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ATTENDANT SERVICES FACT SHEET #1

ATTENDANT SERVICES

This  Fact Sheet is intended to help people with disabilities who are seeking or receiving 
attendant services. Fact Sheets are intended as information only and are not to be taken as 
legal advice. Should you require further assistance contact a lawyer. The information in this 
Fact Sheet is current as of October 11, 2011.

GENERAL OVERVIEW

 Attendant services provide physical assistance with activities of daily living such as 
bathing, washing, transferring, toileting, dressing, skin care, essential communications 
and meal preparation.

 Most services are provided in the home but outreach services can be provided at work or 
at school. 

 The goal is to allow people with disabilities to live in the community and lead independent 
lives. 

 Attendant services do not include professional services such as nursing care, 
physiotherapy, occupational therapy, respite care, or social work services or homemaking 
services.  However, professional services and homemaking services may be provided by 
some providers of attendant services or through Community Care Access Centres. 

 Most services are funded by Ministry of Health and Long-Term Care. 

 Home Care and Community Services Act, 1994, c. 26 (formerly the Long Term Care Act, 
1994) and its regulations outline the scope of services provided and rules that apply to 
those services (with exception of Direct Funding (see below))

TYPES OF ATTENDANT SERVICE PROVIDERS

a)  Support Service Living Unit (SSLU)/Supportive Housing.

Accessible units in apartment buildings where attendant services are provided to a 
 number of residents by the same agency.
Rental issues are under a separate agreement, but apartment unit is tied to fact that 
 attendant services are being provided by an agency.
Usually provide attendant services and homemaking services to residents on pre-
 scheduled and on-call basis 24 hours per day.
Attendant services are provided at no charge.

b)  Shared Living Units

Provide a communal home setting with attendant services for those with limited ability
 to self-direct or those with multiple service needs.

  



c)  Attendant Outreach Services

Services are provided in a person’s home, workplace or educational setting on a 
 pre-scheduled basis.
Maximum 90 hours of care per month unless Ministry approval obtained for more.
Services cannot be provided on on-call basis.
Recipient must find own means of obtaining support between outreach visits.
Services should not be terminated before other service options are in place.

d)  Direct Funding

Provides funding to a person with a disability to enable them to take full responsibility for 
 directing their attendant services, including hiring, firing, managing and instructing 
 attendants.
Funded by Ministry of Health and Long-Term Care and administered by the Centre for 
 Independent Living in Toronto (CILT). 
Ministry of Community and Social Services Act and its regulations outline the rules and 
 processes for Direct Funding.
To qualify a person must follow a detailed application process which includes an 
 interview (see ATTENDANT SERVICES FACT SHEET #2 – DIRECT FUNDING).

e)  Community Care Access Centres (CCAC)

Co-ordinate personal support services, attendant services and professional and 
 homemaking services.  
They have their own criteria for accessing services. 
Services are generally provided by other agencies on behalf of CCAC.
See ATTENDANT SERVICES FACT SHEET #3 – COMMUNITY CARE ACCESS 
 CENTRES.

ELIGIBILITY FOR ATTENDANT SERVICES IN ONTARIO

Clear eligibility criteria are available only for Attendant Outreach Services but 
 generally the following apply.

 A person must:

• be insured under Ontario Health Insurance Plan (OHIP).
• be at least 16 years of age.
• have a permanent physical disability and require physical assistance with 
• activities of daily living such as bathing, dressing, transferring, and toileting.
• be able to direct own services.
• have medical/professional needs met by existing community health network.
• not be able to have attendant services needs met through existing programs.

  



ACCESSING SERVICES

a)  Support Service Living Units (SSLU), Shared Living or Attendant Outreach 
 Services

 In Toronto - apply through Project Information Centre (PIC) located at the Centre for 
 Independent Living in Toronto (CILT) (see below - Useful Contact Information)    
 Outside Toronto - Apply directly to each service provider separately. Can locate providers
 in Ontario Attendant Service Directory (see below - Useful Contact Information)
          
b)  Community Care Access Centres (CCAC)

Information can be accessed through Community Care Access Centres website. 
 (see below - Useful Contact Information)

c)  Direct Funding

Contact Direct Funding Hotline or contact a local Centre for Independent Living for 
information and assistance. (see below - Useful Contact Information)

COMPLAINTS ABOUT SERVICES

If a person is unhappy with services provided by CCAC, SSLU, shared living or 
 outreach services, they can request a copy of the agency’s complaints policy and forms 
 and follow the instructions provided. 

