on
answers to previous questions




Details About 2024 Respondents

Survey respondents overall: Representatives: Are you a person with an
accessibility need and/or who

» Worker representatives: 35 « 10 lawyers requires accommodation?

« Employer representatives: 8 * 24 paralegals

 Workers: O * 9 other * Yes: 8 (15%)

 Employers: 8 * No: 43 (78%)

* Prefer not to answer: 4 * Prefer not to answer: 4 (7%)

» Other: 2
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Reviewing and Sharing of Results

* April 2025 — An announcement was made on the WSIAT
website that survey was completed and that a report was
forthcoming

* In first half of 2025
* Presentation of results were made to staff, OICs, Advisory
Group and external system partners
» The Accessibility Committee and other staff undertook a
detailed internal review of survey feedback
* Plans were made to address challenges identified in the
survey results

« Fall 2025 - This report was prepared
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Survey Results and Takeaways
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WSIAT Customer Service

2024 Results Customer Service Compare to 2021 Results
Going well:  Similar overall positive response in 2021
* 84% - WSIAT responded in a timely manner regarding customer service
+ 98% - Staff were polite and respectful * In 2021, 88% of respondents felt the WSIAT

89% - Staff were helpful staff person addressed their issues(s)
89% - Staff were able to answer question or direct to

someone who could

Comments about customer service were mostly
positive
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WSIAT Customer Service

2024 - Barriers to Accessing Services

* 14% (8 recipients) reported experiencing a
barrier accessing WSIAT services

Barriers described included:

* No chairs to sit in the ground floor lobby at 505
University

« 2-factor authentication is a barrier when using E-
share and person does not have a cellphone

» Travel to in-person hearings and technology for
virtual hearings can be challenging

* Appeal process is complex; forms difficult to
understand

Compare to 2021 Results

In 2024 fewer respondents reported facing
barriers accessing WSIAT services

31% of respondents in 2021 stated they
experienced a barrier accessing WSIAT’s
services

Barriers in 2021 included size restrictions for

document uploading; phasing out of fax; wait
times; access to technology for remote
hearings




Takeaways: WSIAT Communication

(Letters, Forms, Practice Directions, Decisions)

2024 Results - Communication Compare to 2021 Results
General communication questions: - Room for improvement in 2021 included
« 82% - Letters were easy to understand using more plain/simple language; 2024
* 77% - Forms were easy to find results suggest that opinions on the WSIAT’s
* 60% - Forms were easy to understand efforts to address this are mixed
* 53% - Forms were easy to complete Like in 2021, some recipients continue to cite
- 73% - Practice directions easy to find barriers related to language (English/French

* 68% - Practice directions easy to understand not first language)
« 75% - Decisions easy to understand

Plain language changes:

* 49% - Noticed more plain language in letters

* 48% - Noticed more plain language in forms

* 46% - Noticed more plain language in decisions =

« 53% - Plain language changes to documents have
made them easier to understand

LLLP:




Takeaways: WSIAT Website

2024 Results - Website

Generally positive feedback:

86% - accessed WSIAT website in past year
84% - easy to find info on website
84% - easy to understand info on website

2024 suggestions to improve website included:

Other languages

Explanations for workers on how they arrived at
WSIAT and WSIAT's jurisdiction

More features for decision search

Direct link from Noteworthy Decisions to decision itself
Chat function

Compare to 2021 Results

Room for improvement in 2021 included:
Having a more visually appealing, organized
and helpful website
Having a clear step-by-step outline of the
WSIAT’s appeal process
Easier to find quarterly reports
Larger file size for e-file
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Takeaways: WSIAT Hearings

2024 R Its - Heari
esults - Hearings Compare to 2021 Results

* 82% participated in hearing in past year
* 59% videoconference, 30% written, 9% _
teleconference, 1 in-person, zero hybrid « 39% reported barrier

* On a scale from 1 (very difficult) to 5 (very easy), how
easy was it to participate in your hearing?
* Average response: 4.41

