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2. Limitations of the Guide

This guide was prepared based on what is currently known in the field of
universal accessibility. It contains three types of knowledge:

Academic knowledge, from experts in the field of universal accessibility;
Technical knowledge, brought by professionals who work daily with
persons with disabilities;

e Experiential knowledge, shared by persons with disabilities and their
circle.

Because the field of universal accessibility is constantly evolving, this guide is
primarily a compendium of currently recognized rules and practices. Therefore,
updating this guide on a regular basis is essential if it is to reflect the advances
and new knowledge in this field.



3. Introduction

The mission of the Confédération des organismes de personnes handicapées du
Québec (COPHAN) is to make the Province of Québec inclusive, so as to ensure
the full social participation of persons with functional limitations and of their
family. Accordingly, the Confédération is strongly in favour of universal
accessibility.

Taking into account the needs of all is essential for a Québec society that cares
about the well-being and quality of life of its citizens. Using this guide will enable
you to better meet the needs of a large part of the population.

The members and partners of the COPHAN have pooled their expertise to bring
you the content of this guide, which is a synthesis of the discussions on the
needs of the population and on universal accessibility.

This guide is a reference document. While there is room for improvement, its
contribution is unique and, most importantly, it stems from the milieu of persons
with disabilities: NOTHING ABOUT US WITHOUT US. It will help improve the life
of persons with disabilities and of their family members, while guiding and
informing the ministries, organizations, large companies and all persons
concerned by the creation of an accessibility plan. This guide also aims at
enhancing the public policies of the different levels of government.



4. Context

4.1 — Objectives of the Guide

The guide has the following objectives:

e To promote the inclusion and social participation of persons with
disabilities by actively involving them in creating a bilingual guide of good
practices for the accessibility of persons with disabilities;

e To enable all entities concerned to quickly find information relating to all
disability types, in order to help them put in place an accessibility plan.

4.2 — A few numbers

L'Office des personnes handicapées du Québec (OPHQ) estimates that 21% of
the population over the age of 15, or 1,422,020 people’, lives with a significant
and persistent disability that makes it liable to encounter barriers in performing
everyday activities.

For its part, the Institut de statistique du Québec estimates that 33% of that
population lives with one or more functional limitations?.

Taking into account the families of persons with functional limitations, more than
50% of the population is directly affected by universal accessibility issues.

With the aging of the population, these percentages are bound to rise, since the
frequency of functional limitations increases with age.

Despite society’s efforts towards universal accessibility, much work remains to be
done in this area.

' Statistiques sur les personnes handicapées | Gouvernement du Québec
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https://statistique.quebec.ca/fr/fichier/enquete-quebecoise-limitations-activites-maladies-chroniques-vieillissement-2010-2011-utilisation-services-sante-services-sociaux-personnes-avec-incapacite-volume-2.pdf
https://statistique.quebec.ca/fr/fichier/enquete-quebecoise-limitations-activites-maladies-chroniques-vieillissement-2010-2011-utilisation-services-sante-services-sociaux-personnes-avec-incapacite-volume-2.pdf
https://www.ophq.gouv.qc.ca/publications/statistiques/personnes-handicapees-au-quebec-en-chiffres/apercu-statistique-des-personnes-handicapees-au-quebec.html

4.3 — A few definitions

Handicapped persons or persons with disabilities?

The Act to secure the handicapped in the exercise of their rights and other
legislative provisions (Government du Québec, 2004) uses the term
“handicapped person” to designate “a person with a deficiency causing a
significant and persistent disability, who is liable to encounter barriers in
performing everyday activities.”

The term “person with disabilities” emphasizes the environmental barriers
encountered by these persons, rather than the individual’s intrinsic limitations.
This designation is in keeping with the definition of disability in the Convention on
the Rights of Persons with Disabilities (United Nations, 2006) and the perception
of disability expressed in the International Classification of Functioning, Disability
and Health by the World Health Organization (World Health Organization, 2001).

In this guide, we use the two terms interchangeably, with disability being the
product of processes and functional limitations inherent to the individual, but also
of interactions with the environment and of the barriers related to the unfounded
or mistaken beliefs of others.

Our guide covers five types of functional limitations:
1. Motor
2. Visual
3. Auditory
4. Language and speech
5. Neurodevelopmental disorders
What is universal accessibility?

Universal accessibility is defined as [TRANSLATION]: “the nature of a product,
process, service, information or environment that, with equity in mind and as part



of an inclusive approach, enables any person to perform activities on their own
and to obtain equivalent results®.”

Concretely, universal accessibility enables any person, whatever their abilities, to
enjoy the same opportunities and to have a quality experience independently*.

3 Definition formulated in 2011 by Groupe DEFI| Accessibilité (GDA) in the research report for
community advocacy groups of Montreal entitled Accessibilité universelle et designs contributifs
(version 5.3), prepared by LANGEVIN, ROCQUE, CHALGHOUMI and GHORAYEB, Université
de Montréal.

4 Qu'est-ce que I'accessibilité universelle? - AlterGo
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https://altergo.ca/fr/accessibilite-universelle/quest-ce-que-laccessibilite-universelle/

5. Structure of the Guide

This guide is primarily made up of 30 thematic fact sheets PleSenteanin

1. Procurement

2. Artand culture

3. Verbal and written communication

4. Digital communications

5. Design of programs and delivery of services

6. Post-secondary education

7. Elementary and secondary education

8. Employment

9. Built environment

10. Event planning

11. Lodging (public, private and community continuum)
12.Immigration

13.Housing (Residential Adaptation Assistance Program (RAAP))
14.Recreation, sports, tourism and day camps
15.Rare diseases

16. Emergency measures and public safety

17.Parks and green spaces

18. Civic engagement

11



19.Income

20.Environmental health

21.Customer service

22.Childcare centres

23.Health services (medical and hospital services)

24 . Social services (homecare (SAD) and technical aids)
25 and 26. Paratransit and accessible transit

27.Air and train travel

28.Neurodevelopmental disorders

29.Urban planning

30.Violence and safety

12



6. Sheet components

Each sheet contains the following elements:

Subject

Subtitle

Definition of the objective for the organization
Description of the situation

Standards or obligations

Good practices

Particularities according to disability type
Available resources

Reference documents

Related sheets

Author(s) and collaborators

Organizations consulted

13



7. Questionnaire

The member organizations of the COPHAN also received a questionnaire during
the planning stages (or on the draft??) of this guide. It contained some fifteen
qguestions on the experience, needs and expectations of persons with disabilities
in the area of universal accessibility (see Appendix ___ at the end of the guide).

14



8. Available formats

The guide is available in both French and English, in a universally accessible
Web format.

We are taking steps to make it available in alternate formats.

15



9. A bit of history

A great number of the major changes that have taken place in Canada over the
last fifty years concerning persons with disabilities are due to citizen mobilizations
and to pressure applied by community organizations, research scientists and
other actors of civil society. In a more or less concerted manner, this social
movement — the movement of persons with disabilities — has progressively taken
shape, throwing light on its issues and urging governments to adopt public
policies in line with the new values and the ideas defended by the movement, a
reflection of rapid social change.

Certain groups have become major players in the public sphere and their input is
deemed invaluable when it comes to shaping public policies. They use
institutional channels to make their voice heard and make regular appearances in
the media. Others, on the contrary, have adopted a much more oppositional
stance, developing very different tools to defend the cause of persons with
disabilities and denouncing government (in)action.®

On December 9, 1975, the United Nations issued the The Declaration on the
Rights of Disabled Persons, a document presenting the fundamental rights of
handicapped persons and urging member states to enact laws and initiatives to
protect those rights.

In 1978, after the adoption of a provincial law promoting workplace and social
integration of persons with disabilities, the Government of Québec created the
Office des personnes handicapées (OPHQ).The United Nations’ International
Year of Disabled Persons (IYDP), celebrated in 1981, marks a major turning point
in the struggle for the rights of handicapped persons in Canada. The IYDP and
the United Nations Decade of Disabled Persons (1983-1992) generated
unprecedented interest among the public and Canadian government
policymakers for the rights offered to persons with disabilities.

In 1982, COPHAN is born.

® Taken from Mouvement des droits des personnes handicapées au Canada | I'Encyclopédie
Canadienne

16


https://www.thecanadianencyclopedia.ca/fr/article/mouvement-des-droits-des-personnes-handicapees
https://www.thecanadianencyclopedia.ca/fr/article/mouvement-des-droits-des-personnes-handicapees

In 1986, persons with disabilities are included, along with women, visible
minorities, and indigenous peoples, in the new Employment Equity Act, which
stems from the Report of the Royal Commission on the subject.

New organizations, such as the ARCH Disability Law Centre, are created to
provide legal services to persons with disabilities, using, in particular, the
Canadian Charter of Rights and Freedoms to establish favourable jurisprudence
and to advance cases before the Supreme Court of Canada.

In Ontario, groups defending the rights of persons with disabilities hail the
adoption of the Accessibility for Ontarians with Disabilities Act (AODA) in 2005.
The AODA aims to make Ontario accessible by 2025 by establishing accessibility
standards, by requiring governments and organizations to submit compliance
reports and by investigating public complaints.

The 21st century marks a revival in public and political interest for the
handicapped persons movement. On March 11, 2010, Canada ratifies the
Convention on the Rights of Persons with Disabilities, thus committing itself to
adopting measures and principles to improve the socioeconomic conditions of
handicapped persons. In 2014, Canada submits its first report to the Convention
committee, describing the initiatives taken by the federal and provincial
governments after ratification.

17



What about Québec?

The Province of Québec lags behind and lacks ambition. Its Act to secure
handicapped persons in the exercise of their rights with a view to achieving
social, school and workplace integration lacks the strength of the Ontario law. It is
currently under revision. It is our hope that the A part... entiére policy also will
undergo extensive revision. Québec should adopt an Accessibility Act
comparable to that of Ontario, including standards, inspections and sanctions,
where applicable, and transform the OPHQ into an institution charged with
ensuring compliance.

Thus, the Québec movement of persons with disabilities must continue to
develop various strategies and to work in concert to improve the living conditions
of handicapped persons.

18



10. Jurisdictions and areas of application
of the action plans

Organizations subject to the action plans at
the federal level

The Act provides for the preparation and publication of accessibility plans and
applies to organizations falling under federal jurisdiction, in particular :

e The Government of Canada, including all federal departments and
agencies, as well as all crown corporations (see list) (voir la liste);

e Those parts of the private sector regulated by the Government of Canada,
such as :

o The banks ;

o The federal transportation network, including :

= The airlines ;

= The suppliers of rail, road and maritime transportation

services operating between the provinces or abroad.
e The radio broadcasting and telecommunications sectors;
e The Canadian Armed Forces and the Roayl Canadian Mounted Police.

The Act also applies to parliamentary entities, with an approach designed to
preserve parliamentary privilege. These parliamentary entities include :

e The House of Commons ;
e The Senate ;

e The Library of Parliament ;
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https://www.canada.ca/en/government/dept.html
https://www.canada.ca/fr/gouvernement/min.html

The Parliamentary Protective Service.

Organizations subject to the action plans at
the provincial level

Only the organizations covered by section 61.1 of the Act are required under law
to annually submit an action plan concerning persons with disabilities. These
organizations are :

The government departments and agencies with at least 50 employees ;

The integrated health and social services centres (CISSS), integrated
university health and social services centres (CIUSSS) and the

unamalgamated institutions (ENF).

Local municipalities with a population of at least 10,000.

Principal areas of application for municipalities:

Accessibility to municipal buildings

Municipal administration

Libraries

Urban planning

Communication and information

Employment

Housing

Recreation, culture, sports and community life
Parks and green spaces

Safety (at home and in the living environment)

Transit

20


https://www.ophq.gouv.qc.ca/plans-daction/ministeres-et-organismes-publics-assujettis-a-larticle-611-de-la-loi.html#c12341
https://www.ophq.gouv.qc.ca/plans-daction/ministeres-et-organismes-publics-assujettis-a-larticle-611-de-la-loi.html#c12341

Contents of the action plans at the federal
level

Organizations must include a section corresponding to each of the areas covered
by the Accessible Canada Act, as needed:

e Employment

e Built environment

e Information and information and communications technology (ICT)
e Communications, other than ICT

e Acquisition of goods, services and facilities

e Design and delivery of programs and services

e Transit

Contents of the action plans at the provincial
level

Each action plan must include at least one measure in each of the following
categories :

e Promotion
e Accessibility of services offered

e Accessibility in the workplace with respect to hiring, working conditions
and job retention

e Accessibility of buildings, places and facilities

e Accessibility of information and documents

21



Adaptation for special situations : emergency, public health and public
safety situations

Procurement of accessible goods and services

Adaptation in the context of any other activity that is likely to impact
persons with disabilities

22






11. Thematic fact sheets

1. Procurement

Ensuring accessible and inclusive procurement

What is accessible and inclusive procurement ?

Accessible procurement consists in including the diversity of abilities and needs
of the population in the procedures for acquisition of products and services. This
means guaranteeing that the final products and services can be used by all,
without the need for adaptation or special design. By taking accessibility into
account at each step, organizations help to create an inclusive and equitable
environment, while meeting their legal obligations.

Overview of the situation

Not properly taking into account accessibility in procurement has significant
consequences for persons with disabilities. This takes many forms in everyday
life. Here are some concrete examples :

e A shuttle that isn’t wheelchair-accessible is keeping Gertrude from getting
around efficiently in a nature park.

e A conference room without a hearing assistance system is compromising
the ability of Inés, the journalist covering the event, to understand what is
being said.

e The paths of a new urban park are keeping Sallia from walking
comfortably with her crutches.

e A software program not compatible with a screen reader is preventing
Damien from working as a technician in public service.

e A redesigned bus platform makes Katarina nervous at the idea of crossing
an unsafe bike path.

e Non-adjustable office furniture is forcing Omar to wait several weeks for an
adapted desk, leading to a significant loss of productivity.

24



e A touch-screen payment terminal restricts Roger’s abililty to function
independently whenever he rents skis at a municipal sports centre.

These examples show that adjustments for accessibility involve substantial costs
that could have been avoided. This is why organizations should take accessibility
into account at each step of the procurement process. However, this complex
and highly regulated process presents a number of challenges, among them :

e Market maturity : Accessible products and services must be available for
purchase.

e Healthy competition : Accessibility criteria should not excessively limit
the number of eligible suppliers.

e Diversity of needs and of criteria : The issues vary greatly according to
the product, service or sector.

e Striking a balance with other criteria : Accessibility should be
considered alongside safety standards, sustainable development
standards, and other regulatory requirements.

e Rigorous assessment of suppliers : The qualifications of suppliers
regarding accessibility should be verified to guarantee compliance of the
goods and services delivered.

e Plurality of stakeholders : The supply chain involves numerous actors.

To improve the situation, governments, standards bureaus, and research
institutions are gradually designing tools to support relevant officials. A true
change in culture, adequate training, as well as regulatory and structural
improvements are needed.

Standards and obligations

There are standard-setting frameworks to guide organizations toward more
inclusive practices. Some of these frameworks are mandatory, while others
inspire to go beyond.

25



Canada’s Directive on the Management of Procurement

Under the Accessible Canada Act, the Government of Canada imposes
accessibility requirements in the Directive on the Management of Procurement
Directive sur la gestion de 'approvisionnement (section 4.2.7). The_Supply
Manual ensures its implementation.

CAN-ASC-4.1: Accessible Procurement

Accessibility Standards Canada is currently working on an accessible
procurement standard norme sur I'approvisionnement accessible, prévue
(expected publication in Fall 2027). It will complement the standards relating to
employment, to the design of programs and the delivery of services, and to
information and communications technology.