For further information on complaints see ATTENDANT SERVICES FACT SHEET #4 – 
 COMPLAINTS. 

USEFUL CONTACT INFORMATION

CENTRE FOR INDEPENDENT LIVING IN TORONTO (CILT)

Telephone:   (416) 599-2458
TTY:    (416) 599-5077
Direct Funding Hotline: 1-800-354-9959

Website:   www.cilt.ca

COMMUNITY CARE ACCESS CENTRE
  
Telephone:   (416) 310-2222

Website:   www.CCAC-ont.ca
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ATTENDANT SERVICES FACT SHEET #2

DIRECT FUNDING

This Fact Sheet is intended to help people with disabilities who are seeking or receiving 
attendant services. Fact Sheets are intended as information only and are not to be taken as 
legal advice. If you require further assistance contact a lawyer. The information in this Fact 
Sheet is current as of October 11, 2011. 

GENERAL OVERVIEW

Direct Funding is intended to offer people with physical disabilities the opportunity to 
 achieve greater independence by providing funding to allow individuals to hire and 
 manage their own attendants.

Applicants must be able to direct their own care.

Program requires the recipient of attendant services to become an employer. 

Applicants must be able to manage and comply with employers’ obligations under 
 Employment Standards Act, Income Tax Act, Ontario Human Rights Code and other 
 relevant legislation such as Bill 168. 

Applicants must locate employees, hire and fire employees, manage work schedules  and 
keep accurate records and accounts.

ACCESSING DIRECT FUNDING / APPLICATION PROCESS

The application process is lengthy and complex.

Centre for Independent Living in Toronto (CILT) manages the program and application 
 process. Call Direct Funding Hotline. (see below - Useful Contact Information)

Applications can be made directly through CILT or through local Independent Living 
 Centres in Ontario.

Applications are pre-screened for clear ineligibility and follow-up. Applicants are then  placed 
on a waiting list for an interview.

Given limited funding available and the high number of applicants, the waiting list is  long. 
 Applicants can expect to remain on a waiting list up to 5 years unless the  program 
receives more funding.

Ahead of spaces becoming available, CILT will contact first the few applicants on the  waiting 
list to schedule a detailed interview to determine the applicant’s ability to meet  the eligibility 
requirements of the program.

CILT will help applicants prepare for the interview. Information on employment  standards, 
human rights and income tax is provided to applicants in advance of the  interview. CILT will 
answer relevant questions.

  



At the interview the applicant is expected to discuss their own proposed plan of service, 
 their budget and demonstrate an ability to meet the obligations of an employer under 
 the Direct Funding Program. 

After the interview, if the applicant remains eligible for Direct Funding, he or she will be 
 placed on a second waiting list. In most cases, people on the second waiting list will 
 receive funding within 1 year.

COMPLAINTS / APPEALS PROCESS

 If, after being interviewed, the applicant is declared ineligible for Direct Funding, the 
 applicant can seek a review of that decision by making a request in writing to 
CILT.

 The request will be sent by CILT to an independent third party for review.

 The review will determine whether the applicant was treated fairly in terms of both 
 procedural and substantive fairness.

 CILT makes best efforts to ensure that applicants receive a reply within 60 days

 If an applicant is not satisfied with the response they receive, they can attempt to 
appeal the decision to the Health Services Appeal and Review Board (HSARB). The 
jurisdiction of HSARB to hear these appeals is  unclear. An HSARB decision of 2005 (B-
J K v. CILT (05 LTC 7211)) found that HSARB had jurisdiction to hear such appeals, 
however, HSARB is  currently deciding on a case by case basis  whether they have 
jurisdiction to hear appeals related to Direct Funding.  

 For more detail see ATTENDANT SERVICES FACT SHEET #6 – HEALTH SERVICES 
 APPEAL AND REVIEW BOARD.

 In some cases, if the applicant feels that CILT failed to accommodate their disabilities 
 during the application or interview process, it may be possible to file a complaint 
with  The Human Rights Tribunal of Ontario (HRTO). It is possible that the HRTO will 
order a  new interview.

