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[bookmark: _Toc227242643]Executive Summary: Strengthening communities through human rights justice
The 2026/27–2028/29 planning cycle begins at a moment of unprecedented demand, with the Human Rights Legal Support Centre (HRLSC) receiving the highest volume of intake calls in its history. This marked increase likely reflects the pressures that Ontarians are facing with rapid technological shifts, and as mounting employment and economic uncertainty reverberate through communities seeking greater confidence in public systems.
Against this backdrop, the HRLSC’s role as a real time, frontline access point for human rights assistance has never been more vital. The Centre is strengthening its commitment to responsive legal service delivery and equitable access to justice, recognizing that robust human rights protections remain essential in this evolving global landscape. Through this work, the HRLSC strives to support Ontarians who are navigating increasingly complex challenges in all five social areas protected by the Ontario Human Rights Code.
The Ministry of the Attorney General’s (MAG) vision is to provide Ontarians with an accessible, responsive and modern justice system that upholds equality and the rule of law. The HRLSC is not simply one more administrative agency within this landscape. It is a central pillar of Ontario’s human rights system, as set out in the Ontario Human Rights Code, as well as MAG’s access to justice mandate, and a successful, tangible demonstration of how MAG fulfils its commitment to protecting victims of abuse and advancing human rights through legal supports and early dispute resolution.
As the Province’s frontline human rights legal service, the HRLSC offers a direct, practical pathway for individuals experiencing discrimination and harassment. The HRLSC’s legal services support survivors of sexual harassment, strengthens community safety, and promotes equitable treatment across Ontario. The HRLSC also gives concrete effect to MAG’s commitments in situations where human rights abuses intersect with gender-based violence, racism, homophobia, antisemitism, Islamophobia, ableism, and other harms.
By resolving matters early through legal advice, negotiation, and Human Rights Tribunal of Ontario (HRTO) mediation, and by guiding applicants through the HRTO’s application processes, the HRLSC reduces strain on the HRTO’s systems and advances MAG’s priority of timely, efficient justice. The Centre’s legal support services deliver meaningful redress for violations of dignity, safety, and equality, reinforcing MAG’s broader mission to protect victims and expand access to justice across Ontario.
Guided by the 2024–2029 Strategic Plan, the Centre is transitioning from foundational implementation to strategic optimization, with a focus on innovative, equitable, and responsive legal support services delivery.
Over the next three years, the HRLSC will prioritize:
· Expanding Early Dispute Resolution Services: Along with seeking sustainable investment from the Province, the HRLSC will explore options to make permanent and expand its Early Intervention and Mediation Services (EIMS) and Mediation, Early Resolution and Experiential Training (MEET) programs, currently temporarily funded by the Law Foundation of Ontario. These initiatives support applicants navigating mandatory mediation introduced at the HRTO and will help reduce backlogs at the HRTO by helping provide timely, cost-effective resolutions for applicants. Through early advice, negotiation and mediation, the HRLSC resolves thousands of matters before they reach a hearing, keeping the human rights system efficient, responsive and person-centred.
· [bookmark: _Hlk214271108]Strengthening Strategic Partnerships: The HRLSC will continue to collaborate with organizations such as Community Legal Education Ontario (CLEO), Osgoode Hall Law School, the Indigenous Friendship Centres, Pro Bono Students Canada, and other service providers to expand access to legal supports and public awareness of the HRLSC’s legal support services. These partnerships are vital to the strategic priority of improving access to marginalized groups, as well as supporting ongoing work of the HRLSC’s Indigenous Service and Outreach Committee (ISOC).
· Measuring Service Impact: Pursuant to recent Provincial directions regarding improved data usage, the HRLSC will continue to grow its data collection and analysis to support data driven decision-making. Performance targets for intake responsiveness, mediation success, public awareness of our legal services, and client satisfaction will guide the HRLSC’s efforts and ensure transparency. 
As the HRLSC moves into this next phase focused on promoting and expanding its services in support of early interventions and mediations, it remains steadfast in its commitment to delivering accessible, high-quality legal services and fostering systemic change. The Centre will continue to uphold the values of Ontario’s Human Rights Code and work collaboratively with the three-pillars, academic and legal service partners and community stakeholders to build a more equitable province.
[bookmark: _Toc227242644]Section 1: Detailed Description of Mandate
The Human Rights Legal Support Centre (HRLSC) is an independent agency funded by the Ontario Government through the Ministry of the Attorney General (MAG). The HRLSC operates under the direction of a Board of Directors appointed by the Lieutenant Governor in Council.
VISION:
The Human Rights Legal support Centre is committed to advancing an equitable society where everyone lives with dignity and respect and upholds and promotes human rights.
MISSION:
The Human Rights Legal Support Centre’s role is to empower people and communities who have experienced discrimination by providing legal services and supports, strengthening people’s capacity to navigate the human rights system and advancing access to and the attainment of justice in Ontario.
MANDATE:
The Human Rights Legal Support Centre advances equality and protects human rights by providing a range of accessible and high quality legal and support services to those who have faced discrimination contrary to Ontario’s human rights laws.
[bookmark: _Toc227242645][bookmark: _Hlk214271856]1.1 Explanation of HRLSC’s Services
1.1.1 DIRECTION FOR SERVICES THROUGH STRATEGIC PLAN
As part of its 2024-2029 Strategic Plan, the HRLSC is seeking to strengthen awareness of its legal support services and build referral networks to target engagement with underserved communities, improve access to its frontline services, and grow its capacity to support early intervention, mediation, and negotiated settlements.
1.1.2 INQUIRIES AND IN-DEPTH SERVICES
Access to the HRLSC’s legal services start through its phone line, e-mail or by the online client portal, the HRLSC’s online tool to enhance and facilitate direct client access and management of their human rights service intake matter. Through this intake process, the HRLSC’s staff helps individuals determine whether they have a human rights claim under Ontario’s Human Rights Code. For cases that have already received notices of mediations or hearings, individuals are immediately referred to the HRLSC’s in-depth services.
This process includes gathering “intake” information from the individual, reviewing their case information and documentation, providing legal advice, and assessing their initial application if one has been drafted. 
When possible, cases that are not Code-related are referred to other organizations where callers can better address their concerns, for example, workplace and safety insurance entities or federal human rights commission.
From this point, for Code-related cases, any intake information is passed along to either a staff lawyer, legal service representative, or human rights representative to provide advice specific to the client’s circumstances through an in-depth interview. 
If the case can move forward, the HRLSC discusses options for resolving the claim, emphasizing early intervention and dispute resolution when possible. If early settlement is not possible, the HRLSC can assist with the HRTO process including providing legal support for an application, mandatory mediation, or hearing. 
1.1.3 MEDIATIONS
As of June 2025, all human rights applicants at the HRTO are required to attend a mandatory mediation session with the people or entities that allegedly caused discrimination or harassment to occur (the Respondent). Mediation is an opportunity for parties to meet with an HRTO member to try to resolve their dispute before it progresses through the HRTO’s processes to a hearing. Clients are supported by the HRLSC at mediations both through legal advice/guidance and legal representation provided by a team of skilled lawyers, paralegal and law students. 
1.1.4 PRE-HEARING
The HRLSC provides extensive representation services to individuals facing pre-merit preliminary and procedural hearings, such as in motions brought by Respondents, including requests to remove personal respondents, requests for early dismissal or requests for disclosure, and in Case Management Case Conferences.
1.1.5 SETTLEMENTS
The HRLSC helps negotiate settlements for individuals who apply to the HRTO. Settlements may be achieved before or shortly after an application is filed, before or at the mediation stage; or before, or at, hearings. 
1.1.6 HEARINGS
The HRLSC provides individuals with legal representation for their applications at hearings before the HRTO with the goal to promote resolutions and remedies that serve the public interest.
1.1.7 ENFORCEMENT
The HRLSC assists individuals in recovering monetary settlements, applying to the HRTO in breach of settlement Applications, and enforcing awards issued by the HRTO following a decision.
1.1.8 JUDICIAL REVIEW
The HRLSC also provides in-depth legal assistance to individuals applying for judicial review of HRTO decisions. In addition to its work supporting its clients with judicial reviews, the HRLSC monitors decisions that are relevant to Ontario’s human rights system.
1.1.9 PARTNERSHIPS SUPPORTING SERVICES
As of 2025, using funding provided by the Law Foundation of Ontario (LFO), the HRLSC commenced work with Community Legal Education Ontario (CLEO) to create the online Guided Pathways tool to better inform and support individuals with drafting HRTO applications. Additionally, until 2028, the HRLSC is receiving program funding from the LFO to offer Early Intervention and Mediation Services (EIMS) and Mediation, Early Resolution and Education Training (MEET). These programs, along with Osgoode Hall Law School at York University’s Anti-Discrimination Intensive Program (ADIP), provide additional resources in support of the HRLSC’s frontline legal service delivery. More information on all these programs and partnerships is available in Section 3.
[bookmark: _Toc227242646][bookmark: _Toc214026095]Section 2: Alignment with government priorities
The HRLSC’s vision, mandate, and core values are derived from the Ontario Human Rights Code and are aligned with the priorities of the government and expectations of the Province and MAG. 
The HRLSC is integral to realizing the goals of the Ontario Human Rights Code. The HRLSC is also a critical instrument through which MAG delivers its access to justice mandate and fulfils its responsibility to Ontarians who have experienced human rights abuse and violations in workplaces, housing, and public and private services by providing legal services and HRTO application support, including with a focus on early resolution. 
The HRLSC directly advances MAG’s broader mission of maintaining respect for human rights and upholding equality and the rule of law. The Centre delivers concrete, measurable results for thousands of individuals each year through advice, negotiated settlements, mediation and litigation and most importantly it supports victims and survivors of abuse and discrimination who might otherwise lack any practical route to justice.
In accordance with the 2026-2027  Letter of Direction from the Attorney General, the HRLSC is continuing its implementation of its new five-year Strategic Plan and its four priorities: 1. Creating access and options; 2. Building structure and capacity; 3. Providing evidence-based leadership; 4. Enhancing recruitment and retention. (Details of projects related to these Strategic Plan priorities can be found in Section 3 and HR-related priorities in Section 6 of this OBP. How the Strategic Plan’s implementation is part of the HRLSC’s broader commitment to the government’s priorities can be found in Section 11 of this report.) 
Early Resolution Delivers Faster Justice for all Ontarians
The HRLSC’s newly created MEET and EIMS programs directly advance MAG’s access to justice priorities by expanding accessible, efficient, and client-focused services. Both initiatives support early resolution, reduce procedural burdens, and strengthen the quality of legal assistance available to Ontarians, with the view of avoiding protracted hostilities and litigation. EIMS enhances early intervention and mediation services that help prevent disputes from escalating into full hearings, while MEET cultivates a new generation of human rights legal practitioners with practical skills in negotiation, mediation, and trauma-informed service delivery. Together, these programs promote a streamlined justice pathway, reinforce system accountability and contribute to a more balanced and responsive administrative justice sector, fully aligned with the Province’s commitment to improving access to justice for all. Most importantly, these initiatives give Ontarians an opportunity to craft mediated resolutions that not only bring early closure to their human right disputes, but best suit their interests. 
Modern Justice Starts with Data
The Centre continues to prioritize strengthening data collection, and leveraging client data to inform decision-making, including the expansion of data analysis through its Client Tracking Tool (CTT) and updated Key Performance Indicators (Further information about the HRLSC’s data driven approach can be found in Section 7 of this OBP). The HRLSC maintains open communication with the HRTO and Ontario Human Rights Commission (OHRC) to track three-pillar trends, build service synergies, and promote each agencies’ initiatives. The HRLSC seeks to foster greater data collaboration in an effort to identify system patterns for purposes of identifying efficiencies. 
Safeguarding IT
The HRLSC’s IT staff and consultants are integrating hardware and digital products into the Province’s Justice Technology Services (JTS) (Further details of this work can be found in Section 9 of this OBP).  The HRLSC is also looking for ways to simplify client/customer interactions, expand and optimize its digital service offerings, and find ways to improve its IT, cybersecurity, and AI policies. This is all in an effort to support service delivery, reduce costs, and streamline operations, while improving client satisfaction. The HRLSC continues to do this work within the Centre’s allocated budget, as well as manage its workforce size.