Act to secure handicapped persons in the exercise of their rights with a
view to achieving social, school and workplace integration (E-20.1)

Section 61.3 requires government departments and agencies to take into account

the accessibility of handicapped persons in their purchases or rentals of goods
and services.

Good practices to improve accessible procurement

Here are a few concrete measures we suggest you adjust according to your
organization.

1. Developing policies that promote accessibility

e Establishing procurement guidelines to include accessibility at each step
of the procurement process.

o The Government of Canada’s Supply Manual provides general
guidance on accessible procurement, including a list of aspects to
be considered liste d’aspects a considérer. It also contains a
Guideline on Making Information Technology Usable by All ligne
directrice sur I'utilisabilité de la technologie de I'information.

e Revising your sustainable or responsible procurement policy to include
accessibility criteria.
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https://www.tbs-sct.canada.ca/pol/doc-fra.aspx?id=32692
https://achatscanada.canada.ca/fr/notre-processus-d-achat/politiques-et-lignes-directrices/guide-des-approvisionnements/chapitre-1#_1-61
https://achatscanada.canada.ca/fr/notre-processus-d-achat/politiques-et-lignes-directrices/guide-des-approvisionnements/chapitre-1#_1-61
https://accessibilite.canada.ca/centre-expertise/achat-biens-services-installations#s4.1
https://www.ophq.gouv.qc.ca/loi-et-politiques/loi-assurant-lexercice-des-droits-des-personnes-handicapees/responsabilites-generales-des-ministeres-des-organismes-publics-et-des-municipalites/article-613-approvisionnement.html#:~:text=Article%2061.3%20de%20la%20Loi%20%2D%20Approvisionnement%20accessible&text=%C2%AB%20Les%20minist%C3%A8res%2C%20les%20organismes%20publics,leur%20accessibilit%C3%A9%20aux%20personnes%20handicap%C3%A9es.%20%C2%BB
https://achatscanada.canada.ca/fr/notre-processus-d-achat/politiques-et-lignes-directrices/guide-des-approvisionnements/chapitre-1#_1-61
https://achatscanada.canada.ca/fr/notre-processus-d-achat/politiques-et-lignes-directrices/guide-des-approvisionnements/chapitre-2-annexes#_2-6
https://www.tbs-sct.canada.ca/pol/doc-fra.aspx?id=32620&section=html
https://www.tbs-sct.canada.ca/pol/doc-fra.aspx?id=32620&section=html

o Examples : The Sépaq, the CIUSS Montérégie-Centre and the Ville
de Drummondville have incorporated notions of accessibility into
their sustainable procurement policies.

o Thanks to its ADS+ approach démarche ADS+, the Ville de
Montréal provides potential solutions enabling project managers to
take into account the diversity of the population right from the
diagnostic and needs identification stage.

2. Developing operational tools

e Designing a methodology covering all procurement steps : from planning
to validation of the products and services received.

o eCampus Ontario has prepared a detailed guide for the
procurement of accessible digital content and development

services. guide détaillé sur le processus d’acquisition de contenus

numeriques accessibles et de services de développement, which
includes guidelines and concrete tools.

o Disability:IN breaks down the procurement process into eight
principal steps to guarantee accessibility.

e Formulate questions on accessibility to guide purchases or calls for
tenders.

o The procurement page of the Government of Ontario page
d’approvisionnement du gouvernement de I'Ontario contains a list
of clear questions to guide the process.

o The US government has established the Accessibility
Requirements Tool (ART), which generates a list of criteria based
on the information submitted about the project.

e Design calls for tenders incorporating accessibility performance criteria
specific to each project, while taking into account the following elements :

o Requiring compliance with recognized accessibility standards, such
as the WCAG, CSA or CAN/ASC standards.
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https://ville.montreal.qc.ca/pls/portal/docs/PAGE/INTRA_FR/MEDIA/DOCUMENTS/ADS_GUIDE.PDF
https://accessibility.ecampusontario.ca/fr/accessibilite/bases/acquisition-de-contenu-accessible/
https://accessibility.ecampusontario.ca/fr/accessibilite/bases/acquisition-de-contenu-accessible/
https://www.ontario.ca/fr/page/regles-daccessibilite-en-matiere-dapprovisionnement
https://www.ontario.ca/fr/page/regles-daccessibilite-en-matiere-dapprovisionnement
https://www.section508.gov/art/#/
https://www.section508.gov/art/#/

Requiring certifications such as “ADA compliant”, the Rick Hansen
Foundation Accessibility Certification, or the Kéroul accessibility
rating.

Requesting user testing, exploratory walks or plan studies with
representative groups of persons with disabilities.

Involving, as a last resort, an external accessibility expert (less
transformational solution).

Designating a person in charge of accessibility in the design team
for large projects.

Requiring the filling out of technical compliance sheets for
accessibility, such as :

= The Voluntary Product Accessibility Template modéle

volontaire d'accessibilité des produits (VPAT), a free tool that

translates accessibility standards and requirements into
usable criteria for the testing of information and
communication technology (ICT) products and services in
the United States. Users test their products and services
according to each section of the VPAT. The Accessibility
Conformance Report (ACR) then identifies the accessibility
features of the product or service tested.

= The ICT accessibility requirements wizard Générateur

d'exigences en technologies de l'information et de la
communication (TIC), put in place by the Government of

Canada, used to assess compliance with the EN 301 549
(2021) standard.

Revising all standard specifications and internal product catalogs to
remove all sources of barriers and include accessibility requirements.

Putting in place a customized weighting grid that includes essential
accessibility criteria for assessing complex calls for tenders.

28


https://www.itic.org/policy/accessibility/vpat
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e Developing a decision-making support tool to prioritize certain accessibility
features : for instance, a decision tree to decide how important it is that a
playing surface on a given territory be accessible.

e Designing a mechanism for purchasing several similar products to meet
various needs, for instance, several park bench models.

e Preparing an annual plan for the acquisition of adapted equipment to
satisfy the specific needs of persons with disabilities (e.g., installing an
accessible beach mat).

e Establishing a procedure to address accessibility deficiencies by
identifying alternative strategies and communicating these solutions to the
public.

o California State University has created an Alternative Access Plan
Plan d’accés alternatif template to be filled out systematically to
address any IT accessibility gaps.

. Developing accessible procurement data
e Creating a list of accessibility standards applicable to your sector or unit.

e Developing a directory of accessible products and services, or
incorporating notions of accessibility into an existing directory.

o The Government of Canada has developed the Accessible
Procurement Resource Centre (APRC) Centre de ressources pour
I'approvisionnement accessible (CRAA). Its two main functions are
to create and maintain a list of accessible products purchased and
to provide guidance and advice on the purchase of accessible
products.

o The Centre d'acquisitions gouvernementales (CAG) identifies hotel
establishments accessible to handicapped persons in its Répertoire
des tarifs préférentiels hételiers.

e Putting in place a supplier portal to facilitate business opportunities with
suppliers with disabilities.
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https://ati.calstate.edu/procurement/eeaap
https://www.canada.ca/fr/services-publics-approvisionnement/services/achats/mieux-acheter/reduire-obstacles/ameliorer-accessibilite.html
https://www.canada.ca/fr/services-publics-approvisionnement/services/achats/mieux-acheter/reduire-obstacles/ameliorer-accessibilite.html
https://www.mcgill.ca/travelservices/files/travelservices/repertoire_des_tarifs_preferentiels_hoteliers_2022.pdf
https://www.mcgill.ca/travelservices/files/travelservices/repertoire_des_tarifs_preferentiels_hoteliers_2022.pdf

4. Ensuring compliance with accessibility criteria

e Putting in place an accessibility qualifications evaluation process for
service suppliers.

o Le Regroupement des aveugles et amblyopes du Québec
recommends making a summary assessment of the supplier’s
website or of a previous project to validate its digital accessibility
qualifications.

o eCampus lists a series of versatile questions to analyze a supplier’s
accessibility compliance and qualifications. analyser | nformité
et les compétences

e Including accessibility clauses in standard form contracts and validate
compliance therewith prior to any payment.

o Le Regroupement des aveugles et amblyopes du Québec also has
created clauses to include digital accessibility in calls for tenders
and contracts. inclure I'accessibilité numérique dans les appels
d’offres et les contrats.

o The US website Section508.gov has examples of contractual
clauses for a range of ICT services, which can be adjusted
according to specific accessibility standards.

5. Mobilizing the organization and personnel

e Appointing a person in charge of accessible procurement to provide
advice to his colleagues.

e Organizing annually a discussion on accessible procurement in your
sector or unit.

e Sharing on a regular basis examples of accessible goods and services
with other team members, while mentioning benefits, potential suppliers,
and concrete examples of accomplishments.

o L’Office des personnes handicapées du Québec has published a
newsletter on accessible procurement infolettre sur
I'approvisionnement up to 2018.
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https://accessibility.ecampusontario.ca/wp-content/uploads/2024/03/Questions-d-Accessibilite-Pour-les-Fournisseurs-20240318.pdf
https://accessibility.ecampusontario.ca/wp-content/uploads/2024/03/Questions-d-Accessibilite-Pour-les-Fournisseurs-20240318.pdf
https://raaq.qc.ca/guides-et-references/inclure-laccessibilite-numerique-dans-les-appels-doffres-et-contrats/
https://raaq.qc.ca/guides-et-references/inclure-laccessibilite-numerique-dans-les-appels-doffres-et-contrats/
https://www.ophq.gouv.qc.ca/publications/cyberbulletins-de-loffice/lapprovisionnement-accessible.html
https://www.ophq.gouv.qc.ca/publications/cyberbulletins-de-loffice/lapprovisionnement-accessible.html

e Creating a community of practice among procurement professionals to
promote joint learning.

e Measuring progress with key accessibility indicators, such as the number
of calls for tenders including specific accessibility criteria or the number of
products and services that comply with accessibility standards.

o The Guide des indicateurs d'acquisition responsable of the
Government of Québec contains certain accessibility indicators,
such as contracts signed with adapted companies.

6. Mobilizing suppliers

e Implementing a research and development grants program to foster
accessibility innovation in less developed sectors.

e Organizing annually “reverse pitch” sessions to inform suppliers about
accessibility issues.

o The MT Lab organizes “reverse pitch” sessions pitchs inversés
where organizations present their technology issues to stimulate
development of innovative solutions and to promote partnerships.

e Proposing standard products or standardized specifications meeting
accessibility needs to encourage the market to produce them.

o The Ville de Montréal noticed that cast iron podotactile plates were
the only ones that could survive snow removal. However, because
they were costly and came from a single supplier, the City created a
standardized specification. Thanks to this initiative, two Quebec
producers have begun to produce these plates, which are now
available across the country.

e Forming a multidisciplinary work group that includes suppliers and persons
with disabilities, to have constructive discussions on procurement of a
product or service whose accessibility presents challenges.

Available resources
Training:
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https://numerique.banq.qc.ca/patrimoine/details/52327/4545058
https://tourismexpress.com/nouvelles/mt-lab-qu-est-ce-qu-un-pitch-inverse

e Training offered by the Centre of expertise for accessible procurement of
Public Services and Procurement Canada (PSPC).

Documents:

e Procuring Accessible Content, Guidelines and checklists for the
procurement of accessible digital content and development services.

Acquisition de contenu accessible, lignes directrices et listes de contrdle

pour I'acquisition de contenus numériques accessibles et de services de
développement, eCampus Ontario.

e Improving accessibility in procurement Améliorer 'accessibilité en matiere
d’approvisionnement, Government of Canada.

e Building Accessibility into Your Procurement Process, US government.

e Building Blocks of an Accessible Procurement Program, Disability:IN.

e Guides d’approvisionnement en biens et services accessibles aux
personnes handicapées, Office des personnes handicapées du Québec.

e Inclure 'accessibilité numérique dans les appels d’offres et contrats,
Regroupement des aveugles et amblyopes du Québec (RAAQ).
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https://accessibility.ecampusontario.ca/fr/accessibilite/bases/acquisition-de-contenu-accessible/
https://accessibility.ecampusontario.ca/fr/accessibilite/bases/acquisition-de-contenu-accessible/
https://accessibility.ecampusontario.ca/fr/accessibilite/bases/acquisition-de-contenu-accessible/
https://www.canada.ca/fr/services-publics-approvisionnement/services/achats/mieux-acheter/reduire-obstacles/ameliorer-accessibilite.html
https://www.canada.ca/fr/services-publics-approvisionnement/services/achats/mieux-acheter/reduire-obstacles/ameliorer-accessibilite.html
https://www.section508.gov/blog/Building-Accessibility-into-your-Procurement-Process/
https://disabilityin.org/resource/building-blocks-of-an-accessible-procurement-program/
https://www.ophq.gouv.qc.ca/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c28433
https://www.ophq.gouv.qc.ca/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c28433
https://raaq.qc.ca/guides-et-references/inclure-laccessibilite-numerique-dans-les-appels-doffres-et-contrats/

Related fact sheets in this guide

3. Verbal and written communication 3. Communication orale et écrite
4. Digital communications 4. Communications numériques

9. Built environment 9. Environnement bati

21. Customer service 21. Service a la clientéle

Fact sheet prepared in collaboration with Julie-Anne Perrault, universal
accessibility consultant, with feedback from Société Logique.
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2. Art and culture

Ensure accessible and inclusive cultural participation
What is accessible and inclusive cultural participation?

Accessible and inclusive cultural participation means that everyone, regardless of
ability, can have rewarding experiences as a member of the public or as a
cultural professional. Those experiences should be moving and
thought-provoking and fill participants with a sense of wonder, while also
facilitating the expression of group or personal identity. This goes for all forms of
art and culture : music, dance, theatre, visual arts, television, literature, and film.

Cultural accessibility involves removing physical, financial and social barriers that
keep certain persons from participating fully. This being said, having access to
culture is not enough : one also should have a sense of belonging to culture. By
fostering positive representations, art plays a role in dismantling harmful
stereotypes and calls into question the marginalization of persons with
disabilities. Thus, art becomes a source of assertion and resistance.

Overview of the situation

The level of cultural participation among persons with disabilities is concerning,
whether as members of the public or as artists or cultural professionals.

As members of the public, in Québec, participation in at least one cultural outing
in the past year is 10% lower for persons with disabilities as compared to persons
without disabilities (ECI, 2016). This difference is significantly higher among
persons with a motor disability (25% lower than for persons without a disability).
In France, in 2022, 52% of persons with disabilities deem that access to culture is
difficult, although this figure is far lower than in previous years (Fondation
Handicap Malakoff Humanis). Persons in wheelchairs feel especially penalized
as compared to those with other types of disability. They believe that physical
accessibility should be the main focus of improvement efforts, far ahead of fees
or assistance services.

Issues encountered by persons with disabilities also vary by cultural sector,
overarching issues notwithstanding. The inclusive experiences offered are still
largely ephemeral and do not appear to be part of standard professional practice
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https://www.ophq.gouv.qc.ca/publications/statistiques/personnes-handicapees-au-quebec-en-chiffres/statistiques-sur-les-loisirs-des-personnes-handicapees-au-quebec.html
https://informations.handicap.fr/a-handicap-et-culture-entre-progres-et-freins-persistants-33035.php
https://informations.handicap.fr/a-handicap-et-culture-entre-progres-et-freins-persistants-33035.php

(Société inclusive, 2024). Initiatives taken are largely in relation to technology
(44%) or revisions to programming (27%), rather than being focussed on access
to buildings (9%), governance (9%), communication (6%) and education (5%). A
great many accessibility projects are not subsidized, and of the ones that are,
those related to architecture or programming make up a greater share. Advances
in programming are bright spots in the media, with theatre and audio-described
dance being especially popular.