» About 19% reported a barrier to participating in a hearing
« Some difficulty connecting, talking (4-5 respondents);
hearing other participants (5 respondents)
* 1 respondent each — hearing room setup; knowing
how to attend hearing; finding hearing location
7 respondents said they had “other” difficulty —
comments included issues opening documents




Takeaways: WSIAT Accommodation Process

2024 Results — Accommodation Process Compare to 2021 Results

* 82% - requested accommodation for themselves or Room for improvement included:
another hearing participant « making accommodation process easier to
find on website
* On a scale of 1 (very difficult) to 5 (very easy): « more training for staff/adjudicators
« How easy was it to find information about requesting * perceived stigma attached to requesting

accommodation? accommodation
o Average response: 3.50
* How easy was it to understand the WSIAT’s
accommodation process?
o Average response: 3.43

* On a scale of 1 (did not meet) to 5 (fully met), rank
whether the WSIAT was able to meet your accessibility
needs so you could fully participate in your case:

o Average response: 3.57




Overall Takeaways

Going well: Continued challenges:
« WSIAT customer service was generally « Some survey respondents continued to regard
regarded positively WSIAT documents as complex and challenging
« WSIAT website was generally regarded « Opinion on plain language changes to
positively documents in general was mixed
* It was generally considered easy to participate « Opinion on the accommodation process was

in hearings mixed




Addressing Survey Results




Addressing Challenges:

Documents and Plain Language

Challenges — Documents and Plain Language

« Some survey respondents continued to regard WSIAT documents as
complex and challenging

« Opinion on plain language changes to documents was mixed

These survey results offer early feedback into the new pre-hearing
] process launched on May 6, 2024

_— New process includes new process content, forms and practice
directions
Purpose: to improve access to justice
Plain language changes were introduced

q

The WSIAT has considered this feedback carefully and will continue
to solicit feedback and monitor the new Pre-Hearing Process

» More time is needed to assess the effectiveness of the new process

« The WSIAT will continue to monitor the process and solicit feedback



Addressing Challenges:

Documents and Plain Language (cont’d)

The survey results also offer feedback on WSIAT Decisions
specifically

« 75% of survey respondents found WSIAT decisions easy to understand
* 46% noticed more plain language in decisions

These results offer early feedback on the changes to WSIAT
Decisions introduced in September 2024
* The new look includes:
» changes to the font type and size;
« elimination of Roman numerals in subheadings;
* changes in spacing and indenting
« Changes were aimed at ensuring greater accessibility
 Plain language review was used

The WSIAT will continue to solicit feedback on WSIAT Decisions and
monitor the effectiveness of the 2024 changes



Addressing Challenges: Accommodation Process

Survey results showed mixed opinions on the WSIAT’s
accommodation process

« The WSIAT Accessibility Committee meets regularly and considers
ways to improve the WSIAT’s accommodation process

* Recent changes to the WSIAT website have been aimed at making it
easier to access information about requesting accommodation. The
website includes:

« Prominent Accessibility and Diversity information on the “Home” page
» “Accessibility and Diversity” section provides information and links
« An Accommodation Request Form has been added.

« The WSIAT will be posting a list on the website with examples of
standard/common accommodations that can be provided

« The WSIAT created an accessibility checklist to be used by staff to
proactively plan for accessible internal and external events


https://wsiat.on.ca/en/home/announcements.html
https://wsiat.on.ca/en/home/announcements.html
https://wsiat.on.ca/en/accessingServices/accessibility.html
https://wsiat.on.ca/en/accessingServices/accessibility.html
https://wsiat.on.ca/en/publications/wsiat135.pdf
https://wsiat.on.ca/en/publications/wsiat135.pdf

Other Steps Being Taken

Relevant to Survey Results

New Call Centre Phone System

» Although WSIAT customer service is generally regarded positively,
the WSIAT continues to make customer service improvements