[bookmark: _Toc227242647]2.1 Requirements for all provincial agencies:
Theme 1 – Protect Ontario: Domestic partnerships, local procurement, avoiding fee and fare barriers to access services
The HRLSC continues to follow the Province’s guidance for procurement and utilizes its vendors of record list when tendering new requests for services. It also continues to prioritize Ontario and Canadian vendors in its procurement practices.
Theme 2 – Deliver Better Services: User-centered services, innovation and efficiency, streamlining unnecessary bureaucracy
To align the HRLSC with government-wide priorities and proactively meet MAG’s expectations, the HRLSC is expending significant effort to continue to investigate the suitability of enhanced digital tools both for internal operations and service delivery. The HRLSC’s rollout of new digital features for clients is in addition to client service tools currently in use. The HRLSC’s digital development plan for the current planning period includes:
· The Guided Pathways application assistance tool being developed in partnership with CLEO;
· Continued updates to its CTT software;
· Development of AI usage guidelines and staff IT policies; and
· Creation of new informational materials online for MEET and EIMS.
Theme 3 – Drive innovation and value for money
Through its allocated funding from MAG, along with proactive work to find additional partnerships, the HRLSC continues to provide financial prudent services in fulfillment of its legislative mandate.
The HRLSC also remains responsive to the Province’s expenditure, human capital and return to office planning.
The HRLSC’s 2026-2027 Letter of Direction from the Ministry of the Attorney General (MAG) included instructions for the HRLSC and its three-pillar partner, the Ontario Human Rights Commission (OHRC), to maintain regular communication in order to strengthen information-sharing and identify direct opportunities to enhance efficiency and impact in the delivery of their mandated services to the people of Ontario. 
Sections 3.1, 3.2 and 10.2 below outline and specify how HRLSC’s operational plans and initiatives over the 2026-2029 operating period fulfill and advance the priorities and expectations issued by MAG through these documents.

[bookmark: _Toc227242648]Section 3: Overview of current and future programs and activities and initiatives involving third parties
[bookmark: _Hlk214617361]Through sustained engagement with its three-pillar partners at the OHRC, HRTO, as well as with community stakeholders, the HRLSC is helping deliver a more efficient and coordinated human rights system of legal service delivery. 
Regular consultations, shared data, and joint initiatives not only streamline referral pathways, but also create a clearer, more accessible route for Ontarians seeking human rights legal support. This collaborative approach enables the three-pillars to spot emerging patterns, align practices, and resolve issues earlier, reducing strain on formal processes. Collectively, these activities reinforce a responsive ecosystem where the HRLSC works with its three-pillar partners to improve outcomes and advance equitable access to human rights justice, while building service synergies and effective alignment of mandates and activities.
[bookmark: _Toc227242649]3.1 Human Rights Tribunal of Ontario (HRTO)
Through three-pillar meetings and other high-level management meetings, the HRLSC and HRTO exchange information, communications and data, as identified as a priority in the HRLSC’s 2024-2029 Strategic Plan, including to ensure legal service alignment with evolving client needs as impacted by HRTO developments and application trends, and so that applicants are aware of the HRLSC’s legal support services. The HRTO also consulted the HRLSC on practices, procedures and the launch of mandatory mediations in June 2025. 
The HRTO is a key referral pathway for callers seeking the HRLSC’s services. In the 2024–2025 fiscal year, approximately 69% of online referral traffic to the HRLSC’s website originated from the Tribunals Ontario website, reflecting the coordinated efforts of the Centre and the HRTO to ensure that the HRLSC’s services are prominently displayed on HRTO forms and website. 
[bookmark: _Toc227242650]3.2 Ontario Human Rights Commission (OHRC)
In addition to continuing its consultations with the OHRC, the HRLSC will also be seeking to expand collaborative efforts with the OHRC and improve information-sharing including to amplify and advance synergies in our services, to enhance human rights outcomes and access to justice for the people of Ontario and continue to ensure alignment of mandates and activities. This is currently being accomplished by:
· Regularly convened meetings between HRLSC Chair and OHRC Chief Commissioner to discuss governance-level priorities and ensure alignment on strategic objectives. The goal of these meetings is to clarify respective mandates, ensure complementary and non-overlapping service areas and promote and advance shared three-pillar strategic service goals, coherence, and objectives.
· Regularly scheduled meetings between the HRLSC Executive Director and OHRC Executive Director to share updates on program and service delivery, share data of mutual relevance, coordinate efforts to advance our respective mandates, and identify opportunities for efficiencies through collaboration.
· Introducing regular meetings between HRLSC and OHRC Legal Directors to share insights on litigation trends, including monitoring noteworthy Applications and decisions of public interest that are relevant to Ontario’s human rights system.
· Having other members of our management and/or staff teams meet, as appropriate, to germinate and support ongoing collaboration opportunities, including as arising from the above engagements, to further promote our respective, distinct yet mutually reinforcing, mandates.

[bookmark: _Toc227242651]3.3 Barbra Schlifer Commemorative Clinic
The HRLSC continues its long-standing partnership with the Barbra Schlifer Clinic, which supports women and gender-diverse individuals affected by gender-based violence. Through mutual referrals and training, both organizations share expertise to enhance trauma informed legal services and safety planning for those impacted by sexual harassment and violence.

[bookmark: _Toc227242652]3.4 Programs and Activities Funded by the Law Foundation of Ontario (LFO):
The HRLSC received two grants from the Law Foundation of Ontario (LFO) during this planning period. 
· The LFO Responsive Grant, Leave No One Behind: Empowering Access to Human Rights Justice, supports early human rights dispute resolution. The LFO Responsive Grant provides $0.250M  in funding for the period covering January 20, 2025, to January 19, 2027, supporting one full-time staff throughout this funding period to supervise twelve new Osgoode Law School student experiential education placements who are completing their upper year practicum course work at the HRLSC. 
· The LFO Strategic Grant, Realizing Human Rights Together: Empowering Access to Human Rights Justice, provides $4.536M in funding for the period covering September 8, 2025, to March 31, 2028. This funding supported the hiring of 11.8 temporary full-time staff positions between January and December 2025 to support the HRLSC’s servicing of the HRTO’s Mandatory Mediation. 

More specific LFO program-funded initiatives are set out below (sections 3.4.1 – 3.4.3). 

3.4.1 GUIDED PATHWAY TOOL – through Community Legal Education Ontario (CLEO), with funding from the Law Foundation of Ontario
The HRLSC will be launching the development of a new self-administered “Guided Pathway” tool in partnership with CLEO that will help Ontarians directly complete and file an HRTO application. This tool is funded by the LFO’s $0.250M (2024) Responsive Grant, Leave No One Behind: Empowering Access to Human Rights Justice, Supporting Early Human Rights Dispute Resolution (Responsive 2024) and in-kind funding from CLEO. 