In the case of artists, persons with disabilities face specific barriers, such as
limited training opportunities, poor circulation of their works and lower revenues.
For example, in 2012-2013, artists with disabilities received only 0.7% of the
funding awarded to all artists from the Canada Council for the Arts (Conseil des
arts du Canada, 2020). While this percentage may have grown since the advent
of scholarships and support programs for artists with disabilities, very little data
exists on their presence or success in the cultural trades.

Overall, it can be said that changes in subsidies have had a significant impact on
accessibility and inclusion. However, they are still too sporadic to have lasting
effects. Making cultural performance truly inclusive requires going from a
makeshift strategy to a structured strategy for organizational change (Société
inclusive, 2024).

Standards and obligations

Few standards apply specifically to the field of art and culture. Some large
cultural institutions are required to meet obligations pertaining to action plans.

The Canadian Radio-television and Telecommunications Commission (CRTC)

imposes accessibility requirements exigences d’accessibilité relating to described
video videéodescription and closed captioning sous-titrage code.

Good practices to enhance the art and culture
component of your action plan

Top-level commitment is essential at all project stages and in all facets of an
organization. Here are a few concrete measures to be adjusted according to your
situation:
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https://societeinclusive.ca/projets/123-musee-et-accessibilite/
https://conseildesarts.ca/recherche/repertoire-des-recherches/2021/02/arts-sourds-et-handicapes
https://conseildesarts.ca/recherche/repertoire-des-recherches/2021/02/arts-sourds-et-handicapes
https://societeinclusive.ca/projets/123-musee-et-accessibilite/
https://societeinclusive.ca/projets/123-musee-et-accessibilite/
https://crtc.gc.ca/fra/television/acces/
https://crtc.gc.ca/fra/info_sht/b322.htm
https://crtc.gc.ca/fra/info_sht/b321.htm

1. Moving toward inclusive governance

e Creating an advisory committee made up of persons with disabilities or of
their associations, whether on the public or creation side.

e Naming a person in charge of universal accessibility, whether as a
dedicated post, a new set of duties for an existing post or a resource
shared among different establishments.

o For example, the Musée d’art contemporain de Montréal (MAC) has
a full-time disability diversity and accessibility advisor, whereas
Théatre du Rideau-Vert has added these duties to the post of
coordinator of artistic development.

o Le Trident, for its part, has put in place a universal accessibility
program that benefits not only persons with disabilities but also all
audience members. It was awarded a COPHAN Papillon prize in
June 2024.

e Getting involved in a cultural accessibility network of professionals or
community of practice.

o In Montréal, some sixty organizations soixantaine d’organismes

hold gatherings to discuss shared issues and to find solutions.

e Adding accessibility requirements to all subsidies and calls for tenders,
whatever the type of application, while following the principle of
“access-conditionality.” Provide for a verification mechanism and include a
clause requiring reimbursement in case of breach relating to accessibility.

2. Promoting representation of persons with disabilities

e Setting an evolving target, revised annually, for representation of persons
with disabilities in the programming.

o Dealing with the theme of disability in exhibits, such as the De la vie
au lit exhibit, at the gallery of the UQAM, which explored this theme
while displaying only the works of artists with disabililties. For its
part, the travelling exhibit Braille : au-dela du visuel, conceived with
blind artists, offers a rewarding tactile experience.
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https://macm.org/le-musee/equipe/
https://www.rideauvert.qc.ca/accessibilite/
https://www.letrident.com/accessibilite-universelle/
https://www.lapresse.ca/arts/theatre/2024-06-05/accessibilite-universelle/des-initiatives-pour-favoriser-l-acces-aux-arts-vivants.php
https://actualites.uqam.ca/2024/une-exposition-sur-le-lit-entre-repos-et-resistance/
https://actualites.uqam.ca/2024/une-exposition-sur-le-lit-entre-repos-et-resistance/
https://www.wecanorg.com/braille-l-art-au-del%C3%A0-du-visuel

Inviting organizations or artists with disabilities to contribute to the
programming, such as the performances of Corpuscule Danse and of
Théatre Aphasique incorporated into the programming of maisons de la
culture in Montreal.

Putting in place an annual call for participation or a directory of activities to
receive suggestions. The Montreal Public Library has a directory of
activities for Universal Accessibility Month Mois de I'accessibilité
universelle.

Setting a goal for representation of persons with disabilities in
communications (videos, promotional images, advertisements, etc.).
Consult the Customer Service Service a la clientéle fact sheet in this
guide.

Organizing events, such as festivals or theme days, showcasing
accessibility and persons with disabilities.

o For example, MusicMotion’s HACKLABZ21 solicited the co-creation
of a work featuring a motor or sensory disability.

o Universal Accessibility Month Mois de 'accessibilité universelle at
Montreal Public Libraries highlights books dealing with disability
and offers activities relating to accessibility and inclusion.

o The ReelAbilities Film Festival in Toronto screens fiction movies
and documentaries on the subject of disability, while highlighting the
work of filmmakers and actors with disabilities.

. Supporting persons with disabilities in the practice of cultural and
artistic trades

e Setting goals for the hiring of persons with disabilities in the culture trades,

in any of the following areas : performance, production, welcoming,
communications, or management.

e Creating or participating in internship or vocational training programs for

these persons.
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https://corpusculedanse.com/
https://theatreaphasique.org/
https://montreal.ca/articles/mois-de-laccessibilite-dans-les-bibliotheques-20674
https://montreal.ca/articles/mois-de-laccessibilite-dans-les-bibliotheques-20674
https://musicmotion.org/hacklab21
https://montreal.ca/articles/mois-de-laccessibilite-dans-les-bibliotheques-20674
https://raffto.ca/

o Atthe CBC, the Abilicrew Placements for Excellence (CAPE)

program enables persons with disabilities starting their career to do
a paid internship.

o In Switzerland, the Training of guides with hearing impairments

program programme forme des quides sourds was created to offer
guided tours using sign language.

e Developing a funding program promoting the artistic practice of persons
with disabilities, with support tailored to the artist’s context.

o The Conseil des arts de Montréal funds two components through a
program to support artistic practice programme pour soutenir |la
pratique artistique and another for accessibility costs frais d’acces.
Consult examples of supported projects projets soutenus.

e Revising the fund allocation systems of funding programs to prioritize
persons with disabilities in the scorecard.

e Ensuring the accessibility of production and broadcasting locations, in
particular the backstage areas and the recording studios. Consult the Built
environment fact sheet of this guide.

4. Encouraging persons with disabilities to visit cultural sites
e Joining a program that offers free admission to an accompanying person,
such as the Companion Leisure Card Carte accompagnement loisir (CAL)

or other like initiative.

e Offering training on welcoming. Consult the Customer service Service a la
clientéle fact sheet of this guide.

e Creating a rate program for low income persons.

o For example, le Petit Théatre du Vieux Noranda has a solidarity

ticket office billetterie solidaire for different tiers for its broadcasts
and productions.
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https://frh-fondation.ch/project/formazione-guide-sorde/
https://www.artsmontreal.org/aides/programmes/soutiens-artistes-sourds-handicap/
https://www.artsmontreal.org/aides/programmes/soutiens-artistes-sourds-handicap/
https://www.artsmontreal.org/aides/programmes/soutien-frais-acces/
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https://www.carteloisir.ca/
https://petittheatre.org/billetterie-solidaire/

o Théatre Prospero has put in place a « pay what you want » system

tarification flexible et simplifi€e where higher rates offset lower
ones.

e Communicating information on accessibility and adapted services on a
dedicated web page, or in a visitor’s guide or cultural calendar. This
information makes visits more predictable.

o The Ville de Québec keeps a list of the accessibility measures of all

cultural sites mesures d’accessibilité de 'ensemble des lieux
culturels on its territory.

o The Regroupement des aveugles et des amblyopes du Montréal
métropolitain (RAAMM) and AlterGo circulate adapted
programming calendars for their members.

o The Young People Theater of Toronto offers a visual guide of the
steps to be followed at the theater guide visuel des étapes a
parcourir au théatre (PDF, 50 MB). The Conseil des arts de
Montréal has created a similar visual chronology chronologie
visuelle (PDF, 714 kB).

5. Designing accessible environments

e Taking an exploratory walk or performing an accessibility audit to identify
needed improvements. Consult the Built environmentEnvironnement bati
and Digital communicationsCommunications numériques fact sheets of
this guide.

e Establishing a methodology incorporating notions of accessibility in the
design of each exhibit or performance, taking into account the furniture,
signs, information media, lighting, and interactive devices.

o The French guide Expositions et parcours de visite accessibles
(PDF, 16,2 MB) and Ingenium’s Normes d’accessibilité des
expositions (PDF, 1500 kB) outline key principles. The organization
kulturinklusiv has created a relevant checklist liste de contrdle.
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https://theatreprospero.com/le-prospero/actualites/tout-nouveaux-tarifs-cette-saison
https://www.ville.quebec.qc.ca/citoyens/accessibilite/lieux-culturels/index.aspx
https://www.ville.quebec.qc.ca/citoyens/accessibilite/lieux-culturels/index.aspx
https://raamm.org/communaute/calendrier-culture/
https://raamm.org/communaute/calendrier-culture/
https://altergo.ca/fr/calendrier-culturel-accessible/
https://www.youngpeoplestheatre.org/wp-content/uploads/2018/10/Theatre-Guide_final.pdf
https://www.youngpeoplestheatre.org/wp-content/uploads/2018/10/Theatre-Guide_final.pdf
https://www.artsmontreal.org/app/uploads/2021/11/chronologie_visuelle.pdf
https://www.artsmontreal.org/app/uploads/2021/11/chronologie_visuelle.pdf
https://www.banquedesterritoires.fr/sites/default/files/ra/Le%20guide%20%22Expositions%20et%20parcours%20de%20visites%20accessibles%22..pdf
https://www.smq.qc.ca/content/download/28480/370065/version/1/file/Ingenium%20Normes%20d'accessibilit%C3%A9%20mars%202018.pdf
https://www.smq.qc.ca/content/download/28480/370065/version/1/file/Ingenium%20Normes%20d'accessibilit%C3%A9%20mars%202018.pdf
https://www.kulturinklusiv.ch/fr/outils/guides-299.html

6. Moving toward accessible and inclusive programming

e Putting in place cultural mediation programs or activities to bring persons
with disabilities closer to culture and to raise public awareness of
accessibility issues.

o The Ecomusée du fier monde offers various cultural mediation
activities activité médiation culturelle, ranging from simplified
tours of its permanent exhibition to outdoor activities.

o Le Centre des mémoires montréalaises has developed inclusive
programming. It offers a workshop for teachers and students,
Accessible Montréal Montréal accessible, that explores urban
accessibility issues, as well as a series of workshops called
Montréal in Five Senses, which includes a tactile workshop for the
general public.

o The Ville de Montréal has a subsidy program programme de
subvention specifically dedicated to cultural mediation.

e Putting in place programs that make the performing arts accessible in real
time, whether by described video, sign language interpretation, relaxed
performances, sound amplification or surtitling.

o The Théatre du Rideau-Vert offers many adapted performances, in
particular with theatre audio description and tactile tours before the

play.

o MAI offers relaxed performances représentations décontractées,
with soft lighting and controlled noise levels.

e Designing tools in alternate format (braille, large print, audio, clear
language) or purchasing adapted equipment (tactile, olfactory or vibrating
devices).

o The Musée des métiers d’art du Québec has created a tactile space
to make its collection accessible in a sensory manner.

o Cineplex theatres cinémas Cineplex offer specialized described
video and subtitling systems.

41


https://ecomusee.qc.ca/education/groupes-de-personnes-en-situation-dhandicap-et-ou-avec-besoins-particuliers/
https://memmtl.ca/activites-educatives/montreal-accessible
https://memmtl.ca/programmation/montreal-en-5-sens
https://montreal.ca/programmes/mediations-culturelles-mtl
https://montreal.ca/programmes/mediations-culturelles-mtl
https://www.rideauvert.qc.ca/accessibilite/
https://m-a-i.qc.ca/public-plus/representations-decontractees/
https://www.mumaq.com/espace-tactile/
https://www.cineplex.com/fr/theatres/accessibility

o Evenko groupe Evenko has recently introduced vibrating vests so
that deaf audience members may fully enjoy its outdoor festivals.

e Organizing events that meet accessibility standards. Consult the Event
planning Evénementiel fact sheet.

e Developing a funding program to improve access to or engagement with
art through digital means, by making funding contingent on conformance

with digital accessibility standards.

o The Canada Council for the Arts oversees a Digital Strategy Fund
Fonds Stratégie numérique as part of its « Public Access to the Arts
and Citizen Engagement » strategy.

Available ressources
Training:

Few training opportunities are offered exclusivement for the cultural sector.
Training on welcoming is the first avenue to look into. Consult the Customer
service Service a la clientéle fact sheet.

e Accueillir des publics en situation de handicap au musée, Société des
musées du Québec et Kéroul.

e Audiodescription en danse, Danse-Cité.

Grants:

e The provincial program Culture et inclusion seeks to increase the number
of cultural activities, services and goods available to persons risking
exclusion.

e The Broadcasting Accessibility Fund Fonds pour I'accessibilité de la
radiodiffusion supports innovative solutions for accessibility to
broadcasting content in Canada.

e Subsidy programs for accessible recreation may sometimes apply to
cultural projects. Consult the Recreation, sports and tourism fact sheet

Loisirs, sports et tourisme.
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https://lequebecpourtous.com/vibrer-au-rythme-de-lete/
https://conseildesarts.ca/financement/fonds-strategiques/fonds-strategie-numerique/accessibilite-aux-arts-et-engagement-culturel-des-citoyens
https://www.musees.qc.ca/fr/professionnel/activites-publications/formation.html
https://danse-cite.org/fr/actualites/appel-candidatures-formation-audiodescription-danse
https://www.quebec.ca/culture/aide-financiere/aide-aux-projets-appel/appel-de-projets-culture-et-inclusion/programme-complet
https://www.baf-far.ca/fr/fonds-pour-l%E2%80%99accessibilit%C3%A9-de-la-radiodiffusion
https://www.baf-far.ca/fr/fonds-pour-l%E2%80%99accessibilit%C3%A9-de-la-radiodiffusion

e Les programmes relatifs a I'environnement bati peuvent rendre les
espaces culturels plus accessibles. Consultez la fiche Environnement bati.

Documents:

e Accessible Art & Placemaking Toolkit, Steps Public Art.

e Accessibilité universelle : des outils pour le milieu artistique, Conseil des
arts de Montréal.

e Accessibility in Creative Spaces A Toolkit for Ontario Arts Organizations

L'accessibilité des espaces créatifs : une boite a outils pour les
organisations artistiques de I'Ontario (PDF, 600 kB).

e Meédiation culturelle, musées, publics diversifiés : quide pour une
expérience inclusive, Ecomusée du fier monde (PDF, 30 MB).

e Pour une expérience culturelle accessible et inclusive : ressources et

pratigues inspirantes, Kéroul.