USEFUL CONTACT INFORMATION

CENTRE FOR INDEPENDENT LIVING IN TORONTO (CILT)

Telephone:   (416) 599-2458
TTY:    (416) 599-5077
Direct Funding Hotline: 1-800-354-9959

Website:   www.cilt.ca
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ATTENDANT SERVICES FACT SHEET #3

COMMUNITY CARE ACCESS CENTRES

This Fact Sheet is intended to help people with disabilities who are seeking or receiving 
attendant services. Fact Sheets are intended as information only and are not to be taken as 
legal advice. Should you require further assistance contact a lawyer. The information in this 
Fact Sheet is current as of October 11, 2011. 

GENERAL OVERVIEW

Community Care Access Centres (CCAC)

Help people find their way through Ontario’s health care system, understand their 
 options and connect them to quality community-based health care and resources. 
 CCAC works with people of all ages to assist them in making informed choices about 
 their care and to ensure that they receive services in the most appropriate setting. 

Services are governed by Home Care and Community Services Act, 1994 c. 26 
 (formerly Long-Term Care Act, 1994) and regulations under “approved agencies’ 
 provisions, and Community Care Access Corporations Act. 

CCAC services are covered by the Ontario Health Insurance Plan (OHIP).

14 centres across Ontario – funded by Ministry of Health and Long-Term Care through 
 local health Integration networks (LHIN).

TYPES OF SERVICES PROVIDED

CCAC provides services to people with disabilities, including:

• Professional Services (e.g. physiotherapy, occupational therapy, nursing, social 
work, nutritional counselling).

• Personal Support Services (e.g. assistance with personal hygiene and activities of 
daily living, training to carry out personal support services, providing equipment, 
goods and supplies).

Services are provided to people with disabilities in their own home on a pre-scheduled 
 basis. 

Services are available in school settings for children with physical disabilities.

Services are generally provided by various agencies on behalf of CCAC.

CCAC will also:

•Co-ordinate the application process for admission to long-term care homes.
•Co-ordinate and arrange respite care (up to 90 days within 12 month period).
•Provide information about other community agencies and services.
•In some cases, provide equipment and supplies to people who receive home care 
 services.

  



ACCESSING SERVICES

To access CCAC services a person must be insured under the Health Insurance Act. 
 Anyone can call for information. 

People should apply directly to their local CCAC. (See below - Useful Contact 
 Information)

No financial eligibility criteria.

CCAC will conduct an assessment and produce a ‘Plan of Care’ outlining the services 
 for which a person is eligible and the maximum number of hours of service to be 
 provided.

Services are assessed on an individual basis; generally, there is a maximum of 60  hours 
per month (personal services and homemaking combined), unless CCAC finds  extraordinary 
circumstances. 

Availability of attendants/staff is a factor when determining hours of service provided.

A person can challenge the decision to refuse, terminate or reduce service (See 
 Complaints below).

Home Care Bill of Rights applies to CCAC services. It provides a list of rights of clients 
 that must be respected and promoted. (See ATTENDANT SERVICES FACT SHEET #5 
 – HOME CARE BILL OF RIGHTS) 

COMPLAINTS 

All CCAC offices must have a process for reviewing complaints about termination, 
 exclusion, eligibility and quality of service, as well as violations of an individual’s rights 
 under the Bill of Rights. 

For further details about complaints process, see ATTENDANT SERVICES FACT 
 SHEET #4 – COMPLAINTS.

People may also want to consider mediation of disputes about Attendant Services. 
 Contact Mediation Services, Ontario March of Dimes (See below – Useful Contact 
 Information)

USEFUL CONTACT INFORMATION

COMMUNITY CARE ACCESS CENTRE
  
Telephone:   (416) 310-2222

Website:   www.CCAC-ont.ca
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ONTARIO MARCH OF DIMES – MEDIATION SERVICES 

Telephone:   416-425-34563 ext. 7725
Toll-free:  1-800-263-3463

Website:  www.marchofdimes.ca
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ATTENDANT SERVICES FACT SHEET #4

COMPLAINTS

This Fact Sheet is intended to help people with disabilities who are seeking or receiving 
attendant services. Fact Sheets are intended as information only and are not to be taken as 
legal advice. Should you require further assistance contact a lawyer. The information in this 
Fact Sheet is current as of Octboer 11, 2011. 

