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TOWN OF AMHERST 
Accessibility, Inclusion, Diversity and Equity Advisory Committee 

Minutes 

 
Date:  
Time:  
Location:  

May 28, 2025 
4:30 pm 
Council Chambers, Town Hall 

 
Members Present Councillor Kathy Wells, Chair 
 Deputy Mayor Hal Davidson, Vice Chair 
 Jim Prendergast, Citizen Representative 
 LJ Barquilla, Citizen Representative 
 Tammy Gero, Citizen Representative 
 Vanessa Jones, Citizen Representative 
 Victoria Vance, Citizen Representative 
  
Members Regrets Clifford Pinchbeck, Citizen Representative 
  
Members Absent Marina Godfrey, Citizen Representative 
  
Staff Present Mallory Klooster, Community Well-Being Manager 
 Natalie LeBlanc, Municipal Clerk 
 Cindy Brown, Administrative Assistant 
_____________________________________________________________________ 

1. Call to Order 
The Clerk called the meeting to order at 4:30 PM. 

1.1 Introductions 
The Clerk introduced the Town of Amherst staff, members of Council and the members 
of the Accessibility, Inclusion, Diversity, and Equity Committee that were in attendance. 

1.2 Territorial Acknowledgement 
The Clerk gave the Territorial Acknowledgement.  

1.3 Election of Chair and Vice Chair 
The Clerk asked for nominations for the position of Chair. Deputy Mayor Davidson 
nominated Councillor Wells for Chair.  There being no further nominations, Councillor 
Wells accepted the Chair position.  The Clerk then asked for nominations for the 
position of Vice Chair.  Victoria Vance nominated Deputy Mayor Davidson.  There being 
no further nominations, Deputy Mayor Davidson accepted the Vice Chair position. 

1.4 Approval of Agenda 
Moved By Victoria Vance 
Seconded By LJ Barquilla 
That the agenda of the May 28, 2025 Accessibility, Inclusion, Diversity, and Equity 
Committee meeting be approved as circulated. 
  

Motion Carried 
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2. Discussion Items 

2.1 Accessibility, Inclusion, Diversity, and Equity Committee (AIDE) Strategic Plan   
Mallory Klooster discussed the Strategic Plan and asked the Committee for any 
feedback and suggestions.   

LJ Barquilla said that there is a need for genderless washrooms in town-owned 
buildings and facilities, and encouraged businesses to do the same. 

Vanessa Jones asked if any staff has received the Rick Hansen training (RHFAC 
Professional Training).  Natalie LeBlanc answered that there was a staff member who 
received it but he is no longer with the Town. Vanessa suggested maybe another staff 
or committee member could take the training. 

Vanessa Jones discussed the scooter safety training that will be held at the stadium on 
June 11, 2025 at 10:00 AM., and asked if there will be any community engagement at 
this event to receive feedback on accessibility issues in the town that needs 
corrections/adjustments to aide with their mobility.  She further suggested that the 
wording for "senior” scooter safety should be changed as not everyone who uses a 
scooter is a senior, and that perhaps the term used should be powered mobility instead 
of scooter. 

Deputy Mayor Davidson asked what training should staff receive.  He would like some 
feedback to Council as to what training staff need and when targets will be met as to 
when they will receive that training.  LJ Barquilla asked if committee members can 
attend these training sessions as well.  Councillor Wells suggested that staff look into 
this however there could be costs to that.  LJ suggested perhaps local businesses 
could be invited to attend as well to cut costs. 

Deputy Mayor Davidson suggested that the Strategic Plan should be shared with all of 
Town staff. 

Jim Prendergast asked if the Province has a list of suggested/required courses since 
this committee is mandated by the Province.  Vanessa Jones said that the Rick Hansen 
Training is on the list of suggested courses. 

2.2 Territorial Acknowledgement  
Mallory Klooster advised that during the Council's Strategic Priorities Workshop, one of 
Council's 'points to capture" was to obtain a legal opinion about the current wording of 
the Town’s Territorial Acknowledgement. 

Deputy Mayor Davidson stated that he feels it is not necessary to obtain a legal opinion 
on the word “unceded” as most other municipalities use the same word in their 
Territorial Acknowledgements.  Deputy Mayor Davidson thought that the term 
Indigenous Blacks could be updated to 'people of African decent'. 

Moved By Deputy Mayor Davidson 
Seconded By Tammy Gero 
That the Accessibility, Inclusion, Diversity and Equity Committee recommend 
that Council amend the Territorial Acknowledgement Policy to update the 
Territorial Acknowledgement to remove the words Indigenous Blacks and replace 
it with People of African Decent. 

          Motion Withdrawn 
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Moved By Deputy Mayor Davidson 
Seconded By LJ Barquilla 
That the Accessibility, Inclusion, Diversity, Equity Committee recommend that 
Council amend the Territorial Acknowledgement Policy to update the Territorial 
Acknowledgement to read: 

“I would like to acknowledge that our gathering today is taking place in (MEEG-
MA-GEE), the traditional, unceded and ancestral territory of the Mi’kmaw people.  
I would also like to acknowledge that Nova Scotia has another unique people, the 
people of African decent whose legacy and contributions date back over 400 
years predating confederation of this land.  We are all treaty people.” 

Motion Carried 

2.3 Legion Request to Name Green Space  
Mallory Klooster reported that the Amherst Legion has submitted a request to name the 
green space beside Town Hall to reflect a Mi’kmaw saying for 'Healing Place'. 

Moved By Victoria Vance 
Seconded By Tammy Gero 
That the Accessibility, Inclusion, Diversity and Equity Committee recommend 
Council direct staff to consult with local indigenous communities to investigate 
an appropriate word or phrase in Mi'kma'ki for Healing Place. 

Motion Carried 

3. Next Meeting Date 
Mallory Klooster indicated that the Canadian National Institute for the Blind is looking for 
volunteers.  If any committee member would like to volunteer, or knows someone who would, 
please contact Mallory. 

The next meeting was scheduled for September 17, 2025 at 4:30 PM. 

4. Adjournment 
There being no further business, the Chair adjourned the meeting. 

 
 
 
 
______________________     
Natalie LeBlanc       
Municipal Clerk       
 
 
 
________________________ 
Councillor Kathy Wells 
Chair 
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MEMO 
 
 
TO: Accessibility, Inclusion, Diversity and Equity Committee 
  
FROM: Mallory Klooster, Manager, Community Well-Being 
 
DATE: Wednesday, September 17, 2025  
 
RE:  Events for September 13-22 
 
 
The following events are a wonderful opportunity to strengthen community bonds, raise 
awareness of important cultural issues, and celebrate Amherst’s diversity.  
 
1. Transit Study in Person Public Session Wednesday, September 17 - 6:30-8:30PM 
The Town of Amherst has initiated a Transit System Feasibility Study with WSP 
Canada Inc. (WSP) has been retained to assist the Town with undertaking this work.  
 
Currently in the Community Engagement phase, the Town and WSP will be conducting town 
staff and external stakeholder interviews, online surveys and an in person public session.  
 
Members of this Committee are encouraged to complete the online surveys which can be 
found on the Town of Amherst website (Amherst.ca/transit.html) as well as attend the In 
Person Public Session between 6:30 p.m. and 8:30 p.m. on September 17th at the 
Community Credit Union Business Innovation Centre - 5 Ratchford Street.  
 
2. Welcoming Week September 13th-22nd/ Welcoming Party September 20th from 3-6PM 
Welcoming Week is a time to celebrate diversity, inclusion, and community spirit. It highlights 
the importance of fostering a welcoming environment for newcomers to our town, including 
immigrants, refugees, and those from diverse cultural backgrounds. Events are happening 
throughout Cumberland over the course of the week.  
 
Committee members, staff and residence are encouraged to join us on Saturday September 
20th from 3-6PM at the Amherst Curling Club for this year Welcoming Party hosted by YReach 
and the Amherst Multicultural Association.   
 
We look forward to working together to create an inclusive, vibrant, and connected 
community. 
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MEMO 
 
 
TO: Accessibility, Inclusion, Diversity and Equity Committee 
  
FROM: Mallory Klooster, Manager, Community Well-Being 
 
DATE: Wednesday, September 17, 2025  
 
RE: Fall Events 
 
 
The upcoming events are a wonderful opportunity to strengthen community bonds, raise 
awareness of important cultural issues, and celebrate Amherst’s diversity.  
 
1. Truth and Reconciliation Events 
 
Purpose: September 30, 2025, is Truth and Reconciliation Day which aims to honor the 
indigenous communities of Canada, raise awareness about the history of residential 
schools, and promote healing and reconciliation between Indigenous and non-
Indigenous peoples.  
 
This year Town Staff partnered with Indigenous Affairs to highlight our Indigenous 
Community in Amherst and has the following events scheduled for Monday, 
September 29, 2025.  
 
9:30 AM Flag Raising and Proclamation at 92 Church St (YMCA Flag Pole) 
10:00 AM Flag Raising at 40 Havelock St (Indigenous Affairs) 
10:15 AM Unveiling of new sidewalk crossing located at the intersection of Havelock St 
and King St.   
 
2. “Busy Amherst” October Events  
 
Purpose: October is shaping up to be a vibrant month in Amherst with a series of 
exciting events aimed at engaging and entertaining residents. This will include Esther 
Fest, Fibre Arts, Amherst in Gloom and the Scarecrow Stroll, Walking Tours along with 
other arts and culture celebrations, and family-friendly activities, like the U17 game 
taking place on October 31st! 
 
Members of this committee, town staff and interested community members are invited 
to join us and we look forward to working together with our community partners to 
create an inclusive, vibrant, and connected community. 
 
Attached: Busy Amherst- October Calendar 
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2025 
October
Events

Oct 7
Square Dancing 
Cumberland Twirlers
Spring St Academy
7 pm

Oct 10 or 14
Door Open Amherst
Event

Oct 16
Fibre Arts House Tours
4-8 pm
9 Rupert, 113 Spring, 188
East Victoria 

Oct 19
AAHT Walking Tour
Starts at Dayle’s 
1-4 pm

Oct 18
Nova Scotia Mass Choir

Oct 18
Mix & Mingle

Oct 17
The Spirit of Scatarie
Book Tour 
21 Acadia St. 6pm

Scarecrow
Stroll &
Amherst in
Gloom
Oct 17-30, 2025
Visit amherst.ca to
download your
scarecrow map!

Esther Fest
Oct 17-30, 2025
Visit:
greatamherstmystery.com
for full schedule of events.

Fibre Arts
The Nova Scotia Fibre
Arts Festival runs from
Oct 13-18. Visit:
https://www.facebook.co
m/FibreArtsFestival/ Oct 4

Mosonic Breakfast
20 Lawrence St.
Call (902) 667-5895

Oct 16
NDEAM 
Amherst lights up blue
and purple for Disability
Employment Awareness

Oct 17
Harvest Meal

Oct 2
Women’s Outreach and
Community
Engagement Alliance
CCUBIC 10 am-3:30 p.m.

Oct 18
Great Amherst Street
Party
Victoria Square 
11 am to 3 pm

Oct 23
AAHT Walking Tour
Starts at Dayles 5-8 pm

Oct 24
Symphony Nova Scotia
Music at Trinity
1 Ratchford St 7:30 pm

Oct 31
U17 Canada Red vs
Czechia
Amherst Stadium
185 Church St. 7:30 pm
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MEMO 
 
 
TO: Accessibility, Inclusion, Diversity and Equity Committee 
  
FROM: Mallory Klooster, Manager, Community Well-Being 
 
DATE: Wednesday, September 17, 2025  
 
RE: Emergency Preparedness          
 
 
Emergencies can happen suddenly and with little warning. While they can affect everyone, 
they often have a greater impact on persons with disabilities and older adults. During an 
emergency, accessible communication and transportation may not be available, service 
animals or guide dogs may become hurt or frightened, and power outages may affect 
essential medical devices. 
 
The Accessibility Directorate has shared several emergency preparedness resources, 
including general information and tips such as what to include in an at home emergency kit 
and go-bag, tips on creating a support network and guidance on how to support others in your 
community. 
 
These resources are available for committee members and the community.  
 
Staff will share these resources with other Town Hall employees, the Amherst Police 
Department, the Amherst Fire Department and Town of Amherst Public Works.  
 
 

Attached:  

 
Are you Ready? Emergency Preparedness Guide for Persons with Disabilities and Older Adults in 
Nova Scotia: 
 
Emergency and Disaster Preparedness 
 
Be Ready: Emergency Preparedness and Recovery 
 
Emergency Preparedness Guide for People with Disabilities 
 
 
Webinars:  
 
Virtual Gathering Recording - Emergency Preparedness for Persons with Disabilities and Older Adults 
 
Prepared Together 

8

https://novascotia.ca/emergency-education/docs/are-you-ready-emergency-disabilities-en.pdf
https://novascotia.ca/emergency-education/docs/are-you-ready-emergency-disabilities-en.pdf
https://novascotia.ca/emergency-education/
https://www.redcross.ca/how-we-help/emergencies-and-disasters-in-canada/be-ready-emergency-preparedness-and-recovery
https://www.getprepared.gc.ca/cnt/rsrcs/pblctns/pplwthdsblts/index-en.aspx#psn.01
https://drive.google.com/file/d/10TIeivAB5C_Clen5HLBO9rrmcSUlsbzd/view
https://www.youtube.com/playlist?list=PLh2KDU8ZxgnO-DPsWj2An8iE5LOxnNu_r
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Safety Tips
Power  
Outages

Be prepared:

•	 Have enough water, food, medications, pet supplies 
to last at least 72-hours

•	 Charge cell phones and other devices. Consider 
purchasing a power bank to charge devices

•	 Have a battery-powered or wind-up radio
•	 Check the supplies in your emergency kit including  

batteries, glow sticks and flashlights
•	 Consider adding an alternative heat source

During a power outage: 

•	 Turn off appliances and leave one light on
•	 Use battery-powered lights or glow sticks and  

avoid candles
•	 Never use BBQs, generators or camp stoves indoors
•	 Avoid opening your fridge or freezer unless its necessary
•	 Monitor local media for updates

After a power outage: 

•	 Wait 10-15 minutes before turning on tools and appliances
•	 Disconnect power before entering a flooded basement
•	 Throw out unsafe food 
•	 Reset clocks, timers and alarms
•	 Restock your emergency kit
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Safety Tips
Preparing an 
Emergency Kit

When there’s an emergency like a bad winter storm, a hurricane, or a fire it’s important  
to be prepared. You need to be able to look after yourself and your family for the first  
72 hours. Having an emergency kit prepared will help get you through the situation.

Things to remember when 
preparing an emergency kit:

•	 the kit should be easy to carry
•	 everyone in the household should know where it is
•	 check your kit twice a year and replace anything that is out of date
•	 replace the food and water once a year

Things to include:

•	 your emergency plan 
•	 at least 6 litres of water per person (2 litres per day)
•	 food that won’t spoil and that you can eat without cooking, like  

canned and dry foods
•	 manual can opener
•	 first-aid supplies
•	 at least a 3-day supply of your prescription medicines
•	 wind-up or battery-powered flashlight
•	 wind-up or battery-powered radio
•	 batteries for your flashlight and radio
•	 money in small bills
•	 copies of important papers like your driver’s license, birth certificate,  

and insurance papers

It is also important to always keep your car’s gas tank as full as possible and your  
cell phone fully charged. 40



MEMO 
 
 
TO: Accessibility, Inclusion, Diversity and Equity Committee 
  
FROM: Mallory Klooster, Manager, Community Well-Being 
 
DATE: Wednesday, September 17, 2025  
 
RE: AIDE Fall Training Manual Review and Next Steps  
 
 
During the May AIDE meeting, Town staff received input from the members of this committee 
regarding the following goals and action items: 
 
Priority Area: Education  
 
Goal 2: Provide training opportunities for accessibility, equity and anti-racism.  
 
Since the last meeting the Accessibility Advisory Board established a committee of members 
with expertise in service delivery to develop recommendations for an accessibility standard in 
the delivery and receipt of goods and services. The list of recommendations included Service 
Delivery Trainings for staff, volunteers, leaders or other providers who deliver services to the 
public.  
 
The Director of Human Resources with the Town of Amherst has also reviewed the AIDE 
Training Manual and has provided several considerations as we move forward in aligning 
training initiatives with our broader People Strategy.  
 
Key Considerations from the Director of HR include:  
 
1. Role and Department Specific Training 
2. Integration with Training and Development Program (2026 Budget) 
3. Foundations of Belonging Training 
 
It was concluded that combining the AIDE Training Manual with tailored delivery and the 
Foundations of Belonging initiative and embedding both with our upcoming Training and 
Development Program would take the steps necessary to create a more inclusive, engaged 
and resilient workplace culture.  
 
Taking this feedback into consideration as well as the recommendations from the Goods and 
Services Committee, staff have developed the attached fall training plan for review.  
 
 
Attached: Town of Amherst AIDE Fall Training Manual 
                  Full Recommendations English  
                  Summary of Recommendations English 
                  Memorandum from Director of Human Resources   
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Accessibility, Inclusion, Diversity, and 
Equity (AIDE) Fall Training Manual 

Purpose 

 
To structure and guide learning and development activities that help town staff, Amherst 

Police and Fire Departments, individuals and groups acquire the necessary skills and 

knowledge to foster accessibility, inclusion, diversity, and equity within Amherst. 

Internal Plans 

 
The Accessibility, Inclusion, Diversity and Equity (AIDE) Plan outlines our vision and goals 

over the next three to five years and guides our work to bring equity, accessibility and 

antiracism to the forefront of the Town’s decision-making process to strengthen the health 

and wellbeing of Amherst.   

AIDE Strategic Plan include the following directives for training:  

Under Equity and Anti-Racism Plan  

 

1. Be the leader in the community known for Equity, Inclusion and Diversity 

 Ensure compliance with the NS Human Rights Act. 

 Provide educational opportunities for elected officials and employees on respect, 

cultural awareness and the promotion and protection of human rights. 

Under Accessibility Plan  

 

1. Goods and Services 

 Improve service delivery by educating staff through ongoing awareness and training 

programs. 

 Increase knowledge and understanding of accessibility, equity, human rights, 

disability rights and accessibility barriers in our community. 
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 Explore new awareness and training opportunities for staff, senior management and 

Council. 

 

2. Education  

 Provide training opportunities for accessibility, equity and anti-racism. 

Internal Considerations from Human Resources 

 

The Director of Human Resources with the Town of Amherst has provided the Accessibility, 

Inclusion, Diversity and Equity Committee with the following considerations to align our 

training initiatives with the Town’s broader People Strategy:  

1. Role and Department-Specific Training 

 Training delivery should be targeted by role and/or department to ensure 
practicality, maximize impact, and avoid a “check-the-box” learning experience. 
Tailored training will better connect the AIDE principles to the real challenges 
faced in specific work contexts. 

2. Integration with Training & Development Program (2026 Budget) 

 HR is in the process of developing a comprehensive Training and Development 
Program for inclusion in the 2026 operating budget for all staff.  

 Many of the suggested AIDE trainings will be assessed and incorporated into this 
program in order to advance the goals outlined in the AIDE Strategic Plan. 

3. Foundations of Belonging Training 

HR has signed an access agreement to provide the Foundations of Belonging Training for all 

Town Hall staff and managers (approximately 60 initial participants). Roll-out of the training is 

anticipated in October.  

Provincial Priorities  

 
The Accessibility, Inclusion, Diversity, and Equity Plan underscores the importance of both 

internal and external educational training to strengthen the Town of Amherst and foster a 

more equitable and inclusive community. This priority was also emphasized during the 

plan’s development in collaboration with AMANS and the provincial Office of Equity & Anti-

Racism. 

Recently, the Accessibility Directorate’s Goods & Services Advisory Committee submitted 

recommendations to the Minister of Justice, including a call for regular staff training, along 

with additional customized training where needed. 
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The Government of Nova Scotia has shown its commitment to equity and accessibility 

through key legislation and initiatives such as the Accessibility Act, the Dismantling Racism 

and Hate Act, and its 2025–26 Training Plan. 

In addition, staff must be prepared to support individuals with disabilities as they transition 

from institutional settings into the broader community, as required by the Human Rights 

Remedy. Training will be essential to ensure staff are equipped to assist, accommodate, 

adapt to, and communicate effectively with all members of the public. 

Goals & Objectives 

 
• Improve municipal, individual and organizational performance. 

• Increase community-wide awareness and confidence when engaging with persons with 

disabilities. 

• Strengthen inclusive practices across municipal staff, businesses, non-profits, and 

community organizations. 

• Support compliance with provincial accessibility legislation leading up to 2030. 

Target Audience 

 
• All municipal staff: Town Hall Employees, Amherst Police and Fire Departments and 

Public Works  

• Local Businesses 

• Small Organizations 

• Non-Profits 

• Interested Community Members 
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Training Modules 

 

Accessibility Trainings 

AI for Accessibility and Social Impact 

Timeline: September 25, 2025 | 1:00 – 3:00 pm 

Purpose: Equip participants with practical skills and strategies to leverage AI tools for 

accessibility and social good. 

Format: Online (Registration required) 

Resource: https://seachangecolab.com/ace-trainings/ 

Audience: Town Hall Staff, Businesses, Small Organizations, Non-Profits, Community 

Members 

Accessible Customer Service 

Timeline: November 27, 2025 | 1:00 – 3:00 pm 

Purpose: Build skills in interacting with customers who have a variety of disabilities, 

including service animals, assistive devices, and neurodivergence. 

Format: Online (Registration required) 

Resource: https://seachangecolab.com/ace-trainings/ 

Audience: Town Hall Staff: Front Desk and Administrative Supports, Community Living 

Department, Businesses, Non-Profits, Small Organizations 

Engaging Persons with Disabilities       

Timeline: Flexible, self-paced 

Purpose: Build confidence in how to meet, work with, and communicate with people with 

disabilities in respectful and effective ways. 

Format: Online, Self-paced 

Resource: https://accessible.novascotia.ca/resources/engaging-persons-with-disabilities 

Audience: Town Hall Staff: Front Desk and Administrative Supports, Community Living 

Department, Businesses, Non-Profits, Small Organizations, Community Members 
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Disability Rights Online 

Timeline: Flexible, self-paced 

Purpose: Learn the rights of persons with disabilities under the Convention on the Rights of 

Persons with Disabilities and how to seek redress for violations. 

Format: Online, Self-paced (11 modules) 

Resource: https://disabilityrightsonline.ca/online-training/ 

Audience: All municipal staff: Town Hall Employees, Amherst Police and Fire Departments 

and Public Works, Businesses, Small Organizations, Non-Profits, Community Members 

Accessible Province by 2030 

Timeline: Flexible, self-paced 

Purpose: Understand compliance requirements for accessibility in Nova Scotia by 2030. 

Format: Online video (30 minutes) 

Resource: https://vimeo.com/530108865/e5d6c9c23c?&signup=true#_=__ 

Audience: All municipal staff: Town Hall Employees, Amherst Police and Fire Departments 

and Public Works, Businesses, Small Organizations, Non-Profits, Community Members 

Serving all Customers 

Timeline: Flexible, self-paced 

Purpose: The aim of the course is to help businesses create inclusive and welcoming 

environments for all customers. Serving All Customers Better is a free online course 

designed to help frontline service staff address and prevent consumer racial profiling. 

Format: Online, Self-paced 

Resource: https://humanrights.novascotia.ca/education-training/free-online-

training/serving-all-customers-better 

Audience: Town Hall Staff: Front Desk and Administrative Supports, Community Living 

Department, Businesses, Small Organizations, Non-Profits. 
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Diversity, Inclusion and Equity Trainings 

 

Allyship Foundations on Demand  

Timeline: Flexible, self-paced 

Purpose: There are four modules in this course which examine your own intersectionality 

and privilege, explore historic and current day realities of equity seeking groups and 

proactively support inclusion and belonging in your workplace.  

Format: Online, Self-paced 

Resource: https://training.seachangecolab.com/courses/allyship-foundations-on-demand-

-4461c813-e436-4581-9e7a-24e446c9c628/salespage 

Audience: All municipal staff: Town Hall Employees, Amherst Police and Fire Departments 

and Public Works, Businesses, Small Organizations, Non-Profits, Community Members 

Foundations of Belonging-External  

Timeline: Flexible, self-paced 

Purpose: This 11-module course offers a Nova Scotia-specific introduction to Diversity, 

Equity, Inclusion, Belonging, and Accessibility (DEIBA), with a focus on fostering a culture of 

belonging in the workplace. Designed for all employees in NS, this course is available in both 

English and French, totaling 8 hours of content. 

Format: Online, Self-paced 

Resource: https://www.aisc.ca/foundations-of-belonging/ 

Audience: Businesses, Small Organizations, Non-Profits, Community Members  

 

Foundations of Belonging-Internal 

HR has signed an access agreement to provide the Foundations of Belonging Training for all 
Town Hall staff and managers (approximately 60 initial participants). Roll-out of the training is 
anticipated in October. This comprehensive 11-module program (delivered by Placemaking 4G in 
partnership with Skills OnlineNS) addresses core areas of diversity, inclusion, and belonging, 
including: 

 Disrupting Bias: understanding how biases form and how to disrupt them in practice. 
 

 Privileged Aggressions: exploring the impact of “micro” aggressions and strategies to 
repair harm. 
 

 Stereotyping: causes, consequences, and ways to interrupt stereotyping. 
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 Privilege & Power: examining privilege, racism, and applying an anti-racist lens in the 
workplace. 
 

 Creating Accessible Workplaces: addressing barriers and strategies for inclusion. 
 

 Cross-Cultural Communication: communicating effectively and respectfully across 
differences. 
 

 Allyship in Practice: defining and demonstrating meaningful allyship. 
 

 Becoming a Leader in Diversity & Belonging: building inclusive leadership skills. 
 

 Creating a Culture of Belonging at Work: fostering psychologically safe and inclusive 
teams. 
 

 Influencing Organizational Change: using tools and strategies to shift systems and lead 
change. 
 

After the first round of training is delivered, consideration will be given to broadening the 
program to include other staff, with the intention of sharing the benefits of accessibility, 
inclusion, diversity and equity across the organization. 

 
Impact Organizations of Nova Scotia 

Timeline: Flexible, self-paced 

Purpose: Pathways to Actions under Impact Organizations of Nova Scotia, offers tools and 

resources to create more inclusive, equitable workplaces.  

Format: Online, Self-paced 

Resource: https://pathwaytoactions.ca/resources/ 

Audience: All municipal staff: Town Hall Employees, Amherst Police and Fire Departments 

and Public Works, Businesses, Small Organizations, Non-Profits, Community Members  

 

Black Canadians: History, Presence and Anti-Racist Futures 

Timeline: Flexible, self-paced  

Purpose: This micro-course explores some of the major histories, migrations, artists and 

activists that have contributed to the presence and survival of Black people in Canada. 

Format: Online, self-paced  

Resource: https://www.coursera.org/learn/black-canadians?isNewUser=true 
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Audience: Town Hall Staff: Community Living Department, interested staff, Amherst Police 

Department, Businesses, Non-Profits, Small Organizations, Community Members 

Indigenous Awareness 101 

Timeline: Flexible, self-paced  

Purpose: Learn more about the issues facing Indigenous peoples today from historical and 

critical perspectives. 

Format: Online, self-paced  

Resource: https://ecoacademy.ca/online-learning/indigenous-awareness-101/ 

Audience: Town Hall Staff: Community Living Department, interested staff, Amherst Police 

Department, Businesses, Non-Profits, Small Organizations, Community Members  

Anti Racism Training Module 

Timeline: Flexible, Self-Paced 

Purpose: The training module is designed to offer foundational learnings around anti-

racism, including: 

 Understanding systemic and institutional racism 

 Understanding the impacts of colonialism  

 Exploring personal bias  

 Learning practical tools for interrupting racism in daily interactions and 

organizational structures 

 Engaging in reflection and dialogue to support ongoing learning 

Format: Online, Self Paced. Also available as interactive sessions (in person or virtually)  

Resource: https://www.recreationns.ns.ca/resources-and-training.html 

Audience: All municipal staff: Town Hall Employees, Amherst Police and Fire Departments 

and Public Works, Businesses, Small Organizations, Non-Profits, Community Members  

The Antiracism Course with Selam Debs 

Timeline: Review resources for more information  

Purpose: The aim of this course is to dismantle unconscious bias, address white privilege, 

uncover systemic racism and learn how to center the experience of BIR (Black, Indigenous 

and racialized) individuals.   

Format: Online. Register to join the waitlist.  

49



Resource: https://www.selamdebs.com/antiracism-course// 

https://www.selamdebs.com/freeworkshop 

Audience: All municipal staff: Town Hall Employees, Amherst Police and Fire Departments 

and Public Works, Businesses, Small Organizations, Non-Profits, Community Members. 

Implementation Approach 

 
• All Municipal Staff: Complete all modules, with priority on compliance (Accessible 

Province by 2030) and customer service. 

• Businesses & Small Organizations: Focus on Accessible Customer Service, Engaging 

Persons with Disabilities, and compliance requirements. 

• Non-Profits: Complete all modules, with emphasis on Engaging Persons with Disabilities 

and Disability Rights. 

• Community Members: Encouraged to participate in self-paced trainings to foster an 

inclusive community culture. 

Evaluation & Feedback 

 
• Post-training surveys will be issued after each training for All Municipal Staff. 

• Feedback summaries will be presented to Council with recommendations on staff training 

needs and progress toward 2030 compliance. 

• Council will receive a report on which trainings have been completed by staff and 

proposed timelines for remaining modules. 
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Introduction

Introduction to the Standard Recommendations for Accessible Goods 
and Services
Nova Scotia’s Accessibility Act underscores the province’s commitment to ensuring that all 
residents can fully participate in public life by removing barriers to accessibility. As part of 
this vision, the Goods and Services Standard Development Committee (SDC) was tasked 
with creating actionable recommendations that support inclusive and barrier-free access to 
goods and services across public and private sectors.