Related fact sheets in this guide

To ensure optimal inclusion in the workplace, also consult the following fact
sheets :

Procurement 1. Approvisionnement

Verbal and written communication 3. Communication orale et écrite

Digital communications 4. Communications numériques

Employment 8. Emploi

Built environment 9. Environnement bati
Event planning 10. Evénementiel

Recreation, sports and tourism 14. Loisirs, sports et tourisme
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https://stepspublicart.org/project/accessible-art/
https://www.artsmontreal.org/actualites/accessibilite-universelle-des-outils-pour-le-milieu-artistique/
https://www.artsbuildontario.ca/wp-content/uploads/2019/06/L%E2%80%99accessibilite%CC%81-des-espaces-cre%CC%81atifs-Une-boi%CC%82te-a%CC%80-outils-FR.pdf
https://www.artsbuildontario.ca/wp-content/uploads/2019/06/L%E2%80%99accessibilite%CC%81-des-espaces-cre%CC%81atifs-Une-boi%CC%82te-a%CC%80-outils-FR.pdf
https://ecomusee.qc.ca/wp-content/uploads/2021/03/Mediation-culturelle_musees_publics-diversifies.pdf
https://ecomusee.qc.ca/wp-content/uploads/2021/03/Mediation-culturelle_musees_publics-diversifies.pdf
https://www.keroul.qc.ca/section/27-guide-pour-une-experience-culturelle-accessible-et-inclusive.html
https://www.keroul.qc.ca/section/27-guide-pour-une-experience-culturelle-accessible-et-inclusive.html

Fact sheet prepared in collaboration with Julie-Anne Perrault, universal
accessibility consultant, with feedback from Aurélia Fleury and Alexandra Gilbert
(AQLPH).
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3. Oral and written communication

Designing accessible and inclusive communication
What is accessible and inclusive communication?

Communication is deemed accessible and inclusive when each individual can
perceive, understand and interact with the information. In two-way
communication, a person must not only understand, but also be understood.
Thus, it is important that any communication — be it written, verbal or visual —
adapt to the different needs, abilities and preferences of individuals. In this
approach, content is as important as form.

Overview of the situation

In Québec, half of the population between the ages of 16 and 65 has difficulty
reading and writing, affecting its everyday life (EIACA-2003).

The situation is even more concerning for persons with disabilities, as 60% of
them have low or very low levels of literacy (Pavillon du Parc, 2011).

The issues concerning accessibility to communications are not confined to
literacy. A 2021 Statistics Canada study étude de 2021 de Statistique Canada
found that 61.5% of persons with disabilities have encountered barriers to
communication during access to federal services. The use of text formats not
compatible with screen readers, the absence of sign language interpretation, low
contrast, the difficulty in reaching a service by phone and the presence of
complex jargon are so many examples of challenges encountered daily.

Since access to information is a right, organizations are responsible for ensuring
their methods of communication take into account the needs and preferences of
persons with disabilities.
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Standards and obligations

There are frameworks to guide organizations in creating more inclusive practices.
Some are mandatory, while others inspire to go beyond.

e Order in Council 655-2021, May 5, 2021, of the Government of
Québec

To complement the Act to secure handicapped persons in the exercise of
their rights with a view to achieving social, school and workplace
integration, action plans for handicapped persons must systematically
include measures for accessibility to information and documents mesures
d’accessibilité a I'information et aux documents (PDF, 230 kB).

e [SO 24495-1:2023 Standard - Plain Language

This voluntary international standard sets out guiding principles and
guidelines for creating documents in plain language. Accessibility
Standards Canada also intends to publish a Plain Language standard in
2026.

e CAN/ASC EN 301 549:2024 Standard - Accessibility requirements for
information and communication technology products and services

The EN 301 549 standard norme EN 301 549, used at the state level in
Europe, was adopted by Canada in 2024. It concerns Web technology,
non-Web technology and hybrid technology. It covers two-way voice
communication, technology with video capabilities, hardware, software,
support services, as well as technology providing relay or emergency
service access. The standard includes procedures to test and assess each
requirement.

e CRTC quality standards for described video and closed captioning

The Canadian Radio-television and Telecommunications Commission
(CRTC) has established accessibility requirements exigences
d’accessibilité for described video vidéodescription and closed captioning

sous-titrage code.
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https://www.publicationsduquebec.gouv.qc.ca/fileadmin/gazette/pdf_encrypte/lois_reglements/2021F/74803.pdf
https://www.publicationsduquebec.gouv.qc.ca/fileadmin/gazette/pdf_encrypte/lois_reglements/2021F/74803.pdf
https://accessibilite.canada.ca/en-301-549-exigences-daccessibilite-pour-les-produits-et-services-tic-resume
https://crtc.gc.ca/fra/television/acces/
https://crtc.gc.ca/fra/television/acces/
https://crtc.gc.ca/fra/info_sht/b322.htm
https://crtc.gc.ca/fra/info_sht/b321.htm

Good practices to improve the communication
component of an action plan

Here are a few concrete measures we suggest you adjust according to your
organization.

1. Creating accessible communication media

e Adopting accessible document design principles, for both structure and
layout. There are a number of resources on good practices in this area,
including:

o The guide Communiquer pour tous or the Guide de rédaction pour
une information accessible, which cover visual, language,
information and structural aspects.

o The electronic documents section of the Laboratoire de promotion
de l'accessibilité du Web of the RAAMM, contains technical
explanations for Word, Excel, PowerPoint and PDF.

o AccessAbility is a practical handbook on accessible graphic design
of the Association of Registered Graphic Designers of Ontario.

e Creating a quick reference guide or a template for the creation of
accessible documents.

o eCampus Ontario has designed an editable template with
instructions.

o The Canadian Radio-television and Telecommunications
Commission (CRTC) has created a simple quick reference guide

aide-mémoire simple for documents.

e Adopting a mechanism to verify the accessibility of all communication
media for the public.

o The Accessibility Checker Vérification de I'accessibilité feature in
Microsoft Office is a good place to start for most staff members.
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http://w3.uqo.ca/litteratie/documents/Communiquerpourtous.1.pdf
http://w3.uqo.ca/litteratie/contenu/documents/guide2011_002.pdf
http://w3.uqo.ca/litteratie/contenu/documents/guide2011_002.pdf
https://labo.raamm.org/formation/documents-electroniques/
https://rgd.ca/working-in-design/resources/accessability-2-a-practical-handbook-on-accessible-graphic-design
https://accessibility.ecampusontario.ca/fr/accessibilite/modeles-et-directives/microsoft-word/
https://crtc.gc.ca/fra/archive/acces.htm
https://support.microsoft.com/fr-fr/office/am%C3%A9liorer-l-accessibilit%C3%A9-%C3%A0-l-aide-du-v%C3%A9rificateur-d-accessibilit%C3%A9-a16f6de0-2f39-4a2b-8bd8-5ad801426c7f#PickTab=Windows

o The Info Accessible platform provides checklists on its different
tabs.

e Adopting standards for subtitling and described video

o Drawing inspiration from those in force in Canada, from the
exemplary described video practices pratiques exemplaires de
vidéodescription of AMI-télé or from the subtitling guide guide sur le
sous-titrage of TV5.

o AMI-télé favours integrated described video 'audiodescription
intégrée in its original productions, such as Ca me regarde.

e Adopting digital accessibility practices for all information technologies.
Consult the Digital communications Communications numériques fact
sheet in this guide.

e Training all personnel in good practices regarding the accessibility of
electronic documents, principally for Microsoft Office.

e Training the personnel responsible for graphic design in good practices
regarding layout accessibility, both for digital and print.

e Committing to systematically publish universally accessible formats or to
provide simultaneously a graphic version or alternate version.

o The Ville de Saint-Bruno has published its universal accessibility
policy politigue d’accessibilité universelle in three formats from the
time of its adoption.

o The Government of Canada systematically prepares HTML
versions of all its publications for the public. The one for the
Canadian Dental Care Plan Régime canadien de soins dentaires is
a good example of this.

e Implementing a clear policy and process for the adaptation of materials in
alternate formats.

o The OPHAQ lists these formats: large print, audio, video clip in sign
language, braille, digital file, subtitiling, LSQ insert, and described
video.
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http://w4.uqo.ca/infoaccessible/index.html
https://www.amitele.ca/quest-ce-que-la-videodescription
https://www.amitele.ca/quest-ce-que-la-videodescription
https://tv5quebeccanada.ca/produire-pour-unistv/Annexe-F_Specifications-Techniques-_prod-Originales_HD-CANADA-Oct-2018.pdf
https://tv5quebeccanada.ca/produire-pour-unistv/Annexe-F_Specifications-Techniques-_prod-Originales_HD-CANADA-Oct-2018.pdf
https://www.amitele.ca/vdi
https://www.amitele.ca/vdi
https://stbruno.ca/ville/politiques-et-plans-daction/politique-d-accessibilite-universelle/
https://www.canada.ca/fr/services/prestations/dentaire/regime-soins-dentaires.html
https://www.ophq.gouv.qc.ca/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites/fiches-sur-les-moyens-de-communication-adaptes/les-formats-permettant-dadapter-les-documents.html

o The Policy on Accommodating Clients with Disabilities Politique sur

la prise de mesures d’adaptation pour les clients ayant une
déficience of the Office of the Privacy Commissioner of Canada is a
good example.

2. Facilitating comprehension of the content of your messages

e Conducting an audit to assess the integration of plain language in your
organization.

o The Canadian Union of Public Employees provides a Clarity Index

in its Promoting Clear Communications in Your Municipality guide
(PDF, 600 KB).

e Adopting guidelines on using plain language in communications with the
public. These could be based on the ISO standard in force or on
exemplary practices.

O

O

The Government of Canada has created a Content Style Guide for
the content of its website guide de rédaction pour le contenu de son
site Web, while the Government of Québec has a guide titled
Principes et recommandations pour une langue administrative de
qualité (680 KB).

Trucking Human Resources Sector Council Atlantic has created a
practical guide for graphic design and plain language conception
graphique et le langage clair (PDF, 945 KB). The before-and-after

examples are especially instructive.

e Revising inclusive writing practices to take into account the accessibility of
certain processes.

The Government of Canada also provides guidelines for inclusive
writing lignes directrices en matiére d’écriture inclusive.

Radio-Canada describes its nuanced approach in an editorial
éditorial.

e Training the personnel in plain language writing.
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https://www.priv.gc.ca/fr/accessibilite/pol_dis_201503/
https://www.priv.gc.ca/fr/accessibilite/pol_dis_201503/
https://www.priv.gc.ca/fr/accessibilite/pol_dis_201503/
https://cupe.ca/sites/cupe/files/Part_2_-_Promoting_CL_in_your_municipality.pdf
https://conception.canada.ca/guide-redaction/
https://conception.canada.ca/guide-redaction/
https://mcc.gouv.qc.ca/fileadmin/documents/publications/spl/rediger_simplement.pdf
https://mcc.gouv.qc.ca/fileadmin/documents/publications/spl/rediger_simplement.pdf
https://thrsc.com/essential-skills/wp-content/uploads/2015/03/Lignes-directrices-sur-une-conception-graphique-et-un-langage-clairs.pdf
https://thrsc.com/essential-skills/wp-content/uploads/2015/03/Lignes-directrices-sur-une-conception-graphique-et-un-langage-clairs.pdf
https://www.noslangues-ourlanguages.gc.ca/fr/cles-de-la-redaction/ecriture-inclusive-lignes-directrices-ressources
https://ici.radio-canada.ca/nouvelle/1952732/ecriture-inclusive-julien-grandmont-mot-info

Preparing or promoting a quick reference guide on plain langage for
teams.

o The quick reference guide of Educaloi, La communication claire :
aide-mémoire, may be used as follows:

Collaborating with a firm specializing in plain language to prepare or revise
complex documents, in particular those that include a legal component.

o The firm En clair presents a number of its offerings on its website,
such as a simplified debit card contract or an acknowledgment of
receipt letter for a complaint.

Putting in place a mechanism to validate the legibility of written documents
with the persons concerned.

o The literacy organization La Jarnigoine offers document revision
with the help of a committee and a facilitation guide guide
d’animation to support independent efforts (PDF, 1001 KB).

Preparing a document or web page featuring videos or pictograms to
clarify certain services or complex steps.

o Communauto explains how to use its platform fonctionnement de
sa plateforme with pictures, videos and simple text.

o The Joe, Jack and John theatre has prepared an accessibility guide
in plain language that explains how a play unfolds déroulement

d’une piece de théatre (PDF, 620 KB).

o The Ville de Saguenay presents its accessible and adapted

services in the guide Guide des services offerts aux personnes
handicapées.

o The Réseau de transport de la Capitale (RTC) has created a
graphic version of its universal accessibility action plan plan
d’action en accessibilité universelle (PDF, 1466 KB), which includes
a flow chart (p.22) and a summary of the customer experience

(p.14).
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https://educaloi.qc.ca/publications/la-communication-claire-aide-memoire/
https://educaloi.qc.ca/publications/la-communication-claire-aide-memoire/
https://www.enclair.ca/realisations
https://jarnigoine.com/wp-content/uploads/2023/05/Guide-danimation-validation.pdf
https://jarnigoine.com/wp-content/uploads/2023/05/Guide-danimation-validation.pdf
https://montreal.communauto.com/fonctionnement/
https://montreal.communauto.com/fonctionnement/
https://joejacketjohn.com/wp-content/uploads/2024/02/Guide-daccessibilite%CC%81-CISPERSO2024vfLR.pdf
https://joejacketjohn.com/wp-content/uploads/2024/02/Guide-daccessibilite%CC%81-CISPERSO2024vfLR.pdf
https://ville.saguenay.ca/accueil-services-aux-citoyens/services-aux-personnes-en-situation-de-handicap/guide-des-services-offerts-aux-personnes-handicapees
https://ville.saguenay.ca/accueil-services-aux-citoyens/services-aux-personnes-en-situation-de-handicap/guide-des-services-offerts-aux-personnes-handicapees
https://cdn.rtcquebec.ca/sites/default/files/2020-03/PLAN_PDAU%202020-2024%20abrege%20ill_8X11_VF.pdf#:~:text=Le%2520PDAU%25202020-2024%2520a,d%C3%A9marche%2520de%2520production%2520du%2520PDAU
https://cdn.rtcquebec.ca/sites/default/files/2020-03/PLAN_PDAU%202020-2024%20abrege%20ill_8X11_VF.pdf#:~:text=Le%2520PDAU%25202020-2024%2520a,d%C3%A9marche%2520de%2520production%2520du%2520PDAU

3. Facilitating interactions with persons with disabilities

Adopting standardized terminology regarding persons with disabilities.

o The Government of Canada offers the guide A way with words and
images Le pouvoir des mots et des images.

Putting in place a preferred communication policy, so that individuals may
choose the method of communication that suits them (telephone, video
relay service, email, chat, or in person). Consult the Customer service
Service a la clientéle fact sheet of this guide.

o For example, TD Bank Banque TD has a dedicated phone line for
clients who use the video relay service.

o Vidéotron also offers a free unlimited call assistance service for
clients with disabilities.

Training the customer service staff in inclusive verbal communication.

o The guide Communiquer pour tous contains clear instructions and a
helpful checklist.

Offering basic sign language courses for welcome staff, with the possibility
of in-depth training for volunteers. Consult the Customer service Service a
la clientéle fact sheet of this guide.

Establishing minimal accessibility requirements for verbal exchanges at
gatherings, meetings and events. Consult the Event planning
Evénementiel fact sheet.

Available resources

Training:

Créer des documents électroniques accessibles avec Microsoft Word 365
— Regroupement des aveugles et amblyopes du Montréal métropolitain

Création de documents accessibles (online, free), Institut Nazareth et
Louis-Braille
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https://www.canada.ca/fr/emploi-developpement-social/programmes/invalidite/cra/mots-images.html
https://www.newswire.ca/fr/news-releases/la-td-est-la-premiere-banque-canadienne-a-offrir-une-ligne-telephonique-reservee-aux-clients-qui-utilisent-le-service-de-relais-video-885569676.html
https://corpo.videotron.com/accessibilite/troubles-vue
http://w3.uqo.ca/litteratie/documents/Communiquerpourtous.1.pdf
https://raamm.org/services-grand-public/accessibilite-numerique/formation-creer-documents-electroniques-accessibles-word/
https://extranet.inlb.qc.ca/service-de-ladaptation-de-linformation-sai/formation_creation_documents_accessibles/

e Formations sur la communication claire — En clair

e Langage clair et simple — Autrement dit

e |Introduction a la communication accessible — AlterGo

e Accessible PDF documents — Level 1 and Level 2, Cégep de Sainte-Foy

Grants:

e The Equitable Access to Reading Program Programme d’accés équitable

a la lecture, offered by the Government of Canada, makes preparing
documents in alternate formats easier.