3.4.2 MEDIATION, EARLY RESOLUTION & EXPERIENTIAL TRAINING (MEET) – through Osgoode Hall Law School at York University, with funding from Law Foundation of Ontario
The HRLSC has expanded its Anti-Discrimination Intensive Program (ADIP) through the new Mediation, Early Resolution and Experiential Education Training (MEET) project. In partnership with Osgoode Hall Law School, MEET increases early resolution and mediation services and gives up to six law students each year direct experience and mentorship in human rights dispute resolution. This program was initially funded through the LFO’s Responsive 2024 grant, with additional funding from a subsequent LFO Strategic grant. The ADIP and MEET students supplement the HRLSC’s summary advice capacity. 
3.4.3 EARLY INTERVENTION AND MEDIATION SERVICES (EIMS)
[bookmark: _Hlk214274794]Through a $4.5 million, three-year funding grant from the LFO, the HRLSC is launching an Early Intervention and Mediation Services (EIMS) unit to provide specialized dispute resolution services to support individuals navigating human rights concerns by offering timely intervention, resolution options, including early dispute resolution support, information regarding mediation options, referrals and representation.
[bookmark: _Toc227242653]3.5 Partnerships with Indigenous Services and Outreach Committee (ISOC) HRLSC Staff:
Through strategic partnerships with the OHRC and Indigenous service providers, the HRLSC’s Indigenous Services and Outreach Committee is helping the Province create a more accessible pathway for Indigenous community members seeking human rights support. By aligning referral networks, sharing expertise, and strengthening collaboration across systems, these relationships reduce the number of offices people must navigate to obtain help. They also promote efficiencies, foster cultural safety, and address emerging issues before they escalate. This coordinated approach ensures and promotes timely client-centred information and assistance regarding Ontario’s three-pillars system.
3.5.1 OHRC INDIGENOUS RECONCILIATION ADVISORY GROUP
The HRLSC’s Indigenous Services and Outreach Committee (ISOC) participates on the OHRC’s Indigenous Reconciliation Advisory Group (IRAG), which advises on the OHRC’s work. IRAG includes representatives from diverse First Nations, Inuit, Métis, and urban Indigenous communities and organizations across Ontario.
3.5.2 PATIENT OMBUDSMAN
The Patient Ombudsman supports patients, residents and caregivers in resolving complaints within Ontario’s health care system. ISOC provides maintains a reciprocal referral pathway with the Ombudsman. The HRLSC refers clients where internal dispute resolution has not been pursued, where individuals are unaware of Ombudsman resources, such as the Early Resolution Specialist–Indigenous Experiences role, or where concerns persist despite engagement with Indigenous liaisons. The Ombudsman also refers matters to the HRLSC.
3.5.3 DISABILITY JUSTICE NETWORK OF ONTARIO
The Disability Justice Network of Ontario (DJNO) advocates for a more just and inclusive province for people with disabilities, including those in custody under Corrections Ontario. ISOC continues to collaborate with DJNO to receive client referrals.
3.5.4 TRIBUNALS ONTARIO – INDIGENOUS SERVICES 
ISOC continues to include the Indigenous Services Lead at Tribunals Ontario in its meetings to share updates on their work and discuss developments about Tribunals Ontario’s Indigenous Services. 
3.5.5 INDIGENOUS FRIENDSHIP CENTRES – INDIGENOUS JUSTICE COORDINATORS 
Indigenous Friendship Centres deliver culture-based services and advocacy through locations across the province. ISOC continues to engage with Indigenous communities, offering HRTO system navigation information sessions to staff and drop-in visitors at Friendship Centre locations.
3.5.6 INDIGENOUS HUMAN RIGHTS PROGRAM – PRO BONO STUDENTS CANADA
The Indigenous Human Rights Program, a partnership between Pro Bono Students Canada (PBSC) and the Ontario Federation of Indigenous Friendship Centres (OFIFC), offers free legal clinics through Friendship Centres. ISOC continues to serve on the Advisory Committee.
3.5.7 CHIEFS OF ONTARIO
Chiefs of Ontario represent 133 First Nation communities across the province. ISOC continues to share information and collaborate in relation to the HRLSC legal services to strengthen the HRLSC’s service delivery to First Nations individuals.
[bookmark: _Toc227242654]3.6 Anti-Discrimination Intensive Program (ADIP) – through Osgoode Hall Law School at York University
The Anti-Discrimination Intensive Program (ADIP) is a valuable partnership between the HRLSC and Osgoode Hall Law School at York University. Each year, 12 law students join the HRLSC to support client services, including phone intake, legal advice, mediations, and hearings. These students play a key role in strengthening and improving the HRLSC’s service capacity.

[bookmark: _Toc185612248][bookmark: _Toc227242655]Section 4: Risk Identification, Assessment, and Mitigation Strategies
[bookmark: _Toc185612249][bookmark: _Toc227242656]4.1 Risk Identification 
For the 2026-27 to 2028-29 business planning years, HRLSC has identified the following risks that may impact operations and services: 
[bookmark: _Hlk215235602]RISK #1 – HRLSC’S LONG-TERM FINANCIAL SUSTAINABILITY 
A major risk for HRLSC for the upcoming planning years is meeting service delivery objectives in accordance with its statutory mandate, given the current financial pressures that have resulted in significant staff turnover and the significantly increasing number of callers. 
There are four distinct factors that place serious financial pressure on the HRLSC’s financial sustainability and operations: 1) wage increases from bargaining with union groups; 2) compensation disparities based on broader public sector salary comparators and salary compression; 3) rapidly mounting operating expenses, and 4) increased costs for benefit premiums. Despite the HRLSC’s best efforts to build frontline early dispute resolution offerings, financial pressures will have a major impact on service delivery and adversely impact the HRLSC’s ability to effectively fulfill its statutory mandate under the Code. 
Staffing Constraints Threaten the HRLSC’s Capacity to Meet Rising Demand
The constant turnover of personnel due to lack of competitive salaries means that onboarding requires significant energy, only for the benefits to quickly evaporate. Once staff have been trained and gain some experience, staff leave for more competitive compensation. This is especially the case for legal counsel. Importantly, high staff turnover not only negatively impacts the HRLSC’s ability to meet its service delivery objectives, but has adverse implications for ADIP and our three-pillar partner, the HRTO. With a limited number of experienced counsel and high demand for services, the HRLSC will not be able to sustain critical services. This pattern places the Centre in a deficit position, as each departure of legal counsel negates the HRLSC’s ability to mentor law students who supplement service capacity. The net result of this is that fewer Ontarians will receive the HRLSC’s advice and support, and more applicants are unrepresented at HRTO mediations and hearings. 
Staff turnover also leads to fewer settlements early in the process and at mediation. There will be more unrepresented applicants at mediations and hearings, which could result in lower mediation settlement rates, less satisfactory settlements, more potential breach of settlement complaints, and potentially longer hearings. These conditions contribute to a growing backlog and delays in the human rights resolution process at the HRTO and an overall less efficient and effective human rights system in Ontario. 
RISK #1A – LOSS OF EARLY RESOLUTION PROGRAMS THAT SUPPORT HRTO TRIAGING AND MANDATORY MEDIATION
A subset of the sustainability risk noted above is the risk to the HRLSC’s grant-funded Early Intervention and Mediation Services (EIMS), and Mediation, Early Resolution and Experiential Training (MEET) programs. As noted above, EIMS and MEET directly advance MAG’s priorities by expanding accessible, efficient, and client-focused dispute resolution services, as well as promoting legal education and mentoring new practitioners. The HRLSC requires sustained provincial investment to preserve the significant progress we hope to achieve through EIMS and MEET. Both initiatives are currently supported by time-limited grants from the Law Foundation of Ontario which will terminate within this planning period, placing the HRLSC’s support of the HRTO’s mandatory mediation in jeopardy. 
Without permanent funding, the infrastructure, expertise and momentum cultivated through these programs will be forfeited, undermining the significant gains made in early dispute resolution and system efficiency. The loss of EIMS and MEET would force many individuals back toward lengthy, adversarial litigation as their primary avenue to address discrimination, increasing pressures on the HRTO, compounding backlogs and reducing access to timely remedies. Sustained funding of these programs is essential to ensure that the HRLSC continues to offer prompt, practical and resolution-centred pathways that often help triage disputes before the claims are filed as formal HRTO applications.
RISK #2 – STABILIZATION OF HRLSC’S IT INFRASTRUCTURE AND SYSTEMS
Another major risk was the HRLSC’s ability to stabilize and protect its IT infrastructure and systems. Following the fall 2023 cyber security incident, the HRLSC received one-time funding from MAG to deal with the incident and assist with rebuilding the IT infrastructure. Since then, the HRLSC has received additional one-time funding from MAG to continue supporting critical IT security and system upgrades. MAG also provided financial support for the HRLSC’s onboarding to the Justice Technology Services IT infrastructure which was completed in March 2026.
[bookmark: _Toc185612250][bookmark: _Toc227242657]4.2 Risk Mitigation Plan
RISK #1, 1A, and 1B – SUSTAINABILITY, EARLY RESOLUTION PROGRAMS
Thus far, sustainability risks have been managed, in part, by not replacing or backfilling vacated positions, as well as by identifying and focusing ever more rigorously on strategic priorities and allocating resources accordingly and appropriately, including through medium to longer term investments in the HRLSC’s capacity to acquire new funding and resources. 
The HRLSC continues to have ongoing discussions with MAG and TBS about sustainability issues, the risk of losing the early resolution programs. 
To proactively strategize how to mitigate these issues, in the Fall of 2025, the HRLSC hired a Resource Development Specialist (funded through an LFO grant) to lead the development of a funding diversification strategy. Securing other sources of funding will help manage any service gaps and operational needs to support the five-year strategic plan. 
The HRLSC also continues to maintain open communication with our three-pillar partners to track trends and promote synergies. 

RISK #2 – STABILIZATION OF HRLSC’S IT INFRASTRUCTURE AND SYSTEMS
MAG has provided one-time funding for an IT consultant, who has supported the HRLSC’s development of an internal IT Strategy and Costing. The HRLSC has submitted a case for additional one-time funds to mitigate and prevent further IT security risks. 
The HRLSC will continue to work on best practices for monitoring activities post-threat that were identified in an IT security consultant report and identify and implement preventative measures by the cybersecurity team. Moreover, the HRLSC will continue to work and collaborate with MAG on mitigating financial hardships if additional IT costs are needed to secure HRLSC’s IT infrastructure and onboarding to the Justice Technology Services IT infrastructure (completed in March 2026).