GENERAL OVERVIEW

All agencies providing attendant services must have a complaints policy. 

Copies of complaints policy and any complaint forms must be provided to consumers  upon 
request. 

Policy and forms must be provided in a format accessible to the consumer.

If an agency refuses to provide their complaints policy then contact the Ministry of 
Long- Term Care Action Line or the Ontario Ombudsman (see below – Useful Contact 
 Information)

The consumer is expected to start the first stage of the complaints process on their own.

Organizations such as ARCH Disability Law Centre or the Centre for Independent Living 
 in Toronto (CILT) can offer general advice to guide consumers when filing a complaint. 

  (see below – Useful Contact Information).

It is necessary to complete all stages of an agency’s internal complaints policy process 
 before other external complaints processes can be used.

ACCESSING COMPLAINTS PROCESS

a)  SSLU, Attendant Outreach Services and Shared Living.

Service providers must provide clients with a copy of the Bill of Rights, and a written 
 complaints policy upon request. 

For more information about Home Care Bill of Rights see ATTENDANT SERVICES  FACT 
SHEET #5 – HOME CARE BILL OF RIGHTS.

Person can file a complaint about a denial, reduction or termination of services or 
 problems with attendants or violations of Bill of Rights.

Always best to ask for written reasons for any decision to deny, reduce or terminate 
 services, although it is not necessary to have the decision in writing to file a complaint. 

  



While every agency has its own policies, the basic steps in most complaint processes  are 
similar to the following:

• Speak directly to the attendant or person involved and attempt to resolve the 
dispute informally (if situation makes it unsafe or uncomfortable to speak directly to 
the attendant or the other person, proceed to next step),

• If this does not work, speak to a supervisor or manager,
• If this does not work, the complaint can be brought to the Executive Director of the 

agency,
• If the matter remains unresolved, a complaint can be made to the Board of 

Directors of the Agency.

If all else fails, it is possible to bring a formal complaint before the Health Services  Appeal 
and Review Board (HSARB), although HSARB will hear appeals of only certain  issues.

For more details concerning HSARB see ATTENDANT SERVICES FACT SHEET #6 - 
 HEALTH SERVICES APPEAL AND REVIEW BOARD

It is also possible in some cases to contact the Ministry of Health and Long-Term Care 
 Action Line or the Ontario Ombudsman. (see below – Useful Contact Information)

b)  Community Care Access Centres (CCAC)

All CCAC offices should have a process for reviewing complaints about termination, 
 exclusion, eligibility and quality of service, as well as violations of individual’s rights 
 under Bill of Rights.

The formal complaints process is outlined in s. 39 of Home Care and Community 
 Services Act, 1994,  c. 26 (formerly Long-Term Care Ac, 1994).

Clients have the right to receive a copy of client Bill of Rights and the complaints policy 
 upon request. 

CCAC must respond to complaints concerning Bill of Rights or quality of care within 60 
 days.

CCAC must respond to complaints about eligibility for service, exclusion of service, 
 amount of service or termination of service in writing within 60 days, providing decision 
 that affirms, rescinds or replaces original decision.

Complaints must be kept on file.

All complaints should be reported to the Ministry of Health and Long-Term Care.

If issue is not resolved internally it may be possible to appeal the matter to the Health 
 Services Appeal and Review Board (see ATTENDANT SERVICES FACT SHEET #6 – 
 HEALTH SERVICES APPEAL AND REVIEW BOARD).

  



A complaint can also be made with Ministry of Health and Long-Term Care Action Line 
 (Action Line)(see below – Useful Contact Information)

• Action Line can be contacted anytime a client is unhappy with CCAC service.
• Family members or others can call the Action Line on behalf of a client.
• Ministry can provide an ‘Independent Complaints Facilitator’ to provide mediation 

  services to client and CCAC.

  Complainants can also contact the Ontario Ombudsman, but only if complainant has 
already followed other processes and has not yet resolved the matter. Ombudsman will 
not get involved with HSARB appeals. (see below – Useful Contact Information)

For more about CCAC see ATTENDANT SERVICES FACT SHEET #3 – COMMUNITY 
 CARE ACCESS CENTRES)
 
c)  Direct Funding

If after being interviewed a person is declared ineligible for Direct Funding, the applicant 
 can seek a review of the decision by making a request in writing to the Centre for 
 Independent Living in Toronto (CILT).