This document outlines the standard recommendations for accessible goods and 
services, designed to address physical, digital, and systemic barriers faced by individuals 
with disabilities. These recommendations emphasize proactive measures, effective 
communication, and comprehensive training to ensure accessibility is embedded within 
service delivery practices.

The recommendations span a wide range of key areas to create a comprehensive 
framework for accessibility. Highlights include:

•	 Temporary Disruptions of Service Delivery: Ensuring timely and accessible 
communication about service disruptions and available alternatives.

•	 Service Delivery Feedback Processes: Establishing robust mechanisms for collecting 
and addressing feedback on accessibility.

•	 Service Delivery Communications: Promoting accessible communication practices for 
all service interactions.

•	 Service Delivery Events: Ensuring that events are inclusive and accommodate the 
diverse needs of participants.

•	 Service Delivery Training: Providing essential training to equip employees, volunteers, 
and leaders with the knowledge to deliver barrier-free services.

•	 Use of Assistive Devices: Supporting the use of personal and provider-supplied 
assistive devices.

•	 Guide Dogs and Service Dogs: Ensuring access for individuals who rely on guide and 
service dogs.

•	 Support Persons: Accommodating support persons to assist individuals with 
disabilities in accessing goods and services.

•	 Sign Language Interpretation: Offering high-quality interpretation services for effective 
communication.

•	 Policies, Practices, and Procedures: Establishing clear, actionable policies to uphold 
and maintain accessibility standards.
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These recommendations reflect the principles of dignity, independence, integration, and 
equality of opportunity for individuals with disabilities. They aim to create a foundation for 
sustainable and meaningful change in the delivery of goods and services, moving Nova 
Scotia closer to its goal of being an accessible province by 2030.

Background
Nova Scotia’s Accessibility Act, enacted in 2017, recognizes accessibility as a fundamental 
human right and sets a goal for an accessible province by 2030. This legislation enables 
the government to establish accessibility standards in key areas, including:

•	 Built Environment
•	 Education
•	 Employment
•	 Delivery and Receipt of Goods and Services
•	 Information and Communication
•	 Public Transportation and Transportation Infrastructure

In June 2023, the government committed to developing an accessibility standard specifically 
for goods and services. The purpose of this standard is to prevent and remove barriers that 
hinder individuals with disabilities from accessing and benefiting from goods and services 
across Nova Scotia. The scope of the standard includes ensuring accessible service delivery 
by public and private providers, addressing physical, digital, and systemic barriers.

Under the Accessibility Act, the Accessibility Advisory Board (AAB) advises the Minister 
of Justice on the development of accessibility standards. To support this work, the 
AAB established the Goods and Services SDC composed of individuals with disabilities, 
representatives from service organizations, and other stakeholders. The committee’s work 
focuses on developing recommendations for regulations that will improve accessibility and 
ensure inclusivity in service delivery.

The Standard Development Process 
The Accessibility Act outlines the following steps for developing accessibility standards: 

1.	 The AAB establishes an SDC to assist them in developing recommendations on the 
content and implementation of the standard. 

2.	 The SDC develops recommendations in consultation with community, sector, and 
government.

3.	 The AAB submits recommendations to the Minister of Justice. These 
recommendations are made publicly available. 
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4.	 The Minister prepares the proposed accessibility standard, adopting the AAB 
recommendations in whole, in part, or with modifications. 

5.	 The Minister makes the proposed standard publicly available for comment for 60 days. 

6.	 The Minister consults with the AAB with respect to any comments received, and 
revises the proposed standard, if necessary. 

7.	 The Minister recommends the accessibility standard to the Governor-in-Council for 
approval as a regulation.

Approach to Developing Recommendations
The Goods and Services SDC adopted a thorough and collaborative process to develop its 
recommendations, ensuring they address the diverse needs of Nova Scotians and align 
with the province's goal of accessibility by 2030.

The committee began its work by reviewing accessible customer service standards from 
other jurisdictions, including Ontario and Manitoba, which served as foundational models. 
These models were adapted through a combination of best practice research, jurisdictional 
analysis, and meaningful engagement with experts and individuals with lived experience to 
develop standard recommendations tailored to Nova Scotia’s unique context. 

To ensure the recommendations reflect the diverse needs of Nova Scotians, the AAB and 
SDC launched an engagement process to gather input from key groups. These included 
individuals with disabilities and Deaf individuals, organizations supporting persons with 
disabilities, goods and services providers, prescribed public sector bodies and government 
departments. Feedback was collected through virtual consultation sessions and written 
submissions between October 14 and November 26, 2024.

The feedback gathered during consultations was incorporated into the recommendations, 
ensuring they are actionable, realistic, and responsive to the needs of all Nova Scotians. 
These recommendations will serve as a critical step toward developing a goods and 
services accessibility standard.

Applicability and Scope
It is recommended that all businesses, organizations, and public entities that provide goods 
and services in Nova Scotia must comply with the recommended goods and services 
accessibility standard with specific exemptions for micro-businesses under defined criteria. 

Recognizing the diverse capacities of businesses across Nova Scotia, it is recommended 
that micro-businesses of fewer than 5 employees are exempt from the standard where:

•	 The business operates entirely online and provides no physical access points.
•	 There are no employees, and the business is operated solely by the owner, with minimal 

external engagement.
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The standard recommendations aim to ensure equitable access for all, including persons 
with disabilities. It is recommended that those businesses that do not meet the definition 
for micro-businesses but have fewer than 10 employees or annual revenue below $500,000 
may adopt alternative measures that achieve the same accessibility outcomes as 
prescribed in the standards but may be more feasible given their size and resources.

The remainder of this document outlines each recommendation for the goods and services 
accessibility standard in detail. Each recommendation includes specific actions and 
requirements for goods and services providers to ensure accessibility in areas such as 
service disruptions, feedback processes, training, and inclusive policies. Together, these 
recommendations provide a roadmap for achieving accessible goods and services across 
Nova Scotia by 2030.
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Temporary Disruptions  
of Service Delivery 
Temporary disruptions to services can significantly impact accessibility for individuals with 
disabilities. This recommendation ensures that goods and services providers proactively 
notify the public of disruptions and provide alternatives wherever possible, maintaining 
access to critical services.

Recommendation 1: Temporary Disruption of Service Delivery 
If there is a temporary disruption in service delivery, whether expected or unexpected, the 
goods and services provider must give notice of the disruption to the public as soon as it 
is reasonably possible. For expected disruptions, pre-scheduled notifications should be 
provided.

The notice of temporary disruption must include:

•	 The nature of the disrupted service.
•	 The reason for the disruption. 
•	 The anticipated length of the disruption.
•	 Contact information.
•	 A description of alternative facilities or services, if available.

The goods and services provider must: 

•	 Prominently display the temporary disruption notice in an accessible area on the 
premises, which is owned or operated by the goods and services provider.

•	 Post the temporary disruption notice online on a public digital platform such as the 
organization’s website, email notifications to affected users and/or active social media 
feeds.

•	 Notify people that this document is available on request in accessible formats.
•	 Provide a copy of the document to anyone who requests it in accessible formats.

Where circumstances make immediate notification challenging (e.g., fire or online service 
outages), the goods and services provider should take reasonable steps to inform the 
public using alternative means as soon as possible.

This recommendation applies to temporary disruptions on physical premises, owned or 
operated by the goods and services provider, and digital spaces (e.g., email, websites, 
social media feed, etc.).
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Service Delivery Feedback Process
A well-structured feedback process is essential for identifying and addressing accessibility 
issues in service delivery. This recommendation ensures that individuals can provide 
feedback easily and that the goods and services provider respond in a timely and 
transparent manner.

Recommendation 2: Service Delivery Feedback Process
Every goods and services provider must establish a process for receiving and responding 
to feedback about the accessibility of its service delivery and accessibility of the feedback 
process itself. This process should consider both the physical and digital spaces in 
feedback on service delivery. 

Every goods and services provider must:

•	 Make information about the feedback process available to the public in accessible 
formats. 

•	 Offer multiple ways for people to provide feedback (e.g., phone, in person, online). 
Email must be included as an option for submitting feedback and receiving responses. 
Additional methods must be made available upon request to ensure communication 
occurs in the format most accessible and comfortable for the individual (e.g., American 
Sign Language, spoken, plain language).

•	 Acknowledge receipt of feedback within 72 hours, providing a confirmation of receipt 
and an initial timeline for response.

•	 Respond with a plan to address the issue within 20 days of receiving the feedback.
•	 Provide regular updates, especially for issues that may take longer to resolve, and 

ensure complaints are addressed within a reasonable timeframe based on the nature 
and requirements of the issue.

•	 Keep a record of the feedback received, including the actions taken to address it and the 
time taken to resolve each issue.

•	 Give individuals the opportunity to communicate concerns and provide feedback on the 
feedback process itself. 
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Service Delivery Communications
Accessible communication is key to ensuring inclusive service delivery. This 
recommendation focuses on ensuring that the goods and services provider’s 
communication practices are clear, effective, and accessible to all, addressing both 
physical and digital communication needs.

Recommendation 3: Service Delivery Communications
This recommendation aims to ensure that the goods and services provider’s 
communication practices are accessible to people with disabilities. This could include but 
is not limited to providing information in multiple formats and ensuring that signage and 
information displays are clear and accessible. Each goods and services provider must 
train staff to understand different communication needs and the basics of accessible 
communication. Specialized training (e.g., learning sign language) is not required. The 
goal is to help staff recognize when specific communication needs arise and know how to 
provide or arrange the right support.

Each goods and services provider must ensure that when communicating with a person 
with a disability, the communication takes into account the person’s disability.
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Service Delivery Events
Public events must be accessible to all members of the community. This recommendation 
ensures that event notices, venues, and participation methods are designed to 
accommodate individuals with disabilities, fostering inclusivity and equal access.

Recommendation 4: Service Delivery Events
Every goods and services provider who holds events must ensure that the notice of the 
event is accessible. This includes ensuring that notices are available in multiple formats 
and that options are available on request.

This applies to events on the goods and services provider’s physical premises, owned or 
operated by the goods and services provider, and digital spaces.

This recommended standard applies to events that are:

•	 Public-facing or open to members of the public.
•	 Designed to engage the community, provide services, or share information.

Small, private, or informal gatherings that are not open to the public (e.g., staff-only 
meetings, social gatherings unrelated to service delivery, or spontaneous discussions) 
are excluded.

Every goods and services provider who holds events must ensure that: 

•	 Any registration for an event is accessible.
•	 Accessibility options are proactively promoted in event communications. This includes 

clearly outlining how to request specific accommodations, such as sign language 
interpreters or assistive devices, and providing deadlines for such requests when 
necessary. 

Every goods and services provider must take reasonable measures to ensure that the event 
is held in a physical or digital space that is accessible. This includes:

•	 Seeking out accessible venues or digital platforms as a first priority.
•	 Providing information about the accessibility features of the chosen venue or platform.
•	 Offering alternative formats or participation methods if a fully accessible venue or 

platform is not available. For example, providing a livestream for a physical event that is 
not fully accessible.

•	 Documenting efforts to secure an accessible space and explaining why it was not 
possible if an accessible venue or platform could not be found.
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Every goods and services provider must ensure that the communication needs of persons 
with disabilities are met on request. This may involve but is not limited to providing real-
time access to communication (e.g., live captioning, Sign Language Interpretation) and 
ensuring these options are promoted and available on request.   

63



14

Service Delivery Training
Proper training equips goods and services providers to meet the accessibility needs of 
individuals with disabilities. This recommendation outlines essential training requirements 
to ensure that staff, volunteers, and leadership are prepared to deliver inclusive and barrier-
free services.

Recommendation 5: Service Delivery Training
Every goods and services provider must ensure that the following people receive service 
delivery training, whether new or current: 

•	 Employees
•	 Agents and regular volunteers
•	 Management and leadership
•	 People who participate in, or are responsible for, the development or implementation of 

the goods and services provider’s policies.
•	 All other people who provide service delivery on behalf of a goods and services provider.
•	 Board Members
•	 Elected Officials

Every goods and services provider must ensure that training content is provided in 
accessible formats if requested and includes:

•	 A review of the Nova Scotia Human Rights Act.
•	 A review of the Accessibility Act.
•	 A review of the requirements in the Goods and Services Standard.
•	 How to interact and communicate with individuals who are Deaf and those with 

disabilities, considering all methods of communication, including plain language and 
sign languages.

•	 Consider awareness of disability, including visible and invisible, episodic and 
temporary ones. 

•	 How to interact with persons with disabilities who use an assistive device or require the 
assistance of a support person or service dog. 

•	 How to use any equipment or assistive devices available on the goods and services 
provider’s premises, or otherwise provided by the goods and services provider, online or 
in person, that may help with service delivery for people with disabilities (e.g., a scooter 
provided by a grocery store for shopping). 

•	 What to do if a person with a disability finds barriers when accessing the provider’s 
service delivery. 
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•	 How intersecting identities may impact service delivery.
•	 These interactions include phone, in person, and virtual communication methods. 
•	 How to identify, remove, and prevent barriers in service delivery, whether this is done by 

humans or are through computers, or artificial intelligence.

The Government of Nova Scotia must curate or develop resources to assist employers in 
meeting the requirements of the accessible goods and services standard. These resources, 
including training materials, must be available via a central resource hub for employers 
before the standard is enacted and available in accessible formats.  

People with lived or living experience of disabilities must be actively involved in both the 
development and provision of training. Their involvement can take various forms, such as:

•	 Direct participation in creating and delivering training.
•	 Providing consultation and guidance to ensure the training is effective and inclusive. 

Additionally, employers must not rely solely on government-provided materials in instances 
where specialized training is required for specific services offered. Employers must ensure 
that additional or customized training is provided when the general training does not 
adequately cover the specific needs and services of the employer. This ensures that all 
specialized training needs are met and that the training is relevant to the unique demands 
of the service provided.

The goods and services provider must ensure training is provided:

•	 As soon as is reasonably possible, after the person has been assigned the duties, or if 
the person is already performing the duties, when the standard applies to the goods and 
services provider. 

•	 Refresher training must be provided at least every three years to ensure that all 
individuals stay informed about updates to accessibility standards, policies, and best 
practices.
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Use of Assistive Devices
Assistive devices are any equipment, hardware, software, apps, computers, or devices used 
in physical or virtual spaces. These devices may be used by people to help them with all 
aspects of life.

Recommendation 6: Assistive Devices
Each goods and services provider must recognize that a person with a disability may 
use assistive devices to remove or reduce barriers to access, use, and benefit from 
service delivery, and the measures and practices that the organization implements must 
reasonably accommodate the use of these devices.

Each goods and services provider must ensure staff are trained to:

•	 Recognize and accommodate assistive devices brought by individuals.
•	 Provide guidance on the proper use of assistive devices made available by the provider.

Refresher training should be provided at least every three years to ensure continued 
knowledge of updates to policies, and changes in assistive technology.

This recommendation applies to both devices that the person already uses and brings 
with them to the goods and services provider (e.g., wheelchairs, walkers, computer 
devices, or magnifiers) and devices that the goods and services provider may provide to 
the public (e.g., on-site wheeled mobility devices, automatic doors, or widgets on their 
website for voice-to-text).

If the goods and services provider requires the use of a specific assistive device for 
accessing services, then the provider must waive payment of the amount, if any, for the 
use of that device.

If this causes undue hardship, then a reasonable fee may apply. The goods and services 
provider must ensure that advance notice is given about the fee amount, if any, for the use 
of assistive devices.
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Guide Dogs and Service Dogs
In developing these recommendations, the Goods and Services SDC engaged in extensive 
discussions about the inclusion of guide dogs, service dogs, service animals, and 
emotional support animals. The committee recognizes the diverse needs of individuals 
with disabilities and the importance of balancing inclusion with clarity and enforceability.

Based on the consultation(s) and to align with current Nova Scotia legislation, the 
committee is proposing to the AAB to limit the current recommendations to guide dogs and 
service dogs. 

While guide dogs and service dogs are recognized under Nova Scotia legislation, including 
the Blind Persons’ Rights Act and the Service Dog Act, which establish clear standards for 
training and certification, there is currently no equivalent framework for service animals or 
emotional support animals in the province.

The committee acknowledges that some individuals with disabilities require the use of 
emotional support animals or service animals that are not dogs to mitigate their disability. 
The lack of certification standards for service animals and potential misuse of provisions 
related to service animals or emotional support animals could undermine the rights and 
experiences of individuals who rely on trained, certified guide or service dogs. Furthermore, 
given this disparity on certification and training, goods and services providers may also 
experience a lack of clarity when providing services to persons whose service animals 
accompany them. 

As training and certification requirements for service animals are developed, it will be 
essential that future engagements explore how to support the needs of individuals who 
may benefit from the companionship and calming presence of emotional support animals 
(e.g., individuals with mental health conditions, sensory processing disorders, etc.), while 
also addressing concerns about training and certification.

To ensure the current recommendations remain practical and enforceable within existing 
frameworks, the focus of the current recommendation is limited to guide dogs and service 
dogs as defined in the Nova Scotia Blind Persons’ Rights Act and the Service Dog Act.

Recommendation 7: Guide Dogs and Service Dogs
Each goods and services provider, in their policies, must recognize that a person with a 
disability may use a guide dog or service dog to remove or reduce barriers to access and/ 
or use and benefit from service delivery. The measures and practices that the organization 
implements must reasonably accommodate the use of guide dogs and service dogs. 
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In Nova Scotia, we have the Service Dog Act. This recommended standard is intended to 
complement but does not supersede the provisions of the Blind Persons’ Rights Act or the 
Service Dog Act. 

Organizations need to ensure that any signs, rules or webpages that say, “no dogs” or “no 
pets” are changed to say, “no dogs, except guide dogs or service dogs” or “no pets, except 
guide dogs or service dogs”.

Guide dogs and service dogs must be trained and certified to perform specific tasks to 
assist a person with a disability. Training must be conducted by a person or establishment 
specializing in the training of guide dogs or service dogs. 

If a person with a disability has a service dog with them, the goods and services provider 
must ensure that the person is permitted to enter the premises with the dog, and that the 
person with a disability always has access to the guide dog or service dog.

This applies to physical premises, owned or operated by the goods and services provider, 
where the public, and third parties, can access service delivery except where dogs are 
excluded by law from premises. 

If a guide dog or service dog is excluded by law, the goods and services provider must 
inform the person of the law, and then in consultation with the person, must ensure that 
an alternative, or other measures is available, so that the person can obtain, use or benefit 
from the service delivery.

The goods and services provider must not charge a fee for the guide dog or service dog. 
If this causes undue hardship, then a reasonable fee may apply. The goods and services 
provider must ensure that advance notice is given about the fee amount, if any, for the 
guide dog or service dog.

The person with the guide dog or service dog is responsible for its actions while on the 
premises of the goods and services provider. 
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Support Persons 
Support persons play a vital role in helping individuals with disabilities access and benefit 
from services. Their role is distinct and separate from that of sign language interpreters, 
as they provide different forms of support tailored to individual needs. In some cases, 
an individual may require both a support person and a sign language interpreter. This 
recommendation ensures that policies accommodate the presence of support persons and 
eliminate financial and procedural barriers to their assistance.

Recommendation 8: Support Persons
Each goods and services provider, in their policies, must recognize that individuals with 
disabilities may need support persons to remove or reduce barriers to accessing, using 
and benefiting from services. A goods and services provider’s policies should reasonably 
accommodate the use of support persons.

This applies to physical premises, owned or operated by the goods and services provider, 
where the public, and third parties, can access service delivery. This can also include 
people using assistive devices to access support people, and other digital or virtual means 
of support (e.g., a telepresence or virtual support).

If a person with a disability has a support person(s) with them, the goods and services 
provider must:

•	 Ensure that both persons are permitted to enter the premises together.
•	 Ensure that the person with a disability always has access to the support person.

In some cases, a goods and services provider may require a person with a disability to be 
accompanied by a support person for health or safety reasons. If so:

•	 The goods and services provider must first consult with the person with a disability to 
explore all alternatives.

•	 If no alternatives are available and the person with a disability consents, the goods and 
services provider may require a support person, but only if it’s necessary to protect the 
health or safety of the person or others.

•	 The goods and services provider must document the justification for requiring a support 
person and outline how the determination was made, including any applicable health or 
safety assessments.

The goods and services provider must not charge a fee for a support person, or persons to 
be admitted to, or present, at the premises or online. A support person must be admitted 
free of charge in all cases where they are actively assisting an individual with a disability.  
If the support person is not providing direct support, regular admission fees apply.
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If this causes undue hardship, then a reasonable fee may apply. The goods and services 
provider must ensure that advance notice is given about the fee amount, if any, for the 
support person, or persons.

If the goods and services provider requires a support person, or persons to accompany the 
person with a disability on the premises, then the goods and services provider must waive 
payment of the amount, if any, for the support person, or persons.

The goods and services provider must comply with relevant legislation that may require 
that a support person be of a certain age if age restrictions are applied by law to individuals 
accessing, using, and benefiting from services (e.g., the Liquor Control Act).
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Sign Language Interpretation
Sign language interpreters play a crucial role in facilitating effective communication 
between Deaf and non-Deaf individuals to ensure inclusive and accessible interactions.

It is important to note that sign language interpreters are not support persons. They are 
professionals who are provided to facilitate communication between Deaf and non-Deaf 
people.

Sign language interpreters can be either Deaf or hearing. In some cases, they work together 
as a team to provide accurate and culturally appropriate interpretation.

Sign language interpretation services can be used synchronously with assisted services, 
devices, and/or supports. 

Recommendation 9: Sign Language Interpretation
Each goods and services provider must ensure that sign language interpreters are made 
available upon request. The responsibility for the cost of these services must not be placed 
on the Deaf individual.

The following applies only to prescribed public sector bodies.

All prescribed public sector bodies must make sign language interpretation services 
available upon request, ensuring effective communication and full participation for all Deaf 
and hard-of-hearing individuals.

To ensure high-quality services, the sign language interpreters provided must be members 
of the Canadian Association of Sign Language Interpreters (CASLI). CASLI members 
adhere to a code of ethics and ethical practice, guaranteeing professionalism and reliability.

All prescribed public sector bodies must have a policy and procedure for requesting and 
providing sign language interpretation services. This policy must apply to all departments 
and services within Nova Scotia that interact with the public, including but not limited to 
healthcare, education, public services, and events.

The policy must include a statement of commitment to providing equal access to information 
and services for Deaf and hard-of-hearing individuals. The policy must also include:

•	 Details on how requests can be made.
•	 Information on the advance notice required for requests for sign language interpreters. 
•	 Procedures for accommodating urgent or emergency requests.
•	 Who is responsible for processing requests, scheduling sign language interpreters, and 

ensuring that all parties are informed of the arrangements.
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•	 Details on how confidentiality will be maintained for requests and the information 
shared during the interpretation. This should be in accordance with privacy laws and 
regulations.

•	 Methods for receiving feedback from Deaf and hard-of-hearing individuals on the 
interpretation services.

•	 Processes for handling and resolving complaints or concerns. 
•	 A commitment to annual reviews and updates to reflect changes in regulations, best 

practices, or community needs.

All prescribed public sector bodies must ensure that all staff are aware of the policy and 
the procedure for requesting sign language interpreters. 

The cost of sign language interpretation services will be covered by the prescribed public 
sector body. The Government of Nova Scotia must provide adequate funding to prescribed 
public sector bodies to be able to support these services. 
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Policies, Practices, and Procedures
Clear policies, practices, and procedures are key to successfully putting accessibility 
standards into action and ensuring accountability. This recommendation ensures goods 
and services providers create, document, and regularly update their policies to follow the 
standards once they are finalized.

Recommendation 10: Policies, Practices, and Procedures
Every goods and services provider must develop, implement, and maintain one policy, or 
multiple policies, that document how the goods and services provider achieves, or will 
achieve accessibility, in person and virtually, through meeting its requirements in each of 
the sections of this recommended standard:

•	 Temporary Disruptions of Service Delivery 
•	 Service Delivery Feedback Process
•	 Service Delivery Communications
•	 Service Delivery Events
•	 Service Delivery Training
•	 Use of Assistive Devices
•	 Guide Dogs and Service Dogs
•	 Support Persons
•	 Sign language Interpretation

Each policy must include the corresponding practices and procedures that show how the 
goods and services provider will meet the requirements outlined in each section of this 
standard. These policies, practices, and procedures must also align with the duty to provide 
reasonable accommodations under the Nova Scotia Human Rights Act.

The policy (or policies) must include a statement of commitment to meet the accessibility 
needs of people with disabilities in a timely manner, without cost, wherever possible. 

In developing, implementing and maintaining the policy (or policies), practices, and 
procedures, every goods and services provider must try to ensure they are consistent 
with four principles:

a.	 The goods, services or facilities must be provided in a manner that respects the 
dignity and independence of persons with disabilities.

b.	 The provision of goods, services or facilities to persons with disabilities must be 
integrated with the provision of goods, services or facilities to others, unless an 
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alternative measure is necessary, whether temporarily or on a permanent basis, to 
enable a person with a disability to obtain, use or benefit from the goods, services or 
facilities.

c.	 Persons with disabilities must be given an opportunity equal to that given to others 
to obtain, use and benefit from the goods, services or facilities.

d.	 When communicating with a person with a disability, the goods and services 
provider must do so in a manner that considers the individual's identified barriers or 
accessibility needs.

Every goods and services provider must: 

•	 Notify people that the policy (or policies) is available on request and must provide a 
copy of the document to anyone who requests it. 

•	 Make the document(s) available in accessible formats.
•	 Prominently display the policy in an accessible area on the premises.
•	 Post the information online, on a website, online information page, or other public site 

(including social media). If a website is not available, the policy must be shared through 
alternative means, such as printed materials or by email upon request.

Policies, practices, and procedures must be reviewed and updated at least every three 
years to reflect changes in accessibility standards, best practices, or organizational changes.

Small businesses (i.e., fewer than 10 employees or annual revenue below $500,000) 
with limited resources may align reviews with significant operational changes instead of 
adhering to a fixed timeline, provided updates are made promptly when gaps are identified.

74



25

Glossary of Terms 

Accessibility Services
Programs, services, processes, and policies related to accessibility accommodations, 
communication, language interpretation, assistive technology, and others that ensure 
access to goods and services.

Accessible
Free of substantial barriers that hinder enjoyment in all aspects of life, allowing equal access 
to services, information, and physical environments. When a space or item can be used or 
experienced by the full range of human diversity with respect to ability, language, culture, 
gender, age, and other forms of human difference on an equivalent basis with others.

Accessible Formats
Current, quality print, electronic, audio, or visual material that is formatted so that all people 
with disabilities and Deaf people can equitably access the information presented. This may 
include (but is not limited to) ensuring compatibility with appropriate assistive technology, 
captioning, described video, large print, plain language, braille, translation and interpretation 
to sign language, easy read, and video transcripts. (Source: Accessibility Advisory Board’s 
Recommendations to the Minister of Justice on an Accessibility Standard in Education)

Actively Assisting
Refers to a support person directly and purposefully providing the necessary assistance to 
enable an individual with a disability to access, use, or benefit from a service. Examples of 
"actively assisting" could include but are not limited to:

•	 Helping with mobility (e.g., guiding or stabilizing the individual, pushing a wheelchair).
•	 Assisting with communication (e.g., facilitating conversations, reading documents 

aloud).
•	 Providing personal care (e.g., helping with eating, toileting, or managing medication).
•	 Offering guidance or clarification during complex procedures or activities.
•	 Assisting individuals with cognitive or neurological disabilities (e.g., helping someone 

with autism navigate social interactions, manage sensory challenges, or stay focused 
during an activity).
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Assistive Devices
Equipment, hardware, software, apps, or other devices used to aid people with disabilities 
and Deaf people in both physical and digital spaces, allowing them to participate in 
and enjoy all aspects of life. This may include but is not limited to wheelchairs, walkers, 
scooters, computer devices, or magnifiers.

Barrier
Anything that hinders or challenges the enjoyment of all aspects of life for people with 
disabilities and Deaf people. Barriers may be systemic, structural and individual, and 
can take the form of physical barriers, architecture, information, communications, 
attitudes, technology, policies, or practices. (Source: Accessibility Advisory Board’s 
Recommendations to the Minister of Justice on an Accessibility Standard in Education)1 

Deaf
A sociological term referring to those individuals who are medically deaf or hard of hearing 
who identify with and participate in the culture, society, and language of Deaf people, which 
is based on sign language. (Source: Accessibility Advisory Board’s Recommendations to 
the Minister of Justice on an Accessibility Standard in Education)

deaf
A medical/ audiological term referring to those people who have little or no 
functional hearing. May also refer to people who are medically deaf but who do not 
necessarily identify with the Deaf community. (Source: Accessibility Advisory Board’s 
Recommendations to the Minister of Justice on an Accessibility Standard in Education)

Disability
A physical, mental, intellectual, learning or sensory impairment, including an episodic 
disability, that, in interaction with a barrier, hinders an individual’s full enjoyment of all 
aspects of life. Some people may not have a diagnosed disability but still experience 
accessibility barriers. Others who experience accessibility barriers may not identify 
as having a disability. This may include people who are Deaf, those who identify as 
neurodivergent, those who have a chronic illness or condition, and others. In this document, 
the term “people with disabilities” is intended to include all people who experience 
accessibility barriers. 

1 �Attitudinal barriers are unfair or negative opinions about others based on their disability or the intersection of disability with race, gender, 
and age. These attitudes develop over time and are influenced by both internal and external experiences. Attitudinal barriers can hinder 
effective communication, understanding, and connection with others.
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Digital Space
Any online platform used by the goods and services provider. This may include but is not 
limited to email, websites, or social media feeds.

Disruption of Service Delivery
Temporary interruption or change of services provided by the goods and services provider, 
whether expected or unexpected, that affects physical premises or digital spaces.