Documents:

e Communication Access within the Accessible Canada Act Accés aux
communications dans le cadre de la Loi canadienne sur 'accessibilité,
Inclusive Design Research Center.

e Communiquer pour tous — Guide pour une information accessible (PDF,
6.7 MB), Santé publique France.

e Info Accessible, Université du Québec en Outaouais.
e Guide de communication inclusive (PDF : 1600 KB), Université du Québec

e Guide de rédaction pour une information accessible (PDF, 3.9 MB).
Pavillon du Parc.

e La communication claire : aide-mémoire, Educaloi.

e Simplification de la langue administrative : les formulaires imprimés et
électroniques (PDF, 3.3 MB), ministére des Relations avec les citoyens et
de I'lmmigration (MRCI).

Related fact sheets in this guide

To ensure optimal inclusion in the workplace, also consult the following fact
sheets :
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https://www.enclair.ca/formations
https://autrementdit.ca/services/formations-sur-le-langage-clair-et-simple/
https://altergo.ca/fr/expertise/introduction-a-la-communication-accessible/
https://dfc.csfoy.ca/me-perfectionner/cours-de-perfectionnement-a-temps-partiel/cours-de-perfectionnement/graphisme-et-web/accessibilite-web-realisation-de-documents-accessibles-pdf-niveau-1/
https://dfc.csfoy.ca/me-perfectionner/cours-de-perfectionnement-a-temps-partiel/cours-de-perfectionnement/graphisme-et-web/accessibilite-web-realisation-de-documents-accessibles-pdf-niveau-2/
https://www.canada.ca/fr/emploi-developpement-social/programmes/acces-equitable-lecture.html
https://www.canada.ca/fr/emploi-developpement-social/programmes/acces-equitable-lecture.html
https://idrc.ocadu.ca/projects/communication-access-within-the-accessible-canada-act/
https://idrc.ocadu.ca/projects/communication-access-within-the-accessible-canada-act/
http://w3.uqo.ca/litteratie/documents/Communiquerpourtous.1.pdf
http://w4.uqo.ca/infoaccessible/index.html
https://reseau.uquebec.ca/system/files/documents/guide-communication-inclusive-universite-du-quebec-2023.pdf
http://w3.uqo.ca/litteratie/contenu/documents/guide2011_002.pdf
https://educaloi.qc.ca/publications/la-communication-claire-aide-memoire/
https://bv.cdeacf.ca/RA_PDF/924.pdf
https://bv.cdeacf.ca/RA_PDF/924.pdf

FO1 1. Approvisionnement

FO04 4. Communications numériques

F10 10. Evénementiel

F21 21. Service a la clientéle

Fact sheet prepared in collaboration with Julie-Anne Perrault, universal
accessibility consultant, with feedback from Marie-Claude Lépine (Promo-Acces)
and Sébastien Moisan (FMPDAQ).
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4. Digital communications

This fact sheet contains guidelines aimed at improving the accessibility of digital
communications. In an increasingly interconnected world, ensuring access to
information and making information technology usable by all is crucial. Digital
accessibility not only makes everyday communication easier; it is also essential,
to enable persons with disabilities to make the most of digital resources, online
government services, educational platforms, and more. The purpose of this fact
sheet, then, is to ensure that everyone, without exception, can efficiently use, on
their own, the digital tools made available to them, thus helping remove barriers
to communication, access to information, and education.

Objectives

The principal objective of this fact sheet is to create and perpetuate fully
accessible digital environments, including for persons with disabilities, in order to
ensure that technology fosters inclusion rather than creates new barriers. To
reach this goal, a number of strategies must be implemented :

e Conformance to standards : Adopting and applying the accessibility
standards in force, such as the WCAG and the instructions of the ISO, to
make all digital content accessible.

e Training and awareness : Organizing ongoing training for technical
(development, programming) and creative (writing, graphic design) teams,
to raise their awareness of the importance of accessibility from the very
first steps of any digital project.

e Across-the-board integration : Ensuring that accessibility is integrated at
all stages of digital product development, from design to deployment to
customer support.

Importance of digital accessibility

Digital accessibility is more than a matter of compliance with legal obligations. It
is a pillar of social inclusion. By removing barriers to digital technology access
and use, segments of the population, often marginalized, can actively participate
in society. This participation is crucial, since it provides handicapped persons with
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equal opportunities in terms of employment, education, and social life. Thus,
digital accessibility is essential not only to respect the fundamental rights of
individuals, but also to enrich the social fabric through diversity of perspectives
and skills.

Legal framework and standards

International accessibility standards, such as the Web Content Accessibility
Guidelines (WCAG), provide a detailed framework for inclusive digital practices.
The latest version, WCAG 2.1, includes extensive recommendations for the
accessibility of web content, notably for mobile technologies and non-text media.
Laws such as the Americans with Disabilities Act (ADA) in the United States and
the Accessibility for Ontarians with Disabilities Act (AODA) in Canada also
impose strict standards for digital accessibility. These laws evolve regularly to
integrate advances in technology and to better serve populations with diverse
needs. Hence the importance of proactive regulatory monitoring within
organizations.

Strategies and good practices

To integrate the principles of digital accessibility in daily practices, a number of
key strategies can be implemented :

e Education and ongoing training : Organizing regular training sessions
for developers, designers and alll of the staff involved in creating digital
content.

¢ Inclusive design from conception : Applying the principles of universal
design when creating websites, mobile apps and other digital interfaces to
ensure their accessibility from the very beginning.

e Usability testing: Conducting functional assessments throughout
development with users with disabilities to address accessibility issues
prior to deployment.

e Adoption of assistive technologies: Ensuring digital products are

compatible with standard assistive technologies and providing specialized
technical support.
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Updating standards and compliance: Keeping up with new accessibility
standards and integrating them quickly to stay at the forefront of digital
inclusion.

Examples and case studies

The importance of digital accessibility is illustrated by various organizations that
have implemented best practices. These case studies not only shed light on the
challenges encountered but also highlight effective solutions for improving
accessibility.

Microsoft and inclusive software: Microsoft has been a pioneer in
integrating accessibility into its products, with tools like the Windows
Narrator, a built-in screen reader that gives visually impaired users more
independence in using their computer.

o The Office Suite has also been significantly improved, with options
for simplifying the interface and tools for creating accessible
content, such as the Accessibility Checker in Word and PowerPoint.

BBC and media accessibility: The British Broadcasting Corporation
(BBC) has established high standards regarding the accessibility of its
digital content. In addition to offering subtitles and audio descriptions for
almost all of its television programs, the BBC has developed a fully
accessible website, offering customization options for users such as text
size and colour contrast control.

Airbnb improving user experience: Airbnb has redesigned its interface
to ensure accessibility for users, including persons with visual and motor
disabilities. After consulting with users with disabilities and accessibility
experts, Airbnb has modified its booking process to make it more intuitive,
increased colour contrast, and made its site compatible with popular
screen readers.

Available resources and training

There are numerous resources and training sessions that support digital
accessibility:
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Online training:

e WebAIM (Web Accessibility In Mind) offers a series of training sessions
covering everything from the basics of HTML accessibility to advanced
techniques for dynamic web applications.

e Deque University also offers courses on a variety of accessibility topics
including mobile applications and the use of ARIA (Accessible Rich
Internet Applications).

“How-to” guides:

e The W3C Web Content Accessibility Guidelines provide detailed
guidelines for creating accessible web content, including sample codes
and explanations on how to comply with WCAG 2.1.

e The Government of Canada’s Digital Accessibility Toolkit provides
resources and tools to learn more about the Information and
Communication Technology (ICT) accessibility standards, including the EN
301 549 standard, which includes WCAG 2.1 level A and AA, when
purchasing goods or services or designing a project. The ADA Toolkit for
Website Accessibility is a useful resource for U.S. organizations that want
to ensure their websites comply with the Americans with Disabilities Act.

e The Reéférentiel général d’amélioration de I'accessibilité [General
accessibility improvement framework or RGAA] specifies the criteria to be
met and tests to be carried out for French websites, based on WCAG 2.1.

e For a guide on how to create accessible content, click here.

Other resources:

e A detailed list of various resources, in French and English, on digital
accessibility (website, downloadable documents, applications, writing, etc.)
is available and regularly updated on the French website ideance.net.

Grants and financial support:

e |n many countries, government grants are available to help small and
medium-sized businesses improve the accessibility of their digital
products.
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https://a11y.canada.ca/en/
https://expressiondiversite.com/produit/guide-de-creation-de-contenu-accessible/
https://ideance.net/en/digital-accessibility-resources/

e In Canada, the Enabling Accessibility Fund provides financial support to
organizations looking to make their technologies more accessible.

Conclusion

It is essential to take a proactive approach to digital accessibility so that everyone
can actively participate in the digital society, regardless of their level of ability.
This requires an ongoing commitment, proper training, and a drive for continuous
improvement.

Sources and references

Examples and case studies:

1. Microsoft Accessibility Features
Source: Microsoft Accessibility. Last accessed May 1, 2024.

2. BBC Accessibility
Source: BBC Accessibility Help. Last accessed May 2, 2024.

3. Airbnb Accessibility Initiatives
Source: Airbnb Accessibility. Last accessed May 2, 2024.

Available resources and training:

1. WebAIM Training resources
Source: WebAIM Training. Last accessed May 1, 2024.

2. Deque University courses
Source: Deque University. Last accessed May 6, 2024.

3. W3C Web Content Accessibility Guidelines
Source: W3C Accessibility Guidelines. Last accessed May 6, 2024.

4. ADA Toolkit for Website Accessibility
Source: ADA National Network
Last accessed May 6, 2024.
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https://www.microsoft.com/en-us/accessibility
https://www.bbc.co.uk/accessibility
https://www.airbnb.com/accessibility
https://webaim.org/training/
https://dequeuniversity.com/
https://www.w3.org/WAI/standards-guidelines/wcag/
https://adata.org/

5. Government Accessibility Grants (Canada)
Source: Accessibility Grants. Last accessed May 5, 2024.

Related fact sheets in this guide

To ensure optimal inclusion in the workplace, also consult the following fact
sheets:

1. Procurement

3. Oral and written communication

7. Elementary and secondary education

8. Employment

10. Event planning

21. Customer service

23. Health services

24. Social services
25 and 26. Paratransit and accessible transit

Fact sheet prepared in collaboration with Frangois Bernier, HorizonB2B, with
feedback from Anne Pelletier, DéPhy Montréal.
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https://www.canada.ca/en/employment-social-development/programs/disability/funding.html
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5. Design and delivery of programs and
services

This fact sheet provides guidelines to ensure that programs and services are
designed and delivered in a way that is accessible to all people, including those
with disabilities. The objective is to promote inclusion and ensure equal access to
all public and private services.

This sheet aims to:

e Ensure universal accessibility: Design programs and services that are
accessible from the outset to eliminate barriers.

e Promote inclusion: Incorporate accessibility principles into all aspects of
service delivery.

e Improve training and awareness: Continuously train staff on inclusive
practices and assistive technologies.

Importance of accessibility in the design and delivery
of programs and services

Accessibility is essential to enable all citizens to participate fully in society. It
ensures that persons with disabilities can access the same opportunities and
services as everyone else, contributing to a more equitable and inclusive society.

Integrating accessibility into the design and delivery of programs and services is
paramount to building an inclusive and equitable society. This requires an
ongoing commitment, proper training, and a drive for continuous improvement.
By following best practices and building on successful examples, organizations
can create environments where everyone can fully participate and benefit from
the services offered.

Standards and obligations

e United Nations Convention on the Rights of Persons with Disabilities: This
convention recognizes the right to equal opportunity and full social
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https://www.ohchr.org/en/instruments-mechanisms/instruments/convention-rights-persons-disabilities

participation for persons with disabilities. States Parties are responsible for
ensuring accessibility to programs and services.

Accessible Canada Act (ACA): This law aims to eliminate barriers and
ensure equal opportunity for all. It establishes accessibility standards and
obligations in several areas, such as transportation, the built environment,
services and information technology.

Accessibility for Ontarians with Disabilities Act (AODA) : The Act

establishes standards for making Ontario accessible by 2025.

Good practices for improving the accessibility of
programs and services

1. Universal design

Universal accessibility principles: Applying the principles that allow
services to be used by all, without requiring specific adaptations. For
example, designing buildings with ramps, accessible elevators and
adapted toilets.

User consultation: Involving persons with disabilities in the design
process to identify needs and anticipate potential barriers. Conducting
focus groups and workshops to gather feedback.

Evaluation and continuous feedback: Implementing feedback
mechanisms to continuously improve the accessibility of services. Using
online surveys, suggestion boxes and regular facility evaluations.

2. Providing assistive technologies

e Communication technologies: Providing tools such as screen readers,

sound amplifiers and sign language translation devices. Ensuring that
amplified phones are available for the hearing impaired and that Braille
devices are available for the visually impaired.

Digital accessibility: Ensuring online platforms and digital tools are
WCAG compliant. Using tools such as the Web Accessibility Evaluation
tool (WAVE) to test and improve web accessibility.
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Technological training: Training staff in the use and management of
assistive technologies to better support users. Offering online training and
practical workshops.

3. Staff training and awareness

Regular training programs: Organizing ongoing training sessions to
raise staff awareness of the needs of persons with disabilities using
interactive modules and in-person sessions.

Simulations and awareness: Using practical exercises to help staff
understand the challenges faced by persons with disabilities, such as
simulations with wheelchairs or using blindfolds to simulate blindness.

Fostering empathy and respect: Promoting a culture of empathy and
respect through workshops and awareness programs. Using case studies
and testimonials to illustrate the importance of accessibility.

4. Inclusive policies and procedures

Policy development: Developing policies that support inclusion and
accessibility in all aspects of services by writing clear, detailed policies on
accessibility.

Implementation and monitoring: Implementing procedures to ensure
compliance with accessibility policies, supported by internal and external
audits to assess compliance.

Audits and compliance: Conducting regular audits to assess compliance
and identifying areas for improvement, using tools such as the AODA.

5. Community engagement

Partnerships with advocacy organizations: Working with local
organizations to obtain advice and support in implementing accessibility
practices. Developing partnerships with organizations such as the Alliance
for Equality of Blind Canadians.

Community events: Organizing events to raise awareness of the
importance of accessibility and inclusion, such as awareness days with
assistive technology demonstrations.
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e Inclusive communication: Using accessible communication channels to
inform and engage all stakeholders. Ensuring print materials and online
communications are available in accessible formats such as Braille and
audio formats.

Available resources

e Service Canada

Service Canada has implemented various initiatives to make its services
accessible, including customized online service options and service
centres equipped with assistive technology.

e Public Health Ontario

Public Health Ontario has incorporated universal design principles into its
health programs to ensure barrier-free access for all citizens.
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e Toronto Public Library

The Toronto Public Library offers inclusive services such as audiobooks,
Braille reading programs and computers for visually impaired users.

e Vancouver Access Transit program

The Access Transit program ensures that everyone can use public transit
services, including people with physical or sensory disabilities.

e University of Calgary

The University of Calgary has implemented accessibility policies to ensure
that all students, including those with disabilities, have access to inclusive
and equitable education.

e Office des personnes handicapées du Québec

A government organization that promotes public programs for persons
with disabilities in Québec, ensuring inclusion and accessibility for all
citizens.