[bookmark: _Toc227242658]Section 5: Environmental Scan
MAG’s core vision is to deliver to Ontarians an accessible, responsive, modern and resilient justice system that inspires public confidence and upholds equality and the rule of law. MAG’s public statements and new legislation emphasize protecting victims, supporting survivors of serious harms and promoting safer communities. Recent initiatives, including legislation addressing intimate partner violence and human trafficking, highlight this commitment. Within this framework, the HRLSC is a key instrument of MAG’s access to justice strategy and a respected success story of how MAG makes real its commitment to protecting victims of abuse and promoting human rights. 
The HRLSC serves as a practical and accessible vehicle for advancing MAG’s priority of safeguarding individuals who experience human rights violations, supporting survivors of sexual harassment and fostering safer and equitable communities. Through its frontline work, the HRLSC drives MAG’s broader mission to ensure access to justice and reinforce fairness in society and respect for human rights.
The HRLSC gives concrete effect to MAG’s commitments to victims of abuse in the human rights context, when harms intersect with gender-based violence, racism, homophobia, antisemitism, Islamophobia, ableism, etc. The HRLSC’s services are vital in supporting compliance with accessibility in Ontario and providing specialized legal representation related to disability accommodation, priority issues within MAG’s portfolio (see Disability-related discussion below).   
Additionally, the HRLSC resolves matters at early stages through advice, negotiation, and mediation and provides expert guidance on HRTO processes. The HRLSC directly contributes to reducing backlogs and supports MAG’s objective of more timely resolutions across its tribunal system. The HRLSC’s legal support services strengthen MAG’s access to justice and victim services priorities by providing tangible and meaningful redress for serious violations of dignity, safety, and equality.

[bookmark: _Toc227242659]5.1 External Factors

5.1.1 LEGISLATIVE, REGULATORY OR POLICY CHANGES
Several statutes may impact the HRLSC’s services and its clients which will come into effect during the 2026/27-2028/29 planning period:
· The Working for Workers Acts (Five and Six) introduced new requirements on workplace harassment and workplace sexual harassment under the Occupational Health and Safety Act (OHSA). This includes expanded definitions to cover conduct occurring “virtually through the use of information and communications technology.” It also now requires documentation for long-term medical leave, including leave related to domestic or sexual violence. These changes are aimed at improving the ability of applicants to document alleged human rights complaints in their workplaces, especially when made in conjunction with OHSA complaints. 
· Working for Workers Four also removed Canadian experience requirements in job postings and mandated disclosure of AI use in candidate screening. These changes respond to concerns raised in the case of Haseeb v. Imperial Oil and will require employers to update policies and documentation, giving workers and job applicants clearer tools to assert their rights.
· The Province’s Support Children’s Futures Act introduced stricter screening requirements for service providers and caregivers. These provisions have sparked discussion about how police services should interpret new directives for conducting background checks. The way police services apply this legislation may fall under the “services, facilities, and goods” social area of the Ontario Human Rights Code.
· The Supporting Children and Students Act grants the Minister of Education increased authority to investigate and provide directions to school boards in matters deemed to be of public interest and expands provincial oversight on equity, inclusion, and diversity policies. Additionally, it requires post-secondary institutions to publish admission criteria, which may lead to human rights challenges related to these guidelines. These issues may give rise to human rights applications. 
· The HRLSC is also monitoring discussions in the legislature that look at the HRTO’s operations and hopes to contribute to discussion that further expedite the consideration of applications.
5.1.2 FISCAL ENVIORNMENT AND ECONOMIC OUTLOOK
Ontario’s 2025 budget noted that the Province’s economic outlook for growth has slowed, with indicators such as unemployment rates increasing from 2024 to 2025, decreased projected housing starts, as well as flagging corporate profits and industrial income growth.
Potential further impacts of trade relations between the United States and Canada could also influence Ontario’s economic outlook and budget projections. The Financial Accountability Office produced low and high impact scenarios for the potential continuation of tariffs on exports from Ontario. While the lower impact scenario tracked slowing growth in the upcoming years, the higher impact projection also accounted for higher unemployment, subsequent recession and inflation increases. 
In the context of the HRLSC where employment has consistently dominated as the most cited social area where Ontarians experience discrimination, these economic pressures will likely heighten demand on HRLSC’s intake lines and request for human rights support services. 
This risk is underscored by the HRLSC’s record-breaking call volume in the past year, with more than 27,000 individuals seeking help compared to the five-year average of 20,000. As economic uncertainty persists, more people will turn to the HRLSC for guidance and representation when facing job loss, workplace discrimination or housing and service instability. Additionally, funding for services in areas such as primary, secondary, and post-secondary education and health also could potentially be impacted, which could have adverse effects on supports for accessibility, diversity, equity, and inclusion for service users. 

5.1.3 DEMOGRAPHIC SHIFTS, LABOUR MARKET CONDITIONS, LABOUR RELATIONS AND EMPLOYMENT CONDITIONS
Stats Canada’s most recent projections on population growth will flatten by 2028–2029 after recent spikes, with immigration slowing due to new restrictions on students and temporary workers. At the same time, aging trends, especially the rise of residents over 75 outside metropolitan areas, will increase pressure for compliance with the Accessibility for Ontarians with Disabilities Act (AODA) in housing and services. These factors could result in a corresponding increased need for the HRLSC’s services, and the Centre may need to provide additional supports to ensure access to justice as these demographic shifts unfold.
In its report on The Potential Impacts of US Tariffs on the Ontario Economy, Ontario’s Financial Accountability Office noted that the province’s manufacturing sector would be significantly impacted. Similarly, smaller job losses would be felt across Ontario’s other sectors (in primary, construction, trade, transport, professional services, and all other services). 
As the HRLSC has mentioned in previous Operational Business Plans, labour trends in unemployment and workforce decreases will also fall along intersectional lines, with higher levels of unemployment and underemployment also impacting racialized individuals, individuals with disabilities, Indigenous and 2SLBGTQS+ communities.
These developments point to a mounting need for robust human rights legal support services as economic and demographic pressures converge. Without adequate resources, the HRLSC will be unable to meet increasing demand at a moment when vulnerable communities are most in need of timely guidance and advocacy and support in dispute resolution. Strengthening the HRLSC’s capacity is essential to ensuring that MAG fulfills its access to justice priority. There is little question that the above-noted factors, including aging population, higher levels of unemployment and underemployment, will result in disproportionately increased needs for people with disabilities, women, children, racialized and Indigenous communities, etc. and other marginalized populations.

5.1.4 CHANGES AND TRENDS IN THE OPERATING ENVIRONMENT
HRLSC ANNUAL REPORT DATA COMPARED TO STATISTICS CANADA CENSUS AND SURVEY DATA
Disability remained the most frequently cited ground of discrimination reported to the HRLSC, with intellectual/developmental and mental/emotional disabilities surpassing physical disabilities in the 2024–2025 fiscal year. Reports continued to rise across sub-categories with three or more years of data, including incidents of anti-South Asian, anti-Muslim, and anti-Indigenous discrimination. Rates of anti-Black racism also rebounded to levels comparable to 2020–2021. Allegations of reprisals increased similarly. Notably, the proportion of calls involving discrimination related to race, citizenship, gender expression, and gender identity showed significant growth compared to the previous four years.
Beyond the scope of HRLSC data, the material below, derived from Statistics Canada data sources, provides additional contextual insights. 
Disability
· Based on the 2022 Canadian Survey on Disability, there are 3.2 million people with disabilities in Ontario (age 15 and over) comprising 28% of the 15 and over population. 
· Among Ontarians with disabilities, 58% report experiencing barriers to accessibility in public spaces, and 50% report experiencing barriers to accessibility related to programs and services. Notably, when taking differences in disability severity into account, people with very severe disabilities are much more likely to experience accessibility barriers than people with mild or moderate disabilities, and somewhat more likely to experience such barriers than people with severe disabilities. 
· Additional data on barriers to accessibility pertains to national level data, but is nonetheless indicative of barriers facing Ontarians. For example, across Canada 21% of people with disabilities experienced barriers related to behaviours, misconceptions, or assumptions from medical or health care professionals, 17% from staff members of businesses and 11% from staff members of government services or programs. As noted above, people with very severe disabilities experienced the greatest degrees of hardship in relation to these barriers. 
· Disability is the single most frequently raised ground for well over the past decade at the HRTO and the ten-year average is 55% of applications filed with the HRTO relate to disability discrimination. These cases occur predominantly in the employment context as disability discrimination in employment is pervasive. 
· A large proportion of Canadians with disabilities (approx. 60%) who are seeking work experience barriers to employment and workplace inaccessibility is widespread, negatively affecting both access to jobs, retention and working conditions. Notably, according to the federal government 2024 release “Labour market characteristics of persons with and without disabilities, 2024”, the unemployment rate among persons with disabilities rose to 8.1% compared to the unemployment rate for persons without disabilities, which was 5.6% in the same period. 
Gender
· Based on the 2021 Census, there were 6.2 million females in Ontario (15 and over) comprising 52% of the population 15 and over. 30% of women in Canada live with a disability.
· 2024 Canadian Social Survey data demonstrates that in Ontario women are more likely to experience discrimination than men at work, when interacting with the healthcare system, in stores, banks, or restaurants, and while using public transit. In contrast, men were more likely to report discrimination at school. 
· Statistics Canada date from February 2024 reported girls and women aged 15-24 and 25-34 constitute the highest proportion of employees (1 in 2 females in these age groups) reporting sexual harassment and assault at work. A majority reported that the perpetrator was a man in a position of authority. This type of sexual abuse is squarely within MAG’s priority of protecting vulnerable Ontarians. 
· Gender-specific population counts in Ontario (15 and over) indicate that people who identify as trans or non-binary are much more likely to be under 35 rather than 35 and over. Specifically, among the 24,100 trans individuals in Ontario, 53% are 15 to 34 years old; the corresponding percentage for the 15,400 non-binary people in Ontario is 75%. This data suggests that trans and non-binary Ontarians— who are generally younger than cisgender Ontarians— will become a greater share of the overall provincial population in the coming years.
Race and Indigeneity
· Among Ontarians 15 and over, 3.9 million (33% of the population) are racialized, 44% of whom reported experiencing discrimination in 2024. The discrimination related percentages in this section were calculated by upwardly adjusting the national level percentages of respondents who reported experiences of discrimination; this was a necessary measure because publicly available 2024 Canadian Social Survey data is not disaggregated at the provincial level for racialized, Indigenous, and other respondent categories. Given that the percentage of Ontario respondents who experienced discrimination (28.9%) was 11% higher than for Canada as a whole (26%), the upward adjustments were such that, for example, the 39.9% of racialized respondents who reported discrimination nationally was adjusted to 44% for Ontario (39.9% x 1.11).
· Indigenous peoples (including First Nations, Métis and Inuit individuals) comprise 2.7% of the 15 and over population (316,000 people in total) 41% of whom reported experiencing discrimination in 2024. 
· National level data derived from the 2024 Canadian Social Survey demonstrates that Black respondents were more likely than any other population segment to face discrimination at work (49%) and school (29%); Chinese respondents were most likely to experience discrimination in public areas, stores, banks or restaurants (65%); South Asian respondents were most likely to experience discrimination while using public transit (31%); and Indigenous respondents were most likely to face discrimination when interacting with the healthcare system (24%). These national trends are likely reflective of conditions in Ontario, and the HRLSC should consider them in its analysis.
· Given that the population of Ontario increased from 14,032,000 at the time of the 2021 Census to 16,258,000 in 2025 (Q3), and given that, over time, Indigenous and racialized populations will comprise greater shares of the total population, these patterns of discrimination across multiple settings and sectors could become more prevalent, thereby rendering the work of the HRLSC even more critical in the coming years. 
5.1.5 SIGNIFICANT JURISPRUDENCE DEVELOPMENTS 
BOKHARI V. TOP MEDICAL TRANSPORTATION SERVICES, 2022 HRTO 1424
This HRTO case has major implications for how non-permanent injuries are treated under Ontario’s human rights law, and how the HRTO handles early dismissals based on jurisdiction. The HRLSC has filed a motion for leave to intervene in the proceedings in support of Ali Bokhari, the applicant, who is asking for a judicial review of the HRTO decisions, which dismissed his original human rights application. This matter is scheduled for a full hearing at the Divisional Court on November 24, 2025.
RAMIREZ V. ROCKWELL AUTOMATION CANADA LTD., 2025 ONSC 1408
A recent decision at Ontario’s Divisional Court has become precedent for the HRTO’s consideration of whether an application is or is not abandoned. The court’s remedy in the Ramirez case precedent requires the HRTO to take a contextual approach to determining abandonment, meaning that information including past conduct by an applicant needs to be taken into consideration. 
5.1.5 CHANGES TO THE HRTO’S RULES OF PROCEDURE AND PRACTICE DIRECTIONS 
In June 2025, the HRTO introduced mandatory mediation for new applications and requested input on the launch of this process, which the HRLSC provided. The HRTO updated its website to inform potential clients about these changes, and updated several forms, requiring their new versions, along with changes to how applicants reschedule or request extensions and how they should communicate with the HRTO. The HRLSC anticipates a greater number of inquires related to mediation and settlement support, along with potentially some requests from assistance stemming from procedural changes around rescheduling and extensions. 