Equity/ Equitable
Equity means ensuring everyone has the opportunity to access and participate in the 
full enjoyment of all aspects of life. This means expecting and welcoming diversity, 
understanding and addressing discriminatory and exclusionary systems, practices, and 
policies, and removing specific and diverse barriers to access and participation. (Source: 
Accessibility Advisory Board’s Recommendations to the Minister of Justice on an 
Accessibility Standard in Education)

Event
An event is any organized gathering, meeting, or activity initiated by a goods and services 
provider, intended for public participation or attendance, whether held in physical or digital 
spaces. This includes, but is not limited to:

•	 Conferences, seminars, and workshops.
•	 Public meetings, town halls, and forums.
•	 Cultural, recreational, and social activities.
•	 Training sessions and educational programs.
•	 Webinars, virtual meetings, and online presentations.

Exclusions:

The following are generally excluded from this definition:

•	 Private gatherings not open to the public.
•	 Informal, spontaneous meetings without prior organization.

Goods and Services Provider
A goods and services provider refers to any organization, business, or entity that offers 
goods, services, or facilities to the public, either directly or indirectly, regardless of its size, 
sector, or type of ownership. This encompasses public sector providers (e.g., government 
departments, publicly funded institutions), private sector providers (e.g., retail stores, 
professional service firms), nonprofit and community organizations (e.g., charitable 
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organizations, advocacy groups), online or digital providers (e.g., e-commerce sites, 
online education platforms), and event or space operators (e.g., venues for public use, 
rental providers for events). These providers are responsible for ensuring their services 
are accessible to all individuals, including those with disabilities, in compliance with Nova 
Scotia's accessibility legislation.

Guide Dog
A guide dog is defined, in accordance with the Blind Persons’ Rights Act, as a dog 
specifically trained to assist individuals with visual impairments.

Intersectionality
Intersectionality is a way of looking at how all the different parts that make up a person 
(i.e., their gender, race, class, disability, etc.) can come together to affect how they are 
treated in society. It helps us understand how these different aspects can lead to both 
advantages and disadvantages for a person. Intersectionality helps us see and address the 
various ways people can face discrimination or privilege based on these different factors. 
(Source: Accessibility Advisory Board’s Recommendations to the Minister of Justice on an 
Accessibility Standard in Employment)

Plain Language
Communication is in plain language when it is written or presented in a way that is easy for 
the intended audience to understand. This means the words, structure, and design are clear, 
helping people quickly find the information they need and use it effectively. For example, 
this includes using short sentences, avoiding jargon and technical terms or complex words. 
(Source: Accessibility Advisory Board’s Recommendations to the Minister of Justice on an 
Accessibility Standard in Employment, Adapted from What is plain language?)

Service Dog
As defined in the Service Dog Act, a "service dog" is a dog that is trained to perform specific 
tasks to assist a person with a disability and is certified as a service dog.

Sign Language Interpreters
Sign language interpreters are not support persons. They are professionals who are 
provided to facilitate communication between Deaf and non-Deaf people. Sign language 
interpreters can be either Deaf, hearing, or a combination of both. Sign language 
interpretation services can be used synchronously with assisted services, devices, and/ 
or supports.
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Support Person
An individual who accompanies a person with a disability or Deaf person to assist with 
communications, personal care, or accessing and benefiting from service delivery, whether 
on physical premises or through digital means.

Undue Hardship
An action requiring significant difficulty or expense when considered in light of a number of 
factors. These factors include the nature and cost of the accommodation in relation to the 
size, resources, nature, and structure of the goods and services provider.2 

2 �Undue hardship is determined on a case-by-case basis. The burden of proof that an undue hardship prevents removal of a barrier rests 
with the goods and services provider on reasonable grounds communicated promptly to the person impacted.
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80



31
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Recommendations to the 
Minister of Justice on an 
Accessibility Standard  
in Goods and Services

Submitted to the Minister of Justice  
by the Accessibility Advisory Board

May 2025

Summary

This is a summary of recommendations developed by the 
Goods and Services Standard Development Committee and 
submitted to the Accessibility Advisory Board in March 2025.

The Accessibility Advisory Board reviewed, made 
amendments, and approved the recommendations for 
submission to the Minister of Justice.
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Introduction
Nova Scotia’s Accessibility Act enables Government to develop and enact accessibility 
standard regulations in various areas, including goods and services. The Accessibility 
Advisory Board is responsible for developing recommendations for the Minister of 
Justice on accessibility standards. The Goods and Services Standard Development 
Committee (SDC) was created to help the Accessibility Advisory Board develop 
recommendations on the accessibility standard in goods and services. 

The recommendations are designed to address barriers in service delivery, including 
physical, digital and systemic barriers. They include specific actions and requirements  
for goods and services providers to ensure accessibility in areas such as service 
disruptions, feedback processes, training, communications, and inclusive policies.  
The recommendations also include areas such as assistive devices, guide dogs and 
service dogs, support persons, and sign language interpreters. 

The recommendations apply to all businesses, organizations and public entities that 
provide goods and services in Nova Scotia. There are specific exemptions for micro-
businesses with fewer than 10 employees or annual revenue less than $500,000.  
These recommendations apply to services delivered both on physical premises and 
within digital spaces. 

The Goods and Services SDC held consultations to gather feedback on their 
recommendations. The following groups provided feedback: persons with disabilities, 
organizations supporting persons with disabilities, goods and services providers, 
prescribed public sector bodies (PPSBs), and government departments. PPSBs  
include municipalities, libraries, health authorities, education organizations, and  
crown corporations.

The following is a summary of the content of the recommendations. 
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Recommendations for a Goods and 
Services Accessibility Standard

Recommendation 1 – Temporary Disruptions of Service Delivery
Temporary disruptions to services can significantly impact accessibility for people 
with disabilities in accessing, using and benefiting from goods and services. This 
recommendation requires goods and services providers to notify the public of disruptions 
and provide information about alternatives to maintaining access to critical services. 

Recommendation 2 – Service Delivery Feedback Processes
Feedback processes are important in understanding the needs of people with disabilities 
and improving the accessibility of service delivery. The recommendation requires goods 
and services providers to create a process for receiving and responding to feedback about 
the accessibility of its service delivery, and the feedback process itself. 

Recommendation 3 – Service Delivery Communications
This recommendation addresses barriers people with disabilities experience when 
communicating with goods and services providers. The recommendation requires that 
goods and services providers deliver information in multiple formats, and make sure signage 
and displays are clear and accessible. Goods and services providers must train staff to 
understand different communication needs and the basics of accessible communication to 
help staff recognize different communication needs and respond accordingly. 

Recommendation 4 – Service Delivery Events
This recommendation requires that goods and services providers ensure that event 
announcements, registration processes, venues, and participation options for public 
events are accessible to people with disabilities. Small, private or informal gatherings 
are exempt. The recommendation also requires goods and services providers to ensure 
different communication options are promoted, and available upon request, to meet the 
communication needs of people with disabilities at the public event. 
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Recommendation 5 – Service Delivery Training
Staff, volunteers, and leaders need to be prepared to deliver inclusive and accessible 
services. Therefore, this recommendation states that goods and services providers will be 
required to provide training to those delivering services. 

It is also recommended that the Government of Nova Scotia be required to support goods 
and services providers in creating the training by providing them with resources through 
a central hub, in accessible formats. The recommendations require that people with 
disabilities must be involved with developing and/or providing the training as well. 

Recommendation 6 – Use of Assistive Devices
Assistive devices include equipment, hardware, software, apps, etc. They are used by 
people with disabilities to address barriers with accessing, using and benefiting from 
service delivery. This recommendation requires goods and services providers to 
implement measures and practices to reasonably accommodate the use of these devices 
when delivering goods and services. 

Recommendation 7 – Guide Dogs and Service Dogs
Guide dogs and service dogs support people with disabilities when using services.  
To complement the Nova Scotia Blind Persons’ Rights Act and the Service Dog Act, this 
recommendation requires goods and services providers to recognize in their policies that 
a person with a disability may use a guide dog or service dog to remove barriers when 
accessing, using or benefitting from service delivery. Goods and services providers must 
also implement measures and practices to ensure people who use guide dogs and/or 
service dogs are reasonably accommodated when accessing, using or benefiting from 
service delivery. 

Recommendation 8 – Support Persons
Support persons are people who help people with disabilities access and benefit from 
service delivery. This recommendation requires goods and services providers to ensure 
policies accommodate the presence of support persons and eliminate financial and 
procedural barriers, up until undue hardship. 

Recommendation 9 – Sign Language Interpretation
Sign language interpreters facilitate effective communication between Deaf and non-Deaf 
people to ensure inclusive and accessible interactions. This recommendation requires 
goods and services providers to ensure that sign language interpreters are made available 
upon request at no cost to the Deaf person. 
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There are additional requirements in the recommendation for PPSBs to facilitate effective 
sign language interpretation services when delivering goods and services, including 
developing a policy to provide sign language interpretation. There is also a requirement that 
the Government of Nova Scotia must provide adequate funding to PPSBs to support sign 
language interpretation services.

Recommendation 10 – Policies, Practices, and Procedures
Policies, practices, and procedures are needed to implement standards and ensure 
accountability. This recommendation requires goods and services providers to make 
policies, practices, and procedures for recommendations 1 through 9. The recommendation 
outlines the requirements for policies, practices, and procedures, including what must be 
included, when to review, and how to promote them, with exemptions for micro-businesses. 
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MEMORANDUM 
 

TO:  Mallory Klooster, Community Well-Being Manager 
 
FROM:  Krista Crossman, Director, Human Resources 
 
DATE:  September 9, 2025 
 
SUBJECT: Review of AIDE Training Manual and Next Steps 
 
Overview 
I have reviewed the AIDE Training Manual and would like to provide several considerations as we 
move forward in aligning training initiatives with our broader People Strategy. 
 

Key Considerations 

1. Role and Department-Specific Training 

 Training delivery should be targeted by role and/or department to ensure practicality, 
maximize impact, and avoid a “check-the-box” learning experience. Tailored training 
will better connect the AIDE principles to the real challenges faced in specific work 
contexts. 

2. Integration with Training & Development Program (2026 Budget) 

 HR is in the process of developing a comprehensive Training and Development 
Program for inclusion in the 2026 operating budget for all staff.  

 Many of the suggested AIDE trainings will be assessed and incorporated into this 
program in order to advance the goals outlined in the AIDE Strategic Plan. 

3. Foundations of Belonging Training 

 HR has signed an access agreement to provide the Foundations of Belonging Training 
for all Town Hall staff and managers (approximately 60 initial participants). Roll-out of 
the training is anticipated in October. This comprehensive 11-module program 
(delivered by Placemaking 4G in partnership with Skills OnlineNS) addresses core 
areas of diversity, inclusion, and belonging, including: 

 Disrupting Bias: understanding how biases form and how to disrupt them in 
practice. 

 Privileged Aggressions: exploring the impact of “micro” aggressions and 
strategies to repair harm. 

 Stereotyping : causes, consequences, and ways to interrupt stereotyping. 
 Privilege & Power: examining privilege, racism, and applying an anti-racist lens 

in the workplace. 
 Creating Accessible Workplaces: addressing barriers and strategies for 

inclusion. 
 Cross-Cultural Communication: communicating effectively and respectfully 

across differences. 
 Allyship in Practice: defining and demonstrating meaningful allyship. 
 Becoming a Leader in Diversity & Belonging: building inclusive leadership 

skills. 
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 Creating a Culture of Belonging at Work: fostering psychologically safe and 
inclusive teams. 

 Influencing Organizational Change: using tools and strategies to shift 
systems and lead change. 

 After the first round of training is delivered, consideration will be given to broadening the 
program to include other staff, with the intention of sharing the benefits of accessibility, 
inclusion, diversity and equity across the organization. 

Conclusion 
By combining the AIDE Training Manual with tailored delivery and the Foundations of Belonging 
initiative and embedding both within our upcoming Training & Development Program, we are taking 
meaningful steps to create a more inclusive, engaged, and resilient workplace culture. 
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MEMO 
 
 
TO: Accessibility, Inclusion, Diversity and Equity Committee 
  
FROM: Mallory Klooster, Manager, Community Well-Being 
 
DATE: Wednesday, September 17, 2025  
 
RE: Government of Canada Technical Guides   
 
 
Accessible Standards Canada, Public Services and Procurement Canada have 
produced three technical guides to support organizations on their accessibility journey.  
 
They provide informal guidance, information based on recent research and their 
recommendations for best practices with accessibility. Accessibility Standards Canada 
is sharing these technical guides so that organizations can begin implementing this 
guidance in their work.  
 
1. Procurement of Accessible Goods 
2. Procurement of Accessible Services 
3. Design and Delivery of Accessible Programs and Services, Including Customer 
Services 
 
These technical guides will help users understand the barriers faced by people with 
disabilities and provide practical guidance and recommendations to help remove those 
barriers proactively to support the goals and principles of the Accessible Canada Act. 
They provide users with quick and easy access to important information to improve 
accessibility features.  
 
Staff will share these technical guides with the appropriate departments as well as 
anyone in the community who is seeking guidance on how to improve accessibility in 
the forementioned areas.  
 
Attached:  
 
technical_guide_-_design_and_delivery_of_accessible_programs_and_services 
 
technicalguide-procurementofaccessiblegoods 
 
technicalguide-procurementofaccessibleservices 
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Page 2 
 

No part of this publication may be reproduced in any form without the prior 
permission of the publisher. 

The publication is available in HTML format at 
https://accessible.canada.ca/creating-accessibility-standards/technical-
guide-design-and-delivery-accessible-programs-and-services-including-
customer-services 

For more information, or for alternative formats, contact: 

Accessibility Standards Canada 
320, Saint-Joseph Boulevard, Suite 246 
Gatineau, QC J8Y 3Y8 
1-833-854-7628 

accessible.canada.ca 

© His Majesty the King in Right of Canada, as represented by the Minister 
responsible for the Accessible Canada Act, 2025. 

Catalogue number AS4-35/2025E-PDF 
ISBN 978-0-660-78005-4 
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1 Legal disclaimer 
This document was developed as a reference document for voluntary use. 
The voluntary guidance found in this document should not be interpreted as 
replacing or superseding, in whole or in part, obligations that entities must 
comply with. Also, fulfilling the voluntary guidance found in this document 
does not automatically fulfill obligations. These obligations include any 
obligations found in legislation, regulations, policies, directives, codes 
and/or other instruments that may apply to entities. It is the responsibility of 
users of this document to judge its suitability for their particular purpose. 

This document is provided without any representations or warranties of any 
kind. In no event shall Accessibility Standards Canada, its contractors, 
agents, employees, directors, or officers, or His Majesty the King in Right of 
Canada, his employees, contractors, agents, directors, or officers are liable 
for any damages, injury, loss, costs, or expenses, however caused, arising 
out of or resulting from access to or possession or use of this document. 

As between Accessibility Standards Canada and users of this document 
(whether it be printed, electronic or alternate form), Accessibility Standards 
Canada is the owner of all copyright and moral rights contained herein. 
Additionally, Accessibility Standards Canada is the owner of its official 
mark. Without limitation, the unauthorized use, modification, copying, or 
disclosure of this document may violate laws that protect Accessibility 
Standards Canada and/or others’ intellectual property and may give rise to 
a right in Accessibility Standards Canada and/or others to seek legal 
redress for such use, modification, copying, or disclosure. To the extent 
permitted by law, Accessibility Standards Canada reserves all intellectual 
property and other rights in this document. 

95



 

Page 6 
 

Users are only authorized to load this document onto a computer for the 
sole purpose of reviewing it, search and browse this document, print this 
document if it is in an electronic format, and disseminate this document for 
informational, educational, and non-commercial purposes. Users shall not 
and shall not permit others to alter this document in any way or remove this 
Legal Notice from the document, sell this document without authorization 
from Accessibility Standards Canada, use this document to mislead any 
users of a product, process or service addressed by this document, or 
reproduce all or specific portions of this document within a publicly 
available standards document or work without Accessibility Standards 
Canada’s written authorization. 

If you do not agree with any of the terms and conditions contained in this 
Legal Notice, you must not load or use this document or make any copies. 
Use of this document constitutes your acceptance of the terms and 
conditions of this Legal Notice. 
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2 About this technical guide  
Note: This document was developed as a reference document for voluntary 
use. The voluntary guidance found in this document should not be 
interpreted as replacing or superseding, in whole or in part, obligations that 
entities must comply with. Also, fulfilling the voluntary guidance found in 
this document does not automatically fulfill obligations. These obligations 
include any obligations found in legislation, regulations, policies, directives, 
codes and/or other instruments that may apply to entities. It is the 
responsibility of users of this document to judge its suitability for their 
particular purpose. 

Accessibility Standards Canada develops equity-based accessibility 
standards and guidance. Accessibility Standards Canada seeks to create 
inclusive standards that can impact all persons with disabilities while 
recognizing their intersectionality and expertise. Accessibility Standards 
Canada is sharing this technical guide so that organizations can begin 
implementing this guidance in their work while a standard in this area is 
being developed. This technical guide focuses on areas where people with 
disabilities may face barriers related to accessible design and delivery of 
programs and services including customer service. This includes the 
policies, procedures, practices, and structures which are delivered to 
clients and/or the public. Equity refers to fairness, justice, and freedom from 
discrimination. Equity recognizes that each person has different 
circumstances and focuses on enabling all individuals to achieve the same 
outcomes.  

2.1 Audience  
This technical guide is intended for all Government of Canada 
departments, agencies, and federally regulated entities as well as anyone 
seeking guidance to improve accessibility in this area. 
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3 Context  
Note: This document was developed as a reference document for 
voluntary use. The voluntary guidance found in this document should not 
be interpreted as replacing or superseding, in whole or in part, obligations 
that entities must comply with. Also, fulfilling the voluntary guidance found 
in this document does not automatically fulfill obligations. These obligations 
include any obligations found in legislation, regulations, policies, directives, 
codes and/or other instruments that may apply to entities. It is the 
responsibility of users of this document to judge its suitability for their 
particular purpose. 

3.1 General 
Accessibility Standards Canada develops technical guides that align with 
its vision. This vision is rooted in the principles of the Accessible Canada 
Act and “nothing without us”. These principles reflect a commitment to 
breaking down barriers to accessibility that can impact all persons in 
Canada—especially persons with disabilities and their families—ensuring 
full and equal participation in society.  

As part of the "nothing without us" principle, Accessibility Standards 
Canada promotes that accessibility is good for everyone, as it can have 
society-wide benefits. As a result, Accessibility Standards Canada develops 
technical guides to promote accessibility and accessible best practices. 
This means that this technical guide incorporates best practices, the lived 
experience of people with disabilities, and information aimed at achieving 
the highest level of accessibility. This approach is meant to drive 
innovation, foster change, and promote requirements and best practices 
that have broad positive impacts.  

This approach strives to improve outcomes for all Canadians, including 
creating employment opportunities and solutions that contribute to 
Canada’s economic growth.  
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By proactively removing barriers, these guides’ support the key accessibility 
principles of the Accessible Canada Act and “nothing without us”, support 
organizations on their accessibility journeys, and move Canada closer to 
being barrier-free by 2040. The technical content of this guide benefits: 

 people with disabilities; 

 people without disabilities; 

 the federal public sector; 

 the private sector; 

 non-government organizations; 

 Indigenous communities; and 

 society. 

The guidance provided in section 4 supports the goals of the Accessible 
Canada Act.  

3.2 Accessible Canada Act 
The Accessible Canada Act provides a framework which allows for the 
proactive identification, removal, and prevention of barriers wherever 
Canadians interact with areas under federal jurisdiction. It puts in place 
mechanisms that would systematically address accessibility. The purpose 
of the Accessible Canada Act is to make Canada barrier-free by January 
1, 2040. This involves identifying, removing and preventing barriers in 
federal jurisdiction in the following priority areas: 

 employment; 

 the built environment (buildings and public spaces); 

 information and communication technologies; 

 communication, other than information and communication 
technologies; 
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 the procurement of goods, services and facilities; 

 the design and delivery of programs and services; and 

 transportation (airlines, as well as rail, road and marine transportation 
providers that cross provincial or international borders) 

3.3 Accessible Canada Act 
consultations 

To inform the development of the Accessible Canada Act, in 2016-2017 
the Government of Canada undertook the largest and most accessible 
consultation on disability issues that Canada has ever seen. Over 6000 
Canadians and over 90 organizations shared their ideas about an 
accessible Canada. Participants wanted the legislation to apply to all areas 
under the control of the Government of Canada and that Canada should 
become a leader in accessibility. While participants acknowledged that the 
development and implementation of some standards will take longer than 
others, they noted guidance should be clear and any accessibility 
requirements should lead to positive lasting change. 

The "nothing without us" principle means that people with disabilities are 
engaged and involved in the identification, prevention, and removal of 
barriers. This also means consulting and working closely with people with 
disabilities, diverse disability communities and other experts to develop 
accessibility guidance to remove barriers. The principle of "nothing without 
us" drives everything we do at Accessibility Standards Canada, including 
relying on the knowledge and experiences of people with disabilities in the 
development of accessibility guidance. 
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3.4 Key Accessible Canada Act 
principles 

The Act is to be implemented in recognition of, and in accordance with, the 
following principles: 

 everyone must be treated with dignity; 

 everyone must have the same opportunity to make for themselves 
the life they are able and wish to have; 

 everyone must be able to participate fully and equally in society; 

 everyone must have meaningful options and be free to make their 
own choices, with support if they desire; 

 laws, policies, programs, services, and structures must take into 
account the ways that different kinds of barriers and discrimination 
intersect; 

 persons with disabilities must be involved in the development and 
design of laws, policies, programs, services, and structures; and 

 accessibility standards and regulations must be made with the goal of 
achieving the highest level of accessibility. 
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3.5 United Nations Convention on the 
Rights of Persons with Disabilities 

Canada joined the United Nations Convention on the Rights of Persons 
with Disabilities in 2010. The United Nations Convention protects and 
promotes the rights and dignity of persons with disabilities without 
discrimination and on an equal basis with others. Parties to the United 
Nations Convention on the Rights of Persons with Disabilities are required 
to promote and ensure the full enjoyment of human rights of persons with 
disabilities including full equality under the law. The United Nations 
Convention on the Rights of Persons with Disabilities has served as the 
major catalyst in the global movement towards viewing persons with 
disabilities as full and equal members of society. The human rights 
approach has moved away from viewing persons with disabilities as 
subjects of charity, medical treatment and social protection. The United 
Nations Convention on the Rights of Persons with Disabilities, the 
Canadian Charter of Rights and Freedoms and the Canadian Human 
Rights Act were foundational human rights frameworks that support equity 
on which the Accessible Canada Act was built. 
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4 Guidance: understanding the 
impact 

Note: This document was developed as a reference document for 
voluntary use. The voluntary guidance found in this document should not 
be interpreted as replacing or superseding, in whole or in part, obligations 
that entities must comply with. Also, fulfilling the voluntary guidance found 
in this document does not automatically fulfill obligations. These obligations 
include any obligations found in legislation, regulations, policies, directives, 
codes and/or other instruments that may apply to entities. It is the 
responsibility of users of this document to judge its suitability for their 
particular purpose. 

4.1 Introduction 
Twenty-seven percent of Canadians identify as having one or more 
disabilities and this number will only increase as our population ages.  

The Accessible Canada Act calls on individuals and organizations to make 
society more equitable and inclusive by designing and delivering programs 
and services (including customer service) in an accessible manner. 
Intentionally designing programs and services with accessibility at the 
forefront is the most effective way organizations and providers can ensure 
that everyone can actively participate.  

Training staff to accommodate diverse needs and provide equitable service 
delivery results in people with disabilities receiving appropriate 
personalized assistance, whether delivered in person, over the phone, or 
online. These combined efforts eliminate barriers and create the best 
opportunity for people with disabilities to gain the same opportunities as 
their peers such as employment and community engagement. 
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For example: 

 People who are deaf, deafened or hard-of-hearing communicating 
and interacting with online public programs and services through 
video relay interpreters and online captioning services can 
communicate in real time with a service provider.  

 People who use wheeled mobility aids or other mobility aids can 
easily enter accessible buildings and participate in work and civic 
events without experiencing physical barriers.  

 People who are blind or partially sighted can use assistive 
technology, such as a screen reader, to access and listen to online 
content from an organization’s accessible website.  

These scenarios are achieved when programs, services, and service 
delivery are designed to be accessible, and customer service 
representatives are trained to meet the needs of people with disabilities.  

Organizations should adopt a culture of accessibility and inclusion, making 
it an organizational norm. Below are steps to create barrier-free programs 
and services.  

4.2 General recommendations 
4.2.1 Align with key Accessible Canada Act 

principles 
Organizations should align their programs and services with the principles 
of the Accessible Canada Act. At a high level, this means a program or 
service’s impact on people with disabilities needs to be considered from the 
earliest stages of its development and throughout its existence. 
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To meet this guidance, organizations should start by considering how 
programs or services (provided directly or indirectly through third-party 
contracts, licenses, or other arrangements) align with the following 
principles: 

 Dignity for all. Does the organization’s programs or services treat 
people with disabilities with dignity regardless of their disabilities or 
relationships with others?  

 Equal opportunity. Does the program or service provide people with 
disabilities the opportunity to have access to the same results from 
the program or service regardless of disability? 

 No additional charges or qualifications. Are people with disabilities 
able to participate in or benefit from a program or service, if they 
qualify, without being confronted by such barriers as being charged 
extra for accommodations or administering licenses or certifications? 

 The choice to participate. Is equal opportunity offered to people with 
and without disabilities to participate in or benefit from the same 
services, programs, or activities if they qualify for the services or 
programs, regardless of whether a separate service or program 
exists? 

 Equal benefit. Are people with disabilities afforded equal opportunity 
to obtain the same result, to gain the same benefit, or to reach the 
same level of achievement as that provided to others if those people 
otherwise qualify for that service? 

 Equal access. Is barrier-free access offered to full and equal social 
participation, regardless of a person’s disabilities? 

 Choice of accommodation. Are people provided meaningful options 
and the freedom of choice, including the freedom to choose whether 
to accept an accommodation? 

 Achieve the highest level of accessibility. Are organizations 
aiming to achieve the highest level of accessibility for people with 
disabilities when designing and delivering programs and services? 
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 Contribution and feedback. Are people with disabilities included in 
developing and designing programs, services, and service delivery, 
including in customer support and advisory and planning 
committees? 

4.3 Getting started: examine all elements 
of programs and services 

The goal of accessibility is to ensure that the needs of people with 
disabilities are considered when organizations design and deliver programs 
and services to employees and the public, whether they are in-person, by 
phone, or through an online platform. When programs and services are 
designed, developed, and delivered with accessibility in mind, everyone 
benefits. This means that all elements of program and service design and 
delivery must be examined.  

For example, an organization that is planning an event needs to ensure 
that:  

 the venue or facility is physically accessible; 

 the content of the program or service is accessible (for example, in 
alternate formats); 

 communications about the program or the service is accessible (for 
example, a sign language interpreter and captioning are available in-
person and in virtual settings); 

 marketing communications about the program or service are 
accessible (for example, websites, social media, or email); 

 a plan for accommodating support persons, service dogs and guide 
dogs is established; and 

 the venue is accessible for people with sensory impairments by 
reducing sounds, smells, and sights.  
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To meet the needs of people with disabilities when designing, maintaining, 
and refining programs and services to be accessible organizations should 
start by: 

 Designing programs and services by focusing on the user’s 
perspective. People with disabilities face a myriad of barriers. The 
organisation is better able to identify and prevent barriers by seeking 
their input at the earliest stages of planning. They can also reach out 
to organizations that represent the needs of people with disabilities at 
throughout the design process. 

 Making it easy for users to provide feedback on programs and 
services and review their feedback regularly. Encourage positive and 
negative feedback from users across various accessible mediums 
(for example, paper forms, social media). Establish a regular cadence 
of organizing and reviewing this feedback. This helps organizations 
continually improve how they deliver programs and services. 

 Helping users understand the customer service journey. Customer 
service poses unique challenges to everyone and can be magnified 
for users with disabilities. Make this process more accessible for 
everyone by letting users know exactly what they must do, how long it 
will take, and their rights. 

 Using and leveraging organizational processes. Having good 
organizational processes in place (for example, having an 
accessibility coordinator) makes designing and delivering accessible 
programs and services much easier. 

 Taking advantage of existing standards and best practices. Other 
organizations have adopted strategies that simplify eliminating 
barriers. Instead of reinventing the wheel, use these standards and 
best practices. An accessibility coordinator can help identify these 
practices.  

Additional details of each of these elements are provided in the subsections 
below. 
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4.3.1 Capture the user’s perspective in designing 
and delivering programs, services and 
customer service 

People with disabilities often face additional socio-economic barriers that 
go beyond traditional barriers such as inaccessible buildings and 
communication. For instance, some people with disabilities may face 
financial hardship or other barriers due to various intersecting identities. 
The best way to understand the barriers created by these intersecting 
challenges is to meet users where they are and involve them early in the 
planning process.  

To meet this guidance, when designing and delivering programs, services, 
and customer services, organizations should start by: 

 contacting organizations representing people with disabilities when 
designing or modifying programs and services; 

 providing compensation to people with disabilities for their time 
and expertise; 

 using various means of outreach when designing engagement 
activities for the development of programs, services and customer 
service (for example, in-person community meetings, virtual 
meetings, surveys); 

 considering the different barriers that people with disabilities may 
face when seeking their feedback and plan to offer 
accommodations; and 

 ensuring that all feedback you solicit is shared with organization 
leadership to help increase their understanding on the need to 
increase the accessibility of programs and resources.  
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4.3.2 Understanding the needs of users 
It is critical to understand user needs as early as possible in the design and 
development process of every aspect of programs, services, and customer 
services is critical.  

For example, staff who are tasked with marketing or advertising upcoming 
programs or services need to consider the potential accessibility challenges 
of each marketing or advertising channel. Is a direct-to-customer email 
accessible? Are social media channels accessible to users with disabilities? 

Organizations that are new to accessibility may again find that discussing 
these issues with people with disabilities is the best practice for meeting 
users' needs. 

To meet this guidance, organizations should start by considering: 

 The need for organizational leadership to receive training or 
educational materials on the importance of making programs and 
services accessible and equitable. 