Related fact sheets in this guide

To ensure inclusion in the design and delivery of programs and services, also
consult the following fact sheets:

3. Oral and written communication

4. Digital communications

6. Post-secondary education

7. Elementary and secondary education
8. Employment

18. Civic engagement

21. Customer service

23. Health services
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http://www.ucalgary.ca
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24. Social services

25 and 26. Paratransit and accessible transit

Fact sheet prepared in collaboration with Frangois Bernier, HorizonB2B, with
feedback from Idéaux (inclusive and universal accessibility design consulting
firm).
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6. Post-secondary education

Ensuring accessible practices in post-secondary education

In Québec, a number of laws and policies ensure that post-secondary institutions
are accessible to students with disabilities so that they have equal access to
education. Here are the main measures put in place:

Act to secure the handicapped in the exercise of their rights (1978):
This act was fundamental to establishing integration support services in
CEGEPs and universities as early as 1980. In 2004, this law was updated
with the adoption of Bill 56, and renamed the Act to secure handicapped
persons in the exercise of their rights with a view to achieving social,
school and workplace integration. This modification strengthened the
responsibility of public and parapublic institutions with regard to their
practices towards persons with disabilities.

A part entiére: pour un véritable exercice du droit a I’égalité [Policy
for increasing the social participation of persons with disabilities]
(2009): Adopted by the National Assembly of Québec, this policy aims to
put the 2004 act into practice by proposing concrete actions and
evaluations for various educational sectors, including post-secondary
education. It promotes the active inclusion of persons with disabilities in
society.

Act respecting equal access to employment in public bodies: This act
requires educational institutions to take measures to ensure equitable
access to their services for persons with disabilities.

Student services: In 1982, integration services were established in the
Sainte-Foy and Vieux Montréal colleges, with the support of the Centres
collégiales des services d’intégration (CCSI). At the university level, the
Association québécoise interuniversitaire des conseillers et conseilleres
pour étudiants en situation de handicap (AQICESH) supports services for
students with disabilities.

Access plan: Facilities should develop plans to improve the accessibility
of their infrastructure and services.
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e Grants and financial assistance: Since the 1990s, Student Financial
Assistance (SFA) has been running the Allowance for Special Needs
Program (PABP), which helps cover the high costs of services required by
students with special needs. In many cases, student loans are often
converted into grants for these students. Several public, private and
parapublic organizations offer scholarships annually to students with
disabilities.

e Awareness and training: Post-secondary institutions often provide staff
with training on the specific needs of students with disabilities so they can
better understand these needs and provide an adapted welcome.

For more information, it is recommended to consult the website of each institution
or contact the student services office directly.

Overview of the situation

While there has been significant progress regarding inclusion of students with
disabilities in post-secondary education in Québec, ongoing challenges remain.
Here’s an overview:

Progress
Legislative and policy framework:

e The Québec Charter of Human Rights and Freedoms and that of Canada
require academic institutions to adopt integration policies for students with
disabilities. These institutions are therefore required to provide reasonable
accommodations to prevent discrimination against these students. Today,
most CEGEPs and universities have policies protecting the rights of
students with disabilities, along with action plans to ensure access to
post-secondary education and institutions.

e The 2024 Act to secure handicapped persons in the exercise of their rights
with a view to achieving social, school and workplace integration, as well
as the 2009 policy A part entiére: pour un véritable exercice du droit &
I'égalité, re-evaluated in 2019, propose practices that enable institutions to
promote full accessibility across their establishments, programs and
degrees.
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Support services:

e All post-secondary institutions have an integration support service for
students with disabilities, although these services have different names.
Their main objective is to implement accommodations adapted to
students’ specific needs, based on a personalized intervention plan.

e Increasingly, academic institutions are setting up equity, diversity and
inclusion (EDI) committees, offices and departments to develop inclusion
policies for all marginalized and/or vulnerable groups within their student
community. These entities also oversee the implementation of these
policies.

e The number of students with disabilities enrolled in support services at
their institutions has been steadily increasing for over a decade. This is
partly due to the recognition of so-called emerging or invisible disabilities
in the post-secondary sector. The COVID-19 pandemic and early
diagnoses are also contributing to this increase.

e In 2023-24, the Ministere de 'Enseignement supérieur du Québec (MES)
increased funding to institutions and the SFA to support students with
disabilities.

Awareness programs:

e Increasing awareness within institutions has led to the introduction of staff
training, aimed at improving support for students with disabilities.

e Initiatives are also being deployed to raise awareness among the entire
student community about the diversity of disabilities and the importance of
inclusion.

Challenges

Inequality of services:
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e Support service offerings vary between institutions, creating disparities in
the experience of students. This can lead to service disruptions when
students transfer from one institution to another.

Physical accessibility:

e Despite improvements, some infrastructure remains inaccessible, limiting
access to courses, essential services (washrooms and elevators) and
activities.

Stigma:

e Negative attitudes and lack of awareness of the challenges faced by
students with disabilities can lead to stigma, complicating their academic
integration. Many students are reluctant to use their institution’s integration
services or tell teaching staff about their condition for these reasons. This
can lead to failed courses, withdrawals, and a statistical
under-representation that reflects only part of their reality.

Lack of resources:

e Facilities may face budgetary constraints that limit the availability and
quality of services provided. Often, teams of less than 10 must serve
thousands of students. The number of students with disabilities in
post-secondary institutions is growing and their needs are becoming
increasingly diverse.

Inadequate accommodations:

e Lack of specialization among stakeholders, lack of awareness of the
realities of various disability situations and limited resources sometimes
prevent the development of effective stakeholder plans. These same
factors also make it difficult for students to collaborate on their Individual
Intervention Plan (1IP), leading to insufficient or inadequate
accommodations.

While Québec has made significant progress in the inclusion of students with
disabilities in post-secondary education, continued efforts are needed to ensure
true equality of access. The commitment of institutions, students and the
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community is essential to overcoming barriers and creating an inclusive learning
environment for all.

Standards and obligations

In Québec, there are several standards and obligations governing the inclusion of
students with disabilities in post-secondary education. The main ones are:

Legislation:

e Charter of Human Rights and Freedoms: This Charter guarantees the
right to equality and prohibits discrimination on the basis of disability.

e Actrespecting equal access to employment in public bodies: This act
requires educational institutions to ensure that persons with disabilities
have equal access to their services.

e Act to secure handicapped persons in the exercise of their rights
with a view to achieving social, school and workplace integration:
This act aims to promote accessibility and inclusion of persons with
disabilities in all aspects of life, including education.

Educational policies:

e Policy on integrating persons with disabilities: Institutions are required
to adopt policies to promote the integration and accessibility of educational
services.

e Action plans: Establishments should develop action plans to improve the
accessibility of their infrastructure and services.
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Support services:

Reasonable accommodations: Institutions should offer appropriate
accommodations, such as extra time for exams and specialized
equipment, based on students’ needs.

Student services offices: Most institutions have offices dedicated to
providing support, advice and resources to students with disabilities.

Continuous evaluation: Institutions are encouraged to regularly evaluate
the effectiveness of their accessibility policies and services to ensure
continuous improvement.

These standards and obligations aim to ensure that students with disabilities
have equitable access to post-secondary education by creating inclusive
environments and providing the various types of support necessary for their
academic success. Institutions must actively commit to these obligations to
promote inclusion and equal opportunity.

Good practices

There are a number of practices that can be implemented to promote the
inclusion of students with disabilities at the post-secondary level. Here are some
of the most effective:

Needs assessment:

Early identification: Assessing students’ specific needs upon enrolment
to plan appropriate accommodations.

Individual intervention plans: To the extent possible, continuing the
same intervention plans that the student enjoyed during their previous
studies. Developing personalized plans that take into account the real
needs of students and not just the accommodations available. Considering
the ecosystem of services for these students and potential intersectionality
issues.
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Accommodations and support:

e Academic accommodations: Offering better conditions for exams, such
as one-third extra time for completion. Proposing various evaluation
methods with alternatives for course work and activities.

e Support services: Providing tutors, mentors or counsellors as well as the
assistance of professionals who specialize in or familiar with the issues
experienced by students with disabilities to help students adapt and
succeed.

Accessibility of infrastructure:

e Accessible buildings: Ensuring that all buildings and learning spaces
meet accessibility standards, with appropriate ramps, elevators and
facilities.

e Technological resources: Providing access to technology tools such as
screen reading software and assistive devices. Ensuring that these
adapted technology resources are available and accessible.

Awareness and training:

e Staff training: Training teachers and staff on accessibility issues, types of
disabilities and best practices in inclusive teaching.

e Raising student awareness: Implementing campaigns to promote
understanding and openness to the dynamics and barriers faced by
students with disabilities in post-secondary education.

e Philosophy and practice of inclusive education: Encouraging the
implementation of inclusive education practices, integrating the concepts
of universal design for learning (UDL) and the social model of disability
into courses to ensure a healthy environment conducive to learning and
personal development for students with disabilities.

Encouraging participation:

e Social and academic activities: Encouraging the participation of
students with disabilities in extracurricular activities and group projects to
strengthen their social integration. Facilitating the creation of student
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associations for these students to encourage them to defend their rights
and interests.

e Feedback and involvement: Ensuring that students with disabilities are
consulted and represented in decision-making and the development
processes of inclusion policies.

Interdisciplinary collaboration:

e Partnerships: Working with community organizations, health
professionals and accessibility experts to better meet students’ needs.
Informing these students of resources available outside the institutions.

e Support networks: Creating support networks among students to
encourage mutual assistance and sharing of experiences.

Monitoring and evaluation:

e Continuous evaluation: Regularly assessing the effectiveness of
services and accommodations to ensure that they meet student needs.
Giving students the opportunity to evaluate the services and
accommodations received through surveys at the end of each semester or
year. Using feedback to improve practices and services.

These best practices aim to create an inclusive and equitable environment for all
students with disabilities, giving them full access to post-secondary education
and enabling them to succeed in their academic journey. The engagement of the
entire educational community is essential to successfully implement these
practices.

References

Article 24 of the UN Convention on the Rights of Persons with Disabilities®
stipulates that every child has the right to thrive and reach their full potential in a
healthy environment free from discrimination.

8 Convention on the Rights of Persons with Disabilities | OHCHR
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Here are some references and resource materials to help you deepen your
understanding of best practices for the inclusion of students with disabilities in
post-secondary education:

e Commission des droits de la personne et des droits de la jeunesse
(CDPDJ) du Québec: This organization offers numerous resources and
recommendations to facilitate the inclusion of persons with disabilities in
education.

o CDPDJ report and documents — Rights of persons with disabilities
in education: This report discusses the rights of students with
disabilities, the obligations of educational institutions and provides
recommendations for improving inclusion.

o Accessibility and inclusion: This document provides guidelines on
how educational institutions can better accommodate students with
disabilities.

e Ministére de 'Education et de ’Enseignement supérieur (Québec):
Lignes directrices pour l'intégration scolaire des éleves handicapés ou en
difficulté d’adaptation ou d’apprentissage [Guidelines for educational
intégration of students with handicaps, social maladjustments or learning
difficulties]. This document provides guidelines on integration and
accessibility in educational settings.

e Act to secure handicapped persons in the exercise of their rights
with a view to achieving social, school and workplace integration:
This legislation outlines the rights of persons with disabilities and specifies
the obligations of educational institutions.

e Association canadienne pour les personnes handicapées (ACPH):
Offers various tools and resources for the inclusion of students with
disabilities in education.

e Institut national de la santé publique du Québec (INSPQ): Publishes
research and recommendations on accessibility and inclusion of persons
with disabilities.
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e Journal of Postsecondary Education and Disability: This journal
publishes research papers on best practices and policies for inclusion in
higher education institutions.

® American Council on Education (ACE): Provides resources and studies
on the inclusion of students with disabilities in post-secondary education.

Related fact sheets in this guide

To ensure inclusion in education, also consult the following fact sheets:

3. Oral and written communication

4. Digital communications

8. Employment

9. Built environment
16. Emergency measures and public safety
20. Environmental health

25 and 26. Paratransit and accessible transit

Fact sheet prepared by Sergeline Isidore (MBDE) and André Prévost (COPHAN).
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7. Elementary and secondary education

Ensuring accessible practices in education
What is an accessible practice in education?

A good accessible practice in the education sector can be approached from
different angles. Inclusive education, as defined below, describes the philosophy
or paradigm that supports and guides pedagogical practices to make them
accessible and effective for all. Differentiated instruction is a set of practices
designed to ensure the success or improvement of everyone’s learning, taking
into account the diversity of learners in a group. The Universal Design for
Learning (UDL) identifies organizational and structural strategies that enable
students to fully participate in their learning and academic success.

The practice of education accessibility is based on a moral and professional
commitment to the student and their ecosystem. It aims to ensure barrier-free
access to learning, activities and locations. These practices take into account the
diversity as well as the difficulties and functional limitations of the individuals
concerned.

Overview of the situation

The education of students with disabilities presents significant challenges, but
has also seen significant progress. In many countries, efforts have been made to
integrate these students into mainstream schools, thus promoting inclusion and
equal opportunity.

Advances include:

e Legislation and policies: Many countries have adopted laws
guaranteeing the right to education for students with disabilities, and
providing them with support and guidance.

e Inclusion programs: Specific programs aimed at integrating these
students into mainstream classrooms, with the help of specialized
teachers and school life assistants.
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e Awareness: Increased awareness of disability in schools helps reduce
stereotypes and foster acceptance of differences.

Challenges include:
e Limited resources: Many institutions lack the resources needed to meet
the specific needs of students with disabilities, including teacher training

and adapted equipment.

e Teacher training: Not all teachers are trained to manage the diversity of
disabilities, which can lead to inequalities in student support.

e Stigma and isolation: Despite inclusion efforts, some students may still
feel stigmatized or find themselves isolated in the classroom.

e Accessibility: Physical accessibility of institutions remains an issue in
some regions, limiting some students’ access to education.
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In Québec, the state of education for students with disabilities can be summed up
by the following key statistics and initiatives:’

e Prevalence: About 12% of students in the Québec school system are
identified as having a disability or special needs, according to data from
the Ministére de I'Education.

e Types of disabilities: The most common disabilities include learning
disabilities, mental health disorders and physical disabilities.

e Support: In 2020, nearly 30% of schools in Québec had specialized
classes in place to accommodate students with special needs.

e Resources: The Government of Québec has invested millions of dollars to
improve access to adapted resources, including school-based support
programs.

e Integration rate: About 85% of students with disabilities attend regular
classes, although the quality of inclusion varies considerably from school
to school.

e Teacher training: Although training programs are available, a significant
proportion of teachers report that they do not feel adequately prepared to
meet the needs of students with disabilities.

7 Ministére de ’Education du Québec: Their official website regularly publishes reports and
statistics on students with disabilities. / Institut de la statistique du Québec (1ISQ): This
organization provides statistical data on various aspects of education, including studies on
students with special needs / Commission des droits de la personne et des droits de la
jeunesse (CDPDJ): The Commission publishes reports on the rights of persons with disabilities
and on access to education.
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These figures illustrate the progress made and the challenges that remain in
ensuring fair and inclusive education for all students in Québec.

Component 1: Inclusive education

School inclusion is both a philosophy and a set of pedagogical practices
designed to allow each student to feel valued, confident and safe, so that they
can reach their full potential. It is based on a system of values and beliefs centred
on the well-being of the child, fostering active participation in learning and school
life as well as a sense of belonging, enriching social development and positive
interaction with peers and the school community.?