[bookmark: _Toc227242660]5.2 Internal Factors
5.2.1 KEY COST AND PROGRAM DELIVERY DRIVERS
The HRLSC’s ongoing financial sustainability pressures require a strategic approach to resource allocation, ensuring fiscal responsibility while maintaining service delivery standards. The HRLSC seeks MAG’s and TBS’s support in this regard. Additionally, the organization remains committed to exploring and securing other sources of funding to diversify its financial resources. This diversification will address service gaps, with a plan to enhance and support future growth.
5.2.2 WORKFORCE DEMOGRAPHICS AND LABOUR RELATIONS ISSUES
The HRLSC’s business plans continue to include the strategic goal of increasing organizational funds and revenues and diversifying revenue and funding sources to address and mitigate the Centre’s ongoing sustainability challenges and its impact on compensation and our ability to attract and retain talent. With the HRLSC’s budgetary considerations above, retention of staff remains a key challenge and serious sustainability factor. 
The HRLSC continued to experience the departure of senior legal staff, with salary market competitiveness being a major factor. Such turnover impacts the HRLSC’s capacity to provide legal services, most significantly at the hearings stage. Turnover also impacts corporate memory, morale and mentorship to both HRLSC team members and, in the context of the HRLSC’s key partnership with Osgoode Hall Law School, the two student programs (ADIP and MEET), which impedes the HRLSC from deploying cost-effective student support for summary legal services. 
To ensure continued high-quality service to Ontarians, vacant positions needed to be quickly filled, and new staff members trained, resulting in significant investment of time and resources for onboarding. However, the HRLSC is caught in an unsustainable cycle where substantial effort invested in onboarding is lost to rapid departures, eroding service capacity and undermining the value of that investment. The HRLSC continues to investigate measures to improve retention of its current complement of experienced lawyers. 
In the 2026-2027 fiscal period the HRLSC is entering another timespan that will be highlighted by bargaining with both staff Ontario Public Service Employees Union (OPSEU) represented unions. 
5.2.3 STRUCTURAL CHANGES WHICH MAY IMPACT THE HRLSC
Additional considerations include the Province’s return to office and agency hiring policies, which will require adjustments to the HRLSC’s human capital planning and physical premises. The HRLSC remains responsive to MAG’s communications on human resource policies, guidelines and directives. 
5.2.4 PROGRAM REVIEWS, AUDITS, SURVEYS AND RECOMMENDATIONS FROM REPORTS PROVIDED TO THE HRLSC
As part of HRLC’s Strategic Plan development process, a Stakeholder Engagement Report (January 2025) was produced which informed the HRLSC’s new 2024-2029 Strategic Plan: Realizing Human Rights Together, Empowering Access to Justice. Both documents were reviewed and approved for public dissemination by MAG and posted publicly on HRLSC’s website in January 2025.

[bookmark: _Toc89435364][bookmark: _Toc185612270][bookmark: _Toc227242661][bookmark: _Hlk184069795][bookmark: _Hlk184027584]Section 6: Summary of HR Impacts Over the Upcoming Three Fiscal Years 
The HRLSC aims to maintain an adaptive and dynamic Human Capital Plan that aligns with the priorities outlined in MAG’s 2026/2027 Mandate Letter and the HRLSC’s five-year Strategic Plan. To respond to its changing budgetary needs while preserving the scale and resources of operational delivery, and advancing its 2024-2029 Strategic Plan, the HRLSC foresees the possibility of subsequent changes to its existing Human Capital Plan as outlined below. 
Strategic Context
The HRLSC's Human Capital Planning (HCP) initiatives embody its fundamental principles of equality, accessibility, quality service, and transparency. At the HRLSC, HCP is seamlessly integrated with operational and service delivery strategies, ensuring these values are consistently reflected in all human resource decisions.
The HRLSC continues to evaluate its performance management process to align with Ontario Public Service (OPS) policies in accordance with the updated Agencies and Appointments Directive (AAD). Key indicators based on overall expectations will be measured and data will be used to effectively support any performance evaluation. 
Board Composition
The HRLSC is governed by a Board of Directors appointed by the Lieutenant Governor-in-Council. The Board may consist of no fewer than five and no more than nine Directors. As of September 2025, the HRLSC’s Board of Directors currently sits at its full complement of nine Directors, although a number of vacancies are expected in spring and summer 2026. 
The HRLSC strives to ensure that the Board is representative of the diversity of Ontario’s population and representative of the geographic regions of the province. As part of the Government Board of Directors appointment process, the HRLSC evaluates and recommends potential candidates based on a skills matrix of key expert requirements. 
Workforce Management
The HRLSC continues to work with MAG to identify innovative ways to expand its resource base in concert with increased permanent funding. With the strategic priority of diversifying our funding sources, HRLSC was able to secure funding from the Law Foundation of Ontario, which addressed some of our resource needs in priority areas.  
HRLSC’s Workforce
Alongside the HRLSC’s Board of Directors and Management team is a dedicated team of full-time and part-time staff. 
The HRLSC’s staff complement is 52.8 positions as of December 31, 2025. 
Human Resource Strategies
The HRLSC’s overarching goal is to maintain a safe, diverse, inclusive, and healthy workplace free from discrimination, harassment, and violence. Service delivery needs, strategic goals, staff recruitment, retention, and fiscal realities are the most significant factors impacting human capital planning and management at the HRLSC. The HRLSC continues to experience significant retention and recruitment challenges.
As part of the HRLSC’s 2024-2029 Strategic Plan initiative, and in response to its ongoing funding constraints, in the 2025/2026 fiscal year the HRLSC began the implementation of a resource realignment plan. This initiative was implemented to maintain operations and services within the HRLSC’s current funding envelope with a goal to strengthen service delivery, optimize organizational capacity, workforce and performance management, and employee engagement.
The HRLSC will be conducting an employment equity survey of its workforce to obtain updated demographic data and will continue to approach human capital planning with flexibility and innovation to support its human capital, mandate, operational and strategic plan.
Human Capital Planning Goals
The HRLSC’s overarching priorities for this planning period include: 
· Service Flexibility: Maintain flexible, innovative and digital services, including staff capacity to deliver these.
· Recruitment and Retention: Highlight features of the HRLSC’s total compensation package with a focus on strengthening its recruitment and retention strategies.
· Equity: Maintain a diverse, inclusive, anti-racist, and equitable workplace, including meeting or exceeding employment equity goals.
· Modernization: Update and digitize hiring and onboarding processes.
· Compensation Review: Review job descriptions and salaries, including to ensure fair, competitive, and sustainable salary structures for the HRLSC’s workforce.
· Confidentiality: Safeguard staff information.
· Succession Planning: Plan for future management and leadership opportunities.
· Professional Development: Provide training and career development opportunities, including to ensure competencies in place to support management and execution of organizational and strategic plan goals.
· Flexible Work: Aligning RTO policies with the OPS with a heightened focus on employee health and wellness.
· Wellness: Protect and promote mental health and wellness of the HRLSC workforce and the maintenance of a healthy working environment.