 The potential implications of a "one-size-fits-all" approach for the 
program and service. This may not work and different mediums of 
delivery (i.e., virtual versus in-person versus over the phone) may 
require different methods of delivery (for example, how a customer 
provides information in person may differ than how they provide it 
through a phone conversation). As a result, a different approach 
may be required). Sometimes delivery methods require flexible 
solutions.  

 The accessibility of communications for customers with sensory 
disabilities. 

 The impact that a provider’s means of delivery may have on users. 

 The physical accessibility of venues. 

109



 

Page 20 
 

For additional guidance on accessible communication and the physical 
accessibility of the built environment, consult the following resources: 

 CAN/ASC-2.3-Model Standard for the Built Environment-
Accessibility for federally regulated entities as defined by the 
Accessible Canada Act 

 CAN/ASC-3.1-Plain Language 

 CAN/ASC-EN 301 549:2024-Accessibility requirements for ICT 
products and services (EN 301 549:2021, IDT) 

4.3.3 Solicit customer feedback throughout 
implementation 

Organizations should solicit feedback from people with disabilities 
throughout the implementation of their program or service. This feedback 
can be a valuable way to identify and eliminate barriers. This can lead to a 
more equitable experience for all.  

To meet this guidance, organizations should start by: 

 Proactively providing accessible online forms and other means for 
consumers with disabilities to give feedback (both online and on-
premises). 

 Soliciting detailed information in ways that prompt customers to make 
their needs known.  

 Following any regulatory requirements for soliciting and incorporating 
feedback for your particular sector. For example, the Accessible 
Canada Act requires that organizations solicit and incorporate 
feedback into their accessibility plans. 
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4.3.4 Create a schedule for reviewing feedback 
Feedback is not valuable unless it is regularly reviewed to identify patterns 
and set priorities. If an organization doesn’t have a schedule (i.e. annual) 
for reviewing feedback, accessibility issues can arise that affect the 
program or service experience for all. 

To meet this guidance, organizations should start by: 

 Planning and scheduling reviews ahead of time to minimize 
disruptions and to be as effective as possible. 

 Combining this information with information gleaned from performing 
self-evaluations (Section 4.4.2) to understand: 

ο where there are areas for improvement to meet the 
requirements of accessibility standards;  

ο where other barriers may exist for people with disabilities; and 

ο how they can make improvements.  

 Following any regulatory requirements for your sector. For 
example, organizations that must comply with the Accessible 
Canada Act must update their accessibility plans every three 
years. 

4.3.5 Special considerations for customer 
service 

Engaging with customer service can be difficult for all customers, 
particularly for customers with disabilities. Organizations should implement 
best practices to streamline the process of making customer service more 
accessible and usable. 
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To meet this guidance, organizations should start by: 

 Giving customers with disabilities a clear understanding of the 
process for resolving issues when a customer’s needs cannot be 
immediately resolved. This includes a step-by-step outline the 
necessary next steps and the name and contact information of a 
responsible employee etc. 

 Including essential information such as the prices and the conditions 
to cancel or change products or services when information is 
provided to customers. Such “key information” should be highlighted 
as clearly as possible and acknowledged by the customer. 

 Using accessible systems that are streamlined to ensure they are not 
distracting or presenting unnecessary information when automated 
chat and voice response technologies are used to communicate with 
customers. Organizations should also make it easy for customers to 
contact them through alternate means (for example, by telephone or 
whatever accessible communication channel the customer prefers). 

4.3.6 Take advantage of useful processes and 
procedures 

Accessibility can seem overwhelming if organizations don’t broadly share 
information, feedback, and best practices. Accessibility practices should 
benefit the entire organization. Organizations should leverage the best 
practices outlined in Section 4.4 (Organizational Processes). 

To meet this guidance, organizations should start by: 

 Designating an accessibility coordinator (see Section 4.4.1 for more 
information) to ensure that one person is responsible for the 
organization’s compliance with accessibility requirements. The 
accessibility coordinator can bring together all the accessibility best 
practices so that everyone can easily find them. 
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 Having a straightforward process for receiving and regularly 
reviewing customer feedback from users with disabilities to: 

o identify patterns;  

o prioritize where latent accessibility barriers may exist; and 

o correct them. 

4.4 Organizational processes 
Section 4.3 focused on making programs and services accessible for 
people with disabilities. At a broader level, there are essential steps that 
organizations should take to remove barriers. The processes in this section 
support the steps outlined for specific programs and services in Section 
4.5. 

To meet this guidance, organizations should start by: 

 Designating an accessibility coordinator that reports directly to senior 
management. Organizations should have a “point person” to:  

o coordinate efforts;  

o provide accountability; and  

o be the face of accessibility in the organization. 

 Performing a self-evaluation and creating feedback mechanisms. 
These steps are essential to understanding the barriers that currently 
exist in organizations and giving people with disabilities a means of 
helping organizations identify those barriers. These processes also 
help organizations to set priorities. 
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 Training team members and using performance goals. Once barriers 
are understood and priorities are set, organizations have clarity over 
what training is needed and how performance goals should be set. 
Implementing focused training and specific performance goals can 
help to ensure that barriers can be removed, and accessibility can be 
improved. 

Additional details of each of these steps are provided in the subsections 
below. 

4.4.1 Designate an accessibility coordinator 
To coordinate efforts across an organization or department and efficiently 
respond to the needs of people with disabilities, organizations should 
designate a coordinator that reports directly to senior management to 
coordinate and implement these efforts (an accessibility coordinator). For 
instance, if a sign language interpreter is needed to make a document 
accessible for any user who is deaf, having an accessibility coordinator (or 
content created by the coordinator) to go to for assistance will eliminate 
confusion. The accessibility coordinator can also work with consumers with 
disabilities to address their needs when front-line staff need support 
resolving an issue. 

To meet this guidance, organizations should start by: 

 appointing an accessibility coordinator to oversee accessible 
programs and services (including customer service); 

 sharing contact information to reach the appointed staff member 
including their name, office address, and phone number with 
anyone who requests it; 

 providing the accessibility coordinator’s contact information on its 
accessible website where people with disabilities can easily find it; 

 recording actions, policies, and practices for coordinating and 
achieving accessibility; and 
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 making this information accessible and freely available to 
employees and the public within physical venues, on websites, 
and through other avenues of communication such as social 
media. 

For example, many organizations create a page on their website that 
contains: 

 their commitment to accessibility;  

 links to their policies and practices; and a way to contact the 
organization for specialized help with accessibility matters. 

Best practices for developing a Customer Service policy or incorporating 
accessibility into a Customer Service policy can be found in the links below: 

 CAN/ASC-5.2.1-Part 1-Design and Delivery of Accessible Programs 
and Services: Accessible Service Delivery–Accessibility for federally 
regulated entities as defined by the Accessible Canada Act 

 Government of Canada Guideline on Service and Digital 

4.4.2 Perform a self-evaluation 
Self-evaluation is an essential element of continuous improvement and 
removing barriers. 

To meet this guidance, organizations should start by: 

 Reviewing their programs, services, policies, and practices within a 
year of adopting new policies, procedures or practices. This allows for 
remediation, incorporation of consumer feedback, and continual 
improvement. This review should be repeated at least every three 
years. 

 Encouraging interested people, including people with disabilities or 
groups representing them, to join the self-evaluation process and 
provide their opinions. 
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 Asking frontline staff how well the systems, processes, and 
procedures work to help them find and assist customers with 
disabilities including those who face multiple barriers. 

4.4.3 Use feedback for continual improvement 
People with disabilities may have questions, suggestions, and complaints. 
Organizations should take this input seriously.  

To meet this guidance, organizations should start by: 

 developing a robust grievance process; 

 communicating the grievance process and how to initiate it; 

 developing informal feedback process and mechanisms and 
informing consumers of these feedback processes and 
mechanisms; and 

 leveraging the wealth of information that customers provide. 

This allows people with disabilities or people acting on their behalf to make 
the organization aware of accessibility barriers. The organization can then 
respond promptly. Complaints highlight areas where improvements are 
needed and provide valuable insights into consumer experiences. 
Organizations should always advise people of their right to file an 
accessibility complaint with the appropriate body, such as the Accessibility 
Commissioner or the Human Rights Commission. This is important for 
maintaining transparency and fairness to consumers. 

Informal, "every day" mechanisms such as a specific online portal or an 
accessibility answer desk can resolve consumer issues and service 
complaints faster. These mechanisms are generally less disruptive for the 
customer than filing formal complaints. Organizations should always record 
consumer feedback and evaluate it regularly to identify barriers that need 
removal. 
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Organizations can continually improve the accessibility and inclusivity of 
programs and services by regularly reviewing customer complaints, 
feedback, and learning from staff experiences. They can use this 
information to develop creative and innovative solutions that will prevent 
future barriers and create positive customer outcomes. These reviews are 
also an excellent opportunity to incorporate new accessibility best practices 
as they are identified. 

Further guidance on complaint processes:  

 Canadian Human Rights Commission complaint process 

4.4.4 Create a culture of accessibility 
Stigmatization and discrimination deny people with disabilities their dignity 
and potential and are two of the most significant obstacles in achieving 
equal opportunity and social integration. The Accessible Canada Act 
focuses on building accessibility confidence and creating a culture of 
accessibility within federally regulated entities. Below are strategies 
organizations may consider: 

 Developing and delivering accessibility and disability awareness 
training for all employees. An initial target metric could focus on 
achieving 80% or more of the employees completing the training, with 
a stretch goal of achieving 100% of employees. Organizations should 
also update training on a yearly basis to reflect new standards, 
policies, programs, and practices. 

 Creating a disability or accessibility employment resource group. This 
group can promote and sponsor accessibility initiatives throughout an 
organization. This group can work closely with the Accessibility 
Coordinator outlined in Section 4.4. 
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 Promoting cultural change by having panel discussions with 
representatives of various disability groups. These representatives 
could speak about their lived experiences and all employees could 
attend. While culture change usually happens through very small 
continual steps, it can be accelerated when staff members have an 
"aha moment” by: 

o putting a human face to an abstract need;  

o hearing directly from customers about their experience; and 

o learning how small accessibility changes can have an impact 
on customers with disabilities' ability to better access the 
organization's programs or services. 

 Following the guidance of clause 11 of CAN/ASC-1.1:2024(REV-
2025)-Employment on culture, engagement, and education. 

4.4.5 Train team members 
People with disabilities deserve the same courtesy and respect as any 
customer. Training team members to meet the needs of customers with 
disabilities is a critical element of customer service for program and service 
design and delivery. Proper training ensures that organizations are 
respectful, informed, and responsive to the diverse needs of all customers, 
including people with disabilities. Organizations should create a policy that 
specifies how this training will be developed and provided.  

To meet this guidance, organizations should start by including the following 
modules in their training: 

 disability etiquette and awareness; 

 equitable communication; 

 interaction with service or guide dogs and support persons; 

 specialized equipment and making accommodations; 

 problem-solving complex issues; and 
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 determining when to call on a higher level of service or management 
for assistance. 

For example, people with disabilities have preferences regarding the 
language used to describe their disabilities. Some prefer the “people first” 
language (person who is blind), and others prefer their disability be used 
first (blind person). There are common courtesies for communicating with 
people who are deaf and their interpreters, such as keeping focus on the 
person who is deaf instead of the interpreter. It is not appropriate to touch a 
person's service or guide dog or white cane without asking permission. It is 
customary to ask permission before assisting people with disabilities, such 
as opening a door or guiding someone to a specific location. 

The training should: 

 be inclusive of everyone in the organization, including volunteers 
and contractors; 

 cover the organization's policies, programs, services, and goods;  

 be refreshed and offered yearly when a program or service is 
updated, or a new program or service is launched; and 

 keep a record of who was trained and when to ensure everyone is 
updated on training. 

A best practice implemented by many public and private organizations is to 
develop and deliver an annual accessibility etiquette and awareness 
training for all employees. An initial target metric could focus on achieving 
80% or more of the employees completing the training, with a stretch goal 
of achieving 100% of the employees. Organizations should update this 
yearly training to reflect new standards, policies, programs, and practices. 

Best practices for training organizations on serving people with disabilities 
include the following guides: 

 Government of Canada centre of expertise for accessible client 
service 
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 AccessAbility playbook: delivering accessible client service 

4.4.6 Goals and monitor performance 
Setting goals to remove barriers and monitoring their effectiveness is 
essential to updating accessibility plans (as required by the Accessible 
Canada Act) and making future recommendations. This is especially 
important once an organization has published clear policies and 
procedures for accessibility. Critical aspects of customer service delivery 
should be evaluated for accessibility regularly, such as: 

 in-person, phone, and online delivery channels;  

 the built environment; and  

 any other tools, documents, or facilities used to deliver elements of 
programs or services, including funding or grants.  

To meet this guidance, organizations should start by including findings and 
recommendations from: 

 the feedback process for their Accessible Canada Act accessibility 
plan; 

 their progress reports; 

 their feedback processes; and 

 their self-evaluation. 
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4.4.7 Additional organizational processes 
Organizations can also do the following to remove barriers and improve 
accessibility for their customers with disabilities: 

 Involve people with disabilities in deciding how best to design and 
deliver programs and services. As discussed more thoroughly in 
Section 4.3, organizations should develop trusted partnerships with 
organizations representing users with disabilities to align with the 
principle of “Nothing without us.”  

 Include clauses about accessibility of products and services in the 
Terms and Conditions and other procurement documentation. These 
documents can include an organization’s procurement policy or an 
accessibility conformance report from vendors and contractors in 
technology and other goods and services proposals. Include training 
to re-enforce the importance of these documents being accessible.  

 Include accessibility in Information and Communication Technology 
(ICT) planning and testing. Developing an information and 
communication technology plan that includes accessibility ensures 
that an organization’s plans for its digital infrastructure embraces 
accessibility and interoperability with assistive technology used by 
people with disabilities. Create an accessibility testing policy and train 
testers on assessing and remediating products and services 
throughout their lifecycles. 

 Treat accessibility as a business need. Include accessibility with other 
organizational programs and service audits (for example, privacy and 
security) so that it is provided with organizational resources and 
treated like a valuable part of the organization. 

 Take accessibility concerns seriously. Develop forward-looking, time-
based strategies for resolving issues users have identified as barriers 
and make this information available to users as progress is made. 
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4.5 Specific obligations 
People with disabilities have and continue to face many types of barriers 
Many have and are working to help organizations understand the need to 
eliminate longstanding barriers and create solutions that meet the needs of 
everyone. It is essential for specific programs and services (Section 4.3) 
and for organizations at a broader level (Section 4.4) to understand how to 
avoid repeating the creation of barriers and to be aware of common 
solutions. 

The topics covered here form a checklist of the actions organizations 
should take when designing, implementing, and reviewing the delivery of 
programs and services. 

4.5.1 Accompaniment by service and guide dogs 
Service and guide dogs often accompany people with disabilities and assist 
with essential tasks like navigation, retrieving objects, or ensuring safety. A 
service or guide dog is a dog individually trained to work or perform tasks 
for people with disabilities. It does not include pets or dogs that otherwise 
provide emotional support. When a service or guide dog accompanies a 
person with a disability, organizations should ensure that the person is 
permitted to enter the premises with the dog and keep it with them when 
they are on the premises. 

In many cases, it will be evident that the dog is trained to help a person 
with a disability (for example, the dog is seen helping a person who is blind 
navigate, pushing a person’s wheelchair, or supporting someone who has 
difficulty moving). In some cases, however, the service or guide dog may 
support a person’s invisible disabilities (for example, a seizure alert dog), 
and these inquiries may be warranted. 
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To meet this guidance, organizations should start by: 

 Observing before acting: 

o Does the dog have a harness, vest or I.D. tag? 

o Is the dog behaving appropriately (i.e., quiet, under control, not 
approaching others)? 

If the answer is yes to both, do not question the person with a disability and 
allow them full access as required by law. 

A person with a disability and their service or guide dog may be refused 
access to the premises if: 

 the dog is not behaving, and the person does not stop it from 
misbehaving; 

 the dog is not trained to relieve itself only in designated areas; or 

 the dog would be dangerous to its person or others (for example, if a 
service dog or guide dog is not responding to the commands of its 
handler and is aggressive towards other customers). 

If the dog is not visibly marked with a harness, vest or I.D. tag as a service 
or guide dog, and the customer service representative is uncertain they 
may ask the following two questions: 

 Does the person need the dog because of a disability? 

 What tasks is the dog trained to perform? 

Even if a service or guide dog is excluded, organizations should never 
exclude a person with a disability. In that case, organizations should have 
alternative ways to help people get, use, or enjoy programs and services. 
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Do not charge extra fees or impose additional rules on people with 
disabilities accompanied by service or guide dogs, even if those same fees 
or rules are applied to people accompanied by their pets. If organizations 
usually ask people to pay for damage their pet caused, they can request a 
person with a disability to pay for damage caused by their service or guide 
dog. 

If customers are asked to wait more than 30 minutes, organizations should 
have dedicated places for service or guide dogs to go to the bathroom. 
Information on relief areas should be made public on an organization’s 
website, in the service areas of the venue, or given by onsite staff. These 
relief areas should follow an accessible path and should be easy to locate 
through proper signage and identification.  

For further information on specifications for service and guide dog relief 
areas and the built environment, see:  

 CAN/ASC-2.1-Outdoor Spaces, specifically clause 7.5 on service 
animal relief areas, and 

 CAN/ASC-2.3-Model Standard for the Built Environment - 
Accessibility for federally regulated entities as defined in the 
Accessible Canada Act for additional information on the built 
environment. 

Relief areas should be in a location that conforms to guidance found in 
CAN/ASC-2.1-Outdoor Spaces clause 7.5.1. They should be posted online 
through the organization’s website, onsite in the service areas of the venue, 
and should be communicated through onsite staff. 

The way to relief areas should follow an accessible path in a location that 
meets the built environment and wayfinding and signage accessibility 
standards below. Directions to relief areas should be easy to find online 
through the organization’s website, and onsite in the service areas of the 
venue, and it should be communicated through onsite staff. 
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Further information on accessible built environments and related topics: 

 CAN/ASC-2.3-Model Standard for the Built Environment - 
Accessibility for federally regulated entities as defined in the 
Accessible Canada Act 

 CAN/ASC-2.1-Outdoor Spaces 

4.5.2 Accompaniment by support persons 
People with disabilities may require a support person accompany them 
when accessing programs and services. For example, to navigate physical 
barriers, for communication assistance, for emotional support, for help with 
tasks, and safety and security. In other instances, organizations may 
require the presence of a support person to ensure the safety of the people 
with a disability. This section provides guidance for including support 
persons. 

A person with a disability and their support person should enter the 
program, service venue, or facility together and stay with each other 
throughout the program or service venue. A person with a disability can be 
asked to have a support person with them on the premises only if the 
statements below are true: 

 the support person is needed to keep the person with a disability or 
people around them healthy or safe; and 

 there is no other reasonable way to keep the person with a disability 
or people around them healthy or safe. 

Organizations cannot charge admission fees for the support person if either 
of the below is true: 

 the provider says a person with a disability needs a support person 
on the premises; or 

 the person with a disability needs a support person to use the 
premises or the services. 
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Organizations should provide notice beforehand regarding how much must 
be paid (if anything) for other support people who don't meet either of the 
above criteria. 

People with disabilities may find their privacy compromised when receiving 
assistance in the presence of a support person. Organizations should have 
strong policies to protect against disclosing private information in front of 
support persons. 

To meet this guidance, staff should start by telling the person with a 
disability: 

 that their support person might see their private or secret information; 

 what could happen to that information, and if it could be exposed 
elsewhere (for example, when signing in on a personal computer); 
and 

 to ask the person if they agree to let their support person see their 
private or secret information. 

Organizations should provide maximum autonomy to people with 
disabilities while respecting their privacy and security rights. In delivering 
programs and services, it is crucial to prioritize protecting the privacy, 
security, and data of users with disabilities providing training to staff and 
taking precautions with their technologies. To the maximum extent feasible, 
ensure that contractors and third parties (including support persons) 
understand and adhere to the same privacy and data-safeguarding 
requirements as the organization and its staff. 

People with disabilities should also have the right to consent when it has to 
do with sharing and using their private information. To meet this guidance, 
organizations should start by: 

 providing people with disabilities with accessible mechanisms to 
support informed consent; 
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 allowing a person using supported decision-making to select trusted 
advisors, such as friends, family members, or professionals, to serve 
as supporters when giving consent; 

 providing information in a nontechnical, plain language form to clarify 
the decision's potential impact; and 

 making it possible to withdraw consent at any time without any 
negative consequence. 

Organizations should provide documents clearly explaining their policies in 
plain language following the CAN/ASC-3.1-Plain Language standard. This 
information should be provided in visible areas on the organization’s 
premises, website, and anywhere else where a service or program is 
offered. Organizations should be prepared to provide information in 
alternate formats, such as large print or electronic, if requested.  

Please also see Section 4.5.9 (Use Effective Written and Electronic 
Communication). 

Further Information on communicating in Plain Language: 

 CAN/ASC-3.1-Plain Language 

4.5.3 Built environment, wayfinding and signage 
Accessible in-person delivery of programs, services, and customer service 
requires the venue where people with disabilities receive services and 
participate in programs to be accessible and easy to navigate. This 
includes the building structure, the pathways to and inside the building, and 
the facilities, such as elevators, offices, bathrooms, mail and copy rooms, 
and self-service kiosks. 

Suppose a service or program is being delivered in an outdoor area. In that 
case, program and service designers and deliverers should ensure that the 
area, the pathways to and from it, and any structures on it are accessible, 
such as bathrooms, picnic tables, playground structures.  
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Wayfinding, the practice of making sure people can experience and find 
their way within a physical space and to and from that space, and signage 
are particularly important for people with disabilities. For example, a person 
who is blind may rely on tactile walking surface indicators, tactile labels on 
doors or elevator buttons, or audible cues to orient themselves and 
navigate the space around them. At the same time, a person who is deaf 
may rely on signage and lighting to find their way. People who use 
wheelchairs or other mobility aids need their paths of travel (inside and 
outside of buildings) to be clearly marked and free of obstructions. 

Accessible signage and wayfinding are important because they ensure that 
all individuals, regardless of their abilities, can navigate spaces effectively, 
independently, and safely. Signage and wayfinding that are accessible are 
not just functional but essential elements of inclusive design, ensuring that 
everyone can use and enjoy a space equally, efficiently, and safely. 

 Further information about wayfinding and signage: 

 CSA/ASC B651:23 - Accessible design for the built environment. 

4.5.4 Maintain accessible features 
A well-maintained, accessible environment promotes equal opportunities. 
People with disabilities rely on facilities, programs, and services to be 
accessible and well maintained. Accessibility features, no matter how 
advanced they are, become useless if they are not functional. When 
buildings have ramps, elevators, wide doorways, automatic door actuators 
(openers), and accessible restrooms, people can move freely without 
relying on others for assistance. These accessible spaces ensure that 
people with disabilities can fully participate in various activities, whether 
attending events, accessing a service or participating in a program.  
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Organizations should ensure that their accessible elements and features 
are properly maintained and in good working condition. This ensures 
people with disabilities can use these components at any time. Additionally, 
organizations should avoid creating new barriers that could obstruct 
accessibility features. For example, avoid temporarily blocking ramps or 
aisles with boxes or garbage containers. 

Facilities do break down, and sometimes accessibility features are not 
available. If there is a problem with the features needed to make programs, 
products, services, or facilities accessible to people with disabilities, 
organizations should inform people of the problem using plain language 
and accessible formats through multiple channels such as: 

 a program’s website;  

 social media; or  

 directly through individual outreach.  

Such notifications should describe why there is a problem (what 
happened), how long it will last, and it should describe the available 
accessible alternatives. 

Please also see Section 4.5.3 (Built Environment, Wayfinding and Signage) 
and Section 4.5.8 (Use Effective Written and Electronic Communication). 

4.5.5 The use of assistive devices including 
mobility aids 

Assistive devices (including mobility aids and other personal assistance 
devices) enhance quality of life, promote inclusion, and enable 
independence for people with disabilities. Assistive devices range from 
physical items like hearing aids to digital solutions like speech recognition 
software and screen readers, to augmentative communication systems. 
These devices provide direct support to people with disabilities. Additional 
examples include mobility aids, cognitive aids, and vision aids.  
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People with disabilities may use wheelchairs and other mobility aids (for 
example, manually powered mobility aids, such as walkers, crutches, 
canes, braces, or similar mobility aids) to help them move around in places.  

Always allow people with disabilities to use their assistive devices including 
mobility aids. Do not touch or adjust people’s assistive devices. People with 
disabilities often consider these devices as extensions of themselves. 

4.5.6 Make communication accessible 
Making communication accessible for people with disabilities promotes 
inclusion and ensures that the needs, perspectives, and voices of people 
with disabilities are acknowledged and understood. Organizations should 
ensure that communication with people with disabilities (as applicants, 
participants, the public, and companions) is as accessible as 
communication with others, whether by phone, telephone, in person, or 
online. 

To meet this guidance, organizations should start by using: 

 Accommodations (sign language interpreter, video remote 
interpreter, accessible documents, etc.). 

 Plain language in all communications with the public in accordance 
with the CAN/ASC-3.1-Plain Language to ensure organizations 
communicate information regarding programs and services 
understandably. 

 Accessible technology and digital content (documents and 
websites) where programs or services are provided through 
information technology. 

An auxiliary aid is any device or service that enables effective 
communication for people with disabilities. These aids and services 
accommodate various needs, including hearing, seeing, speaking, reading, 
writing, remembering, or understanding. Examples of auxiliary aids include: 
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 Qualified interpreters: for sign language or spoken language 
interpretation. 

 Notetakers: assist in capturing information during meetings or 
classes. 

 Screen readers: software that reads text aloud for visually impaired 
people. 

 Computer-Aided Real-Time Transcription (CART): provides real-
time text transcription. 

 Written materials: large print, braille, or electronic formats. 

 Telephone handset amplifiers: Enhance sound for those with 
hearing loss. 

 Assistive Listening Devices (ALD): improve hearing in noisy 
environments. 

 Video Interpreting Services (VIS): remote sign language 
interpretation via video. 

 Teletypewriter (TTYs): allow text-based communication over phone 
lines. 

 Closed Captioning (CC): provides text for video content. 

 Email and text messaging: Written communication options. 

 Taped texts and audio recordings: Accessible formats for reading 
materials. 

Augmentative and alternative communication (AAC) systems include aided 
and unaided ways of communicating with people who communicate best 
through gestures, fingerspelling, drawings, pictures and communication 
boards, and devices that generate speech. One common system is a 
Picture Exchange Communication System that allows people with little or 
no communication abilities to communicate using pictures.  
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Organizations should provide auxiliary aids and services (including sign 
language interpreters) when requested and where needed to ensure 
people with disabilities have an equal opportunity to participate and enjoy 
the benefits of the organization’s programs and services. It is preferable to 
ask people with disabilities what would provide them with the best 
accommodation. Auxiliary aids and services are most effective when 
promoting independence. 

Provide and deliver information in accessible formats promptly and with 
privacy protections. When possible, provide people with disabilities with the 
opportunity to request an auxiliary aid or service before attending an event, 
accessing a service or participating in a program in person or remotely. 
Organizations should include information about how to request auxiliary 
aids and services on their program and services websites and in 
registration materials. In doing so, people with disabilities can provide the 
necessary information for organizations to plan for and provide the 
requested services in a timely manner. 

If a person with a disability requires an interpreter, they should not be 
expected to bring their own except: 

 in emergencies and an interpreter is not available; or  

 when the person with a disability requests it, the support person or 
interpreter agrees to provide the service. A minor is not 
recommended to be asked to interpret except in emergencies where 
no other interpreter is available. 

Video Remote Interpreting (VRI) enhances communication access for deaf 
and hard-of-hearing individuals. VRI allows on-demand remote access to 
qualified sign language interpreters. Deaf people can communicate 
effectively in real-time, whether at work, medical appointments, or other 
situations. In areas with limited in-person interpreters, VRI bridges the gap. 
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Video quality is essential for clear communication. If an organization 
chooses to provide qualified interpreters via VRI services, the organization 
should test the service to ensure it allows for the following: 

 Fast and precise video and sound that can be projected over a 
suitable connection that displays smooth, sharp images without 
delays or other problems. 

 Large image that clearly displays the interpreter (face, fingers, hands) 
and the person with disability they are helping, no matter how they 
are positioned (i.e., sitting or standing). 

 Loud and clear sound of voices that are clearly heard. 

 Sufficient training for the people who use and run the VRI services. 

TTY devices can play a role in bridging communication gaps for many 
people who are deaf, hard of hearing, or have speech impairments. TTYs 
allow text-based conversations instead of spoken language. Users type 
messages, which are transmitted over the phone line. This enables direct 
communication with others. Organizations could use TTYs and should 
consider other equally effective telephone systems, such as TTY relay 
systems, to communicate with people who are deaf, hard of hearing, or 
have speech impairments. Accessible automated attendant voice mail or 
messaging systems can offer significant benefits to people with disabilities. 
Features like speech recognition, text-to-speech, customization and 
control, and time independence features allow people with disabilities to 
interact with automated attendant systems in a way that accommodates 
their communication preferences. Organizations that use an automated or 
computerized attendant system (including voice mail, messaging, or other 
interactive voice response systems) that answers and directs calls should 
test the system to ensure it offers accessibility features and works well with 
TTYs and other auxiliary aids. Organizations should also ensure that 
telephone emergency services provide direct access to people who use 
TTYs and computer modems. 
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Telecommunications Relay Service (TRS) ensures effective communication 
for people who are deaf and people with hearing and speech disabilities. 
When initiating a TRS call, the caller dials an assigned number that 
connects to a communications assistant (CA). The CA acts as an 
intermediary, relaying messages between the caller and the recipient based 
on each person’s preferred form of communication. Privacy is maintained 
because of confidentiality requirements for the CA. TRS is available 
nationwide for local calls. TRS bridges communication gaps, allowing 
everyone to connect using standard voice telephones. Organizations 
should respond to telephone calls from all telecommunications relay 
services supervised by the Canadian Radio-television and Communications 
Commission in the same manner that they respond to other telephone 
calls. 

