
Region of Waterloo 

Seniors’ Strategy 

Valuing Older Adults, Supporting Active Aging 

Recognizing the importance of providing supports to 
active aging as well as meeting the changing needs of 

older adults, Regional Council  created the Region of 
Waterloo Seniors’ Advisory Committee in 2011.  This 
committee was tasked with developing a  Seniors’ Strategy 
for the Region of Waterloo.   

In developing a Seniors’ Strategy, the goal of the Seniors’ 
Advisory Committee  was to compliment and build upon 
(rather than duplicate) the excellent age-friendly community 
work that is taking place in each of the area municipalities.  
The Region of Waterloo Seniors’ Strategy is focused on the 
environments, programs and services offered by the Region 
of Waterloo.   

Using the World Health Organization’s age-friendly 
community research as our starting point, we conducted a 
community consultation process that asked people to 
identify priority areas for the strategy as well as providing 
information on the unique strengths and needs of older 
adults in Waterloo Region.  We also conducted a 
comprehensive internal review of the Region of Waterloo 
policies, services, programs and structures that contribute to 
an age-friendly community.   

The results of the community consultation and internal 
review were used by the Seniors’ Advisory Committee to 
identify the 30 recommendations listed in this report.  The 
strategy also includes an Age Friendly Lens planning tool 
that staff can use to assess the age-friendliness of the 
Region’s programs, services and service delivery.  

By 2021, 29% of people living in Waterloo 

Region will be aged 55 or older.   
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Why do we Need a Seniors’ Strategy? 

Many people experience health changes as they grow older. 

Due to these changes it becomes more important to take 

measures to ensure that our environments facilitate safe 

mobility, reduce stress/anxiety and support cognitive ability.   

In addition to physical and/or cognitive changes, older adults 

may also encounter attitudinal barriers due to negative and/

or inaccurate beliefs about aging. By implementing the  

Seniors’ Strategy recommendations and through the use of 

the Age Friendly Lens, we will confirm that there are 

supports in place to ensure that older adults are able to 

continue to access the services and programs offered by the 

Region of Waterloo and to be active members of our 

community.   

The image shown above depicts the most frequently cited responses to the community 

consultation question that asked people to identify the strengths of older adults.  The size 

of each word indicates the number of times it was mentioned, with experience, 

knowledge and wisdom being identified as the top strengths.    
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Region of Waterloo Age Friendly Lens 

In developing the Seniors’ Strategy, the Seniors’ Advisory Committee realized that in 

order to meet the needs of older adults, Regional staff must first learn about potential 

age-related changes.   The committee developed the Region of Waterloo Age Friendly 

Lens to help staff understand how people’s needs may change as they age.  The lens 

is a tool that staff can use to assess the age-friendliness of the Region’s programs, 

services and service delivery.   

The Lens is comprised of three sections: 

1. Overview of Potential Age Related Changes

This section provides an overview of the potential sensory, physical, cognitive, social 

and emotional changes that people may experience as they get older.  Suggestions 

are provided as to how staff could accommodate these changes within their program 

areas.  The tool asks staff to review the potential age-related changes and potential 

accommodations and then consider the implications for their program area.    

2. Respectful, Age-Friendly Service Delivery Guidelines

This section lists a set of guidelines for age-friendly service delivery and asks staff to 

rate how well their program area is achieving the guidelines listed in the table.  Staff 

are encouraged to “score” their program area and use these results to determine how 

they could increase the age-friendliness of their program areas.  

3. Implementation Plan

In this section staff are asked to identify the actions they will take to increase the age-

friendliness of their program area based on the results of sections one and two. This 

planning chart is available upon request.   
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Age-Friendly Lens: Sensory and Physical Changes  

Category Potential 

Changes 

Age-Related Possible Accommodations 

Sensory 

Changes 

 

 

 

 

 

 

 

 

Decreased visual acuity 
Increased sensitivity to 
glare and slower 
adjustment to different light 
levels 
Decreased field of vision 
Decreased vision in low 
light 
Decreased colour vision 
Decreased hearing ability 
Decreased ability to filter 
out background noise 
Decreased ability to 
pinpoint sound direction or 
source 

 

 

 

 

 

 

Lighting is adequate and glare-free. 
Signage has large print, good 
contrast and wording is easy to 
follow. 
There is no background music or 
machine noise. 
Staff speak clearly and at an 
appropriate speed when leaving 
voice mail messages or when 
serving people directly. 
Staff know how to assist people with 
vision or hearing challenges (e.g., 
reading labels and locating items). 
A quiet space is available to discuss 
people’s concerns in private. 