The request for a review will be sent by CILT to an independent third party for review.  CILT 
strives to provide a response within 60 days.

If the applicant is unsatisfied with the response they receive it may be possible to appeal 
 the decision to the Health Services Appeal and Review Board. However, at the 
 moment, it is not clear whether HSARB will accept jurisdiction to hear such 
 appeals. (see ATTENDANT SERVICES FACT SHEET #6 – HEALTH SERVICES 
 APPEAL AND REVIEW BOARD).

OTHER MEANS OF DEALING WITH PROBLEMS

If abuse is involved call the police.

 If discrimination is involved it may be possible to file a human rights application. Contact
  the Human Rights Legal Support Centre for further information (see below – Useful 
 Contact Information)

It may be possible to mediate disputes with service providers. The Ontario March of Dimes 
provides a mediation service (see below -Useful Contact Information)

USEFUL CONTACT INFORMATION

ARCH DISABILITY LAW CENTRE

Telephone: (416) 482-8255   Toll-free: 1-866-482-2724     
TTY: (416) 482-1254     Toll-free: 1-866-482-2728

Website: www.archdisabilitylaw.ca 
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CENTRE FOR INDEPENDENT LIVING IN TORONTO (CILT)

Telephone:   (416) 599-2458
TTY:    (416) 599-5077
Direct Funding Hotline: 1-800-354-9959

Website:   www.cilt.ca

HUMAN RIGHTS LEGAL SUPPORT CENTRE

Telephone:   (416) 314-6266
TTY:    1-866-612-8627
Toll-free:   1-866-625-5179

Website:   www.hrlsc.on.ca 

MINISTRY OF LONG-TERM CARE ACTION LINE

Telephone:   1-866-876-7658
TTY:    1-800-387-5559

Website:  http://www.health.gov.on.ca/english/public/contact/ccac/ltc_actionline.html 

ONTARIO OMBUDSMAN

Toll-free:   1-800-263-1830
TTY:    1-866-411-4211

Website:   http://www.ombudsman.on.ca 

ONTARIO MARCH OF DIMES – MEDIATION SERVICES

Telephone:   416-425-3463 ext. 7725
Toll-free:   1-800-263-3463

Website:   www.marchofdimes.ca
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ATTENDANT SERVICES FACT SHEET #5

HOME CARE BILL OF RIGHTS

This Fact Sheet is intended to help people with disabilities who are seeking or receiving 
attendant services. Fact Sheets are intended as information only and are not to be taken as 
legal advice. Should you require further assistance contact a lawyer. The information in this 
Fact Sheet is current as of Octboer 11, 2011. 

GENERAL OVERVIEW

The Home Care Bill of Rights states how people must be treated when they receive 
 attendant services, supportive housing and outreach services (see page 14)

Bill of Rights is set out in Part III of the Home Care and Community Services Act, 1994, 
 c. 26 (formerly Long-Term Care Act, 1994). 

Bill of Rights applies if you are getting or applying for home care services through a 
 Community Care Access Centre (CCAC). 

Bill of Rights may apply if you are receiving other services through a program paid for  by the 
Ministry of Health and Long-Term Care. 

CONTENT OF BILL OF RIGHTS
(adapted from the Home Care and Community Services Act, 1994 (article 3))

A person receiving home care services is entitled to:
1. Respect of his or her dignity and privacy and to receive treatment that promotes the 

person’s autonomy.

2. Be dealt with in a manner that recognizes the person’s individuality and that is sensitive 
to and responds to the person’s needs and preferences, including preferences based on 
ethnic, spiritual, linguistic, familial and cultural factors.

3. Receive information about the community services provided to him or her and to be told 
who will be providing the community services.

4. Participate in the service provider’s assessment of his or her requirements and, if 
eligible for a community service, has the right to participate in the service provider’s 
development of his or her plan of service, review of requirements and the evaluation 
and revision of the person’s plan of service.

5. Give or refuse consent to the provision of any community service.

6. Raise concerns or recommend changes in connection with the community service 
provided to him or her and in connection with policies and decisions that affect his or 
her interests, to the service provider, government officials or any other person, without 
fear of interference, coercion, discrimination or reprisal.