Further information on message relay services: 

 Government of Canada Canadian Radio-television and 
Telecommunications Commission Message Relay Services 

4.5.7 Leverage virtual communication for service 
delivery and customer service 

Virtual services play a crucial role in enhancing the lives of people with 
disabilities. They remove barriers, allowing people to participate in services 
without travelling physically. For example, a person who has a chronic 
illness may find it difficult to travel, or someone who has mental health 
issues may find it overwhelming to be in public spaces. Providing services 
virtually can enable people to easily access services in a way that makes 
the best sense for them. Offering virtual services foster inclusion, 
independence, safety, and economic empowerment for people with 
disabilities. 
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“Virtual support” is the provision of service and support by the organization 
to a customer through equipment capable of live, two-way communication. 
This can include telephone and online technology and software. For 
example: 

 email; 

 video conferencing; 

 text or voice messaging; and  

 virtual reality. 

Regarding virtual support: 

Organizations should have trained staff who can easily use the accessibility 
features of the Information and Communication Technology (ICT) to deliver 
programs, services, and support. Staff should know how to operate 
commonly used assistive technology with such ICT to provide virtual 
services if needed. For example, if a person who is deaf requests  a video 
conferencing session that video conferencing service should offer live 
captions and transcription services.  

When communicating with people with disabilities, organizations should: 

 Provide interpreter services and communication aids to people with 
disabilities and their companions free of charge (people with 
disabilities are not required to provide their interpreters). Be sure to 
ask people about their preferences. 

 Rely on a companion interpreter (for example, a friend or family 
member of the person with a disability) only if: 

o there’s an imminent threat or emergency and a qualified 
interpreter is unavailable; or 

o a person with a disability request to use an adult friend or family 
member as an interpreter. 
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 Use an accessible virtual, or online platform that best meets the 
following: 

o the ability to include an interpreter on the same call as the 
individual and the organization; 

o live captions; 

o audio description; 

o a high-contrast display; and 

o automatic transcription. 

 When scheduling a meeting, send materials and assess accessibility 
and technology needs before the meeting, including doing the 
following: 

o include a way for people with disabilities to note any 
accommodations when scheduling the meeting; and 

o contact the person with a disability before the meeting to work 
around possible technological challenges and ensure they feel 
comfortable with the platform. 

 Provide closed captioning for all prerecorded customer video 
resources. 

 Use TRS as an alternative to video meetings. 

 Offer video conferencing to connect to an interpreter via virtual 
meeting for real-time sign language or oral interpretation. 

 Make resources available in different formats, including printed 
information, audio recordings, or braille. 

Further guidance on providing accessible meetings and virtual 
communication: 

 Employment and Social Development Canada guide to planning 
accessible meetings 
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4.5.8 Use effective written and electronic 
communication 

Clear and effective communication ensures that the needs, perspectives, 
and voices of people with disabilities are acknowledged and understood. 
Effective communication also builds trust and rapport and helps 
organizations identify the specific support needs of people with disabilities. 

To meet this guidance, organizations should start by adhering to the 
following guidelines: 

 Timely communication: Ensure that communications consider the 
person’s accessibility needs and are delivered promptly. 

 No additional cost: When providing documents, charge no more 
than what is charged to other people. 

 Privacy and independence: Protect the privacy and independence 
of the person with a disability if communication support is offered. 

 Accessible electronic documents: Base online services or 
programs and electronic documents (such as forms) on an accessible 
platform that enables users to complete tasks effectively. 

People have diverse needs. People who are blind may require formats 
such as braille, whereas individuals who are partially sighted may require 
large print, and people with cognitive disabilities may require audio formats. 
Offering a variety of accessible formats addresses diverse needs ensures 
that people with disabilities can access the same content as others. To 
meet diverse needs, organizations should ensure that materials are 
available in a variety of formats so that they are accessible to a wide range 
of people with disabilities. 
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To meet this guidance, organizations should start by providing various 
formats. The following excerpt from Employment and Social Development 
Canada’s Guidance on the Accessible Canada Act: Alternate Formats 
describe the types of alternate formats that federally regulated entities must 
make available upon request: 

 Print: Printed or electronic text.  

 Large print: printed or electronic text with a larger font size and good 
colour contrast. The smallest font size should be between 16 and 20 
points.  

 Braille: A system of cells and dots that represent characters and 
numbers. Braille can be in electronic or physical format. Readers use 
their fingertips to read raised dots on paper. Some electronic devices 
can read Braille in electronic format as well. Find more information 
about Braille on the CNIB Foundation website.  

 Audio format: An audio recording or data file (such as a DAISY file).  

 Electronic format: A text format, document, image, or file in a digital 
format compatible with adaptive technology intended to assist people 
with disabilities. Users navigate documents by moving between 
pages, sections, chapters, and tables of contents. 

Organizations should also ensure that accessible web-based documents or 
other electronic documents provided in HTML conform to section 9 of 
CAN/ASC-EN 301 549:2024-Accessibility requirements for ICT products 
and services (EN 301 549:2021, IDT). Accessible versions of all other 
electronic documents should conform to section 10 of CAN/ASC-EN 301 
549:2024-Accessibility requirements for ICT products and services (EN 301 
549:2021, IDT). 

Consult with the person requesting the information (where possible) to 
determine the most suitable accessible format or communication support. 
This approach ensures that communication is tailored to meet the specific 
needs of people with disabilities. Be prepared to provide both a physical 
and an electronic version of every document.  
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Further information on effective written and electronic communication:  

 Employment and Social Development Canada’s guidance on the 
Accessible Canada Act: alternate formats  

 Digital Accessibility Toolkit create accessible documents  

4.5.9 Plan for emergencies 
Effective service delivery during emergencies is vital to public health and 
safety. People with disabilities can face significant barriers when accessing 
emergency services. Organizations should ensure their services are 
accessible during emergencies. 

To meet this guidance, organizations should start by: 

 Ensuring they are delivering accessible services during and after 
(short- and long-term) emergencies. 

 Preparing for emergencies. Specifically:  

o removing all accessibility barriers in advance; 

o maintaining accessibility features during emergencies; 

o developing an accessible built environment; and 

o creating an accessible emergency egress. 

 Adopting changes that keep everyone safe and ensuring all staff 
members are safe during an emergency. 

Emergency egress guidance addresses the types of buildings that are 
advised to have an accessible travel path. It provides a process for 
planning, practising, implementing, and evaluating the effectiveness of 
emergency plans. All organizations delivering service and customer service 
in buildings should implement accessible travel paths.  
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Accessible emergency measures for people with disabilities should be 
considered by organizations that deliver programs, services and customer 
service. They should cover the following topics: 

 General considerations for emergency planning and incident 
management. 

 General considerations for vulnerable populations in emergencies. 

 Pre-incident emergency planning and emergency plans. 

 Hazard identification, risk assessment, prevention, and mitigation. 

 Post-incident recovery. 

 Public warning systems. 

 Public information and communication. 

Further guidance on emergency measures: 

 Accessible service delivery during emergencies, including COVID-
19 
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5 Links to other accessibility 
standards  
 Accessibility Standards Canada. (2024, May). CAN/ASC - EN 301 

549:2024 - Accessibility requirements for ICT products and services 
(EN 301 549:2021, IDT). https://accessible.canada.ca/en-301-549-
accessibility-requirements-ict-products-and-services 

 Accessibility Standards Canada. (2024, December). CAN/ASC-
1.1:2024(REV-2025)-Employment. 
https://accessible.canada.ca/creating-accessibility-standards/can-
asc-112024-rev-2025-employment 

 Accessibility Standards Canada. CAN/ASC-5.2.1-Part 1-Design 
and Delivery of Accessible Programs and Services: Accessible 
Service Delivery–Accessibility for federally regulated entities as 
defined by the Accessible Canada Act. 
https://accessible.canada.ca/creating-accessibility-standards/can-
asc-521-design-and-delivery-accessible-programs-and-services 

 Accessibility Standards Canada. CAN/ASC-2.3-Model Standard 
for the Built Environment-Accessibility for federally regulated entities 
as defined by the Accessible Canada Act. 
https://accessible.canada.ca/centre-of-expertise/built-
environment/can-asc-23-standard-built-environment 

 Accessibility Standards Canada. CAN/ASC-3.1-Plain Language. 
https://accessible.canada.ca/creating-accessibility-standards/public-
reviews/can-asc-3-1 

 Accessibility Standards Canada. CAN/ASC-2.1-Outdoor Spaces, 
https://accessible.canada.ca/can-asc-2-1 

 CSA Group and Accessibility Standards Canada. (2023). 
CSA/ASC B651:23 - Accessible design for the built environment. 
https://www.csagroup.org/store/product/CSA-ASC%20B651%3A23/ 
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1 Legal disclaimer  
This document was developed as a reference document for voluntary use. 
The voluntary guidance found in this document should not be interpreted as 
replacing or superseding, in whole or in part, obligations that entities must 
comply with. Also, fulfilling the voluntary guidance found in this document 
does not automatically fulfill obligations. These obligations include any 
obligations found in legislation, regulations, policies, directives, codes 
and/or other instruments that may apply to entities. It is the responsibility of 
users of this document to judge its suitability for their particular purpose. 

This document is provided without any representations or warranties of any 
kind. In no event shall Accessibility Standards Canada, its contractors, 
agents, employees, directors, or officers, or His Majesty the King in Right of 
Canada, his employees, contractors, agents, directors, or officers be liable 
for any damages, injury, loss, costs, or expenses, however caused, arising 
out of or resulting from access to or possession or use of this document. 

As between Accessibility Standards Canada and users of this document 
(whether it be printed, electronic or alternate form), Accessibility Standards 
Canada is the owner of all copyright and moral rights contained herein. 
Additionally, Accessibility Standards Canada is the owner of its official 
mark. Without limitation, the unauthorized use, modification, copying, or 
disclosure of this document may violate laws that protect Accessibility 
Standards Canada and/or others’ intellectual property and may give rise to 
a right in Accessibility Standards Canada and/or others to seek legal 
redress for such use, modification, copying, or disclosure. To the extent 
permitted by law, Accessibility Standards Canada reserves all intellectual 
property and other rights in this document.  
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Users are only authorized to load this document onto a computer for the 
sole purpose of reviewing it, search and browse this document, print this 
document if it is in an electronic format, and disseminate this document for 
informational, educational, and non-commercial purposes. Users shall not 
and shall not permit others to alter this document in any way or remove this 
Legal Notice from the document, sell this document without authorization 
from Accessibility Standards Canada, use this document to mislead any 
users of a product, process or service addressed by this document, or 
reproduce all or specific portions of this document within a publicly 
available standards document or work without Accessibility Standards 
Canada’s written authorization. 

If you do not agree with any of the terms and conditions contained in this 
Legal Notice, you must not load or use this document or make any copies. 
Use of this document constitutes your acceptance of the terms and 
conditions of this Legal Notice. 
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2 About this technical guide  
Note: This document was developed as a reference document for 
voluntary use. The voluntary guidance found in this document should not 
be interpreted as replacing or superseding, in whole or in part, obligations 
that entities must comply with. Also, fulfilling the voluntary guidance found 
in this document does not automatically fulfill obligations. These obligations 
include any obligations found in legislation, regulations, policies, directives, 
codes and/or other instruments that may apply to entities. It is the 
responsibility of users of this document to judge its suitability for their 
particular purpose. 

This is a jointly developed technical guide between Accessibility Standards 
Canada and Public Services and Procurement Canada. 

Accessibility Standards Canada develops equity-based accessibility 
standards and guidance. Accessibility Standards Canada seeks to create 
inclusive standards that can impact all persons with disabilities while 
recognizing their intersectionality and expertise. Accessibility Standards 
Canada is sharing this technical guide so that organizations can begin 
implementing this guidance in their work while a standard in this area is 
being developed. This technical guide focuses on areas where people with 
disabilities face barriers in the procurement and the goods acquired 
through procurement. Equity refers to fairness, justice, and freedom from 
discrimination. Equity recognizes that each person has different 
circumstances and focuses on enabling all individuals to achieve the same 
outcomes. 

Public Services and Procurement Canada (PSPC) supports federal 
departments and agencies in their daily operations as their central 
purchasing agent, real property manager, treasurer, accountant, pay and 
pension administrator, integrity advisor, common service provider and 
linguistic authority. Procurement is an important area where PSPC supports 
the Government of Canada’s priority of a barrier-free society.  
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 The Accessible Procurement Resource Centre (APRC) within PSPC was 
established to help federal government buyers understand how to consider 
and integrate accessibility requirements when procuring goods and 
services. The Centre promotes awareness about the value of accessible 
goods and services as an important step to enhance inclusion for people of 
all abilities. The Centre is also a resource hub for federal government 
departments to support the purchase of accessible goods and services. 

2.1 Audience  
This technical guide is intended for all Government of Canada 
departments, agencies, and federally regulated entities, as well as anyone 
seeking guidance to improve accessibility in this area.  
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3 Context  
Note: This document was developed as a reference document for 
voluntary use. The voluntary guidance found in this document should not 
be interpreted as replacing or superseding, in whole or in part, obligations 
that entities must comply with. Also, fulfilling the voluntary guidance found 
in this document does not automatically fulfill obligations. These obligations 
include any obligations found in legislation, regulations, policies, directives, 
codes and/or other instruments that may apply to entities. It is the 
responsibility of users of this document to judge its suitability for their 
particular purpose. 

3.1 General  
Accessibility Standards Canada develops technical guides that align with 
its vision. This vision is rooted in the principles of the Accessible Canada 
Act and “nothing without us.” These principles reflect a commitment to 
breaking down barriers to accessibility that can impact all persons in 
Canada—especially persons with disabilities and their families—ensuring 
full and equal participation in society.  

As part of the “nothing without us” principle, Accessibility Standards 
Canada promotes that accessibility is good for everyone, as it can have 
society-wide benefits. As a result, Accessibility Standards Canada develops 
technical guides to promote accessibility and accessible best practices. 
This means that this technical guide incorporates best practices, the lived 
experience of people with disabilities, and information aimed at achieving 
the highest level of accessibility. This approach is meant to drive 
innovation, foster change, and promote requirements and best practices 
that have broad positive impacts.  

This approach strives to improve outcomes for all Canadians, including 
creating employment opportunities and solutions that contribute to 
Canada’s economic growth.  
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By proactively removing barriers, these guides’ support the key accessibility 
principles of the Accessible Canada Act and “nothing without us,” support 
organizations on their accessibility journeys, and move Canada closer to 
being barrier-free by 2040. The technical content of this guide benefits: 

 people with disabilities; 

 people without disabilities; 

 the federal public sector; 

 the private sector; 

 non-government organizations; 

 Indigenous communities; and 

 society.  

The guidance provided in sections 4 through 5, support the goals of the 
Accessible Canada Act.  
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3.2 Accessible Canada Act 
The Accessible Canada Act provides a framework which allows for the 
proactive identification, removal, and prevention of barriers wherever 
Canadians interact with areas under federal jurisdiction. It puts in place 
mechanisms that would systematically address accessibility. The purpose 
of the Accessible Canada Act is to make Canada barrier-free by 
January 1, 2040. This involves identifying, removing and preventing 
barriers in federal jurisdiction in the following priority areas: 

 employment; 

 the built environment (buildings and public spaces); 

 information and communication technologies; 

 communication, other than information and communication 
technologies; 

 the procurement of goods, services and facilities; 

 the design and delivery of programs and services; and 

 transportation (airlines, as well as rail, road and marine transportation 
providers that cross provincial or international borders). 

  

154



 

Page 13 
 

3.3 Accessible Canada Act 
consultations 

To inform the development of the Accessible Canada Act, in 2016 to 2017 
the Government of Canada undertook the largest and most accessible 
consultation on disability issues that Canada has ever seen. Over 6000 
Canadians and over 90 organizations shared their ideas about an 
accessible Canada. Participants wanted the legislation to apply to all areas 
under the control of the Government of Canada and that Canada should 
become a leader in accessibility. While participants acknowledged that the 
development and implementation of some standards will take longer than 
others, they noted guidance should be clear and any accessibility 
requirements should lead to positive lasting change. 

The “nothing without us” principle means that people with disabilities are 
engaged and involved in the identification, prevention, and removal of 
barriers. This also means consulting and working closely with people with 
disabilities, diverse disability communities and other experts to develop 
accessibility guidance to remove barriers. The principle of “nothing without 
us” drives everything we do at Accessibility Standards Canada, including 
relying on the knowledge and experiences of people with disabilities in the 
development of accessibility guidance. 
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3.4 Key Accessible Canada Act 
principles 

The Act is to be implemented in recognition of, and in accordance with, the 
following principles: 

 everyone must be treated with dignity; 

 everyone must have the same opportunity to make for themselves the 
life they are able and wish to have; 

 everyone must be able to participate fully and equally in society; 

 everyone must have meaningful options and be free to make their own 
choices, with support if they desire; 

 laws, policies, programs, services, and structures must take into 
account the ways that different kinds of barriers and discrimination 
intersect; 

 persons with disabilities must be involved in the development and 
design of laws, policies, programs, services, and structures; and 

 accessibility standards and regulations must be made with the goal of 
achieving the highest level of accessibility. 
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3.5 United Nations Convention on the 
Rights of Persons with Disabilities 

Canada joined the United Nations Convention on the Rights of Persons 
with Disabilities in 2010. The United Nations Convention protects and 
promotes the rights and dignity of persons with disabilities without 
discrimination, and on an equal basis with others. Parties to the United 
Nations Convention on the Rights of Persons with Disabilities are required 
to promote and ensure the full enjoyment of human rights of persons with 
disabilities including full equality under the law. The United Nations 
Convention on the Rights of Persons with Disabilities has served as the 
major catalyst in the global movement towards viewing persons with 
disabilities as full and equal members of society. The human rights 
approach has moved away from viewing persons with disabilities as 
subjects of charity, medical treatment and social protection. The United 
Nations Convention on the Rights of Persons with Disabilities, the 
Canadian Charter of Rights and Freedoms and the Canadian Human 
Rights Act were foundational human rights frameworks that support equity 
on which the Accessible Canada Act was built. 
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4 Introduction 
Note: This document was developed as a reference document for 
voluntary use. The voluntary guidance found in this document should not 
be interpreted as replacing or superseding, in whole or in part, obligations 
that entities must comply with. Also, fulfilling the voluntary guidance found 
in this document does not automatically fulfill obligations. These obligations 
include any obligations found in legislation, regulations, policies, directives, 
codes and/or other instruments that may apply to entities. It is the 
responsibility of users of this document to judge its suitability for their 
particular purpose. 

Whether you are a business owner (such as a client department, agency, 
or technical authority) or a procurement lead within an organization, this 
guide is intended to help you understand how to consider accessibility 
when defining the specifications for the procurement a good.  

4.1 Definitions 
For the purposes of this guide, the following definitions apply:  

End user - The final user who will use the procured good. End users can 
include any of the following user groups:  

 People with disabilities.  

 Members of the public.  

 Employees. 

 Businesses and private sector entities.  
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Goods contract - A contract for the purchase of articles, commodities, 
equipment, goods, materials or supplies and includes a contract for the 
construction or repair of a vessel. Goods contracts may also include related 
deliverables that support the use of the good. These are referred to as 
“indirect deliverables.”  

Direct deliverables - The products that are purchased, rented, or 
otherwise acquired by a business and that end users interact with or use 
directly. This includes, but is not limited to: 

 Furniture and fixtures. 

 Equipment and tools. 

 Electronics and technology. 

 Communication materials. 

 Vehicles and mobility devices. 

 Software licenses and digital content packages. 

Example: A self-service touchscreen kiosk purchased for a customer 
service area. 

Indirect deliverables - the supporting materials or services that 
accompany or relate to the direct deliverable which may or may not be 
used directly by the end user. 
 
Example: instructional materials (e.g., manuals), support software, 
warranties, support services (e.g. training, customer service), setup 
services and packaging. 

Note: This guide uses the terms direct and indirect deliverables to 
distinguish between these components when applying accessibility 
requirements. Accessibility considerations apply to both. For example, even 
if the direct deliverable cannot be made accessible and comply with 
required standards, accompanying indirect deliverables must still be 
designed to avoid barriers. 
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4.2 Roles and responsibilities 
The Business owner is typically the project lead, program authority, or 
requestor of the good within an organization. They are responsible for 
defining the intended outcomes of the procurement, including the 
operational requirements and for identifying how accessibility should be 
integrated. The Business Owner is also responsible for providing a clear 
and written explanation when accessibility requirements are not included in 
the specifications for a procurement. 

The Procurement lead, often referred to as the contracting authority, 
procurement officer, or buyer within an organization, is responsible for 
overseeing the procurement process. They are often responsible for 
preparing solicitation documents, ensuring compliance with legal and policy 
requirements, coordinating the evaluation process, and managing the 
contract. The Procurement Lead also ensures that the Business Owner 
considers accessibility and provides a written explanation when 
accessibility requirements are excluded from the specifications for the 
procurement. 

4.3 Consultation and inclusivity 
Where feasible, organizations are encouraged to consult with end users, 
including people with disabilities, to inform the identification of accessibility 
requirements. These consultations can help ensure that the direct and 
indirect deliverables are usable and inclusive. However, it is recognized 
that consulting end users for every individual procurement is not always 
practical or required.  

As well, organizations should aim to engage people with disabilities when 
developing standards or commodity guidance and templates for commonly 
purchased goods, ensuring that accessibility needs are meaningfully 
considered in advance. 
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4.4 Note on language  
Throughout this guide, “you” refers to the individual or team responsible for 
the activities described in each step. These responsibilities may vary 
across organizations but generally align with the roles defined above. In 
smaller organizations, one person may fulfill multiple roles, and 
accessibility responsibilities may be assigned based on internal capacity or 
external support. 

4.5 Step 1: Define your requirements 
The first step is to understand the intended outcomes of the procurement 
and the operational requirements the good must meet, as well as the 
expected deliverables outlined in the contract. Developing a clear 
Statement of Work (SOW) or Statement of Requirements (SOR) will help 
you to consider:  

 How end users are expected to interact with the good. 

 What barriers they might experience when doing so.  

4.5.1 Objective 
The objective of step 1 is to identify the specifications for the procurement 
of the good. This includes not only the core functions of the good itself, but 
also the indirect deliverables, such as support services or instructional 
materials. 

4.5.2 Questions to ask yourself to help identify 
accessibility requirements 

The following questions are designed to help identify relevant accessibility 
requirements to include in the SOW or SOR. The following list of questions 
is not exhaustive and will vary depending on the good you are procuring.  
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4.5.2.1 Purpose of the good 

 What is the purpose of the good required? For example: 

o Is it a physical product? (e.g., equipment, furniture, devices) 

o Is it a digital product? (e.g., software, website, app) 

 Will the good require information materials? (e.g., instruction 
manuals, reports, signage) 

 Will the good require supporting services? (e.g., installation, 
maintenance, training) 

4.5.2.2 End users 

 Who will use or interact with the good, now and in the future? 

o External users, such as: 

 Members of the public, including people with disabilities. 

 Public sector employees (federal, provincial, municipal), 
including employees with disabilities.  

 Non-profit organizations. 

 Businesses and private sector entities. 

o Internal users within your organization. 

 Do the end users include people with disabilities?  

Note: These considerations may overlap with step 2, which focuses on 
identifying barriers. However, considering a broad range of end users early 
in the process helps ensure barriers are fully assessed in the next step. 
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4.5.2.3 Documentation, labelling, and packaging 

 Will the good be delivered with written material?  

o If so, how will the material be presented? Some examples 
include: 

 Formats: Braille, large print, high-contrast text, plain 
language. 

 Digital accessibility: Screen reader compatibility, text-to-
speech tools, structured headings. 

 Labelling and packaging: Clear font, tactile markers, 
multilingual options. 

Note: Considering these examples at this stage helps lay the groundwork 
for defining the scope of the requirements and supports the development of 
effective solutions in step 4.  

4.5.2.4 Digital access and support services 

 Will information about the good be available online? 

o If so, will it be accessible via: 

 A website? 

 A mobile application? 

 A public-facing or employee-facing portal? 

 Will in-person, virtual or a combination of both be required? 

 Will a help desk or customer service support be required?  

 Will you need to conduct accessibility conformance testing or user 
testing? 
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4.5.2.5 Balancing accessibility with other requirements 

 Is it likely that accessibility requirements may conflict with other 
requirements such as: 

o Security protocols. 

o Functional specifications of the good being procured. 

 If so, how will these conflicts be addressed and requirements 
prioritized? 

Note: Accessibility requirements must be defined early in the procurement 
process to ensure they are appropriately scoped and actionable. At this 
stage, consider any potential conflicts, such as with security protocols, or 
other functional specifications. This helps clarify how accessibility will be 
prioritized and integrated alongside other operational needs. Documenting 
these considerations supports informed decision-making and reduces the 
risk of inaccessible outcomes later in the procurement lifecycle.  

4.5.3  Step 1 outcome 
After completing step 1, you should have a clear understanding of the 
direct and indirect deliverables associated with the good, as well as where 
accessibility requirements should be applied. The key outcome is a written 
description of the good including its purpose and scope, the intended end 
users, and expected deliverables. Section 5.1.1 illustrates this step in the 
context of procuring an office printer. 
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4.6 Step 2: Identify barriers that end 
users may experience 

Step 2 builds on the foundation established in step 1 by analyzing how end 
users may experience barriers when interacting with the good, including 
any indirect deliverables. This step involves: 

 identifying the end users, both current and future; and 

 assessing how the design or delivery of the good may limit 
accessibility or usability for some individuals.  

The findings from this step will inform the development of requirements for 
accessibility in the following steps. 

Note: A barrier exists when the design of a good, environment (physical or 
virtual), interaction or activity limits its access or use. 

4.6.1 Objective 
Step 1 helped identify: 

 the specifications of the good;  

 the end users (including people with disabilities); and 

 the indirect deliverables (e.g., support services, instructional 
materials) that may be needed.  

Step 2 builds on step 1 by analyzing how end users may experience 
barriers when interacting with the good. 

  

165



 

Page 24 
 

4.6.2 Questions to ask yourself to identify 
barriers 

The following questions are intended to help identify the barriers that the 
end users of the good may experience. While not every question will be 
relevant in all situations, considering these factors will help ensure the good 
is accessible to a broad range of users. This list of questions is not 
exhaustive and will vary depending on the good you are procuring.  

4.6.3 Physical barriers 
Physical barriers occur when the design in the built environment or the 
physical characteristics of goods prevent individuals from using or 
accessing the good. 

Note: While this step focuses on the accessibility of the good itself, it is 
equally important to consider the physical environment where the good will 
be placed. An accessible good that is installed in a location that cannot be 
reached or safely used by people with disabilities creates a barrier to use. 
Ensure that placement, clearance, and surrounding access routes are also 
reviewed for accessibility. 

4.6.3.1 Questions to ask yourself 

 Will the good be difficult to use for people with disabilities?  

 Is the good designed to be usable from different positions (e.g., 
standing, seated, or with assistive devices)? 

 Does the design of the good allow for flexibility or adjustability to meet 
individual user needs? 

 Are there physical elements (e.g., placement, height, reach range) 
that may restrict independent use of the good? 

  

166



 

Page 25 
 

4.6.3.2 Examples of physical barriers  

 Goods or packaging that require fine motor skills to use, such as 
small buttons, zippers, or latches. 

 Controls that require: 

o Tight grasping, twisting, or pinching (e.g., bottle caps, fasteners, 
small knobs). 

o A high level of force (e.g., stiff buttons, heavy doors, pressure-
activated mechanisms). 

o Two hands to operate, which may exclude users with one-
handed use or limited coordination (e.g., a printer lid that must 
be held open with one hand while loading paper with the other). 

 Goods that cannot be reached or operated from a seated position, 
such as high-mounted controls or non-adjustable kiosks. 

 Items that cannot be adjusted to accommodate different users (e.g., 
an office chair with fixed armrests or a non-height-adjustable table). 

 Unstable goods that shift or move during use, making them harder to 
operate with limited mobility or balance (e.g., lightweight desktop 
scanner that slides when buttons are pressed). 

 Goods that are heavy, bulky, or awkward to carry, particularly for 
individuals with limited strength or one-handed use. 

 Handles or grips that are too small, slippery, or poorly placed for 
stable handling. 

4.6.4 Communication barriers  
Communication barriers arise when information related to a good is 
presented in formats and language that are not accessible. This information 
includes instructions, materials, digital interfaces or customer support 
services. These barriers can prevent effective understanding, interaction, or 
information exchange which can negatively impact any end user.  
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4.6.4.1 Questions to ask yourself 

 Is the information related to the good (e.g., its use, instructions, and 
support) available in accessible formats and communicated in 
multiple ways (e.g., visual, auditory, tactile) to meet the needs of 
people with disabilities? 

 Do visual materials (e.g., diagrams, infographics, signage) include 
text descriptions or alternative formats? 

 Is the information related to the good (e.g., manuals, training 
materials) free from unnecessary jargon, abbreviations, and complex 
language? 

 Are customer support and helpdesk interactions accessible across 
multiple channels (e.g., phone, email, chat, relay services)? 

 Are training materials and related service communications free from 
unnecessary jargon, abbreviations, and complex language? 

 If the information regarding the use of the good is only available 
digitally, will this create a barrier for end users with no internet access 
or who have low digital literacy?  

 Can end users control or adjust the speed, timing, or format of 
messages, alerts, or instructions? 

4.6.4.2 Examples of communication barriers include: 

 Digital interfaces associated with the good 

o Touchscreen interfaces that do not provide audio feedback or 
cannot be navigated without visual cues.  

o Interfaces that rely solely on colour to convey information, 
which can exclude end users with colour vision deficiencies.  

o Automated messages or alerts that are delivered too quickly, 
without options to replay, pause, or extend the display time.  
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 Videos that lack accessibility features, such as: 

o sign language interpretation; and 

o subtitles, closed captions, or written transcripts. 

 Customer support and helpdesk services 

o Customer support or help desk that are not available in different 
formats (e.g., in-person, over the phone, through email). 