Physical  Increased fatigue  There is a place to sit while waiting

Changes  

 

 

 

 

 

 

Increased joint stiffness
Decreased balance
Decreased fine motor
coordination
Decreased dexterity, reach
and grip
Decreased reaction time
Decreased stamina
Changes to bladder and
bowel function.

 

 

 

 

 

and a place to put packages down.
Chairs are sturdy, stable and are not
too low or too soft with arms for
people who need to push themselves
up.
Washrooms are well-signed.
There are no tripping hazards (e.g.,
uneven surfaces, unsecured floor
mats).
Pathways are wide, uncluttered and
can easily accommodate walkers
and wheelchairs.
Staff know how to respond to a
medical emergency such as a fall
while protecting someone’s dignity.

Regional staff are encouraged to use the chart to determine the ways in which age-

related changes may impact upon Regional programs/services and to identify how 

they might mitigate the impacts by creating an age-friendly environment.   
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Age-Friendly Lens: Cognitive Changes 
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Category Potential Age-Related 

Changes 

Possible Accommodations 

Changes in 

Cognitive 

Function 

 A very small percentage of

younger seniors experience

changes in memory,

reasoning and abstract

thinking, although this

percentage does increase

with age.

 According to the Alzheimer

Society of Ontario, in 2011,

747,000 Canadians were

living with cognitive

impairment, including

dementia - that's 14.9 per

cent of Canadians 65 and

older.  In 2011, that equated

to 9,473 people living in

Waterloo Region.

 Skillful communication: e.g., repeat

key points in various ways, check for

understanding and if someone

doesn’t understand, rephrase the

sentence; don’t just repeat the same

words or say them louder.

 Suggest that the person create a list

of questions or concerns before

visiting the Region.

 Offer checklists or other plain-

language material to back up oral

instructions.

 Avoid formality, the use of acronyms

and professional jargon; speak to

the person’s level of vocabulary and

understanding.

 If possible, show (don’t just tell) the

person how to do something.
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Age-Friendly Lens: Social and Emotional Changes 

Category Potential Age-Related Changes Possible Accommodations 

Social 

Changes 

 Possible changes in income and

earning capacity

 Possible loss of social networks

through retirement

 Possible death of a spouse or

partner and/or friends

 Potential for reduced access to

transportation for older adults who

are not driving their cars.  This

change may affect access to

recreational/social activities and

could necessitate changes in

living arrangements.

 Offer affordable, conveniently

located inter-generational events.

 Promote the GRT travel training

programs and the Region’s main

phone number (answered 24/7).

 Advertise public events with

organizations and groups that

serve older adults.

 Offer meaningful volunteer

opportunities that consider the

needs of older adults (e.g., home-

based options, flexibility in

scheduling/frequency).

 Encourage older adult

involvement on the Region of

Waterloo Advisory Committees.

 Become knowledgeable about 
community-based programs to 
support older adults and Regional 
publications such as Housing 
Options for Older Adults.

Emotional 

Changes 

 Adjustment to sensory, physical

and social changes may result in:

loneliness; isolation; tension or

worry; anxiety about becoming

dependent on others; fears about

safety and security; potential loss

of access to activities or services

enjoyed when younger.
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Delivering Respectful, Age-Friendly Service  

To deliver respectful service to older adults, it is necessary to find the balance between 

being aware of potential age-related changes while at the same time not making 

assumptions about someone due to their age (e.g., don’t assume that all older adults 

are hard of hearing).  In order to determine if Regional program areas are delivering age

-friendly service, staff are encouraged to complete the following assessment and 

discuss the results with their team. The rating scale is as follows:  

4= Objective Exceeded 

3= Objective Achieved  

2= Some Work Needed 

1= Extensive Work Needed 

# Respectful Service Attitude Rating 

A Staff are trained to be patient with all people, and view 

older adults as individuals with individual needs, as 

opposed to stereotyping them. 

□4 □3 □2 □1 □N/A

B Staff have options for serving customers in more 

comfortable ways. 

□4 □3 □2 □1 □N/A

C Staff  are sensitized to avoid condescending behaviours 

(e.g., speaking too loudly, speaking too familiarly as in 

calling someone “dear” or showing visible impatience). 

□4 □3 □2 □1 □N/A

D Staff welcome everyone with a friendly and warm 

greeting. 

□4 □3 □2 □1 □N/A

E Staff are approachable and take the time to listen 

attentively to customers’ questions. 

□4 □3 □2 □1 □N/A

F Errors and customer complaints are addressed 

promptly and courteously. 

□4 □3 □2 □1 □N/A

G Staff know how to recognize signs that an older adult 

may need help. 