Children live in a healthy, stigma-free environment that fosters self-esteem and
acceptance of others.®

According to the 2020 Global Education Monitoring Report: Inclusion and
education: all means all, programs need to focus on tackling entrenched views
that certain students are deficient and unable to learn. School leaders need to be
trained to build and promote an inclusive school ethos."

Recommendations
The practice of resource accessibility in inclusive education includes:
e Ensuring faculty and support staff have access to models of diversity.

e The adaptation of educational services by the Centre de services scolaire
(CSS) to the specific needs of handicapped students and students with
social maladjustments or learning disabilities (special needs students),
based on an assessment of their abilities (section 235 of the Education
Act)."

e Ensuring teachers have full access to training on different teaching
methods so that they are well equipped to meet the needs of all students.

Component 2: Access to resources

8 Definition of inclusive education
9 Global Education Monitoring Report, 2020: Inclusion and education: all means all

' Global Education Monitoring Report, 2020: Inclusion and education: all means all
1-13.3 - Education Act
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https://www2.gnb.ca/content/dam/gnb/Departments/ed/pdf/K12/Inclusion/DefinitionDeLinclusion.pdf

According to section 4.3 of the Special Education Policy, various entities of the
school organization have powers and responsibilities to ensure the accessibility
of resources. One of these organizations is the Special Needs Advisory
Committee, which can directly advise the school board on various matters. The
school team, in a spirit of shared responsibility, also has a duty to facilitate
access to information and resources. Parents and students have the right to
access the necessary resources.

Recommendations

The practice of resource accessibility in inclusive education includes:

e Ensuring that parents’ voices are heard by the Special Needs Advisory
Committee so that they can express the needs, challenges, expectations
and concerns of their children and other parents, and that these concerns
are addressed by the school board.

e [dentifying and implementing means or strategies to make all relevant
information easily accessible to parents of special needs students in order
to support them in their child’s academic journey (section 4.3.3 of the
Special Education Policy).

e Respecting the right of special needs students to defend their needs and
to actively participate in meetings in the development of their intervention
plan. (section 4.8)

e Reviewing the entire funding and organization model for special need
student services. In June 2022, the Ombudsperson identified three
priorities: providing services based on students’ actual needs (rather than
available budgets), establishing a minimum threshold for services, and
encouraging coordinated action and collaboration among stakeholders.'?

Component 3: Collaboration between the school team and the family
Recommendations

The practice of accessibility in school team/family collaboration includes:

2 Upcoming changes to professional services for special needs students:
https://www.fppe.ca/qgrands-dossiers/services-aux-eleves-a-besoins-particuliers/
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e Recognizing parents’ skills and experience, making sure that they feel
respected and that their role with their child is recognized and valued."
According to the Fédération des comités de parents du Québec, parental
engagement promotes student success and helps promote public
education.

e Implementing specific support measures for students with disabilities.

e Creating and managing a unit for parents and legal guardians of students
with disabilities or experiencing difficulties at school where they can have
their concerns addressed.

e Encouraging school participation in the National Parental Engagement in
Education Week (SNEP).

e Informing parents of their right to access their child’s confidential file with
the school board, following established procedures. They also have a duty
to contribute to the information recorded therein.

Component 4: School transportation

In Québec, the Regulation respecting road vehicles used for the transportation of
school children stipulates that only a school bus or minibus (10 or more
occupants) or a vehicle intended to transport students (4 to 9 occupants) may be
used to transport students to and from school. ™

Under the Highway Safety Code, the Regulation respecting road vehicles
adapted for the transportation of handicapped persons regulates the
transportation of persons with disabilities in minibuses and buses to ensure their
safety while taking into account their specific needs.

Recommendations

The practice of accessibility in school transportation includes:
e Using geolocation applications to reduce waiting times for regular and
adapted school transportation. The MTransport app, for example, enables

'S Dénouer les enjeux liés 4 la relation école-famille, un nceud & la fois [Untangling school-family
issues, one knot at a time]

'* School transportation - Transports et Mobilité durable Québec

' Paratransit - Transports et Mobilité durable Québec
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https://www.fcpq.qc.ca/parents-engages/distinctions-reconnaissance/
https://www.fcpq.qc.ca/parents-engages/distinctions-reconnaissance/
https://www.legisquebec.gouv.qc.ca/fr/document/rc/C-24.2,%20r.%2051
https://www.legisquebec.gouv.qc.ca/fr/document/rc/C-24.2,%20r.%2051
https://www.transports.gouv.qc.ca/fr/entreprises-partenaires/transport-adapte/Pages/transport-adapte.aspx
https://www.transports.gouv.qc.ca/fr/entreprises-partenaires/Pages/Transport-scolaire.aspx#:~:text=minibus%20d'%C3%A9coliers-,Au%20Qu%C3%A9bec%2C%20le%20R%C3%A8glement%20sur%20les%20v%C3%A9hicules%20routiers%20affect%C3%A9s%20au,l'%C3%A9cole%20et%20en%20reviennent
https://www.education.gouv.qc.ca/fileadmin/site_web/documents/education/jeunes/Denouer-relation-EFC.pdf
https://www.education.gouv.qc.ca/fileadmin/site_web/documents/education/jeunes/Denouer-relation-EFC.pdf

bus tracking, identification of students with special needs, communication
of delays or cancellations, and peace of mind for parents and guardians.

e Training school transportation drivers to promote safe, caring and effective
interventions for special needs students. This training is provided by the
Fédération des comités de parents du Québec.

e Ensuring the continuity of school transportation services for students with
disabilities by providing, where necessary, an additional support resource
and/or equipment to ensure passenger safety.

Continuing the efforts to improve the education of students with disabilities is
paramount, with a focus on inclusion, teacher training and the allocation of
adequate resources. An inclusive school environment benefits not only students
with disabilities, but also the entire educational community.

References

e Atrticle 24: According to the UN Convention on the Rights of Persons with
Disabilities,'® every child has the right to thrive and reach their full potential
in a healthy environment free from discrimination.

e E-20.1: Act to secure handicapped persons in the exercise of their rights
with a view to achieving social, school and workplace integration."

e AuCoin, A. and Vienneau, R. (2010). Inclusion scolaire et dénormalisation.
In N. Rousseau (ed.), La pédagogie de I'inclusion scolaire — Pistes
d’action pour apprendre tous ensemble (pp. 63—86). Québec City: Presses
de I'Université du Québec.

e Beaucher, V. and Jutras, F. (2007). Comparative study of metasynthesis
and qualitative meta-analysis. Qualitative research, 27(2), 58-77.

e The Office des personnes handicapées du Québec (OPHQ) produced the
guide Mieux connaitre les éléves handicapés ou en difficulté d’adaptation

'® Convention on the Rights of Persons with Disabilities | OHCHR
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E-20.1 - Act to ensure the exercise of the rights of persons with disabilities with a view to their

academic, professional and social integration
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e Inclusion Canada
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International references on best practices in inclusive schools:

e UNESCO, Guidelines for Inclusion: Ensuring Access to Education for All.
Read the report here.

e OECD, Report: Students with Disabilities, Learning Difficulties and
Disadvantages: Policies and Practices. Read the report here. World Bank,
Inclusive Education: A Global Review. Read the report here.

Other resources in organizations:

e Récit: A network focused on developing student skills through the
integration of technology.

e AQEPA: The Association du Québec pour enfants avec problémes auditifs
(AQEPA) is a network of regional associations of families, young adults
living with deafness, and allies, supported by a provincial association.

e _National Parental En ment in E ion Week

e _Upcoming changes to professional services for special needs students

e Réflexion sur le financement et ['organisation des services aux éleves
HDAA : vers un nouveau chantier - Survey results, November 2020 (2nd

version)."®
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https://www.fcpq.qc.ca/semaine-nationale-de-lengagement-parental-en-education-3/
https://www.fppe.ca/wp-content/uploads/2022/10/2223-026_FPPE_feuilletFR.pdf
https://www.fppe.ca/wp-content/uploads/2021/02/FPPE-Resultats-du-sondage-EHDAA-24112020.pdf
https://www.fppe.ca/wp-content/uploads/2021/02/FPPE-Resultats-du-sondage-EHDAA-24112020.pdf
https://www.fppe.ca/wp-content/uploads/2021/02/FPPE-Resultats-du-sondage-EHDAA-24112020.pdf
https://www.fppe.ca/wp-content/uploads/2021/02/FPPE-Resultats-du-sondage-EHDAA-24112020.pdf

Related fact sheets in this guide

To ensure inclusion in education, also consult the following fact sheets:

1. Procurement

3. Oral and written communication

4. Digital communications
8. Employment

9. Built environment

16. Emergency measures and public safety

20. Environmental health

22. Childcare centres

25 and 26. Paratransit and accessible transit

Fact sheet prepared in collaboration with Sergeline Isidore (MBDE), with
feedback from Lucie Nault (ReQIS).
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8. Employment

Becoming an accessible and inclusive employer
What is an accessible and inclusive employer?

An accessible and inclusive employer provides equitable opportunities for all
staff, regardless of their abilities. This involves putting in place policies, practices
and work environments that promote success, equal opportunity, respect,
well-being and acceptance of every individual. By adopting a universal
accessibility approach, the employer no longer simply adapts to a few individuals,
but ensures that all team members can thrive in a barrier-free work environment.

Overview of the situation

Persons with disabilities remain under-represented in the workforce. They have a
lower employment rate than that of the general population (51.1% versus 79.3%)
and more often hold precarious jobs (temporary, on-call or part-time) at twice the
rate of the general population. Although their professional constraints vary, they
share common challenges, including job searching, professional integration and
work relationships. To promote inclusion, it is imperative to challenge prejudices
and adapt certain practices.

Barriers that employers can address:
e Lack of workplace accessibility
e Lack of accessible communication tools
e Lack of flexibility in work policies
e Limited access to reasonable accommodations
e Cognitive biases or restrictive beliefs throughout the employment cycle
e Discrimination (direct, indirect or systemic)

An accessible and inclusive workplace helps reduce or eliminate these barriers,
contributing to an environment where everyone can develop freely.

92


https://www.cpmt.gouv.qc.ca/fileadmin/fichiers_cpmt/Publications/RA_emploi_personnes_handicapees_CCPH_CPMT.pdf
https://www.iwh.on.ca/plain-language-summaries/canadians-with-disabilities-twice-as-likely-to-report-low-quality-employment-than-those-without-disabilities
https://www.iwh.on.ca/plain-language-summaries/canadians-with-disabilities-twice-as-likely-to-report-low-quality-employment-than-those-without-disabilities

Standards and obligations

There are frameworks to guide organizations in creating more inclusive practices.
Some are mandatory, while others encourage organizations to go further.

Duty to accommodate

The duty to accommodate means that the employer must adapt working
conditions to allow employees with disabilities or special needs to perform their
duties. For more information, consult the following guides: Developing a
Workplace Accommodation Policy and Traitement d’'une demande
d’accommodement [Handling an accommodation request].

Canadian Standard on employment (CAN-ASC-1.1 to be published in 2024)

This standard aims to create a work environment that is accessible, inclusive,
barrier-fee and discrimination-free for all workers, regardless of their abilities.
Information on the draft mitted for lic review is available on the
Accessibility Standards Canada website. The Ontario Employment Standards
also provide relevant information.

Canadian Standard on Psychological Health and Safety in the Workplace
(CAN/CSA-Z1003-13/BNQ 9700-803/2013 (C2022))

This standard provides measures, tools and resources to promote employee
mental health and prevent psychological harm. It is available free of charge on
the CSA Group website. See also the Mental Health Commission of Canada’s
Implementation Guide and the free training offered by the Canadian Centre for
Occupational Health and Safety.
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https://www.chrc-ccdp.gc.ca/sites/default/files/publication-pdfs/ottawaiti7-2517744-v4a-policy_template_for_accommodation_march_2017_final-s_0.pdf
https://www.chrc-ccdp.gc.ca/sites/default/files/publication-pdfs/ottawaiti7-2517744-v4a-policy_template_for_accommodation_march_2017_final-s_0.pdf
https://www.cdpdj.qc.ca/fr/formation/accommodement/Pages/index.html
https://www.cdpdj.qc.ca/fr/formation/accommodement/Pages/index.html
https://accessibilite.canada.ca/can-asc-1-1/c1
https://www.ontario.ca/laws/regulation/110191#:~:text=PART%20III%0AEMPLOYMENT%20STANDARDS
https://www.csagroup.org/article/can-csa-z1003-13-bnq-9700-803-2013-r2022-psychological-health-and-safety-in-the-workplace/
https://mentalhealthcommission.ca/implementing-the-standard/?_gl=1*1nxq4qn*_ga*ODg5MDEzNTU0LjE3NTEyNDc4NjQ.*_ga_0X7SS473K6*czE3NTEyNDc4NjMkbzEkZzAkdDE3NTEyNDc4NjMkajYwJGwwJGgw
https://www.ccohs.ca/products/courses/assembling_pieces

Equal opportunity employment program (PAEE) in Québec and Workplace
Equity Program in Canada

In Québec and Canada, many organizations are required to participate in an
equal access employment program or workplace equity program. In particular,
these programs require organizations to set recruitment targets for certain
groups, including persons with disabilities.

Good practices to improve the employment
component of your action plan

Becoming an accessible and inclusive employer is not always easy. Here are
some concrete steps to enhance your action plans. These suggestions are
neither exhaustive nor applicable as is. As such, it’s best to adapt them to the
reality of your organization.

Accessibility benefits all staff, but it is crucial for certain profiles of persons with
disabilities. Pay special attention to the pictograms to better understand their
needs.

R4S
Establishing more inclusive governance

e Designating a team member responsible for accessibility and inclusion.

e Setting hiring targets for persons with disabilities and tracking outcomes,
taking into account job types and levels. Under Québec’s equal
employment opportunity programs, the average target for persons with
disabilities is: 10.5. Any organization can benefit from joining this type of
program to assess its progress.

e Incorporating accessibility measures into Equity, Diversity and Inclusion
(EDI) and Corporate Social Responsibility (CSR) policies and programs.

e Using tools to analyze employment inclusion skills, such as INCLUVIS in

Québec, as well as the Disability Equality Index or the NOD Employment
Tracker internationally. These tools allow you to assess your strengths,
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https://www.cdpdj.qc.ca/en/our-services/activities-and-services/learn-more-about-equal-access-employment-programs
https://www.canada.ca/en/employment-social-development/corporate/portfolio/labour/programs/employment-equity.html
https://www.cdpdj.qc.ca/fr/publications/rapport-triennal-laee-2022
https://crispesh.ca/incluvis-vers-des-pratiques-inclusives-en-employabilite-des-personnes-en-situation-de-handicap/
https://disabilityin.org/what-we-do/disability-equality-index/2023companies/
https://nod.org/employment-tracker/
https://nod.org/employment-tracker/

compare yourself with other organizations and chart a roadmap for
progress.

e Organizing regular conferences or exchanges on accessibility and
inclusion to normalize the topic. Each year, Microsoft organizes the Ability
Hack, a hackathon that challenges staff to solve accessibility issues using
technology.