 Training services and learning materials 

o Training materials that do not consider the different ways that 
people learn and retain information (e.g., auditory learners, 
visual learners, kinesthetic learners). 

 Document-based deliverables (e.g., progress or final reports, emails, 
manuals, training materials) that: 

o lack of plain language or structured formatting; 

o use images without alternative (alt) text or descriptive captions; 

o have low colour contrast between text and background, making 
reading or viewing images difficult; 

o contain dense text without clear headings or breaks, making 
comprehension harder; 

o use small or difficult to read fonts, or font types that are not 
accessible for participants using magnification; and 

o use complex language or figures of speech, sarcasm, 
euphemisms, technical jargon, undefined abbreviations, or 
passive voice, which can be harder to process. 

 Printed and hard copy materials 

o Hard copy documents, labelling, or instructions that do not 
include braille or tactile markers when digital alternatives are 
not feasible. 
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4.6.5 Environmental barriers  
Environmental barriers occur when sensory irritants are present or can be 
due to the design of a space. These barriers may limit an individual’s 
comfort, focus, or ability to remain in a space. 

4.6.5.1 Questions to ask yourself 

 Can the good be used safely and comfortably by someone that 
requires specific environmental considerations? 

 Does it have any features, such as scents, sounds, lights, or textures 
that could cause discomfort or limit usability for some end users? 

o Does the good emit any scent from materials, adhesives, 
coatings, or packaging that may trigger sensitivities? 

o Are there any continuous or unexpected sounds (e.g., beeping, 
fan noise, startup tones) that may cause distress or fatigue for 
some end users with disabilities? 

 Is there a way for end users to adjust or control sensory aspects 
(e.g., lighting, volume, materials)? 

 Are non-essential features (e.g., decorative lighting, motion-triggered 
sounds) optional or removable? 

 Do the materials and finishes address environmental health and 
sensory safety (e.g., low emissions, hypoallergenic)? 

 Have other sensory impacts been considered, such as glare, surface 
textures, or air quality, especially for indoor use? 

 Has the impact of prolonged exposure to the good (e.g., when placed 
near desks or workstations) on user comfort or health been 
considered? 
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4.6.5.2 Examples of environmental barriers  

 Air quality and chemical sensitivities 

o Goods that emit strong scents, such as cleaning supplies, hand 
soaps, air fresheners. 

o Goods that off-gas chemicals (e.g., adhesives, plastics, new 
furniture). 

 Lighting conditions 

o Lighting that is too bright, with no dimming controls. 

Note: A dimming feature also can help people with visual 
disabilities who may require bright lighting or those who are 
impacted by high levels of illumination. 

o Unexpected or flashing lights (e.g., status indicators, startup 
animations) that can trigger sensory overload or migraines. 

o Glare from high-gloss surfaces or screens, which can cause 
discomfort or limit visibility. 

 Noise and disruptive sounds 

 Excessive noise from goods, such as: 

 loud ventilation systems, alarms, or machinery; and 

 hand dryers or vacuums that emit high decibel levels. 

 Temperature and physical environment 

 Temperature-related discomfort from goods that emit heat, lack 
ventilation, or are cold to the touch for extended use (e.g., plastic 
seating or chairs that retain heat from nearby radiators or sunlight, 
becoming uncomfortably warm or sticky for extended sitting periods). 
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 Surface textures and finishes 

o Surface finishes that are overly rough, sharp, or sticky, which 
may be uncomfortable for end users with tactile sensitivities 
(e.g., a handheld tool or stylus with a sticky rubberized grip that 
attracts dust or residue and causes discomfort for users with 
texture aversions or sensory sensitivities). 

o Clothing or fabric-based goods with irritating materials, tags, or 
seams. 

4.6.6 Technological barriers 
Technological barriers occur when digital tools, platforms or systems are 
not compatible with assistive technologies or do not conform to recognized 
accessibility standards. These barriers can prevent individuals from 
accessing, navigating, or using digital content and functions effectively. 
Technological barriers negatively impact people with disabilities. 

4.6.6.1 Questions to ask yourself 

 Is the good delivered through technology or a digital platform, and if 
so, is it designed to: 

o Support the use of assistive devices (e.g., screen readers, 
alternative input devices)? 

o Provide alternate formats, such as audio or visual outputs? 

 Does the good conform to recognized ICT accessibility standards 
(e.g., CAN/ASC - EN 301 549:2024 Accessibility requirements for ICT 
products and services)? 

 Is the interface consistent and predictable across different functions 
or screens? 

 Will end users be able to customize or adjust settings (e.g., font size, 
contrast, audio feedback) to meet their needs? 
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 Does the good work with older versions of assistive technologies, or 
require only the latest software to function properly? 

 Will the good continue to be accessible when software is updated or 
when used with new devices or platforms in the future? 

4.6.6.2 Examples of technological barriers  

 Inaccessible documents that adaptive technology cannot read, such 
as PDFs without proper tagging or Word documents created without 
the use of styles. 

 Web-based tools or apps that have unlabelled buttons or icons, which 
screen readers cannot interpret, leading to unusable interfaces. 

 Measuring tools that lack accessibility features, such as: 

o scales that do not audibly announce the weight of an item 
placed on its platform or in a bowl; and 

o digital thermometers without an audio reading option. 

 Devices that do not include features to support accessibility such as: 

o magnification or contrast adjustment options; and 

o voice commands or screen readers. 

 Alert systems that do not provide multimodal notifications, such as: 

o fire alarms that rely on sound without flashing lights or 
vibrations; and  

o doorbell or key fob systems that emit audio alerts without visual 
or tactile feedback. 

 Touchscreen devices without tactile or voice-based navigation 
options, making them inaccessible to end users with disabilities. 

 Interfaces that require dragging, swiping, or multi-finger gestures, 
which may be difficult or impossible for end users with limited 
dexterity or those using alternative input devices. 
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 Interactive training tools or kiosks with actions having time-limited 
response that don’t allow end users to pause, repeat, or extend 
instructions. 

4.6.7  Attitudinal and organizational barriers 
Attitudinal and organizational barriers can also affect how accessibility is 
addressed during the development of procurement specifications. These 
barriers may be the result of a pre-existing bias or an organizational 
practice. These barriers have the potential to limit how accessibility 
requirements are identified, defined, or prioritized. 

Recognizing and addressing these barriers supports more inclusive 
outcomes and aligns with accessibility obligations under the Accessible 
Canada Act. 

4.6.7.1 Attitudinal barriers 

Attitudinal barriers result from a lack of understanding, awareness, and 
knowledge that reinforces stereotypes, biases, or misconceptions about 
disability and accessibility. These barriers can influence procurement 
decisions because we make assumptions about end users and undervalue 
the importance of accessibility when procuring goods.  

4.6.7.1.1 Questions to ask yourself 

 Are assumptions being made about what accessibility considerations 
entail (e.g., only considering mobility-related requirements)? 

4.6.7.1.2 Examples of attitudinal barriers in goods procurement  

 Assumptions about user experiences: 

o Assuming accessibility only applies to physical access. 

o Discounting feedback from people with disabilities when 
evaluating the level of accessibility of a good. 
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4.6.7.2   Organizational barriers 

Organizational barriers refer to policies, practices and norms that exist 
within the organization that exclude people with disabilities. 

4.6.7.2.1 Questions to ask yourself 

 Are there internal defaults (e.g., file formats for user manuals, 
labelling requirements, communication materials) that could create 
barriers? 

 Does a procurement practice create barriers from certain businesses 
from participating? For example: A short timeline to respond to and 
submit a bid might discriminate against a business owned by a 
person with a disability who needs more time.  

4.6.7.2.2 Examples of organizational barriers in goods procurement: 

 Established procurement practices and protocols. 

 Internal templates for product labels, quick-start guides, or 
instructional materials that do not support plain language, high 
contrast visuals, or accessible formats. For example, goods-related 
documentation requirements may mandate the use of inaccessible 
formats (e.g., untagged PDFs). 

 Templates used to collect information about the good that exclude 
accessibility: 

o Templates that default to inaccessible formats or omit sections 
that prompt users to include accessibility features in 
specifications for goods (e.g., tactile markings, accessible 
interfaces, packaging design). 
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4.6.8 Helpful resources 
 Take the Gender-based Analysis Plus (GBA Plus) course to learn how 

various identities and social factors can influence how different 
people experience federal government initiatives. 

 Consult the Digital Accessibility Toolkit webpage Designing 
accessible services to learn how to design for different disabilities. 

4.6.9 Step 2 outcome 
After completing step 2, you should have a clear understanding of the end 
user’s experience and the potential barriers they may encounter. This 
supports the development of accessibility requirements that help to prevent 
and remove those barriers. The key outcome is a documented accessibility 
barrier assessment based on end user needs and consultation. Section 
5.1.2 illustrates this step in the context of procuring an office printer. 

4.7 Step 3: Gather information 
Step 3 builds on the findings from step 2 by using the barriers identified in 
step 2 to gather information to develop accessibility requirements for the 
good. This can include: 

 Identifying applicable accessibility standards, guidelines and best 
practices. 

 Understanding market capacity to deliver goods that include 
accessibility features (depending on the scope of the procurement). 

4.7.1 Objective 
The objective of step 3 is to collect and evaluate the information needed to 
develop accessibility requirements to include in the procurement 
specifications.  
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4.7.2 Questions to ask yourself when gathering 
information 

The following questions aim to assist in gathering the necessary 
information to define accessibility requirements for the good. While not all 
questions may be applicable in every scenario, they serve as a useful 
framework for ensuring accessibility is integrated into the procurement 
process. 

 What features of the good can include accessibility requirements? 
Consider all aspects, such as: 

o Physical design (e.g., size, weight, grip force required). 

o Digital interfaces (e.g., touchscreens, keypads, auditory or 
haptic feedback). 

o Instruction manuals (e.g., plain language, accessible digital 
formats, availability of braille or large print). 

o Labelling and packaging (e.g., high contrast text, tactile 
markers, braille). 

o Digital tools or platforms used (e.g., virtual meeting tools, client 
portals, helpdesk systems). 

o Reports, emails, and written deliverables (e.g., structured 
formatting, accessible digital formats, plain language). 

 Will you need to conduct user and accessibility testing to ensure that 
the good is accessible? 

o If yes: How will testing be structured? 

o Will people with disabilities be involved in user testing? 

 Are there accessibility conformance reports from the vendor? 

o Can the vendor demonstrate experience delivering accessible 
goods? 
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o Have any third-party audits or certifications been completed? 

 Are there national or international accessibility standards, guidelines, 
or best practices you can apply when developing requirements for the 
good (e.g., CAN/ASC - EN 301 549:2024 Accessibility requirements 
for ICT products and services)? 

o If yes, who will conduct the accessibility conformance testing 
(for example, a technical specialist within your organization, or 
will you need to contract with a third party to provide this 
expertise)? 

 What is the market capacity to deliver a good that meets the 
accessibility requirements and standards you have identified? 

 Are there existing goods that meet accessibility standards, or will 
custom modifications be required? 

 Have you considered how much time is required to evaluate bid 
submissions and the resulting deliverables? 

4.7.3 Helpful resources  
 Guideline on making information technology usable by all  

 ICT accessibility requirements wizard 

 Digital Accessibility Toolkit 

 Accessible virtual events  

 Create document  

 Guide for including accessibility in Information and Communication 
Technology (ICT) related procurement 

 Guidance on the accessible Canada Regulations – consulting 
persons with disabilities  

 Guide to planning inclusive meetings 
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To learn more about writing in plain language, please consult the following 
resources: 

 Plain language writing resources 

 CAN/ASC-3.1: Plain language  

4.7.4  Step 3 outcome 
After completing step 3, you should have gathered sufficient information to 
develop accessibility requirements that align with recognized standards and 
reflect what is available in the market. The key outcome is a summary of 
relevant accessibility standards, research related to the good, and supplier 
input. Section 5.1.3 illustrates this step in the context of procuring an office 
printer. 

4.8 Step 4: Develop procurement 
requirements 

Step 4 builds on step 3 by using the validated standards, market research, 
and supplier input to define clear and enforceable procurement 
requirements. This ensures accessibility is integrated into the specifications 
for the procurement, evaluation criteria, and resulting contract terms.  

4.8.1 Objective 
This step focuses on defining measurable compliance requirements, 
verifying accessibility claims, securing long-term supplier commitments. By 
developing clear requirements, a procurement process is created that 
drives accessibility innovation, reduces barriers, and ensures the good 
meets the needs of all end users, including people with disabilities. 
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4.8.2 Questions to ask yourself 
These guiding questions help refine and finalize accessibility requirements 
to ensure they are enforceable and integrated throughout the procurement 
process. While not every question will apply in all cases, considering these 
aspects will help establish clear expectations and accountability for 
accessible procurement. 

 Is it expected that the accessibility standards identified in step 3 will 
change throughout the duration of the contract?  

o If yes, should the contract require the supplier to comply with 
updated or revised accessibility standards? 

 If yes, would an amendment to the contract be needed to 
support these changes? 

 How will it be confirmed that the good meets the accessibility 
requirements? 

o When will it be confirmed that the good meets the accessibility 
requirements (e.g., at delivery, periodically, or throughout the 
contract)? 

 If testing is planned, have any user or accessibility testing 
requirements been included? 

o Will user testing that includes people with disabilities be 
conducted? 

o Will accessibility conformance testing be conducted? 

 How should suppliers demonstrate their compliance with the 
accessibility requirements? 

o Should they provide certifications, conformance reports, or 
accessibility roadmaps? 
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 If requirements are included, will they be evaluated as part of the 
solicitation process?  

o If yes, will accessibility requirements be mandatory or point 
rated technical evaluation criteria, or both? 

o Has plain language been used to describe the requirements? 

 Based on the results of the market analysis, are there suppliers who 
are able to meet the accessibility requirements or standards? 

 If accessibility cannot be fully achieved at the time of bid closing, 
should the requirements include flexibility for implementing 
accessibility features in phases over time? 

4.8.3 Develop accessibility requirements and 
evaluation criteria  

Building on steps 1 through 3, this Section converts identified needs into 
enforceable accessibility requirements to include in your Statement of Work 
(SOW) or Statement of Requirements (SOR). It also provides you with 
guidance for the development of evaluation criteria for the solicitation 
process.   

4.8.3.1 Resulting accessibility requirements 

Accessibility requirements should include minimum compliance 
expectations as well as any value-added features that enhance inclusive 
use. Key areas may include: 

 Compliance with recognized standards 

o Requirements should reference applicable standards identified 
in step 3 (e.g., CAN/ASC - EN 301 549:2024 Accessibility 
requirements for ICT products and services for deliverables 
relating to information and communication technology, 
CSA/ASC B651:23 Accessible design for the built environment 
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for deliverables relating to the physical or built environment). 

o Ensure that the contract includes clauses requiring the supplier 
to maintain compliance with accessibility standards over the 
duration of the contract. 

 Implementation roadmap 

o If full compliance with accessibility requirements cannot be 
achieved at bid closing, the resulting contractor must provide a 
roadmap, plan, or timeline showing how compliance will be 
achieved during the contract period. 

 Physical design and controls 

o The good should be usable by individuals with a range of 
abilities. Requirements may address: 

 Size, weight, and stability. 

 Force required to operate components. 

 Reach range, height, and adjustability. 

 Visual contrast or tactile cues. 

 User interface and interaction methods  

o If the good includes a digital interface (e.g., touchscreen, app, 
or software), it should be compatible with assistive technologies 
and meet digital accessibility standards. 

 Instructions and documentation 

o Information related to the good including operating manuals 
and quick-start guides should be available in accessible format 
and conform to the CAN/ASC - EN 301 549:2024 Accessibility 
requirements for ICT products and services. 
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 User testing and feedback integration 

o Where appropriate, requirements may include testing with 
people with disabilities during development and delivery of the 
good. 

o Ensure the contract includes a requirement to integrate and 
respond to feedback obtained from user testing.  

 Responding to accessibility issues 

o Include requirements for the supplier to respond to and resolve 
end users’ accessibility complaints within the contract period. 
This may require the supplier to implement a feedback 
mechanism to: 

 receive reports of accessibility issues from end users; 

 resolve reported accessibility issues; and 

 inform the procurement lead of all reported accessibility 
issues and their resolution. 

4.8.3.2 Evaluation criteria 

Accessibility should be reflected in mandatory and point-rated evaluation 
criteria. These may include: 

 Mandatory requirements, which could include: 

o Demonstrating compliance with accessibility requirements. 

o Providing evidence of how the proposed good meets the 
standards and requirements identified in step 3.  

 Point-rated criteria, which could include awarding points for: 

o Features or approaches that exceed minimum accessibility 
requirements. 
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o Demonstrated experience delivering accessible goods and 
services. 

 Evaluation process, which could include: 

o Determining whether to conduct user testing with people with 
disabilities or accessibility conformance testing, or both.  

While this section focuses on defining requirements and evaluation criteria, 
additional accessibility considerations may be included and are covered in 
Section 4.8.4 Other considerations. 

4.8.4 Other considerations 
 Review and assess the contracted deliverables to ensure they meet 

the accessibility requirements specified in the resulting contract. 

 Develop a budget to include accessibility conformance testing, end 
user testing, and other validation requirements (if applicable) into the 
project plan. 

 Consider including a clause in the solicitation to allow bidders to 
propose improvements to accessibility requirements during the 
solicitation process. 

 Ensure that solicitation documents are written in plain language and 
make them available in accessible formats. 

 If the supplier is required to work on-site at Canada’s location, ensure 
the work site (location, parking, workstation, etc.) is accessible. 

 Ensure that any virtual or in-person industry engagement activities 
(e.g., industry days, one-on-one meetings) are inclusive and 
accessible. 

 Determine accommodation requirements for any mandatory site 
visits. 
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4.8.5  Step 4 outcome 
After completing step 4, you should have a finalized set of accessibility 
specifications that ensure accessibility is maintained throughout the 
contract lifecycle. Section 5.1.4 illustrates this step in the context of 
procuring an office printer. 

4.9 Justifying the absence of 
accessibility requirements 

Business owners within an organization should always begin the 
procurement planning process assuming that accessibility applies to their 
good or service. While it may not always be possible to include accessibility 
requirements in a procurement, excluding accessibility requirements should 
be the exception, not the norm. A decision to exclude requirements for 
accessibility should be taken only after analysis and consultation. 

When requirements for accessibility are excluded from the specifications 
for a procurement, the business owner must explain the rationale for this 
decision. This is currently a mandatory requirement in the context of 
Government of Canada procurement in accordance with clauses 4.2.7.1 
and 4.2.7.1.1 of the Directive on the Management of Procurement. 

This justification should demonstrate that the business owner has: 

 assessed the good or service for potential accessibility barriers and 
impacts on people with disabilities; 

 researched applicable accessibility standards and best practices; 

 consulted with people with disabilities and accessibility experts; 

 engaged the market to explore the feasibility of including accessibility 
requirements; 

 considered alternative ways to enhance accessibility even if 
requirements are not included; 
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 assessed the risks and implications of not addressing accessibility, 
such as legal, financial, reputational, and human rights risks; and 

 developed a plan to address accessibility barriers through other 
means such as training, support services, or complementary 
initiatives. 

Procurement leads should work closely with their business owners to 
ensure they explore opportunities to incorporate accessibility. The 
procurement lead ensures that the written justification is kept in the 
procurement file. 
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5 Scenario 
5.1 Procuring an office printer: Applying 

the four-step process 
Your organization needs to procure new multifunction office printers for use 
by its employees. To ensure compliance with the Accessible Canada Act 
(ACA) and relevant accessibility standards, you apply the four-step process 
outlined in this guide to embed accessibility throughout the procurement 
lifecycle. 

This scenario is provided for illustrative purposes only. Accessibility must 
be considered for each procurement.  

5.1.1 Step 1: Define your requirements  
This step aligns with the guidance in Section 4.5, step 1 and illustrates how 
the principles identified in this step are applied in practice within this 
scenario.  

You begin by identifying the requirements of the printer, including how it will 
be used and by whom. This includes considering how end users will 
interact with the printer in everyday settings. The goal is to ensure that the 
printer can be operated independently and effectively by all employees, 
including employees with disabilities.  

5.1.1.1 Understanding end user interactions 

 The printer will be used by employees, including employees with 
disabilities that may include but are not limited to mobility, dexterity, 
visual, and cognitive disabilities. 
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 End users may interact with the printer through physical components 
(e.g., paper trays, control panels), touchscreen interfaces, and 
associated digital printing software. 

5.1.1.2 Accessibility-related requirements 

Note: Accessibility-related requirements are included at this stage to 
ensure accessibility is embedded from the outset as a core aspect of how 
the good must function. Identifying these requirements early helps shape 
performance expectations, inform technical specifications, and support 
equitable use by all end users, including people with disabilities. 

 User interface: Large tactile buttons, voice-guided navigation, 
customizable contrast and font size. 

 Physical adjustments: Height-adjustable (to allow seated or 
standing access) or wheelchair-accessible placement, trays and lids 
operable with one hand and minimal force. 

 Information access: Screen reader compatibility, alternative digital 
access via a mobile app or screen reader compatible computer 
software. 

 Support services: Clear plain-language instructions, remote 
assistance options, accessible troubleshooting guides. 

 Conformance: Alignment with accessibility standards such as: 

o CAN/ASC - EN 301 549:2024-Accessibility requirements for 
ICT products and services for all information and 
communication technology-related components  

o CAN/ASC-1.1-Employment:2024 (REV2025) for employment-
related goods  

o CAN/ASC-3.1-Plain Language for communication.  

o CSA/ASC B651:23 Accessible design for the built environment 
for physical environments, as applicable.  
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The outcome of step 1 is a documented description of the printer’s 
functional scope, including how it will be used, who will use it, and any 
supporting materials or services (indirect deliverables) required. 

5.1.2 Step 2: Identify barriers that end users may 
experience 

This aligns with the guidance in Section 4.6, step 2 and illustrates how 
those principles are applied in practice within this scenario. 

To assess potential accessibility barriers, you should consult with:  

 Employees with disabilities. 

 Internal accessibility specialists. 

 Human resources and learning and development staff. 

 External accessibility consultants and advocacy organizations. 

 Employees from various departments who have participated in past 
training sessions. 

5.1.2.1 Assessment of identified barriers  
5.1.2.1.1 Physical barriers  

 Controls or screens positioned too high for seated users. 

 Buttons requiring fine motor skills, sharp eyesight, precise dexterity or 
excessive force. 

 Paper trays or lids that require tight grasping. 

 Printer surfaces that shift or tip during use, making operation unstable 
for some end users. 
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5.1.2.1.2 Communication barriers 

 Small display screens with unclear messages. 

 Printed manuals only in small-font hard copy. 

 Lack of alternative formats for user materials, such as versions of 
manuals or instructions in plain language, accessible digital content, 
or Braille.  

 Lack of audible alerts for errors. 

 Status indicators (e.g., “low ink,” “paper jam”) presented only visually 
without audio or tactile feedback. 

 Use of technical jargon in setup instructions without plain language 
alternatives. 

5.1.2.1.3 Environmental barriers  

 Strong-smelling inks or materials.  

 High noise output from printing functions. 

 Flashing indicator lights with no brightness controls. 

 Printer heat output affecting comfort during prolonged use. 

 Glossy surfaces or screens creating glare in well-lit environments. 

5.1.2.1.4 Technological barriers 

 Touchscreens incompatible with screen readers. 

 No voice command options. 

 Scanned documents produced by the printer do not include Optional 
Character Recognition (OCR), making the content inaccessible to 
assistive technologies (e.g., screen readers cannot read a scanned 
letter or form if the text is not machine-readable). 

 Web interfaces that don’t meet digital accessibility standards. 
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 Interfaces that rely on drag-and-drop or multi-touch gestures, limiting 
access for end users with motor disabilities. 

 No support for adjusting settings like text size, contrast, or input 
preferences. 

Note: While this step focuses on the accessibility of the printer itself, it is 
also essential to consider the workspace where the printer will be installed. 
For example, a height-adjustable or tactile-interface printer still presents a 
barrier if it is placed in a narrow hallway, under a counter, or in a space 
without sufficient clearance for wheelchair users or individuals using 
mobility aids. Ensure that placement, maneuvering space, and surrounding 
surfaces are accessible to support independent use. 

The outcome for step 2 is a barrier assessment that identifies potential 
accessibility challenges end users may face when interacting with the 
printer, including physical, communication, environmental and technological 
barriers. 

5.1.3 Step 3: Gather information 
At this stage, you will collect the information needed to develop specific 
accessibility requirements for the printer. This involves reviewing applicable 
standards, consulting with experts, and evaluating the accessibility features 
available in the market. This aligns with the guidance in Section 4.7, step 3 
and illustrates how those principles are applied in practice within this 
scenario. 

To support this process: 

 Review relevant accessibility standards, including:  

o CAN/ASC - EN 301 549:2024-Accessibility requirements for 
ICT products and services for all information and 
communication technology-related components. 
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o CAN/ASC-1.1-Employment:2024 (REV2025) for employment-
related goods. 

o CAN-ASC-2.3 - Draft Version: Model Standard for the Built 
Environment – Accessibility for Federally Regulated Entities as 
Defined in the Accessible Canada Act - Accessibility Standards 
Canada for physical environments, as applicable. 

o CAN/ASC-3.1-Plain Language for communication. 

o CSA/ASC B651:23 Accessible design for the built environment 
for physical environments, as applicable. 

 Consult a subject-matter experts to identify best practices and 
capabilities of available printers. 

 Issue a Request for Information (RFI) to assess the market’s ability to 
meet accessibility needs. 

 Engage accessibility advisors or staff with disabilities to gain insight 
into real-world usability of available printer models. 

 Review other procurements that have successfully integrated 
accessibility features. 

During this process:  

 Verify accessibility features, such as screen reader compatibility, 
tactile controls, voice navigation, and OCR functionality. 

 Confirm the accessibility of support materials and services, including 
user manuals, training content and customer service, ensuring they 
are available in accessible formats (e.g., plain language, tagged 
PDFs, large print, captioned videos). 

 Evaluate whether suppliers are able to meet the desired accessibility 
requirements and identify any gaps that may require adaptation or 
further innovation.  

 Assess whether accessibility features can be implemented 
immediately or whether a phased implementation plan is needed. 
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 Request or review documentation for the good such as accessibility 
conformance reports (e.g., Voluntary Product Accessibility Template 
(VPATs)) or demos of the accessibility features. 

The outcome of step 3 is a summary of relevant accessibility standards, 
available features of the good, and supplier capabilities that will inform the 
development of accessibility requirements to include in the specifications 
for the procurement.  

5.1.4 Step 4: Develop procurement requirements 
Based on the information gathered in steps 1 through 3, you develop a 
clear and comprehensive set of accessibility requirements to be included in 
the specifications and evaluation criteria. This aligns with the guidance in 
Section 4.8, step 4 and illustrates how those principles are applied in 
practice within this scenario. 

The accessibility requirements are structured around the following key 
areas:  

 Compliance with standards. 

 Accessible user interface. 

 Multimodal learning and support. 

 User testing. 

These categories are supported by detailed technical specifications. 

5.1.4.1 Physical requirements 

 Controls operable from seated position. 

 Large, easy to press buttons that require minimal force. 

 Trays and lids operable with one hand, without twisting or grasping. 

 Output bin location reachable from a seated position. 
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 Status lights or indicators (e.g., paper jam, ink low) placed within 
accessible reach/viewing angles. 

 Front-facing access to controls, trays, and jam areas, to avoid 
requiring end users to reach around the device. 

5.1.4.2 Communication requirements 

 High contrast and plain language on-screen messages. 

 Volume-adjustable audio alerts (e.g., for print job confirmation, errors, 
or readiness). 

 Instructional content provided in plain language, large print, tagged 
PDFs, and Braille (if requested). 

 Multilingual on-screen display options, including simplified language 
settings. 

 Consistent use of images and symbols alongside text to help end 
users with low literacy or cognitive disabilities interpret options. 

5.1.4.3 Environmental and sensory requirements 

 Low noise operation or adjustable audio. 

 Low-VOC (volatile organic compound) materials; avoid strong-
smelling ink or toner. 

 Adjustable screen brightness; avoid flashing lights. 

 Matte or anti-glare display surface. 

5.1.4.4 Technological requirements 

 Touchscreens that support screen readers and voice commands. 

 OCR functionality required for scanning. 

 Web-based interfaces that comply with digital accessibility standards. 
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 Mobile device compatibility that supports accessible apps (e.g., 
screen reader-friendly companion app). 

 Braille-ready output options (e.g., ability to integrate with third-party 
Braille embossers if required). 

 Keyboard or alternate input port that allows connection of an 
accessible input device instead of relying solely on touchscreen input. 

 Firmware that supports accessibility standards (e.g., software 
updates don’t remove accessible features or introduce inaccessible 
elements). 

5.1.4.5 Evaluation criteria 

 Mandatory Requirements: Bidders must demonstrate conformance to 
minimum accessibility requirements. 

 Point-Rated Criteria: Additional points awarded for features 
exceeding minimum accessibility requirements. 

5.1.4.6 Other considerations 

 The contract includes clauses requiring the supplier to maintain 
conformance with evolving accessibility standards over the contract 
period. 

 The contract includes a feedback mechanism for end users to report 
accessibility issues and ensures a process for resolution. 

 A budget is allocated for periodic accessibility audits and end user 
testing to validate conformance. 

The outcome of step 4 is a finalized set of accessibility specifications, 
evaluation criteria, and contract clauses that ensure accessibility is 
considered, measurable, and enforceable throughout the procurement and 
contract lifecycle. 
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5.1.5 Outcome 
By following this structured approach, the organization successfully 
procures a printer that limits barriers and promotes inclusion. This helps to 
ensure that all end users can use the device independently and effectively. 
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6 Annex A – Accessibility 
procurement checklist 

This checklist supports the application of the four-step process described in 
the guide. It is designed to help you document due diligence and ensure 
accessibility is considered throughout the procurement lifecycle. 