□4 □3 □2 □1 □N/A

H Staff know what to do when they encounter an older 

adult that they suspect is being physically, emotionally 

or financially abused. 

□4 □3 □2 □1 □N/A

Total Score 
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Age-Friendly Lens: Questions and Follow-up 

If Regional staff have questions about increasing the accessibility of their program area, 

they are encouraged to contact Lynn Bestari, Service Planning Associate at extension

6388 or by email LBestari@regionofwaterloo.ca.

All Regional staff are encouraged to bring the results of the application of the Age-

Friendly Lens to the Region of Waterloo Seniors’ Advisory Committee for discussion and 

input.  The Committee is available to provide guidance on meeting the needs of older 

adults and on the delivery of age-friendly services and programs. To request time on a 

Seniors’ Advisory Committee agenda, please contact Lynn Bestari, Social Planning

Associate at extension 6388 or by email: LBestari@regionofwaterloo.ca.

Sources 

The Region of Waterloo Age Friendly Lens tool draws from the following sources: 

Age-Friendly Communication: Facts, Tips and Ideas. 

Public Health Agency of Canada. Ottawa: 2010. 

Available online: www.phac-aspc.gc.ca/seniors-aines/publications/
public/various-varies/afcomm-commavecaines/index-eng.php  

Creating an Age-Friendly Business in B.C. 

Seniors’ Healthy Living Secretariat. B.C. Ministry of Health. Victoria: 2011.  

Available online: https://www2.gov.bc.ca/gov/content/family-social-supports/seniors/
about-seniorsbc/news-and-events/news-archives/creating-age-friendly-businesses?
keyword=creating&keyword=an&keyword=age&keyword=friendly&keyword=business 
&keyword=in&keyword=bc

Making Yours an Age-Friendly Environment – Environmental Assessment 

Hamilton Council on Aging. Hamilton: 2014.  

Available online: https://coahamilton.ca/resources/age-friendly-tools/
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Recommendations 

Using the results of the Municipal Consultation and Internal Review, the Seniors’ 

Advisory Committee has identified 30 recommendations which will support older 

adults by:  

 Continuing and enhancing efforts by the Region of Waterloo to be an age-friendly

organization; and,

 Ensuring that the Region of Waterloo delivers its mandated services and programs

in an age-friendly manner.

The recommendations fit into the following three categories: 

1. Recommendations for Immediate Implementation

The recommendations listed in this section will be implemented using existing 

resources, which include existing Regional funding as well as funding from external 

sources.   

2. Recommendations for Future Implementation

These recommendations have been referred to the lead department for costing and 

implementation planning.    

3. Recommendations for Future Implementation Should External Funding

Become Available  

The recommendations listed in this section have been identified by the Seniors’ 

Advisory Committee as areas of potential growth for the Region’s age-friendly work. 

The Seniors’ Advisory Committee recommends that these actions be implemented 

should external funding become available.   The implementation of these 

recommendations would be dependent upon securing external funding as well as a 

collaborative agreement with one or more levels of government.   
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Recommendations for Immediate Implementation  

The following age-friendly recommendations will be implemented using existing 

resources.  The following terms are used in the “Status” column:   

Term Definition 

Complete Work on this recommendation is complete. 

Ongoing These recommendations have been operationalized
. 
and continue. 

In Progress Work on these recommendations has already started and there is a 

definitive end date. 

To begin Work on these recommendations has not yet begun. 

Lead Department: Community and Social Services 

# Recommendation Status 

1 Ensure the long-range plan for housing for low to moderate income 

households includes a range of housing options for older adults. 

Complete 

2 Maintain and grow the current levels of older adult specific housing units. Ongoing 

3. Provide system navigation assistance to older adults served by Regional 

housing programs to ensure they are accessing the program that best 

meets their needs. 

Ongoing 

4 Investigate opportunities to provide additional supportive housing for older 

adults. 

In 

progress 

5 Offer primary health care services out of the Sunnyside Wellness Centre. Ongoing 

6 Determine options and funding for expanding the Wellness Centre 

Program/Services. 

In 

progress 

7 Explore the expansion of the respite services and day program offered by 

the Community Alzheimer Program. 

In 

progress 

8 Develop and implement a marketing strategy to engage additional older 

adults at the Sunnyside Wellness Centre. 

To begin 

in 2015 

9 Support the Waterloo Wellington Local Health Integration Network’s work 

in coordinating services for Falls Prevention. 

Ongoing 

10 Work with the Accessibility for Ontarians with Disabilities Act  Steering 

Team to ensure that information on Regional programs and services are 

provided in an accessible way. 

Ongoing 
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Recommendations for Immediate Implementation (continued) 
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Lead Department: Human Resources and Citizen Services 

# Recommendation Status 

11

. 