* On November 6, 2024, the WSIAT installed a new call centre phone
system for a better user experience

* New features include direct transfers from a Customer Service
Representative to another staff member; call-back options; and option
to bypass voicemail greetings

 Call centre metrics (such as response times) can now be posted to
website

Navigators to assist self-represented parties

« Some survey respondents reported difficulties navigating the appeal
process

* In 2024, the WSIAT debuted its new Navigation Services to assist
self-represented parties (Click here for more information)



https://wsiat.on.ca/en/accessingServices/selfRepresentedParties.html

Other Steps Being Taken

Relevant to Survey Results (cont’d)

New Exit Survey for Hearing Participants

« Although it was generally considered easy to participate in
hearings, some respondents reported experiencing barriers

* In 2025, the WSIAT introduced a new Exit Survey for Hearing
Participants

« Participants in hearings are invited to a complete short, anonymous
survey about their hearing experience
» This will help the WSIAT continuously improve its hearing process

f e YOUR - “REP” Outreach session about electronic hearings

-y ACK » As part of its Representative Education Program (“REP”), the
BT Flloche WSIAT provided a training session on best practices for electronic
hearings in November 2025

* REP Outreach sessions are held in March and November




Other Steps Being Taken

Relevant to Survey Results (cont’d)

Reducing Language Barriers

* In 2024, the WSIAT enhanced its website by providing instructions for viewing it in
other languages and offering translations of certain documents

« In 2025, the WSIAT improved its pre-hearing translation services. These changes
help people who do not speak English or French as their first language better
understand the process and take part in their case.

« The WSIAT has always offered professional translation services at oral hearings.

Website Changes being explored include:

* Improvements to the decision search section
» Possibilities for a chatbot function

* Information sheets on common appeal issues

“Noteworthy Decisions” section of website updated

« The “Noteworthy Decisions” section on the WSIAT website has been updated so
that each Noteworthy Decision post includes a link, “View Decision in CanLlIl”, which
takes the user to the full decision on the CanLlIl website. Click here to see the
Noteworthy Decisions page

« Website visitors can also fill out a short survey asking about whether they found
what they were looking for.


https://www.wsiat.ca/en/home/news/OtherLanguagesAnnouncement.html
https://www.wsiat.ca/en/home/news/OtherLanguagesAnnouncement.html
https://www.wsiat.ca/en/home/news/website_changes.html
https://wsiat.on.ca/en/home/noteworthyDecisions.asp

Other Steps Being Taken

Relevant to Survey Results (cont’d)

Expanding 2-factor authentication options

« Survey feedback included that 2-factor authentication is a barrier
when person does not have a cellphone

» The 2-factor authentication system has been updated so that users
have multiple options for how to receive authentication codes (e.g.
e-mail, text, phone call, authenticator app) and requires
authentication only once at log-in

Updating system for e-file

« The 2021 survey feedback included suggestions that e-file service
allow for larger files

* The e-file service was reviewed and improved so that parties can
more easily send large files (see January 7, 2026 announcement)

Improving Accessibility in the WSIAT’s Physical Environment
* In response to feedback regarding the lack of seating in the main
floor lobby of the Toronto office, the WSIAT worked with building

management to have a bench placed in the main lobby


https://www.wsiat.ca/en/home/news/new_e-filing_page.html

Conclusion and Future Steps

Thank you to everyone who responded to the WSIAT
2024 Accessibility Survey!

» Respondents provided invaluable feedback for the WSIAT
to continue to improve accessibility

« The WSIAT has considered and addressed the survey
results carefully

The WSIAT will continue to solicit feedback, monitor the
effectiveness of recent changes, and look for new ways to
continue its work on accessibility and access to justice.

Feedback can be submitted at any time using the WSIAT



https://wsiat.on.ca/en/accessingServices/accessibility.html#feedback-process
https://wsiat.on.ca/en/accessingServices/accessibility.html#feedback-process
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