This checklist should be used in conjunction with the full guide. Referring to 
the checklist alone does not replace the need for thoughtful engagement 
with the guidance and scenario presented in each step throughout clauses 
4 and 5. Effective integration of accessibility requires a comprehensive 
understanding of the process outlined throughout the document. 

While this checklist provides a strong foundation, it is not exhaustive. 
Additional or modified checklist items may be necessary depending on the 
nature and complexity of the good being procured. 

6.1 Step 1: Define your requirements 
 Have you clearly defined the purpose of the direct deliverable? 

 Have you identified the end users, including people with disabilities? 

 Have you documented how end users will interact with the good in 
everyday use? 

 Have you considered indirect deliverables (e.g., instructional 
materials, support services)? 

 Have you considered how the physical environment may impact the 
accessibility (e.g., placement, reach, lighting)? 

 Have you documented any assumptions or limitations related to end 
user diversity or accessibility needs? 

 Have you considered future or evolving accessibility needs (e.g., 
software updates, changes in the existing end user base)? 

197



 

Page 56 
 

6.2 Step 2: Identify barriers 
 Have you conducted a barrier assessment across the following types: 

o Physical (e.g., placement of controls). 

o Communication (e.g., language, formats). 

o Environmental (e.g., noise, lighting, sensory triggers). 

o Technological (e.g., web-based interfaces, touchscreens). 

o Attitudinal (e.g., assumptions). 

o Organizational (e.g., systemic barriers). 

 Have you consulted with end users including people with disabilities 
or organizations representing people with disabilities? 

 Have you consulted functional staff (e.g., IT, facilities) about potential 
barriers in the deployment or use of the good? 

 Have you reviewed the accessibility features and performance of 
similar goods? 

 Have you documented how each identified barrier could affect end 
users and possible strategies to address them? 

6.3 Step 3: Gather information 
 Have you reviewed applicable accessibility standards and best 

practices, such as: 

o CAN/ASC - EN 301 549:2024 Accessibility requirements for ICT 
products and services. 

o CSA/ASC B651:23 Accessible design for the built environment.  

 Have you engaged subject matter experts to understand market 
capacity? 
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 Have you issued a request for information (RFI) or other market-
sounding tools to gather supplier input on accessibility? 

 Have you obtained or reviewed Accessibility Conformance Reports 
(ACRs), VPATs, or sample deliverables? 

 Have you verified availability of assistive features (e.g., tactile input, 
OCR, screen reader support)? 

 Have you assessed whether support materials (manuals, training, 
customer support) are available in accessible formats? 

 Have you identified whether accessibility features can be phased in 
over time or adapted post-purchase? 

6.4 Step 4: Develop final accessibility 
requirements and evaluation criteria 
 Have you developed specific, measurable and enforceable 

accessibility requirements that will address the identified needs and 
barriers? 

 Have you organized accessibility requirements by relevant barrier 
types (e.g., physical, communication, technological)? 

 Have you developed evaluation criteria that assess accessibility, such 
as: 

o mandatory compliance with standards; 

o point-rated features that go beyond minimum standards; and 

o point-rated usability testing of accessibility features?  

 Have you clearly defined contract clauses to require: 

o ongoing conformance with current accessibility standards; 

o feedback mechanisms for end users to report accessibility 
issues, and requirements for contractors to remediate; and 
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o accessibility training for end users, which can also include 
training for end users with disabilities who require additional 
information on the accessibility features of a good (if 
applicable)? 

 Have you ensured that the bid evaluation team understands how to 
assess accessibility-related responses provided by bidders? 

 Have you planned for how accessibility performance will be 
monitored, audited, or updated during the contract period? 

6.5 If accessibility requirements are not 
included 

 Have you prepared a written justification explaining why accessibility 
requirements were not included in the procurement? 

 Does the justification document the steps taken, such as: 

o Consultation with end users and people with disabilities? 

o Review of relevant accessibility standards and best practices? 

o Engagement with suppliers to assess market capacity? 

 Have you assessed and documented any risks (e.g., operational, 
reputational) associated with excluding accessibility? 

 Have you considered alternative ways to enhance accessibility? 

 Have you developed a plan to address accessibility barriers through 
other means such as training, support services, or complementary 
initiatives? 

 Has the justification been reviewed and approved by procurement 
officials, senior management, or those with the authority to approve 
purchases, and is it retained in the procurement file? 
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Note: This Section applies only in cases where accessibility requirements 
are not included. See Section 4.9 of this guide. 
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For more information, or for alternative formats, contact: 

Accessibility Standards Canada 
320 Saint-Joseph Boulevard, Suite 246 
Gatineau, QC J8Y 3Y8 
1-833-854-7628 

accessible.canada.ca 

© His Majesty the King in Right of Canada, as represented by the Minister 
responsible for the Accessible Canada Act, 2025. 

Catalogue number AS4-44/2025E-PDF 
ISBN 978-0-660-78243-0 
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1 Legal disclaimer  
This document was developed as a reference document for voluntary use. 
The voluntary guidance found in this document should not be interpreted as 
replacing or superseding, in whole or in part, obligations that entities must 
comply with. Also, fulfilling the voluntary guidance found in this document 
does not automatically fulfill obligations. These obligations include any 
obligations found in legislation, regulations, policies, directives, codes 
and/or other instruments that may apply to entities. It is the responsibility of 
users of this document to judge its suitability for their particular purpose. 

This document is provided without any representations or warranties of any 
kind. In no event shall Accessibility Standards Canada, its contractors, 
agents, employees, directors, or officers, or His Majesty the King in Right of 
Canada, his employees, contractors, agents, directors, or officers be liable 
for any damages, injury, loss, costs, or expenses, however caused, arising 
out of or resulting from access to or possession or use of this document. 

As between Accessibility Standards Canada and users of this document 
(whether it be printed, electronic or alternate form), Accessibility Standards 
Canada is the owner of all copyright and moral rights contained herein. 
Additionally, Accessibility Standards Canada is the owner of its official 
mark. Without limitation, the unauthorized use, modification, copying, or 
disclosure of this document may violate laws that protect Accessibility 
Standards Canada and/or others’ intellectual property and may give rise to 
a right in Accessibility Standards Canada and/or others to seek legal 
redress for such use, modification, copying, or disclosure. To the extent 
permitted by law, Accessibility Standards Canada reserves all intellectual 
property and other rights in this document.  
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Users are only authorized to load this document onto a computer for the 
sole purpose of reviewing it, search and browse this document, print this 
document if it is in an electronic format, and disseminate this document for 
informational, educational, and non-commercial purposes. Users shall not 
and shall not permit others to alter this document in any way or remove this 
Legal Notice from the document, sell this document without authorization 
from Accessibility Standards Canada, use this document to mislead any 
users of a product, process or service addressed by this document, or 
reproduce all or specific portions of this document within a publicly 
available standards document or work without Accessibility Standards 
Canada’s written authorization. 

If you do not agree with any of the terms and conditions contained in this 
Legal Notice, you must not load or use this document or make any copies. 
Use of this document constitutes your acceptance of the terms and 
conditions of this Legal Notice. 
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2 About this technical guide  
Note: This document was developed as a reference document for 
voluntary use. The voluntary guidance found in this document should not 
be interpreted as replacing or superseding, in whole or in part, obligations 
that entities must comply with. Also, fulfilling the voluntary guidance found 
in this document does not automatically fulfill obligations. These obligations 
include any obligations found in legislation, regulations, policies, directives, 
codes and/or other instruments that may apply to entities. It is the 
responsibility of users of this document to judge its suitability for their 
particular purpose. 

This is a jointly developed technical guide between Accessibility Standards 
Canada and Public Services and Procurement Canada. 

Accessibility Standards Canada develops equity-based accessibility 
standards and guidance. Accessibility Standards Canada seeks to create 
inclusive standards that can impact all persons with disabilities while 
recognizing their intersectionality and expertise. Accessibility Standards 
Canada is sharing this technical guide so that organizations can begin 
implementing this guidance in their work while a standard in this area is 
being developed. This technical guide focuses on areas where people with 
disabilities face barriers in the procurement and the services acquired 
through procurement. Equity refers to fairness, justice, and freedom from 
discrimination. Equity recognizes that each person has different 
circumstances and focuses on enabling all individuals to achieve the same 
outcomes. 

Public Services and Procurement Canada (PSPC) supports federal 
departments and agencies in their daily operations as their central 
purchasing agent, real property manager, treasurer, accountant, pay and 
pension administrator, integrity advisor, common service provider and 
linguistic authority. Procurement is an important area where PSPC supports 
the Government of Canada’s priority of a barrier-free society.  

209



 

Page 8 
 

  

The Accessible Procurement Resource Centre (APRC) within PSPC was 
established to help federal government buyers understand how to consider 
and integrate accessibility requirements when procuring goods and 
services. The Centre promotes awareness about the value of accessible 
goods and services as an important step to enhance inclusion for people of 
all abilities. The Centre is also a resource hub for federal government 
departments to support the purchase of accessible goods and services. 

2.1 Audience  
This technical guide is intended for all Government of Canada 
departments, agencies, and federally regulated entities, as well as anyone 
seeking guidance to improve accessibility in this area.  
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3 Context  
Note: This document was developed as a reference document for 
voluntary use. The voluntary guidance found in this document should not 
be interpreted as replacing or superseding, in whole or in part, obligations 
that entities must comply with. Also, fulfilling the voluntary guidance found 
in this document does not automatically fulfill obligations. These obligations 
include any obligations found in legislation, regulations, policies, directives, 
codes and/or other instruments that may apply to entities. It is the 
responsibility of users of this document to judge its suitability for their 
particular purpose. 

3.1 General  
Accessibility Standards Canada develops technical guides that align with 
its vision. This vision is rooted in the principles of the Accessible Canada 
Act and “nothing without us.” These principles reflect a commitment to 
breaking down barriers to accessibility that can impact all persons in 
Canada—especially persons with disabilities and their families, —ensuring 
full and equal participation in society.  

As part of the "nothing without us" principle, Accessibility Standards 
Canada promotes that accessibility is good for everyone, as it can have 
society wide benefits. As a result, Accessibility Standards Canada develops 
technical guides to promote accessibility and accessible best practices. 
This means that this technical guide incorporates best practices, the lived 
experience of people with disabilities, and information aimed at achieving 
the highest level of accessibility. This approach is meant to drive 
innovation, foster change, and promote requirements and best practices 
that have broad positive impacts.  

This approach strives to improve outcomes for all Canadians, including 
creating employment opportunities and solutions that contribute to 
Canada’s economic growth.  
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By proactively removing barriers, these guides’ support the key accessibility 
principles of the Accessible Canada Act and “nothing without us”, support 
organizations on their accessibility journeys, and move Canada closer to 
being barrier-free by 2040. The technical content of this guide benefits: 

 people with disabilities; 

 people without disabilities; 

 the federal public sector; 

 the private sector; 

 non-government organizations; 

 Indigenous communities; and  

 society.  

The guidance provided in sections 4 through 6, support the goals of the 
Accessible Canada Act.  

  

212



 

Page 11 
 

3.2 Accessible Canada Act 
The Accessible Canada Act provides a framework which allows for the 
proactive identification, removal, and prevention of barriers wherever 
Canadians interact with areas under federal jurisdiction. It puts in place 
mechanisms that would systematically address accessibility. The purpose 
of the Accessible Canada Act is to make Canada barrier-free by 
January 1, 2040. This involves identifying, removing and preventing 
barriers in federal jurisdiction in the following priority areas: 

 employment; 

 the built environment (buildings and public spaces); 

 information and communication technologies; 

 communication, other than information and communication 
technologies; 

 the procurement of goods, services and facilities; 

 the design and delivery of programs and services; and 

 transportation (airlines, as well as rail, road and marine transportation 
providers that cross provincial or international borders). 
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3.3 Accessible Canada Act 
consultations 

To inform the development of the Accessible Canada Act, in 2016 to 2017 
the Government of Canada undertook the largest and most accessible 
consultation on disability issues that Canada has ever seen. Over 6000 
Canadians and over 90 organizations shared their ideas about an 
accessible Canada. Participants wanted the legislation to apply to all areas 
under the control of the Government of Canada and that Canada should 
become a leader in accessibility. While participants acknowledged that the 
development and implementation of some standards will take longer than 
others, they noted guidance should be clear and any accessibility 
requirements should lead to positive lasting change. 

The “nothing without us” principle means that people with disabilities are 
engaged and involved in the identification, prevention, and removal of 
barriers. This also means consulting and working closely with people with 
disabilities, diverse disability communities and other experts to develop 
accessibility guidance to remove barriers. The principle of “nothing without 
us” drives everything we do at Accessibility Standards Canada, including 
relying on the knowledge and experiences of people with disabilities in the 
development of accessibility guidance. 
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3.4 Key Accessible Canada Act 
principles 

The Act is to be implemented in recognition of, and in accordance with, the 
following principles: 

 everyone must be treated with dignity; 

 everyone must have the same opportunity to make for themselves 
the life they are able and wish to have; 

 everyone must be able to participate fully and equally in society; 

 everyone must have meaningful options and be free to make their 
own choices, with support if they desire; 

 laws, policies, programs, services, and structures must take into 
account the ways that different kinds of barriers and discrimination 
intersect; 

 persons with disabilities must be involved in the development and 
design of laws, policies, programs, services, and structures; and 

 accessibility standards and regulations must be made with the goal of 
achieving the highest level of accessibility. 
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3.5 United Nations Convention on the 
Rights of Persons with Disabilities 

Canada joined the United Nations Convention on the Rights of Persons 
with Disabilities in 2010. The United Nations Convention protects and 
promotes the rights and dignity of persons with disabilities without 
discrimination, and on an equal basis with others. Parties to the United 
Nations Convention on the Rights of Persons with Disabilities are required 
to promote and ensure the full enjoyment of human rights of persons with 
disabilities including full equality under the law. The United Nations 
Convention on the Rights of Persons with Disabilities has served as the 
major catalyst in the global movement towards viewing persons with 
disabilities as full and equal members of society. The human rights 
approach has moved away from viewing persons with disabilities as 
subjects of charity, medical treatment and social protection. The United 
Nations Convention on the Rights of Persons with Disabilities, the 
Canadian Charter of Rights and Freedoms and the Canadian Human 
Rights Act were foundational human rights frameworks that support equity 
on which the Accessible Canada Act was built. 
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4 Introduction 
Note: This document was developed as a reference document for 
voluntary use. The voluntary guidance found in this document should not 
be interpreted as replacing or superseding, in whole or in part, obligations 
that entities must comply with. Also, fulfilling the voluntary guidance found 
in this document does not automatically fulfill obligations. These obligations 
include any obligations found in legislation, regulations, policies, directives, 
codes and/or other instruments that may apply to entities. It is the 
responsibility of users of this document to judge its suitability for their 
particular purpose. 

Whether you are a business owner (such as a client department, agency, 
or technical authority) or a procurement lead within an organization, this 
guide is intended to help you understand how to consider accessibility 
when defining the requirements for the procurement a service.  

4.1 Definitions 
For the purposes of this guide, the following definitions apply:  

End user - The final user who will use the procured service. End users can 
include any of the following user groups:  

 People with disabilities.  

 Members of the public.  

 Employees.  

 Businesses and private sector entities.  
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Service contract - A contract for the provision of services, including 
printing services. These services are referred to as “direct deliverables.” 
Service contracts may also include related deliverables that support the 
use and delivery of the service and are referred to as “indirect 
deliverables.” 

Direct deliverables - The core service components that are purchased, 
contracted, or otherwise acquired by a business and that end users interact 
with or receive directly. This includes, but is not limited to: 

 Professional and consulting services. 

 Maintenance and repair services. 

 Training and instructional services. 

 Transportation and delivery services. 

 Help desk services. 

 Communication and IT support services. 
 
Example: A virtual training session delivered via a web conferencing 
platform. 

Indirect deliverables - The supporting elements that accompany or relate 
to the direct deliverable. 
 
Example: Progress reports, documentation, digital tools, virtual or in-
person meetings, or reference materials. 

This guide uses the terms direct and indirect deliverables to distinguish 
between these components when applying accessibility requirements. 
Accessibility considerations apply to both. For example, even if the direct 
deliverable cannot be made fully accessible, accompanying indirect 
deliverables must still be designed to avoid barriers.  
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4.2 Roles and responsibilities 
The Business owner is typically the project lead, program authority, or 
requestor of the service within an organization.  They are responsible for 
defining the intended outcomes of the procurement, including the 
operational requirements and identifying how accessibility should be 
integrated. The Business Owner is also responsible for providing a clear 
and written explanation when accessibility requirements are not included in 
the specifications for a procurement. 

The Procurement lead, often referred to as the contracting authority, 
procurement officer, or buyer within an organization, is responsible for 
overseeing the procurement process. They are often responsible for 
preparing solicitation documents, ensuring compliance with legal and policy 
requirements, coordinating the evaluation process, and managing the 
contract. The Procurement Lead also ensures that the Business Owner 
considers accessibility and provides a written explanation when 
accessibility requirements are excluded from the specifications for the 
procurement.  

4.3 Consultation and inclusivity 
Organizations are encouraged to consult with end users, including people 
with disabilities, to inform the identification of accessibility requirements. 
These consultations can help ensure that the direct and indirect 
deliverables are usable and inclusive. However, it is recognized that 
consulting end users for every individual procurement is not always 
practical or required. Instead, organizations should aim to engage people 
with disabilities when developing standards or commodity guidance and 
templates for commonly acquired services, and, where appropriate, during 
service delivery, ensuring that accessibility needs are meaningfully 
considered throughout the process. 
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4.4 Note on language 
Throughout this guide, “you” refers to the individual or team responsible for 
the activities described in each step. These responsibilities may vary 
across organizations but generally align with the roles defined above. In 
smaller organizations, one person may fulfill multiple roles, and 
accessibility responsibilities may be assigned based on internal capacity or 
external support. 

4.5 Step 1: Defining your requirements 
The first step is to understand the intended outcomes of the procurement 
and the operational requirements the service must meet, as well as the 
expected deliverables outlined in the contract. Developing a clear 
Statement of Work (SOW) or Statement of Requirements (SOR) will help 
you to consider: 

 How end users are expected to interact with the service. 

 What barriers they might experience when doing so.  

4.5.1 Objective 
The objective of step 1 is to identify the requirements for the procurement 
of the service. This includes not only the core functions of the service itself, 
but also indirect deliverables, such as instruction manuals or user guides. 

4.5.2 Questions to ask yourself to help identify 
accessibility requirements 

The following questions are intended to help you identify accessibility 
requirements to include in the SOW or SOR. The following list of questions 
is not exhaustive and will vary depending on the service you are buying. 
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4.5.2.1 Purpose of the service 

 What is the purpose of the service required? For example: 

o Is it to conduct research and prepare a report?  

o Is it to develop a digital product or digital content? (e.g., 
website, mobile application, social media posts, videos, e-
learning modules) 

o Is it to develop and deliver training sessions? (e.g., workshops, 
webinars, onboarding programs) 

o Is it to provide maintenance and support or repair services for a 
facility or a piece of equipment? (e.g., janitorial services, printer 
maintenance) 

 Will supporting documentation be included, such as instruction 
manuals or user guides? 

4.5.2.2 End users 

 Who will use the service or interact with the service provider, now and 
in the future? 

o External users, such as: 

 Members of the public, including people with disabilities. 

 Public sector employees (federal, provincial, municipal). 

 Non-profit organizations. 

 Businesses and private sector entities. 

o Internal users within your organization 

 Do the end users include people with disabilities?  

221



 

Page 20 
 

Note: These considerations may overlap with step 2 which focuses on 
identifying barriers. However, considering a broad range of end users early 
in the process helps ensure barriers are fully assessed in the next step. 

4.5.2.3 Information and communication requirements 

 Will you require written material such as reports, training materials, 
presentation slides, emails or communications products?  

 Will you need to make information available online? 

o If so, will it be accessible via: 

 A website? 

 A mobile application? 

 A government portal or intranet? 

4.5.2.4 Delivery and support requirements 

 Will you require the service delivery to be in-person, virtual, or a 
combination of both? 

 Will you require content to be delivered in real-time (live) or on-
demand (pre-recorded)? 

 Will the service require accessibility accommodation for end users 
(e.g., ASL interpretation, captioning, plain language formats)? 

 Will you require a help desk or customer service support? 

 Will you need to conduct accessibility conformance testing or user 
testing? 

4.5.2.5 Balancing accessibility with other requirements 

Is it likely that accessibility requirements may conflict with other 
requirements such as: 

 security protocols; and 
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 functional specifications for the service being procured.  

If yes, how will these conflicts be addressed and requirements prioritized? 

Note: Accessibility requirements must be defined early in the procurement 
process to ensure they are appropriately scoped and actionable. At this 
stage, consider any potential conflicts, such as with security protocols, or 
other functional specifications. This helps clarify how accessibility will be 
prioritized and integrated alongside other operational needs. Documenting 
these considerations supports informed decision-making and reduces the 
risk of inaccessible outcomes later in the procurement lifecycle. 

4.5.3 Step 1 outcome 
After completing step 1, you should have a clear understanding of the 
direct and indirect deliverables associated with the service, as well as 
where accessibility requirements should be applied. The key outcome is a 
written description of the service, including its purpose, scope, delivery 
format (e.g., in-person, virtual), intended end users, and expected 
deliverables. Section 5.1.1 illustrates this step in the context of procuring a 
training service. 

4.6 Step 2: Identify barriers that end 
users may experience 

Step 2 builds on the foundation established in step 1 by analyzing how end 
users may experience barriers when interacting with the service or service 
provider. This includes analyzing any related materials, platforms, or 
support functions. This step involves: 

 identifying the end users, both current and future; and  

 assessing how the design or delivery of the service may limit 
accessibility or usability for some individuals.  
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The findings from this step will inform the development of requirements for 
accessibility in the following steps. 

Note: A barrier exists when the design or delivery of a service, environment 
(physical or virtual), interaction, or activity limits its access or use. 

4.6.1 Objective 
Step 1 helped identify: 

 the requirements of the service;  

 the end users  (including people with disabilities); and  

 the indirect deliverables (e.g., support functions, instructional 
materials, digital platforms) that may be needed.  

Step 2 builds on step 1 by analyzing how end users may experience 
barriers when interacting with the service.  

4.6.2 Questions to ask yourself to identify 
barriers 

The following questions are intended to help identify the barriers that the 
end users of the service may experience. While not every question will be 
relevant in all situations, considering these factors will help ensure the 
service is accessible to a broad range of users. This list of questions is not 
exhaustive and will vary depending on the service you are buying.  

4.6.2.1 Physical barriers  

Physical barriers occur when the design in the built environment or the 
physical setup for the delivery of a service prevent individuals from using or 
accessing the service. 
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4.6.2.1.1 Questions to ask yourself 

 Will the delivery of services create barriers for people with 
disabilities? 

 Are there physical elements of service delivery (e.g., signage, 
counters, kiosks) that may restrict independent access? 

4.6.2.1.2 Examples of physical barriers  

 Service locations that lack the following: 

o Accessible transit options or designated accessible parking. 

o Step-free entryways, ramps, elevators, or automatic door 
openers. 

o Adequate doorway widths, hallways, pathways, or turning 
space to accommodate mobility aids. 

o Accessible restrooms, seating areas, or waiting areas. 

 Services that cannot be accessed or used from a seated position 
(e.g., kiosks with elevated screens, standing-only service counters). 

 In-person events, such as site visits, meetings, training, or 
consultations that: 

o are held in inaccessible venues (e.g., no elevators, narrow 
doorways, obstructed access routes); or 

o do not offer seating options that accommodate diverse needs 
(e.g., chairs with armrests, adjustable-height seating, firm and 
supportive seats, or spaces for mobility aids). 

 Physical service setups that require navigating unstable, crowded, or 
uneven floor spaces that may pose fall or navigation risks. 
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4.6.2.2 Communication barriers  

Communication barriers arise when information related to a service is 
presented in formats, language, or systems that are not accessible. This 
information includes instructions, materials, digital interfaces, or customer 
support services. These barriers can prevent effective understanding, 
interaction, or information exchange which can negatively impact any end-
user. 

4.6.2.2.1 Questions to ask yourself 

 Is the information related to the service (e.g., instructions, updates, 
training materials, or support), available in accessible formats and 
communicated in multiple ways (e.g., visual, auditory, tactile) to meet 
the needs of people with disabilities? 

o If the information regarding the service is only available digitally, 
will this create a barrier for end users with no internet access or 
who have low digital literacy?  

 Do visual materials (e.g., presentations, signage, infographics) 
include text descriptions or alternative formats? 

 Are customer support and helpdesk interactions accessible across 
multiple channels (e.g., phone, email, chat, relay services)? 

 Are training materials and related service communications free from 
unnecessary jargon, abbreviations, and complex language? 

 Can end users control or adjust the pace, format, or delivery method 
of information (e.g., pause or replay instructions or messages)? 

4.6.2.2.2 Examples of communication barriers  

 Digital services delivery  

o Web-based or digital platforms used to deliver services that lack 
clear navigation, meaningful labels, or descriptive headings. 
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o Lack of error messages, feedback, or guidance to support user 
interaction with service portals or tools. 

o Use of complex language, technical jargon, or unexplained 
acronyms in instructions, support pages, or other service-
related content. 

 Customer support and helpdesk services 

o Limited support channels. (e.g., no online chat, text relay, or 
email options). 

o Phone support without TTY or relay services for users who are 
deaf or hard of hearing.  

 Document- deliverables (e.g., reports, presentations, emails) 

o Lack of plain language or structured formatting. 

o Use of images without alternative (Alt) text or descriptive 
captions. 

o Low colour contrast between text and background. 

o Small or difficult to read fonts not optimized for screen readers 
or magnification. 

o Overly dense text or complicated sentence structures that are 
hard to follow and hinder comprehension. 

o Use of passive voice, sarcasm, euphemisms, abstract language 
or complex figures of speech. 

 Training services and learning materials 

o Training provided in only one learning style or format (e.g., 
heavily text-based without interactive or visual components). 

o Lack of alternative formats (e.g., no audio transcripts, no 
captioned videos, or tactile materials). 

o Lack of live sign language interpretation or necessary 
accommodations during in-person or online training sessions. 
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 Video and audio content 

o No sign language interpretation, subtitles, closed captions, or 
transcripts. 

o Poor audio quality that impairs clarity. 

 Printed and hardcopy materials 

o Absence of braille, tactile markings, or large print when digital 
alternatives are not available. 

o Labels or signage that is not accessible for people with 
disabilities. 

4.6.2.3 Environmental barriers  

Environmental barriers occur when sensory irritants are present or can be 
due to the design of a space. These barriers may limit an individual’s 
comfort, focus, or ability to participate fully in the service being delivered, 
especially in in person settings.  

4.6.2.3.1 Questions to ask yourself 

 Will the delivery of the service impact individuals with, but not limited 
to: 

o Chemical sensitivities, allergies, or asthma? 

o Sensory sensitivities to light, sound, temperature, or touch? 

o Health conditions that require specific environmental 
accommodations? 

 Are strong scents or irritants present in the service environment (e.g., 
cleaning products, air fresheners, adhesives, paints)? 

 Is the lighting adjustable to accommodate sensory preferences and 
needs (e.g., dimmable lights, avoidance of flickering sources)? 

 Are there sources of unexpected or sustained noise that could cause 
stress or sensory overload (e.g., cleaning equipment, construction)? 
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 Can the temperature and air quality be controlled or adjusted for 
individual comfort?  

4.6.2.3.2 Examples of environmental barriers 

 Air quality and chemical sensitivities 

o Scented air fresheners, soaps, or sanitizers used in shared 
service areas. 

 Use of cleaning agents, adhesives, paints, or furnishings 
that emit strong scents or chemical vapours. 

 Use of perfumes and other personal products that contain 
fragrance chemicals. 

 Lighting conditions 

o Harsh, flickering, or non-adjustable fluorescent lighting in 
service areas.  

o Lack of task lighting or dimmable options for users with low 
vision or light sensitivity. 

 Noise and disruptive sounds 

o Loud or high-decibel activities conducted without warning or 
scheduling considerations (e.g., vacuuming, floor cleaning, 
construction). 

o High background noise (e.g., open-plan layouts, echo-prone 
rooms) that impair concentration or communication. 

 Temperature and physical environment 

o Inflexible temperature settings that cause discomfort for 
individuals with heat or cold sensitivity. 

o Lack of control over airflow or ventilation in consultation or 
meeting spaces. 
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 Surface textures and finishes 

o Chairs or furnishings with sticky, sharp, or abrasive materials 
that may be uncomfortable for users with tactile sensitivities. 

o High-gloss or reflective surfaces that cause visual glare and 
discomfort. 

4.6.2.4 Technological barriers 

Technological barriers occur when digital tools, platforms, or systems are 
not compatible with assistive technologies or do not conform to recognized 
accessibility standards. These barriers can prevent individuals from 
accessing, navigating, or fully participating in the digital aspects of the 
service experience. Technological barriers negatively impact people with 
disabilities.  

4.6.2.4.1 Questions to ask yourself 

 Is the service delivered using digital tools, platforms, or systems that 
are: 

o compatible with assistive technology such as screen readers, 
voice recognition software, or alternative input devices? 

o designed with accessible navigation, structure, and accessible 
formats and features (e.g., described video, captions, 
transcripts)? 

 Do all digital components of the service conform to recognized ICT 
accessibility standards (e.g., CAN/ASC - EN 301 549:2024 
Accessibility requirements for ICT products and services)? 

 Are virtual meetings, webinars, or presentations accessible in real 
time or are the recordings of these meetings accessible when they 
are made available after events? 

 Are electronic documents (e.g., training materials, reports, 
instructions) created in accessible formats? 
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 Are digital support services (e.g., helpdesks, troubleshooting guides) 
accessible to users with disabilities? 

4.6.2.4.2 Examples of technological barriers 

 Digital tools and platforms 

o Web-based services are not compatible with screen readers, 
voice commands, or offer keyboard-only navigation. 

o Applications that lack adjustable settings for text size, contrast, 
or zoom. 

o Interfaces without accessible menus, headings, or logical 
reading order. 