Compensation Strategies
The HRLSC has established compensation principles that seek to ensure equitable, fair, competitive, and consistent application of compensation for long-term sustainability. The HRLSC continues to review and analyze its compensation structure across the organization to underpin its ongoing Compensation Review and collective bargaining efforts.
Unionized Employees: Lawyer & Non-lawyer Units
In Summer2024, the HRLSC and OPSEU reached a tentative Collective Agreement for the period covering January 1, 2022, to December 31, 2024, for its non-legal bargaining unit. In 2024, the HRLSC was served by OPSEU with a Notice to Bargain to initiate the collective bargaining process for both unionized groups (lawyer and non-legal units). Negotiations for a first collective agreement for its lawyer unit commenced in early 2025. Bargaining for its non-legal unit is expected to commence in 2026.  
The HRLSC’s counsel and legal management salaries remain significantly below market value in comparison to Legal Aid Ontario (LAO) and the Ontario Public Service (OPS). These disparities continue to impact recruitment and retention of our legal staff, which affects the HRLSC’s operations due to frequent turnover. The HRLSC continues to work with MAG to identify innovative ways to expand its resource base.  
Executive Compensation
The HRLSC remains subject to the Broader Public Sector Executive Compensation Act (BPSECA) legislation. As part of the organization’s governance policies and board responsibility, the HRLSC’s Board of Directors have struck an Executive Compensation Committee to review executive compensation, particularly in the context of salary compression arising out of collective bargaining.
The HRLSC’s executive team consists of incumbents with senior level experience in the human rights sector and executive compensation has remained significantly below market for similar positions within LAO, the OPS, and the broader public sector, such as school boards, hospitals, post-secondary institutions and municipalities.
[bookmark: _Toc227242662]Section 7: Performance Measures
As part of the HRLSC’s client and customer service responsibilities, it develops and reviews yearly performance measures with MAG. In recent years, the HRLSC has adjusted its performance measures to reflect the service delivery changes inspired by the implementation of the Strategic Plan and the impacts of its changing staff complement.
PERFORMANCE MEASURE 1: Ontarians who believe they have experienced discrimination or harassment have access to human rights legal information and advice. This performance target is in alignment with government priorities for the HRLSC; achieving or exceeding the target is contingent on the retention of experienced intake staff. 
Presently, the HRLSC’s retention of staff on intake is being bolstered by addition of MEET and EIMS staff funded by a three-year grant from the Law Foundation of Ontario. Additionally, intake staff will be supported by Osgoode Hall Law School students through both ADIP and MEET. Further digital supports for intake staff are in development, including the Guided Pathways application support tool, created in partnership with the CLEO. 

	[bookmark: _Hlk211348840]Year
	Performance Target
Intake calls answered:

	2025-26
	85%

	2026-27
	85%

	2027-28
	85%

	2028-29
	85%



PERFORMANCE MEASURE 2: Increased and quick access to justice for Ontarians and increased efficiency and capacity in the human rights system through early resolution of human rights cases, reducing costs for applicants, respondents, and taxpayers, while lowering backlogs at the HRTO. 

With the introduction of the HRTO’s mandatory mediation stage as of June 1, 2025, the HRLSC has worked to support the anticipated growth of client inquiries about mediations. As mentioned above, the HRLSC received a three-year grant from the Law Foundation of Ontario to support MEET and EIMS, which includes legal advice and support services for early interventions and mediations.  
Future projections for this performance measure remain dependent upon the retention of the HRLSC’s present complement of full-time legal staff and may vary in response to unforeseen environmental factors.

	[bookmark: _Hlk211348865]Year
	Performance Target
Cases resolved at mediation stage:

	2025-26
	65%

	2026-27
	70%

	2027-28
	70%

	2028-29
	70%



PERFORMANCE MEASURE 3: Increased and quicker access to justice for Ontarians and increased efficiency and capacity in the human rights system by resolving cases at all stages of the application process, reducing costs for applicants, respondents, and taxpayers, while lowering backlogs at the HRTO. 

This performance target aligns with updated government backlog-related priorities for operational service agencies. As mentioned, the HRLSC’s MEET and EIMS programs should support this performance target.

	[bookmark: _Hlk211348890]Year
	Performance Target
Cases settled at any stage 
of the application process:

	2025-26
	250

	2026-27
	250

	2027-28
	300

	2028-29
	300



[bookmark: _Hlk214618751]PERFORMANCE MEASURE 4: Increased and quicker access to justice for Ontarians, and increased efficiency and capacity in the human rights system by resolving meritorious claims at the HRTO hearing without the need for full litigation, reducing costs for applicants, respondents, and taxpayers. (A settlement counts as occurring at the beginning of a hearing when an applicant represented by the HRLSC agrees to a negotiated settlement following the HRTO’s mandatory mediation stage and before the resolution of a hearing resulting in a decision.)
As with projected performance targets for cases resolved at mediation, these settlement numbers will be based upon the retention or expansion of the HRLSC’s current legal counsel and may vary in response to unforeseen environmental factors.

	[bookmark: _Hlk211348915]Year
	Performance Target
Cases settled at beginning of hearing:

	2025-26
	80%

	2026-27
	85%

	2027-28
	85%

	2028-29
	85%



PERFORMANCE MEASURE 5: High quality legal services are provided to Ontarians who have experienced discrimination, an objective in line with government emphasis on tracking client satisfaction and making service-delivery adjustments when needed. 
In the 2025-2026 fiscal period, the HRLSC has expanded the range of responses available in its client satisfaction surveys. This expanded survey now includes the options for responding clients to select either “very poor”, “poor”, “adequate”, “good” or “very good.”

	[bookmark: _Hlk211348940]Year
	Performance Target
Clients rate services as 
good/very good, at least:

	2025-26
	85%

	2026-27
	85%

	2027-28
	85%

	2028-29
	85%



PERFORMANCE MEASURE 6: Ontarians are informed about the HRLSC’s legal support services and system navigation in relation to discrimination and harassment, the Code, filing applications, mediations and HRTO processes. Positive media coverage relates to news coverage (either print, digital, video or audio recording) that both mentions the HRLSC and does so when discussing positive developments for the HRLSC and/or its clients. As part of the HRLSC’s five-year Strategic Plan, the Centre is advancing a strengthened communications function to promote public understanding of the HRLSC’s early dispute resolution and legal services, support of the HRTO processes and the HRLSC’s role as an instrument of MAG’s access to justice priority. A key aspect of this work will be growing the HRLSC’s positive media coverage with respect to the HRLSC’s successful cases, service delivery model, etc.
For more information on the HRLSC’s media relations strategy, please see Section 11: Communications Plan.

	[bookmark: _Hlk211348958]Year
	Performance Target
Obtain positive media coverage for stories of the HRLSC’s services, at least:

	2025-26
	8 stories

	2026-27
	8 stories

	2027-28
	9 stories

	2028-29
	9 stories



[bookmark: _Toc185612272][bookmark: _Toc227242663]Section 8: Financial Budget Over Three-Year Life of Business Plan 
The HRLSC continues to assess business, service requirements, and resource allocation to successfully achieve its mandate. To meet current and future business needs, the HRLSC will require effective financial stewardship and creative resource-generation strategies to address its budgetary constraints, expand its resource base. Long-term sustainability concerns continue to magnify for HRLSC, as funding continues to fall behind and is insufficient to fully meet the Centre’s obligations because of collective bargaining pressures and benefit, compensation and inflationary increases.
The HRLSC will continue to work with MAG to address pressures created by any annual increases stemming from ongoing bargaining negotiations. These projections are analyzed and modified on an ongoing basis to ensure that funds are utilized most effectively, and financial and service risks are identified early. 
There are five key financial challenges facing the HRLSC:
1. Maintaining sufficient resources to meet operational and service needs;
2. Achieving competitive salaries for all staff, including legal and non-legal staff;
3. Maintaining and sustaining modest annual increases paid to date and arising from bargaining with OPSEU for both non-legal and counsel members and addressing salary compression for executive compensation;
4. Managing and sustaining rising employee benefit premiums including pension rate increases; and
5. Managing operational costs due to rising inflation.
In addition, the HRLSC has also experienced a significant increase in Chair and Board involvement resulting in higher per diems, including as a result of growing MAG and TBS reporting requirements, and more frequent engagement regarding governance issues. As such, the HRLSC will need to project greater Board-related costs going forward, based on current trends.
The HRLSC’s strategic priority to increase organizational funds and revenues, and to diversify its revenue and funding sources to help manage its financial state and the challenges it continues to face, have become even more evident and imperative. High level performance objectives related to this goal include:
· Establishing diverse revenue generation options and strategies to secure funding from diverse governmental and non-governmental sources; and
· Developing a resource generation strategy.
[bookmark: _Toc185612273][bookmark: _Toc227242664]8.1 Operations
For the next three years, the HRLSC will focus on analyzing past spending and finding ways to improve efficiency, particularly in relation to Other Direct Operation Expenditures (ODOE). 
[bookmark: _Hlk216778407]This includes renegotiating or securing new service contracts and exploring consolidated services or partnerships to potentially reduce operating costs. For example, costs are shared with partners, such as Osgoode Hall Law School, to support the maximization of the HRLSC’s financial resources. The HRLSC also continues to maintain open communication with the HRTO and OHRC to track three-pillar trends, build service synergies, and promote each agencies’ initiatives. 