  



7. Receive courteous and respectful treatment and to be free from mental, physical and 
financial abuse by the service provider.

8. Be informed of the laws, rules and policies affecting the operation of the service 
provider and to be informed in writing of the procedures for initiating complaints about 
the service provider.

9. Have his or her records kept confidential in accordance with the law. 
 For more detail see the CLEO Home Care Bill of Rights booklet at: http://

www.cleo.on.ca/english/pub/onpub/PDF/seniors/everyres.pdf 
 
COMPLAINTS

Consumers have the right to make a complaint about any violation of the Bill of Rights 
 (see ATTENDANT SERVICES FACT SHEET #4 – COMPLAINTS).

Consumers have the right to receive a copy of their local CCAC complaints policy and 
 any complaint forms upon request. The information must be provided in a format 
 accessible to the consumer.

You can contact ARCH Disability Law Centre or the Centre for Independent Living in 
 Toronto (CILT) for basic information to assist you in filing a complaint (see below – 
 Useful Contact Information)

APPEALS AND OTHER METHODS OF COMPLAINT

Complaints about violations of the Bill of Rights cannot be appealed to the Health 
 Services and Appeal Review Board. 

Mediation may be a useful way to resolve disputes. The Ontario March of Dimes offers a 
 mediation service (see below – Useful Contact Information).

Given that the CCAC accepts that they must follow the Bill of Rights, it may be possible 
 to sue for breach of contract if the Bill of Rights is violated. 

If you have a complaint about how your records or private information is being kept or  used 
by a CCAC, or any ‘health care custodian’ you can file a complaint with the Office  of the 
Information and Privacy Commissioner . The Commissioner can clarify which  service 
providers are considered “health care custodians” (see below – Useful Contact  Information).

If you feel that you were discriminated against you may be able to file a human rights 
 application. Contact the Human Rights Legal Support Centre or ARCH for more 
 information  (see below – Useful Contact Information).

USEFUL CONTACT INFORMATION

ARCH DISABILITY LAW CENTRE

Telephone: (416) 482-8255   Toll-free: 1-866-482-2724     
TTY: (416) 482-1254    Toll-free: 1-866-482-2728
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CENTRE FOR INDEPENDENT LIVING IN TORONTO (CILT)

Telephone:   (416) 599-2458
TTY:    (416) 599-5077
Direct Funding Hotline: 1-800-354-9959

Website:   www.cilt.ca

HUMAN RIGHTS LEGAL SUPPORT CENTRE

Telephone:   (416) 314-6266
TTY:    1-866-612-8627
Toll-free:   1-866-625-5179

Website:   www.hrlsc.on.ca 

OFFICE OF THE INFORMATION AND PRIVACY COMMISSIONER

Toll-free:   1-800-387-0073 
TTY:    (416) 325-7539

Website:   www.ipc.on.ca 

ONTARIO MARCH OF DIMES – MEDIATION SERVICES

Telephone:   (416) 425-3463 ext. 7725
Toll-free:   1-800-263-3463

Website:   www.marchofdimes.ca
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ATTENDANT SERVICES FACT SHEET #6

HEALTH SERVICES APPEAL AND REVIEW BOARD

This Fact Sheet is intended to help people with disabilities who are seeking or receiving 
attendant services. Fact Sheets are intended as information only and are not to be taken as 
legal advice. If you require further assistance contact a lawyer. The information in this Fact 
Sheet is current as of Octboer 11, 2011. 

GENERAL OVERVIEW

The Health Services Appeal and Review Board (HSARB) is an independent quasi- judicial 
tribunal created by the Ministry of Health Appeal and Review Board Act, 1998  S.O. 1998, 
Chapter 18, Schedule H. The Board has jurisdiction over 14 different  statutes, including 
the Home Care and Community Services Act, 1994, c. 26 (formerly  Long-Term Care Act, 
1994), The  Nursing Homes Act and The Charitable Institutions  Act. 

HSARB receives complaints, conducts hearings and reviews, makes decisions, issues 
 orders and recommendations.

Under sections 39 and 40 of the Home Care and Community Services Act, 1994, 
 HSARB hears appeals concerning eligibility for community services, exclusions from a 
 community service, the amount of a service and the termination of a service by 
 Attendant Care Outreach Services or Support Service Living Units. 