Offer meaningful volunteer opportunities for older adults with the 

Region. 

Ongoing 

12

. 

Encourage staff to utilize the Region of Waterloo Seniors 

Advisory Committee when developing or improving programs 

and services for older adults. 

Ongoing 

13

. 

Support long-standing Regional employees to share their 

knowledge with newer employees. 

Ongoing 

14 Ensure that Region-hosted events meet the needs of older 

adults through the use of the Region of Waterloo Age-Friendly 

Lens. 

To begin 

in 2014 

Lead Department: Planning, Development and Legislative Services 

15  Provide opportunities for older adults to inform the Regional 

decision making process through involvement with Advisory 

Committees and public consultations. 

Ongoing 

Lead Department: Public Health and Emergency Services 

16 Provide falls prevention information to Regional staff. To begin 

in 2015 

17 Conduct a review of the Elder Abuse phone line hosted by Public 

Health. 

To begin 

in 2015 

Lead Department: Transportation and Environmental Services 

18  Continue to support the ongoing pedestrian safety programs. Ongoing 
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Recommendations for Future Implementation 

The Seniors Advisory Committee has also identified recommendations for future 

implementation.  These recommendations have been referred to the lead department for 

costing and implementation planning.    
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Lead Department: Community and Social Services 

19.Work with community partners to explore ways of using existing Regional programs 

and services to increase outreach to older adults at risk for social isolation. 

20.Work with the area municipalities and community partners to create increased 

awareness of Regional programs and services. 

21.Collaborate with the Waterloo Region Crime Prevention Council and community 

partners to address safety issues relevant to older adults. 

Lead Department: Human Resources and Citizen Services 

22.Ensure Regional programs and services that support older adults are inclusive and 

responsive to diverse needs. 

23.Increase staff awareness by dispelling myths and misunderstandings about older 

adults. 

24.Provide information to staff on creating age-friendly environments that meet the 

safety and accessibility needs of older adults. 

25.Ensure that training for public service providers such as new transit operators 

includes information on providing excellent customer service to older adults. 

Lead Department: Transportation and Environmental Services  

26.Explore the transportation needs of older adults living in the four townships. 

27. Explore broadening the criteria for the TaxiSCRIP
1 
program to include older adults

who are unable to use conventional services such as those with dementia. 

1TaxiSCRIP is a program currently available to registered MobilityPLUS customers which 

allows them to purchase a limited amount of local taxi coupons at a 50% discount. For ex-

ample, a MobilityPLUS customer could purchase a book of TaxiSCRIP coupons with a re-

demption value of $20 for $10.  If the MobilityPLUS service is not available at the time of 

day that the customer wants to travel, they can make their own arrangements with a local 

taxi company and pay for the trip using their TaxiSCRIP coupons.  
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Waterloo Region will be an inclusive, thriving and sustainable community com-
mitted to maintaining harmony between rural and urban areas and fostering  
opportunities for current and future generations.     

-Region of Waterloo Vision Statement 
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Recommendations for Future Implementation Should 

External Funding Become Available  
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The recommendations listed in this section have been identified by the Seniors’ 

Advisory Committee as areas of potential growth for the Region’s age-friendly 

work.  The Seniors’ Advisory Committee recommends that these actions be 

implemented should external funding become available.   The implementation of 

these recommendations would be dependent upon securing external funding as 

well as a collaborative agreement with one or more levels of government.  

Lead Department: Community and Social Services 

28.Collaborate with community partners to expand the Housing Options for Older 

Adults Living in Waterloo Region booklet to include information on social 

inclusion activities and the spectrum of available housing supports.  

Lead Department: Transportation and Environmental Services 

29.Explore expansion of the Commuter Bus program to provide transportation 

options for older adults with a dementia to day programs/workshops. 

30.Explore offering programs to increase older adults’ comfort level with using 
transit such as a customized travel training course specifically designed for 
older adults, “Daycations

”2 
and “Golden Ambassadors”

3
.   

2
“Daycations” would be daytrips in which participants would travel to their 

destination (e.g., a local shopping mall or cultural site) onboard a Grand River 
Transit bus.  On the way to and from the destination, participants would be 
provided with information on how to use the transit system. 
3“

Golden Ambassadors” would be specially trained older adult volunteers whose 

mission would be to promote use of the transit system and to provide assistance 

to older adults who are learning how to use the transit system. 



Questions or Comments  

If you have any questions or require alternative formats of this document 

please contact : 

Lynn Bestari, Social Planning  Associate at  519-575-4400 extension 6388
or by email: LBestari@regionofwaterloo.ca
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