[bookmark: _Toc185612274]8.1.1 ACHIEVING COMPETITIVE SALARIES
The challenge of achieving competitive salaries is managed through ongoing planning, monitoring, and reviewing of human resource needs and operational costs, while ensuring alignment with service delivery goals and service targets – priorities set out in our mandate and strategic plan. Human resource changes are planned and analyzed with the goal of achieving salaries that are competitive in the broader public sector. In addition to the Board reviewing executive compensation, during the upcoming planning period the HRLSC will conclude a comprehensive compensation review of HRLSC non-legal staff positions. 
As noted above, the HRLSC has raised concerns regarding the serious and ongoing challenge of non-competitive salaries for the HRLSC’s lawyers and legal management positions, for example compared to its key counterpart LAO. The HRLSC has made multiple submissions regarding long-term financial sustainability to MAG and TBS to address these financial hardships. While these have not been approved, MAG did commit to seeking to assist the HRLSC with one-time in-year funding as a mitigation strategy, subject to TBS approval. While these one-time payments are not permanent increases, and remain currently under MAG review, they help temporarily manage the in-year financial pressures that the HRLSC experiences until there is an opportunity to secure a permanent funding increase. The HRLSC continues to raise these concerns with MAG.
The HRLSC is committed to working with MAG and TBS to develop solutions that rectify the salary disparities while addressing the impacts upon staff and the number of full-time employees the HRLSC can sustain. In addition, HRLSC is making efforts to secure other sources of funding to fill in service gaps.
[bookmark: _Toc185612275]8.1.2 MAINTAINING AND SUSTAINING ANNUAL INCREASES AND OPERATIONAL COMMITMENTS 
The HRLSC and the OPSEU bargaining unit ratified the most recent collective agreement with its unionized non-legal staff, which expired December 31, 2024. This included annual increases along with annual increases for other staff, supported and paid for by the HRLSC.
As the HRLSC lawyers unionized in 2024, the HRLSC will be entering two separate rounds of negotiations with both its non-legal and lawyer unionized group. Negotiations with the lawyer bargaining group have commenced and continue to take place. The HRLSC is working within the TBS mandate approval as of November 18, 2024, in relation to projected salary increases for the counsel group. 
In its three-year financial summary below, HRLSC’s funding balance for its ODOE budget line is running significantly lower after its Salaries & Benefit (S&B) commitments, as there are not enough funds to cover all areas of need. The HRLSC needs at minimum approximately $800,000 to run its operations.
[bookmark: _Toc185612276][bookmark: _Toc227242665]8.2 Capital Assets
[bookmark: _Toc185612277]8.2.1 IT SYSTEMS AND INFRASTRUCTURE 
By staggering the HRLSC’s software renewals, the financial impact is distributed over time. Future IT projects aimed at enhancing efficiency, client accessibility and user friendliness will be implemented as funding allows. IT subscription renewals for 2026 will be included in the amortization plan. It is anticipated that these subscription costs may increase in the future as a result of AI software acquisitions.
IT security upgrades due to the Fall 2023 cybersecurity incident will continue to be assessed and discussions with MAG to help manage the ongoing financial impact of this on HRLSC will continue. MAG has funded HRLSC with these expenditures through in-year one-time funding.
With the assistance of funding from MAG and technical support from Information Technology Services, Justice Technology Services, and HRLSC’s IT consultant, the HRLSC’s onboarding process was completed and launched on March 27, 2026.  All staff have been equipped with new hardware, including laptops and monitors, and have received training to support the effective use of the new platform, including processes for IT support and software procurement.  

[bookmark: _Toc185612278][bookmark: _Toc227242666]8.3 Multi-Year Operating Budget
The 2025-2026 budget variances are primarily due to unexpected Employment Insurance leaves and the use of temporary agency help. These variances are monitored and managed throughout the year, with human resources realigned to optimize fund usage, prioritizing direct services and the HRLSCs mandate and strategic priorities. 8.3.1 OPERATING BUDGET
	
	Expense Category
	2025-26
Budget
	2025-26
YE Forecast
	Explanation of Variance
	2026-27 Budget
	2027-28 Budget
	2028-29 Budget

	MAG Core Funding
	Salaries and Wages (S&W)
	3,715,228

	3,681,550
	Decrease due to unexpected vacancies 
	3,740,380

	3,750,550

	4,110,442

	
	Benefits
	815,110

	833,593
	Increase due to backfilling unexpected LTD leaves
	820,428

	822,881

	945,402

	
	ODOE
	744,647


	759,842
	Increase due to IT consulting fees
	714,177
	701,554
	219,141

	
	Board Expenses
	61,215
	61,215
	
	61,215
	61,215
	61,215

	MAG In-Year Funding
	Salaries
	· 
	189,532
	Further explained in Revenue section below.
	· 
	· 
	· 

	
	Benefits
	· 
	118,360
	
	
	· 
	· 

	
	ODOE
	· 
	90,350
	
	
	· 
	· 

	LFO Responsive Grant *
	Salaries and Wages (S&W)
	· 
	75,439
	
	39,201
	· 
	· 

	(Temporary)
	Benefits
	· 
	15,921
	
	0
	· 
	· 

	
	ODOE
	· 
	33,000
	
	41,281
	· 
	· 

	LFO Strategic Grant **
(Temporary)
	Salaries and Wages (S&W)
	· 
	609,023
	
	1,126,861
	1,160,667
	· 

	
	Benefits
	· 
	140,075
	
	264,811
	272,756
	· 

	
	ODOE
	· 
	450,800
	
	252,342
	258,772
	· 

	
	TOTAL Operating 
	5,336,200
	7,058,700
	
	7,060,696
	7,028,395
	5,336,200


* The funding period runs from January 20, 2025, to January 19, 2027. 2024-25 fiscal year details have been included in the 2025-26 to 2027-28 OBP.
** The funding period runs from September 8, 2025, to March 31, 2028

CAVEAT Note: MAG provided one-time funding in 2023-24, in 2024-25, and in 2025-26 to sustain the 1% increase for the non-executive counsel in 2020-2021, 2021-2022, 2022-2023 in accordance with Bill 124. The retroactive payments for the annual increases awarded in the 2022-2024 collective bargaining (3% per year) for the non-legal unionized group are not sustainable without any additional funding and impacts the balance of our ODOE. The HRLSC needs a minimum of approximately $800,000 to manage its operational commitments. The HRLSC is also utilizing interest earned from its operational account to help manage it finances. 

8.3.2 REVENUE BUDGET

	Expense Category
	2025-26 Budget
	2025-26 YE Forecast
	Explanation of Variance
	2026-27 Budget
	2027-28 Budget
	2028-29 Budget

	MAG Core Funding 
	5,336,200
	5,336,200
	
	5,336,200
	5,336,200
	5,336,200

	MAG In-Year Funding
	· 
	398,242
	
	
	
	

	LFO Responsive Grant
	· 
	124,360
	
	80,482
	
	

	LFO Strategic Grant
	· 
	1,199,898
	
	1,644,014
	1,692,195
	

	TOTAL Revenue 
	5,336,200
	7,058,700
	 
	7,060,696
	7,028,395
	5,336,200


[bookmark: _Hlk196217412]As requested by MAG, the HRLSC has made an in-year funding request for one-time funding for pressures resulting from collective bargaining, benefit premium increases, including pension contribute rate increase, IT costs relating to the JTS onboarding project among other unexpected expenditures for the period of 2025 to 2028. The Ministry has provided one-time additional funding in 2025-2026 of $398,242 – over and above our usual annual core funding of $5,336,200 to cover the expenditures noted above.
The HRLSC converted its operating account to a “dual rate investment account” with fluctuating interest rates based on decisions made by the Bank of Canada. This was assessed and a recommendation to the Board of Directors was made by the Centre’s executives and the Board’s Treasurer which approved this move to help generate more revenue.   
The HRLSC is utilizing the deferred revenue from 24-25 to support operational pressure. This amount is included in the revenue forecast for 25-26. However, the deferred revenue is not enough to offset the current funding pressures. The HRLSC continues to face in-year pressures until the in-year funding request is addressed.

[bookmark: _Toc227242667][bookmark: _Hlk214445446]Section 9: Information Technology and Inventory of AI cases
[bookmark: _Toc227242668][bookmark: _Hlk214445547]9.1 Justice Technology Services (JTS) Migration
With the assistance of the Information Technology Services, Justice Technology Services, and HRLSC’s IT consultant, the HRLSC’s onboarding process was completed and launched on March 27, 2026.  
All staff have been equipped with new hardware, including laptops and monitors, and have received training to support the effective use of the new platform, including processes for IT support and software procurement.  
[bookmark: _Hlk214445551]We are pleased to report that the audit recommendation from the value for money audit has been successfully fulfilled with the assistance of the Ministry.  
[bookmark: _Toc227242669]9.2 Client Case Management System
As prioritized in its five-year Strategic Plan, the HRLSC will continue to collect and increasingly leverage data from its existing database to help inform decision making around services.
The HRLSC has formed an internal data working group to enhance and regularize data collection and use in decision-making. Work has commenced to better define and standardize terms (for compilation in a glossary) and expectations for data input and reporting, as well as to enable the HRLSC to increase transparency around its case decision-making, and to more easily identify discrimination trends, and the needs of HRLSC clients and vulnerable communities. The introduction of new data fields will also help identify and analyze our services in relation to social areas and protected grounds.  
The HRLSC continues to seek opportunities for efficiencies in service delivery by enhancing internal tools including upgrading and customizing its case management system. 
[bookmark: _Toc227242670][bookmark: _Hlk214445555]9.3 Guided Pathways Tool
The HRLSC has partnered with CLEO to develop a new self-administered “Guided Pathway” tool that will allow users to complete and file HRTO applications online. This interactive tool is designed to support individuals who may not be eligible for in-depth assistance from the Centre due to capacity constraints. The new interactive online tool will help people claim and protect their rights in situations of capacity constraints or ineligibility. This will help reduce the high demand for written assistance and filling out applications, a service that is very time consuming due to limited staff capacity. This product is expected to serve as an online guide to help lower the barriers for Ontarians to find information on how to complete and file HRTO applications. The HRLSC anticipates the tool will be finalized in the 2026–2027 fiscal year.

[bookmark: _Toc227242671][bookmark: _Hlk214445559]9.4 Website
As funding permits, the HRLSC will continue to explore the use of web-based tools to convey information about the Centre’s legal support services and system navigation in responsive, creative, and accessible formats.
[bookmark: _Toc227242672][bookmark: _Hlk214445563]9.5 Use Cases for AI and IT Policies
Use cases for Artificial Intelligence at the HRLSC remain limited, with staff presently only using CoPilot services through Teams in support of writing tasks, such as transcribing and summarizing meetings. 
Targeted investment in AI-enabled tools, such as Microsoft Copilot, is now essential to sustain timely, cost-effective service delivery in an environment of increasing intake demands and constrained resources. Such AI technologies will enhance staff capacity to collect information, draft materials and respond to clients with greater speed and consistency. Without such investment, there is significant concern that the HRLSC is not keeping up with modern practices, which will compromise our ability to deliver accessible services.
The HRLSC’s IT staff continue to explore and vet AI-linked technology to ensure their suitability in light of the Centre’s stringent security and privacy standards.