There is currently some debate about whether HSARB has jurisdiction to hear  a p p e a l s o f 
decisions regarding eligibility for the Direct Funding Program. An  HSARB decision of 2005 
(B-J. K v. CILT (05 LTC 7211) found that HSARB has  jurisdiction to hear such appeals, 
however, HSARB is  currently deciding on a case  by case basis whether to accept appeals 
of Direct Funding decisions.

HSARB has  the authority to consider violations of the Ontario Human Rights Code, but, 
 pursuant to s. 6(3) of the Ministry of Health and Long-Term Care Appeal Review Boards 
 Act, 1998, HSARB cannot inquire into or make a decision concerning the constitutional 
 validity of a provision of an Act or Regulation. 

HSARB will not hear appeals about quality of service or violations of the Home Care Bill 
 of Rights. 

HSARB does not have the authority to require a CCAC to provide more services than 
 permitted under the regulations. 

To appeal, there must have been an actual decision to reduce or terminate services. If 
 services have been reduced simply because a provider is unable to supply a service 
 this will not be deemed a ‘decision’ to terminate or reduce services.   

It may be useful to use mediation to resolve your dispute before turning to HSARB. The 
 Ontario March of Dimes provides a mediation service (see below- Useful Contact 
 Information)

  



ACCESSING HSARB APPEAL PROCESS

It is necessary to exhaust all other internal complaints processes before proceeding to 
 HSARB.

Filing an appeal with HSARB will not ‘stay’ or suspend the decision under appeal. This 
 means, in most cases, the reduction or termination of service under review will take 
 effect while the decision is being appealed to the HSARB. It is possible, however, to 
 request that the Board order a “stay” in certain cases. 

It is not necessary to have a representative (lawyer) to appear before HSARB,  although 
having a representative can make the process easier and increase your  chances of success.

HSARB rules of practice are available on-line. Some forms are not available on the 
 website. People must send a written request for a hearing to HSARB and the necessary 
 forms will be sent to you. (see below – Useful Contact Information)

ARCH Disability Law Centre may be able to offer assistance with filing an appeal to 
 HSARB (see below – Useful Contact Information)

HEARINGS

A hearing will begin 30 days after HSARB receives Notice Requiring a Hearing, unless 
 the parties agree otherwise. 

Hearings may be held orally, in writing or electronically.

DECISIONS 

Decision will be rendered within 3 days after the hearing concludes, written reasons will 
 follow as soon as possible afterward. 

Pursuant to section 48(5) of the Home Care and Community Services Act, 1994 
 (formerly Long-Term Care Act 1994), decisions of HSARB made under that Act are 
 final and binding, however, parties to the appeal may bring an application for judicial 
 review of the decision before the Divisional Court.

USEFUL CONTACT INFORMATION

ARCH DISABILITY LAW CENTRE

Telephone: (416) 482-8255   Toll-free: 1-866-482-2724     
TTY: (416) 482-1254     Toll-free: 1-866-482-2728

Website: www.archdisabilitylaw.ca 

  

http://www.archdisabilitylaw.ca
http://www.archdisabilitylaw.ca


HEALTH SERVICES APPEAL AND REVIEW BOARD (HSARB)

Telephone:   1-866-282-2179 
TTY:    1-877-301-0889

Website:   http://www.hsarb.on.ca 

ONTARIO MARCH OF DIMES – MEDIATION SERVICES

Telephone:   (416) 425-3463 ext. 7725
Toll-free   1-800-263-3463

Website:   www.marchofdimes.ca

ABOUT ARCH

These fact sheets have been prepared by ARCH Disability Law Centre, a specialty legal aid 
clinic dedicated to defending and advancing the equality rights of people with disabilities in 
Ontario.  

Tel 416-482-8255      Toll-free 1-866-482-2724                 
TTY 416-482-1254    Toll-free 1-866-482-2728
FAX  416-482-2981  Toll-free  1-866-881-2723

www.archdisabilitylaw.ca 

  

http://www.hsarb.on.ca
http://www.hsarb.on.ca
http://www.marchofdimes.ca
http://www.marchofdimes.ca
http://www.archdisabilitylaw.ca
http://www.archdisabilitylaw.ca