 Document accessibility 

o PDFs or Word documents without structured formatting (e.g., 
missing titles, headings, styles, or alt text). Scanned documents 
or images of text that are not machine-readable by assistive 
technologies. 

 Virtual meetings and presentations 

o Lack of live captioning or real-time transcription during online 
meetings or webinars. 

o Platforms that do not support assistive technology or offer 
inadequate accessibility features. 

o Presentations using inaccessible visuals (e.g., small fonts, poor 
colour contrast, or images without alt text or descriptions). 

 Technical support services 

o Limited accessibility options for troubleshooting (e.g., no chat, 
email, or text-based support). 

o FAQs, support documents, or help guides that are not screen 
reader-friendly or written in plain language. 
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4.6.2.5 Attitudinal and organizational barriers 

Attitudinal and organizational barriers can also affect how accessibility is 
addressed during the development of procurement specifications. These 
barriers may be the result of a pre-existing bias or an organizational 
practice. These barriers have the potential to limit how accessibility 
requirements are identified, defined, or prioritized. 

Recognizing and addressing these influences supports more inclusive 
outcomes and aligns with accessibility obligations under the Accessible 
Canada Act. 

4.6.2.6 Attitudinal barriers 

Attitudinal barriers result from a lack of awareness, understanding, or 
training that reinforce stereotypes, biases, or misconceptions about 
disability and accessibility. These barriers can influence procurement 
decisions because we make assumptions about end users and undervalue 
the importance of delivering accessible services. An attitudinal barrier can 
negatively impact all people with disabilities. 

4.6.2.6.1 Questions to ask yourself 

 Are assumptions being made about what accessibility considerations 
entail (e.g., only considering mobility-related requirements)? 

 Are accessibility features, such as screen-reader-compatible 
platforms, plain language communication, or sign language 
interpretation, perceived as unnecessary or beyond the scope of the 
service requirements? 

 Do business owners have sufficient knowledge of accessible service 
design and delivery? 
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4.6.2.6.2 Examples of attitudinal barriers  

 Assumptions about user experiences: 

o Assuming accessibility only applies to physical access. 

o Believing accessible services are only needed when requested. 

o Discounting feedback from people with disabilities on service 
usability. 

4.6.2.7 Organizational barriers 

Organizational barriers refer to policies, practices and norms that exist 
within the organization that exclude people with disabilities. 

4.6.2.7.1 Questions to ask yourself 

 Are there internal defaults (e.g., file formats, communication 
channels) that could create barriers?  

 Does a procurement practice exclude certain businesses from 
participating? For example: A short timeline to respond to and submit 
a bid might discriminate against a business owned by a person with a 
disability who needs more time.  

4.6.2.7.2 Examples of organizational barriers in services 

 Established procurement practices and protocols. 

 Internal templates for presentations, training, or outreach that do not 
require the use of plain language, high contrast visuals, or alternative 
formats. For example, service-related documentation requirements 
may mandate the use of inaccessible formats (e.g., PDFs without 
accessible tagging). 

 Procurement policies and templates that exclude accessibility: 

o No requirement to include accessibility in service specifications. 
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o Standard templates that default to inaccessible formats or omit 
sections that prompt users to include accessibility requirements 
for services. 

4.6.3 Helpful resources 
 Take the Gender-based Analysis Plus (GBA Plus) course to learn how 

various identity and social factors can influence how different people 
experience federal government initiatives. 

 Consult the Digital Accessibility Toolkit webpage Designing 
accessible services to learn how to design for different disabilities. 

 Read CAN/ASC-3.1: Plain Language standard to learn about plain 
language.  

 Read CAN/ASC-5.2.1: Design and Delivery of Accessible Programs 
and Services: Accessible Service Delivery- Accessibility for federally 
regulated entities as defined by the Accessible Canada Act standard 
to learn additional information on addressing barriers and delivering 
accessible services. 

4.6.4 Step 2 outcome 
After completing step 2, you should have a clear understanding of the end 
user’s experience and the potential barriers they may encounter. This 
supports the development of accessibility requirements that help to prevent 
or remove those barriers. The key outcome is a documented accessibility 
barrier assessment based on end user needs, service context, and 
consultation. Section 5.1.2 illustrates this step in the context of procuring a 
training service. 
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4.7 Step 3: Gather information 
Step 3 builds on the findings from step 2 by using the barriers identified in 
step 2 to gather information to develop accessibility requirements for the 
service. This can include: 

 Applicable accessibility standards, guidelines and best practices. 

 Understanding market capacity to deliver services that include 
accessibility features (depending on the scope of the procurement). 

4.7.1 Objective 
The objective of step 3 is to collect and evaluate the information needed to 
develop accessibility requirements to include in the procurement 
specifications.  

4.7.2 Questions to ask yourself when gathering 
information 

The following questions aim to assist in gathering the necessary 
information to define accessibility requirements for the service. While not all 
questions may be applicable in every scenario, they serve as a useful 
framework for ensuring accessibility is integrated into the procurement 
process. 

 What aspects of the service can include accessibility requirements? 
Consider the full scope of the service, such as: 

o Service delivery channels (e.g., in-person, virtual, hybrid). 

o Service delivery methods (e.g., availability of interpreters, 
captioning, accessible platforms). 

o Training and facilitation (e.g., use of plain language, diverse 
formats, multimodal presentation methods). 
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o Digital tools or platforms used (e.g., virtual meeting tools, client 
portals, helpdesk systems). 

o Reports, emails, and written deliverables (e.g., structured 
formatting, accessible digital formats, plain language). 

o Presentation materials (e.g., slide decks, visuals, use of alt text, 
font readability, colour contrast). 

 Will you need to conduct user testing to ensure that the service and 
its deliverables are accessible? 

o If yes, how will testing be structured? 

o Will people with disabilities be involved in user testing? 

 Are there accessibility conformance reports from the vendor? 

o Can the vendor demonstrate experience delivering accessible 
services? 

o Have any third-party audits or certifications been completed? 

 Are there national or international accessibility standards, guidelines, 
or best practices you can apply when developing requirements for the 
service (e.g., CAN/ASC - EN 301 549:2024 Accessibility 
requirements for ICT products and services)? 

o If yes, who will conduct the accessibility conformance testing 
(for example, a technical specialist within your organization, or 
will you need to contract with a third party to provide this 
expertise)? 

 What is the market capacity to deliver services that meet the 
accessibility requirements and standards you have identified? 

 Are there existing services that meet accessibility standards, or will 
custom modifications be required? 

 Have you considered how much time is required to evaluate bid 
submissions and the resulting deliverables? 
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4.7.3 Helpful resources 
 Guideline on Making Information Technology Usable by All  

 ICT accessibility requirements wizard 

 Digital Accessibility Toolkit 

o Accessible virtual events  

o Create document  

o Guide for Including Accessibility in Information and 
Communication Technology (ICT) Related Procurement  

 Guidance on the Accessible Canada Regulations – Consulting 
persons with disabilities  

 Guide to Planning Inclusive Meetings  

 CAN/ASC-5.2.1: Design and Delivery of Accessible Programs and 
Services: Accessible Service Delivery- Accessibility for federally 
regulated entities as defined by the Accessible Canada Act  

To learn more about writing in plain language, please consult the following 
resources: 

 Writing resources - plain language  

 CAN/ASC-3.1: Plain Language  

4.7.4 Step 3 outcome 
After completing step 3, you should have gathered sufficient information to 
develop accessibility requirements that align with recognized standards and 
reflect what is available in the market.  The key outcome is a summary of 
relevant accessibility standards, research related to both the service and its 
delivery, and supplier input. Section 5.1.3 illustrates this step in the context 
of procuring a training service. 
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4.8 Step 4: Develop procurement 
requirements 

Step 4 builds on step 3 by using the validated standards, market research, 
and supplier input gathered to define clear and enforceable procurement 
requirements. This ensures accessibility is integrated into the specifications 
for the procurement, evaluation criteria, and resulting contract terms.   

4.8.1 Objective 
This step focuses on defining measurable compliance requirements, 
verifying accessibility claims, and securing long-term supplier 
commitments. By developing clear requirements, a procurement process is 
created that drives accessibility innovation, reduces barriers, and ensures 
that the service meets the needs of all end users, including people with 
disabilities. 

4.8.2 Questions to ask yourself 
These guiding questions help refine and finalize accessibility requirements 
to ensure they are enforceable and integrated throughout the procurement 
process. While not every question will apply in all cases, considering these 
aspects will help establish clear expectations and accountability for 
accessible procurement. 

 Is it expected that the accessibility standards identified in step 3 will 
change throughout the duration of the contract?  

o If yes, should the contract require the supplier to comply with 
updated or revised accessibility standards? 

 If yes, would an amendment to the contract be needed to 
support these changes? 

238



 

Page 37 
 

 How will it be confirmed that the service meets the accessibility 
requirements?  

o When will it be confirmed that the service meets the 
accessibility requirements (e.g., at delivery, periodically, or 
throughout the contract)? 

 If testing is planned, have any user or accessibility testing 
requirements been included? 

o Will user testing that includes people with disabilities be 
conducted? 

o Will accessibility conformance testing be conducted? 

 How should suppliers demonstrate their compliance with the 
accessibility requirements? 

o Should they provide certifications, conformance reports, or 
accessibility roadmaps? 

o If requirements are included, will they be evaluated as part of 
the solicitation process?  

 If yes, will accessibility requirements be mandatory or 
point rated technical evaluation criteria, or both? 

 Has plain language been used to describe the requirements? 

 Based on the results of the market analysis, are there suppliers who 
are able meet the accessibility requirements or standards? 

 If accessibility cannot be fully achieved at the time of bid closing, 
should the requirements include flexibility for implementing 
accessibility features in phases over time? 
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4.8.3 Develop accessibility requirements and 
evaluation criteria 

Building on steps 1 through 3, this section converts identified needs into 
enforceable accessibility requirements to include in your SOW or SOR. It 
also provides you with guidance for the development of evaluation criteria 
for the solicitation process. 

4.8.3.1 Resulting accessibility requirements 

Accessibility requirements should include minimum compliance 
expectations as well as any value-added features that enhance inclusive 
use. Key areas may include: 

 Compliance with recognized standards 

o Requirements should reference specific accessibility standards 
and guidelines identified in step 3 (e.g., CAN/ASC - EN 301 
549:2024 Accessibility requirements for ICT products and 
services for deliverables relating to information and 
communication technology, CSA/ASC B651:23 Accessible 
design for the built environment for deliverables relating to the 
physical or built environment). 

o Ensure that the contract includes clauses requiring the supplier 
to maintain compliance with accessibility standards over the 
duration of the contract. 

 Implementation roadmap 

o If full compliance with accessibility requirements cannot be 
achieved at bid closing, the resulting contractor must provide a 
roadmap, plan, or timeline showing how compliance will be 
achieved during the contract period. 
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 User interface and interaction methods 

o If digital platforms or tools are part of the service or its delivery, 
they should support assistive technologies and meet digital 
accessibility standards. 

 Multimodal learning and communication options 

o If the service includes training, this should be available in 
multiple accessible formats, such as plain language, large print, 
captions, transcripts, audio description, or tactile formats. 

 User testing and feedback integration 

o Where appropriate, requirements may include usability testing 
with people with disabilities during development or delivery of 
the service. 

o Ensure the contract includes requirements to integrate and 
respond to feedback obtained from user testing.  

 Responding to accessibility issues 

o Include requirements for the supplier to respond to and resolve 
end users’ accessibility complaints within the contract period.  
This may require the supplier to implement a feedback 
mechanism to: 

 receive reports of accessibility issues from end-users; 

 resolve reported accessibility issues; and 

 inform the procurement lead of all reported accessibility 
issues and their resolution. 
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4.8.3.2 Evaluation criteria 

Accessibility should be reflected in mandatory and point-rated evaluation 
criteria. These may include: 

 Mandatory requirements, which could include: 

o Demonstrating compliance with minimum accessibility 
requirements. 

o Providing evidence of how their proposed service meets the 
standards and requirements identified in step 3. 

 Point-rated criteria, which could include awarding points for: 

o Features or approaches that exceed minimum accessibility 
requirements. 

o Demonstrated experience delivering accessible services. 

 Evaluation process, which could include: 

o Determining whether to conduct user testing with people with 
disabilities or accessibility conformance testing, or both. 

While this section focuses on defining requirements and evaluation criteria, 
additional accessibility considerations may be included and are covered in 
Section 4.8.4 Other Considerations. 

4.8.4 Other considerations 
 Review and assess the contracted deliverables to ensure they meet 

the accessibility requirements specified in the resulting contract. 

 Develop a budget to include accessibility conformance testing, end-
user testing, and other validation requirements (if applicable) into the 
project plan. 
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 Consider including a clause in the solicitation to allow bidders to 
propose improvements to the accessibility requirements during the 
solicitation process. 

 Ensure that solicitation documents are written in plain language and 
make them available in accessible formats. 

 If the supplier is required to work on-site at Canada’s location, ensure 
the work site (location, parking, workstation, etc.) is accessible. 

 Ensure that any virtual or in-person industry engagement activities 
(e.g., industry days, one-on-one meetings) are accessible. 

 Determine accommodation requirements for mandatory site visits. 

4.8.5 Step 4 outcome 
After completing step 4, you should have a finalized set of accessibility 
specifications that ensure accessibility is maintained throughout the 
contract lifecycle. Section 5.1.4 illustrates this step in the context of 
procuring a training service. 

4.9 Justifying the absence of 
accessibility requirements 

Business owners should always begin the planning process assuming that 
accessibility applies to their service. While it may not always be possible to 
include accessibility requirements in a procurement, excluding accessibility 
requirements should be the exception, not the norm. A decision to exclude 
requirements for accessibility should be taken only after analysis and 
consultation. 
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When requirements for accessibility are excluded from the specifications 
for a procurement, the business owner must explain the rationale for this 
decision. This is currently a mandatory requirement in the context of 
Government of Canada procurement in accordance with clauses 4.2.7.1 
and 4.2.7.1.1 of the Directive on the Management of Procurement.  

This justification should demonstrate that the business owner has: 

 assessed the service for potential accessibility barriers and impacts 
on people with disabilities; 

 researched applicable accessibility standards and best practices; 

 consulted with people with disabilities and accessibility experts; 

 engaged the market to explore the feasibility of including accessibility 
requirements; 

 considered alternative ways to enhance accessibility even if 
requirements are not included; 

 assessed the risks and implications of not addressing accessibility, 
such as legal, financial, reputational, and human rights risks; and 

 developed a plan to address accessibility barriers through other 
means such as training, support services, or complementary 
initiatives. 

Procurement leads should work closely with their business owners to 
ensure they explore opportunities to incorporate accessibility. The 
procurement lead ensures that the written justification is kept in the 
procurement file. 

  

244

https://www.tbs-sct.canada.ca/pol/doc-eng.aspx?id=32692


 

Page 43 
 

5 Scenario 
5.1  Procuring a training service: 

Applying the four-step process 
Your organization needs to procure the services of a consultant to design 
and deliver a mandatory training program on digital security and privacy for 
its employees. To ensure compliance with the Accessible Canada Act 
(ACA) and relevant accessibility standards, you apply the four-step process 
outlined in this guide to embed accessibility throughout the procurement 
lifecycle. 

This scenario is provided for illustrative purposes only. Accessibility must 
be considered for each procurement.  

5.1.1 Step 1: Define your requirements 
This step aligns with the guidance in Section 4.5 step 1 and illustrates how 
the principles identified in this step are applied in practice within this 
scenario. 

You begin by identifying the requirements of the training service, including 
the expected deliverables, format, target audience, and delivery methods. 
The training is to be delivered both virtually and in-person and must be 
accessible to all employees, including employees with disabilities. 

5.1.1.1 Understanding end user interactions 

 Employees, including employees with disabilities, may engage with 
the service through live presentations, e-learning modules, handouts, 
and support resources. 

  

245



 

Page 44 
 

5.1.1.2 Accessibility-related requirements 

Note: Accessibility-related requirements are included at this stage to 
ensure accessibility is embedded from the outset as a core aspect of how 
the service must function. Identifying them early helps shape service 
expectations, inform specifications, and ensure equitable access for all end 
users, including people with disabilities. 

 Delivery format: Support for live captions, sign language 
interpretation, screen reader-compatible platforms, and accessible 
documents. 

 Instructional materials: Plain language summaries, structured slide 
decks, high-contrast visuals, audio-described videos, and accessible 
PDFs. 

 Interaction: Ability for users to ask questions in multiple ways (e.g., 
chat, audio, written), compatibility with screen readers, keyboard 
navigation. 

 Physical environment: Accessible training locations (e.g., ramps, 
elevators, seating, signage, adjustable lighting and sound) where in-
person delivery is required. 

 Support services: Accessible helpdesk support, plain-language 
guidance for joining virtual sessions, and flexible scheduling. 

 Conformance: Alignment with accessibility standards such as:  

o CAN/ASC - EN 301 549:2024-Accessibility requirements for 
ICT products and services for all information and 
communication technology related components.  

o CAN/ASC-1.1-Employment:2024 (REV2025) for employment 
related services.  

o CAN/ASC-3.1-Plain Language  for communication.  
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o CAN/ASC-5.2.1: Design and Delivery of Accessible Programs 
and Services: Accessible Service Delivery- Accessibility for 
federally regulated entities as defined by the Accessible 
Canada Act for service delivery.  

o CSA/ASC B651:23 Accessible design for the built environment 
for physical environments, as applicable.  

The outcome of step 1 is a documented description of the training service, 
how it will be delivered, who will use it, and any associated platforms, 
materials, or support functions (indirect deliverables). 

5.1.2 Step 2: Identify barriers that end users may 
experience 

This aligns with the guidance in Section 4.6 step 2 and illustrates how 
those principles are applied in practice within this scenario. 

To assess potential accessibility barriers, you should consult with: 

 Employees from various departments who have participated in past 
training sessions. 

 Employees with disabilities. 

 Internal accessibility specialists. 

 Human resources and learning and development staff. 

 External accessibility consultants and advocacy organizations. 

5.1.2.1 Assessment of identified barriers  
5.1.2.1.1 Physical barriers 

 Inaccessible in-person training locations. 

 Lack of adjustable seating or accessible presentation equipment. 
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5.1.2.1.2 Communication barriers 

 Complex or technical language used without plain-language 
alternatives. 

 Lack of captions or transcripts for videos. 

 No real-time interpretation or alternative means of interaction during 
sessions. 

 Instructional emails that are poorly structured or inaccessible. 

 Printed handouts not available in alternate formats. 

5.1.2.1.3 Environmental barriers 

 Harsh lighting or background noise during in-person sessions. 

 Use of fragrances or materials that trigger chemical sensitivities. 

 Distracting visual elements (e.g., flashing animations, fast transitions 
in slides). 

5.1.2.1.4 Technological barriers 

 Virtual platform not compatible with assistive technologies. 

 No keyboard navigation or screen reader support. 

 Slide decks not tagged or logically structured. 

 PDFs that are scanned images instead of accessible text. 

 No alternative text for graphics. 

The outcome of step 2 is a barrier assessment that identifies potential 
challenges users may face during the delivery and use of the service, 
including physical, communication, environmental, and technological 
barriers. 
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5.1.3 Step 3: Gather information 
At this stage, you will collect the information needed to develop specific 
accessibility requirements for the training service. This step aligns with the 
guidance in Section 4.7 step 3 and illustrates how those principles are 
applied in practice within this scenario. 

To support this process: 

 Review relevant accessibility standards, including:  

o CAN/ASC - EN 301 549:2024-Accessibility requirements for 
ICT products and services for all information and 
communication technology related components.  

o CAN/ASC-1.1-Employment:2024 (REV2025) for employment 
related services.  

o CAN/ASC-3.1-Plain Language for communication.  

o CAN/ASC-5.2.1: Design and Delivery of Accessible Programs 
and Services: Accessible Service Delivery- Accessibility for 
federally regulated entities as defined by the Accessible 
Canada Act for service delivery. 

o CSA/ASC B651:23 Accessible design for the built environment 
for physical environments, as applicable.  

 Consult subject matter experts to identify best practices in accessible 
training delivery. 

 Review other procurements that included accessible learning or 
communication services. 

 Issue a Request for Information (RFI) to understand the market’s 
capacity to deliver accessible training. 

 Collect documentation and sample materials (e.g., slide decks, 
videos, demo portals, Voluntary Product Accessibility Template 
(VPATs) or Accessibility Conformance Reports (ACRs)). 
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 Consult people with disabilities and training participants to assess 
barriers in current or past training formats. 

During this process validate: 

 the availability of captioning, transcripts, accessible slide decks, and 
plain language summaries; 

 the compatibility of virtual platforms with screen readers and 
keyboard navigation; 

 the support for flexible communication formats (e.g., chat, Q&A, 
recorded sessions); 

 the supplier capacity to modify content based on user feedback; and 

 whether accessibility features can be delivered at the outset or 
require a phased approach. 

The outcome of step 3 is a summary of relevant standards, market 
capacity, and supplier capabilities that will inform the development of 
accessibility requirements to include in the specifications for the 
procurement. 

5.1.4 Step 4: Develop procurement requirements 
Based on the information gathered in steps 1 through 3, you develop a 
clear and enforceable set of accessibility requirements and evaluation 
criteria. This aligns with the guidance in Section 4.8 step 4 and illustrates 
how those principles are applied in practice within this scenario. 

The accessibility requirements are structured around the following key 
areas:  

 Compliance with standards (e.g., CAN/ASC – EN 301 549:2024). 

 Accessible content formats (e.g., plain language, tagged PDFs, 
captioned videos). 
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 Inclusive delivery options (e.g., sign language interpretation, 
keyboard navigation, multilingual support). 

 User testing (e.g., involvement of people with disabilities during 
content review). 

These categories are supported by detailed technical specifications: 

5.1.4.1 Physical requirements for in-person delivery 

 Physically accessible training locations (e.g., ramps, elevators, wide 
doorways, accessible restrooms, height-adjustable podiums). 

 Microphones, visual aids, or presentation devices from seated or 
standing positions to support presenters. 

5.1.4.2 Communication requirements 

 Materials in plain language, structured formats, and multiple media 
(text, audio, visual). 

 Captioning, transcripts, and interpretation for all recorded/live 
sessions. 

 Documents provided in accessible formats (e.g., tagged PDFs, large 
print). 

5.1.4.3 Environmental requirements 

 Training spaces that provide accommodations for sensory 
sensitivities (e.g., scent-free policies, reduced noise, adjustable 
lighting). 

 Virtual backgrounds or slide designs that avoid flashing, fast motion, 
or patterns that trigger migraines or seizures. 

 Virtual sessions that allow users to reduce or mute non-essential 
visual or audio elements. 
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5.1.4.4 Technological requirements 

 Virtual platforms that support screen readers and keyboard-only 
navigation. 

 Digital interfaces that conform to CAN/ASC - EN 301 549:2024 
Accessibility requirements for ICT products and services. 

 Audio and video that supports captioning and audio description 

5.1.4.5 Evaluation criteria 

 Mandatory requirements: Bidders must demonstrate compliance 
with accessibility standards, submit an ACR or equivalent, and 
provide examples of accessible training materials. 

 Point-rated criteria: Additional points awarded for inclusive design 
practices, and user-centered testing processes. 

 Implementation roadmap: If not all requirements can be met at 
contract award, suppliers must submit a timeline to achieve full 
compliance. 

5.1.4.6 Other considerations 

 Contract includes clauses requiring the supplier to maintain 
conformance with evolving accessibility standards over the contract 
period. 

 The contract includes a feedback mechanism for end users to report 
accessibility issues and ensure a process for resolution. 

 Budget is allocated for accessibility audits and end user testing during 
delivery. 

The outcome of step 4 is a finalized set of accessibility specifications, 
evaluation criteria, and contract clauses that ensure accessibility is 
maintained throughout the contract lifecycle. 
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5.1.5 Outcome 
By applying the four-step process, you procure a training service that is 
inclusive, accessible, and effective for all employees, including those with 
disabilities.  
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6 Annex A – Accessibility 
procurement checklist 

This checklist supports the application of the four-step process described in 
the guide. It is designed to help you document due diligence and ensure 
accessibility is considered throughout the procurement lifecycle. 

This checklist should be used in conjunction with the full guide. Referring to 
the checklist alone does not replace the need for thoughtful engagement 
with the guidance and scenario presented in each step throughout Sections 
4 and 5. Effective integration of accessibility requires a comprehensive 
understanding of the process outlined throughout the document. 

While this checklist provides a strong foundation, it is not exhaustive. 
Additional or modified checklist items may be necessary depending on the 
nature and complexity of the service being procured. 

6.1 Step 1: Define your requirements 
 Have you clearly defined the purpose of the direct deliverable? 

 Have you identified the end users, including people with disabilities? 

 Have you documented how end users will access or interact with the 
service (e.g., in-person, virtual, written)? 

 Have you considered indirect deliverables (e.g., reports, training 
materials, digital tools)? 

 Have you considered the context of service delivery (e.g., 
accessibility of physical spaces or digital platforms)? 

 Have you documented any assumptions or limitations related to end 
user diversity or accessibility needs? 

 Have you considered future or evolving accessibility needs (e.g., user 
groups, technology updates)? 
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6.2 Step 2: Identify barriers 
 Have you conducted a barrier assessment across the following types: 

o Physical (e.g., training room setup, seating). 

o Communication (e.g., language, formats, interaction modes). 

o Environmental (e.g., noise, lighting, sensory triggers). 

o Technological (e.g., digital platforms, virtual tools). 

o Attitudinal (e.g., trainer assumptions, accessibility stigma). 

o Organizational (e.g., lack of internal guidance or coordination). 

 Have you consulted with end users including people with disabilities 
or organizations representing them? 

 Have you consulted relevant internal staff (e.g., IT, HR, program 
leads) about service access or delivery barriers? 

 Have you reviewed how similar services have performed from an 
accessibility perspective? 

 Have you documented how each identified barrier could affect end 
users and possible strategies to address them? 

6.3 Step 3: Gather information 
 Have you reviewed applicable accessibility standards and best 

practices, such as: 

o CAN/ASC - EN 301 549:2024 Accessibility requirements for ICT 
products and services 

o CSA/ASC B651:23 Accessible design for the built environment 
Have you engaged subject matter experts to understand market 
capacity? 
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 Have you issued a request for Information (RFI) or other market-
sounding tools to gather supplier input on accessibility? 

 Have you obtained or reviewed Accessibility Conformance Reports 
(ACRs), VPATs, or sample deliverables? 

 Have you verified whether service delivery methods (e.g., virtual 
platforms, documents, helpdesk) are accessible? 

 Have you assessed whether support materials (e.g., reports, 
guidance, presentation decks) will be available in accessible formats? 

 Have you considered whether certain accessibility features can be 
phased in or customized during delivery? 

6.4 Step 4: Develop final accessibility 
requirements and evaluation criteria 

 Have you developed specific, measurable and enforceable 
accessibility requirements that will address the identified needs and 
barriers?  

 Have you organized accessibility requirements by relevant barrier 
types (e.g., communication, technological, environmental)? 

 Have you developed evaluation criteria that assess accessibility, 
including: 

o mandatory compliance with standards and formats; 

o  point-rated features exceeding minimum requirements; and 

o demonstrated inclusive design practices or user testing? 

 Have you included contract clauses that require: 

o ongoing conformance with current accessibility standards; 

o feedback mechanisms for end users to report accessibility 
issues and requirements for contractors to remediate; and 
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o accessibility training or onboarding for client-facing staff? 

 Have you ensured that bid evaluation team understands how to 
assess accessibility-related responses provided by bidders? 

 Have you planned for how accessibility performance will be 
monitored, audited, or improved during the contract period? 

6.5 If accessibility requirements are not 
included 

 Have you prepared a written justification explaining why accessibility 
requirements are not applicable to the service? 

 Does the justification include steps taken to evaluate applicability, 
such as: 

o Consultation with users or disability stakeholders? 

o Review of applicable standards and best practices? 

o Market research or engagement with potential service 
providers? 

 Have you documented any associated risks (e.g. operational, 
reputational) of excluding accessibility? 

 Have you considered alternative ways to enhance accessibility? 

 Have you developed a plan to address accessibility barriers through 
other means such as training, support services, or complementary 
initiatives? 

 Has the justification been reviewed and approved by procurement 
officials, senior management, or those with the authority to approve 
purchases, and is it retained in the procurement file? 

Note: This Section applies only in cases where accessibility requirements 
are not included. See Section 4.9 of this guide. 
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For more information, or for alternative formats, contact: 

Accessibility Standards Canada 
320 St-Joseph Boulevard, Suite 246 
Gatineau, QC J8Y 3Y8 
1-833-854-7628 

accessible.canada.ca 

© His Majesty the King in Right of Canada, as represented by the Minister 
responsible for the Accessible Canada Act, 2025. 

Catalogue number AS4-43/2025E-PDF 
ISBN 978-0-660-78129-7 
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MEMO 
 
 
TO: Accessibility, Inclusive, Diversity and Equity Committee  
  
FROM: Mallory Klooster, Manager, Community Well-Being 
 
DATE: Wednesday, September 17, 2025  
 
RE: Accessible Playground Update          
 
 
The internal playground committee has now finalized the proposed budget for the 
Accessible Playground project, which includes the installation of accessible play 
equipment as well as the construction of a new building with fully accessible offices and 
washrooms. 
 
As part of our planning process, we will be applying for a Planning Assistance Grant to 
hire a landscape architect. This professional will develop a comprehensive report that 
includes conceptual drawings of the overall site layout and assesses the feasibility of 
various design options. This step will help ensure that the project is both practical and 
aligned with our long-term vision for accessibility and inclusion. 
 
The committee has carefully reviewed the requirements for the project, and we are 
confident that we can provide a comprehensive solution that will meet the needs of all 
users, ensuring both inclusivity and functionality.  
 
We have identified several relevant grants that could provide funding to support this 
initiative. These grants cover a variety of needs, from accessible play equipment to 
building renovations, and we plan to apply for as many as possible to secure the 
necessary resources for the project’s completion. 
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