[bookmark: _Toc227242673]Section 10: Implementation Plan
10.1 [bookmark: _Toc227242674]Agency Specific Priorities
In accordance with the 2026-2027 Mandate Letter from the Ministry of the Attorney General of Ontario (MAG), the HRLSC is continuing to prioritize addressing the recommendations of the 2022-23 mandate review approved by Treasury Board Secretariat which includes strengthening data collection, and leveraging client data to inform decision-making. The HRLSC continues to develop and introduce income and other socio-demographic data collection, analysis, and reporting, and has plans to enhance and more intentionally ensure service delivery to populations most marginalized and vulnerable to discrimination. The HRLSC also continues to maintain open communication with the HRTO and OHRC to explore synergies and is continuing its implementation of its new five-year Strategic Plan, and its four priority goals: 
1. Creating access and options; 
2. Building structure and capacity; 
3. Providing evidence-based leadership; 
4. Enhancing recruitment and retention. 

10.2 Mandate Letter
[bookmark: _Toc214026125]THEME 1: PROTECT ONTARIO
	Outcome
	[bookmark: Expectation_Simplify_Client_Client]Measurements

	Priority 1: Expand domestic partnerships within Canada, to promote the development of supply chains and economic opportunities across Canada and support economic resilience, particularly in light of ongoing U.S. tariff threats and economic uncertainty.
	· As part of its Strategic Plan priorities, the HRLSC continues to develop active partnerships where possible with public sector and non-profit organizations in Ontario. Recent examples include: 
· LFO
· CLEO
· Osgoode Hall Law School



	Outcome
	[bookmark: Expectation_Expand_Optimize_digital]Measurements

	Priority 2: Procure from Ontario and Canadian businesses whenever feasible
	· The HRLSC continues to follow TBS directives on procurement from companies within Ontario and Canada and to use MAG’s vendor of record listings when making requests for services.



	Outcome
	Measurements

	Priority 3: Provide economic relief for Ontario families, consumers and businesses by freezing government fees and fares, unless approved by the oversight minister.
	· Under its Strategic Plan, the HRLSC seeks to continue to ensure that it builds structure and capacity to enhance its service delivery and create access and options for Ontarians seeking to address human rights issues.


THEME 2: DELIVER BETTER SERVICES
	Outcome
	Measurements

	Priority 4: Focus on a user-centered client/customer experience by simplifying interactions, improving satisfaction, and expanding and optimizing digital service offerings.
	· Creation of new digital tools such as Guided Pathways.
· The HRLSC continues to review and update HRLSC’s website pages.
· The HRLSC has recently reviewed, updated and expanded its client satisfaction surveys and continues to adjust its service delivery based on survey feedback.
· The HRLSC continues to track the number of website and social media users year over year.
· The HRLSC continues to complete its required bi-yearly accessibility report and continuously audits and updates its online materials to ensure compliance.



	Outcome
	Measurements

	Priority 5: Identify opportunities to enhance efficiency, improve services, drive innovation, and achieve cost savings for the people of Ontario, including through the use of AI and other advanced technologies.
	· Completion of new IT Strategy, and reviewed and updated its IT policies, to align with the Centre’s strategic plan, mandate and OPS directives.
· Developing new online tools and information to support client access to justice like ‘Guided Pathways’
· AI usage remains low, further plans for implementation will depend upon the completion of the HRLSC’s current IT obligations, including its JTS migration, development of its Guided Pathways tool and tech policy updates.



	Outcome
	Measurements

	Priority 6: Eliminate unnecessary bureaucracy and red tape to achieve operational efficiency.
	· Reviewed and expanded client satisfaction surveys to inform continuous service delivery improvements.
· The HRLSC continues to update its existing electronic HR system, including to help improve the reporting module to support better data-driven decision making and reporting, including in accordance with the new Agency and Appointment Directive.
· Updating website portal to provide access to referral partners and scheduling tool to submit intakes and schedule interviews for those who received notice of mediations and/or notice of hearing.
· Identifying other web based early intervention tools and resources.


[bookmark: _Toc214026126]




THEME 3: DRIVE INNOVATION & VALUE FOR MONEY
	Outcome
	Measurements

	Priority 7: Find innovative solutions to use public resources efficiently and to effectively deliver on the agency’s mandate while operating within the agency’s financial allocation, supported by accurate financial reporting, effective internal controls, and proactive fraud management practices.
	· Continued development of new online tools to support client activities to support streamlined legal advice and in-depth legal services.
· The HRLSC continues to engage in collaborative initiatives to expand knowledge about and access to early intervention services and supports 
· The HRLSC’s business plans continue to include the strategic goal of increasing organizational funds and revenues and diversifying revenue and funding sources, to address and mitigate the Centre’s ongoing sustainability challenges and its impact on compensation and our ability to attract and retain talent.



	Outcome
	Measurements

	Priority 8: Prudently and responsibly manage workforce size. 
	· The HRLSC remains responsive to MAG’s communications on human resource policies, guidelines and directives. 


[bookmark: _Hlk213318763]
[bookmark: _Toc227242675]Section 11: Communications Plan
[bookmark: _Toc151983568]As part of the five-year Strategic Plan, the HRLSC has created a new communications plan to better connect with the public and raise awareness about the Centre’s legal support services, the HRLSC’s role in the HRTO process, key HRLSC case wins, and to support equitable system access, effective system navigation, and early resolution. The new communication plan will showcase the HRLSC as the Province’s specialized legal support body that enables Ontarians to meaningfully exercise their rights to be free from discrimination and harassment. 
The new communication plan will showcase how the HRLSC is a tangible and accessible instrument to make real MAG’s commitment of protecting victims of human rights abuse, supporting survivors of sexual harassment and promoting safer communities. The HRLSC directly advances the MAG’s broader mission of promoting access to justice, maintaining respect for human rights and upholding equality and the rule of law.
11.1 ONGOING COMMUNICATIONS STRATEGIES
· Creating regular opportunities with mainstream, community, and in-house digital media to bring the HRLSC’s legal support services and its clients’ stories to the public’s attention across the province;
· Consolidating relationships with partner organizations through regular, targeted, digital communications, with particular focus on groups supporting Francophone and linguistic minority clients and communities especially vulnerable to discrimination;
· Increasing accessibility through the refurbishment of existing online resources and website and growth of new formats of digital content; and
· Promoting the rollout of new digital tools and promoting public trust in the security and ease of use of these tools.
[bookmark: _Toc151983569]11.2 TARGET AUDIENCES
· Residents of Ontario;
· French speaking communities;
· Hard-to-reach populations and under-serviced and economically disadvantaged groups, such as youth, newcomers, precariously housed or unhoused, incarcerated populations, and linguistic minority communities;
· Members of Indigenous communities including (but not limited to): status and non-status individuals identifying as First Nation, Métis, and Inuit;
· Populations needing help to confront xenophobia, Islamophobia, antisemitism, anti-Black racism, transphobia and gender-based violence in Code-designated social areas;
· Ontario community-based service and advocacy organizations that support Code-designated communities, including front-line access points and legal clinics.

[bookmark: _Toc151983570]11.3 KEY MESSAGES
· The HRLSC is a vital instrument in MAG’s compendium of agencies to advance MAG’s priority of access to justice and protecting victims of abuse, particularly vulnerable individuals, such as people with disabilities and girls and young women experiencing sexual harassment in employment, services and housing
· MAG’s access to justice at work protecting rights

· The HRLSC provides high quality human rights legal advice and support across all parts of Ontario, helping the public navigate the HRTO application process. 
· HRLSC: where human rights meet real help, from application drafting and early resolution support to representation at mediations and hearings. 
[bookmark: _Hlk155696979]
· The HRLSC can help resolve human rights cases through early dispute resolution and settlements and looks for holistic remedies to protect people living in Ontario from future discrimination, offering an alternative path to justice to HRTO hearings, avoiding potential delays, and reducing costs;

· The HRLSC is accessible, low barrier help for people who have experienced discrimination and/or harassment and the HRLSC provides its services in diverse languages including to incarcerated and non-status individuals;

· There are avenues of recourse for discrimination that continue to have a negative impact on Ontarians in their everyday lives including in workplaces, accessing services, and searching for or maintaining housing. 
· We are here to support you access and realize human rights justice.


[bookmark: _Toc151983571]11.4 COMMUNICATIONS PRODUCTS
[bookmark: _Toc151983572]11.4.1 TRADITIONAL MEDIA
[bookmark: _Toc151983573]As guided by its Strategic Plan priorities to build access and to demonstrate leadership in Ontario’s human rights system, the HRLSC shares information related to our legal services and supports and how to navigate the HRTO process and realize human rights protections from discrimination and harassment. The HRLSC continues to build relationships with mainstream, specialty, and community-based media to raise awareness of its services, especially early dispute resolution options, and legal successes.
11.4.2 SOCIAL MEDIA
The HRLSC continues to strengthen its bilingual social media presence to improve public understanding of its services. Under the new strategic plan, it aims to better engage Francophone, newcomer, and linguistic minority communities through tailored content and networking. The HRLSC is also expanding its use of accessible visual and video content.
[bookmark: _Toc151983574]11.4.3 WEBSITE AND DIGITAL TOOLS
[bookmark: _Toc151983575]The HRLSC’s website remains a key tool for public communication. As part of its strategic plan, the organization is enhancing online visibility, with future updates planned to improve website functionality and accessibility.


11.4.4 ACCESSIBILITY
Through its website, digital and printed materials, the HRLSC remains committed to producing and circulating resources that are WCAG 2.0 and WC3 compliant.[footnoteRef:1] These materials are audited and checked for compliance by staff as is required by relevant accessibility legislation. [1:  "WCAG" refers to Web Content Accessibility Guidelines (Version 2.0) and "WC3" stands for World Wide Web Consortium (WC3) which is the body that issues recommendations and drafts guidelines for international standards on web accessibility. ] 

[bookmark: _Toc151983576]11.4.5 EVALUATION OF COMMUNICATIONS PRODUCTS
The HRLSC also remains committed to facilitating various evaluation methods to ensure the highest standards of communication. Such measurements include through community and stakeholder consultations, as well as audience surveys, media metrics, campaign evaluations, post-event feedback, and client service reviews.
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