Adopting more inclusive work policies

e Implementing occupational health and safety policies that address mental

&
health and psychological safety. ®
e Introducing flexible work, telework or hybrid work policies.

e Adopting a fragrance-free workplace policy. The Canadian Centre for
Occupational Health and Safety proposes a methodology and a policy

template in this area. i

e Developing a policy and processes for reasonable accommodation (or
workplace adaptation) that follow each team member’s career path
throughout their employment. The federal government’s Workplace

Accessibility Passport is particularly inspiring.
Improving accessibility of workplaces and work tools

e Using WCAG-compliant technology platforms (at least Level AA) for

website, intranet, video conferencing platforms, etc. R
e Optimizing office acoustics, especially in open spaces.

e Clarifying and summarizing organizational communications to improve

understanding. @

e Writing clear, concise and direct instructions. This video on

communications adaptation in manufacturing is a good example. @

e Assessing each employee’s workstation ergonomics.
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https://blogs.microsoft.com/on-the-issues/2018/07/23/the-ability-hacks-the-story-of-two-hackathon-teams-embracing-the-transformative-power-of-technology/
https://blogs.microsoft.com/on-the-issues/2018/07/23/the-ability-hacks-the-story-of-two-hackathon-teams-embracing-the-transformative-power-of-technology/
https://www.ccohs.ca/oshanswers/hsprograms/scent_free.html
https://www.ccohs.ca/oshanswers/hsprograms/scent_free.html
https://www.canada.ca/en/government/publicservice/wellness-inclusion-diversity-public-service/diversity-inclusion-public-service/accessibility-public-service/government-canada-workplace-accessibility-passport.html
https://www.canada.ca/en/government/publicservice/wellness-inclusion-diversity-public-service/diversity-inclusion-public-service/accessibility-public-service/government-canada-workplace-accessibility-passport.html
https://www.youtube.com/watch?v=cHY2_a0PblU

e Implementing a procurement policy for office equipment and training that
incorporates accessibility criteria. The Office des personnes handicapées
du Québec has a guide on this subject.

e Ensuring inclusive meetings by sending agendas and materials in
advance, describing visuals and using clear language.

Improving staffing practices
e Offering varied and rewarding part-time jobs.

e Implementing a communication campaign encouraging persons with
disabilities to apply for jobs at your organization.

o For example, Agriculture and Agri-Food Canada (AAFC) has
strengthened its employer brand to attract applications from
persons with disabilities by promoting testimonials from staff with
disabilities, an inclusive culture and information about the
accommodation process.

e Establishing partnerships with specialized labour services in the region
(SSMO-PH) for recruitment and job retention.

e Providing paid internship programs for persons with disabilities. Many
organizations already have such programs in place to facilitate the
transition between education and employment or retraining.

o Hydro-Québec, for example, offers a program for students, CHU
Sainte-Justine offers a transition support program, Radio-Canada
offers junior positions and the federal government is proposing a

two-year internship program in the public service.

e Participating in job entry programs, where relevant to job vacancies. The
program Ready, Willing and Able is a good example of this.

o Posting more inclusive job postings by using clear language,
respecting digital and graphic accessibility principles, clearly
distinguishing requirements from assets and identifying a contact

person. Refer to the guide Pour le déploiement du recrutement
inclusif [Implementing an inclusive hiring process] or the fact sheet

L’affichage d’'une offre d’emploi inclusive [Posting an inclusive job
96


https://www.ophq.gouv.qc.ca/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html
https://agriculture.canada.ca/fr/ministere/carrieres/nous-embauchons
https://agriculture.canada.ca/fr/ministere/carrieres/nous-embauchons
https://roseph.ca/nos-membres/repertoire-des-membres/
https://emploi.hydroquebec.com/content/Stages-pour-etudiants-avec-handicap/
https://www.ledevoir.com/societe/sante/809518/accommodements-futures-infirmieres-chu-sainte-justine
https://www.ledevoir.com/societe/sante/809518/accommodements-futures-infirmieres-chu-sainte-justine
https://www.careeredge.ca/cape/
https://www.canada.ca/en/public-service-commission/jobs/services/recruitment/federal-internship-program-canadians-disabilities.html
https://readywillingable.ca/
https://www.agefiph.fr/sites/default/files/medias/fichiers/2022-05/Livre%20blanc%202022_Emploi_leboncoin-Make%204%201.pdf
https://www.agefiph.fr/sites/default/files/medias/fichiers/2022-05/Livre%20blanc%202022_Emploi_leboncoin-Make%204%201.pdf
https://roseph.ca/wp-content/uploads/2021/07/ROSEPH_fiche3_OFFRE_EMPLOI_INCLUSIVE.pdf

offer] from the Regroupement des organismes spécialisés pour
I'emploi des personnes handicapées (ROSEPH).

e Providing a way for applicants to outline their accessibility needs in the
application process.

e Preparing candidates for interviews by indicating the duration, names of
committee members as well as the number and type of questions. Ideally,
provide all or some of the questions 24 hours to 30 minutes in advance.

Promoting job retention and progression
e Implementing a peer-led mentoring program for staff with disabilities.

e Creating a working committee or resource group dedicated to staff with
disabilities to identify barriers in employment and suggest solutions in
collaboration with the responsible entities.

e Introducing an employee assistance program to provide confidential

, . e@
support for various personal issues.

e Providing ongoing training opportunities to foster the professional
development of each staff member.
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Available resources
Training

e Being a Mindful Employee: An Orientation to Psychological Health and
Safety in the Workplace, Canadian Centre for Occupational Health and
Safety.

e Leading Inclusion, Hire for Talent.

e [Formation sur les personnes en situation de handicap au travail [Training
on persons with disabilities in the workplace], Conseil du patronat du

Québec.

e Various training courses on supervising workers with functional limitations
or modules such as Mieux comprendre les travailleurs vivant avec
limitations, [Better understanding workers with limitations] Conseil
québécois des entreprises adaptés (CQEA).

e Parcours 10/10. Formation et accompagnement, Inclusion et emploi,
[Training and support — inclusion and employment] Cégep du Vieux

Montréal and CRISPESH.
e Mental Health First Aid, Mental Health Commission of Canada.

e Assembling the Pieces Toolkit for the National Standard of Canada for
Psychological Health and Safety in the Workplace, Canadian Centre for
Occupational Health and Safety.

e \Webinars on the inclusion of persons with disabilities in the workplace,
Comité consultatif Personnes handicapées (CCPH).

Grants

e Québec government measures and programs: tax benefits, work

integration contract (CIT) and other subsidies for employment and
accommodation expenses.

e Canadian government measures and programs: tax benefits, the Enabling
Accessibility Fund and other wage subsidies.
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https://www.ccohs.ca/products/courses/mindful_employee
https://www.ccohs.ca/products/courses/mindful_employee
https://hirefortalent.ca/training-modules
https://www.cpq.qc.ca/formations/repertoire/formation-sur-les-personnes-en-situation-de-handicap-au-travail/
https://www.cqea.ca/services/formations/
https://www.cqea.ca/services/formations/mctl/
https://www.cqea.ca/services/formations/mctl/
https://www.cvm.qc.ca/minisite/formation-continue/parcours-10-10/
https://openingminds.org/training/mhfa/standard/?_gl=1*16jk7au*_gcl_au*NTA3MTk2NzczLjE3NTEyNDkxNDU.*_ga*MTAyNzk5MjUxOS4xNzUxMjQ5MTQ2*_ga_8XDFV3Z17T*czE3NTEyNDkxNDUkbzEkZzAkdDE3NTEyNDkxNDYkajU5JGwwJGgxNTM0MjU2MDE2&xdomain_data=RUvGF4utxFG1ImlJBEd430f9DEuRxuE3qt6kf8w7ROU3%2Bldqm2QTGW8R%2BFe0gmpE
https://www.cchst.ca/products/courses/assembling_pieces
https://www.ccohs.ca/products/courses/assembling_pieces
https://ccpersonneshandicapees.com/category/webinaires/
https://www.ophq.gouv.qc.ca/services/emploi/embaucher/aide-a-lembauche.html
https://www.jobbank.gc.ca/hiring/persons-with-disabilities#:~:text=Find%20benefits%20and%20programs

Documents

e Accessible workplaces A toolkit based on the Employment Standard of the
Accessibility for Ontarians with Disabilities Act (AODA).

e Developing a Workplace Accommodation Policy, Canadian Human Rights
Commission.

e Measures related to the management role of a public organization, Office
des personnes handicapées du Québec.

e Employment of persons with disabilities resource portal, Comité consultatif
Personnes handicapées (CCPH).

e Recruter sans discriminer [Hiring without discriminating]: a guide to
interviewing persons with disabilities from the Commission des droits de la
personne et de la jeunesse (CDPDJ).

e Répondre a une divulgation ituation de handi roblem
santé mentale et/ou de maladie chronique [Responding to Disclosures of
Disability, Mental Health and/or Chronic lliness], McGill University and
ROSEPH.

e Traitement d’une demande d’accommodement: a virtual guide from the
Commission des droits de la personne et de la jeunesse (CDPDJ).

e Employer Toolkit: A practical resource from Hire for Talent covering the
entire job cycle.

Related fact sheets in this guide

To ensure inclusion in employment, also consult the following fact sheets:
1. Procurement
3. Oral and written communication

4. Digital communications

9. Built environment
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https://www.ontario.ca/page/accessible-workplaces
https://www.chrc-ccdp.gc.ca/sites/default/files/publication-pdfs/ottawaiti7-2517744-v4a-policy_template_for_accommodation_march_2017_final-s_0.pdf
https://www.ophq.gouv.qc.ca/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites/recueil-de-bonnes-pratiques-volet-ministeres-et-organismes-publics/mesures-liees-au-role-de-gestionnaire-dune-organisation-publique/emploi.html
https://ccpersonneshandicapees.com/
https://www.cdpdj.qc.ca/storage/app/media/publications/Recruter-sans-discriminer_Guide.pdf
https://institutedi2.ulaval.ca/centre-ressources/repondre-a-une-divulgation-de-situation-de-handicap-de-probleme-de-sante-mentale-et-ou-de-maladie-chronique/
https://institutedi2.ulaval.ca/centre-ressources/repondre-a-une-divulgation-de-situation-de-handicap-de-probleme-de-sante-mentale-et-ou-de-maladie-chronique/
https://www.cdpdj.qc.ca/fr/formation/accommodement/Pages/index.html
https://hirefortalent.ca/toolkit

16. Emergency measures and public safety

20. Environmental health

Fact sheet prepared in collaboration with Julie-Anne Perrault, universal
accessibility consultant, with feedback from Sandrina Adam (COSME), Julie
Boisvert (CQEA), Pascale Chanoux (CCPH), Chloé Freslon (URelles), Evelyn
McDuff and Christine Morin.
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9. Built environment

Developing an accessible and inclusive built environment
What is an accessible and inclusive built environment?

An accessible and inclusive built environment is a place where everyone,
regardless of their capacities, abilities or age, can participate in the activities
offered and enjoy the experience equally and simultaneously with other users. It
is a space where the barriers encountered by persons with disabilities are
removed thanks to facilities that benefit all users. When it is no longer possible to
meet all needs through the inclusiveness of the layout, additional adaptations are
put in place.

As a result, environments are designed, constructed, renovated and maintained
in such a way that:

e The site is organized to integrate the building harmoniously into its
immediate environment (orientation, topography, location).

e The site allows for safe and easy movement of different modes of travel,
connecting the various functions of the site to each other.

e The architectural concept promotes the legibility of spaces and simplifies
paths using clear, legible and straightforward signage.

e All entrances to the building are accessible and on the same level with a
visual link to the outside.

e Horizontal circulation provides access to all rooms and services on the
same floor area.

e \ertical circulation allows access to all levels of the building and its
outdoor spaces, with an elevator as a priority solution.

e The safety of everyone is ensured in the event of an emergency requiring
rapid evacuation or shelter (alarms visible to all, accessible exits, refuge
areas at each level served by an elevator).
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e Universal washroom facilities are available on each floor and in each
sanitary block of the building.

e Furniture and equipment, both inside and outside, are easy to use for
everyone (quantity, layout and adapted features).

e Finishes and lighting contribute to a simple and enjoyable use of the
building.

Overview of the situation

Truly high-performance accessible and inclusive buildings remain rare, and those
that exist are mostly new builds. This is due to a variety of factors: most buildings
were built in the 1970s, while the first accessibility requirements in construction
regulations date from 1976. In addition, depending on their size and use, some
new buildings are still exempt from any regulatory requirements regarding
accessibility.

Québec’s regulatory environment leads to disparities in accessibility
requirements between newly built or renovated buildings, depending on their size
and use. Large buildings are subject to uniform requirements across Québec,
while smaller buildings fall under variable conditions defined by more than 1,000
municipalities. One recent study of the Office des personnes handicapées du
Québec reveals that 94% of Québec municipalities do not have minimum
accessibility requirements for small buildings built on their territory. This study
also demonstrated the inaccessibility of existing small buildings. In particular, the
assessment of a representative sample goods and services buildings in three
regions of Québec showed that none met the 57 minimum accessibility
requirements currently imposed on larger buildings, thereby disproving the idea
of market self-regulation.

Building new accessible and inclusive buildings is relatively simple and does not
generate any additional costs, as the necessary knowledge, products and
materials are widely available. However, not all property owners, contractors and
development professionals are willing to exceed the minimum regulatory
requirements for accessibility. Municipalities with a population of 15,000 or more
tend to rank better in terms of accessibility of their buildings. This is probably due
to their proximity to citizens and their obligation to produce an action plan for the
integration of persons with disabilities. The federal government also stands out
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https://numerique.banq.qc.ca/patrimoine/details/52327/4786861

favourably, particularly since the adoption of the Accessible Canada Act, while
private sector and provincial government initiatives show varying degrees of
adherence to the principles of accessibility and inclusiveness in the built
environment.

Making existing buildings more accessible and inclusive is a daunting challenge,
often requiring significant renovations or alterations. The need to upgrade certain
building components frequently serves as a trigger to improve the accessibility of
a site, thus enabling a gradual transformation of the existing real estate stock.
The maintenance deficit in Québec’s publicly owned real estate presents both an
opportunity and a challenge, given the investments required.

It is important to note that executing an optimal development project involves
making trade-offs between different objectives. The objective of universal
accessibility may end up competing with heritage preservation and enhancement,
ecological transition, resilience to climate change, active design and other
concepts. If there is no one in the design teams advocating for functionality for all
users, the initial goal of universal accessibility may be forgotten during the
project.

Finally, planning, designing and carrying out the construction or renovation of a
building is a complex process involving multiple steps and multiple stakeholders.
This process often spans several years or more than a decade for large projects.
Creating an accessible and inclusive building stock is therefore a long-term
project, whereas users face daily challenges and hope for immediate
improvements.

Standards and obligations

Construction falls under provincial jurisdiction, and authorities have a
responsibility to adopt and enforce laws and regulations on construction. In
establishing these regulations, the provinces rely (with the necessary
amendments) on model codes developed by the National Research Council of
Canada, which are regularly revised.

In Québec, the first accessibility requirements were introduced in 1976. Initially
rather limited, these requirements applied only to new buildings. Over time,
additional accessibility requirements have been added, with standards writing
bodies acting in a reactive and prudent manner. These requirements, which are
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not retroactive, vary depending on the year of construction or conversion of the
buildings.

The requirements of the National Building Code of Canada are a minimum
threshold for accessibility, but they do not cover all needs or types of disabilities.
Thus, the Code’s accessibility objective is to limit the probability that a person
with a physical or sensory limitation will be unacceptably impeded from accessing
or using the building or its facilities.” However, there is a willingness to
accelerate improvements in accessibility requirements, in particular due to more
progressive provincial regulations (e.g., British Columbia and Ontario) and stricter
federal legislation (e.g., the Accessible Canada Act).

It should be noted that Accessibility Standards Canada, an entity created by the
adoption of the Accessible Canada Act, is currently developing several standards
for the federal government and federally regulated entities. The ultimate goal is
for these standards to be adopted by the provinces and apply to all Canadian
buildings.

In Québec, construction requirements are enacted by regulation under the
Building Act. Some buildings are exempt from the application of the Québec
Construction Code, and responsibility for their regulation is transferred to
municipalities. These are mainly small buildings, such as residential buildings
with a maximum of two storeys or with a maximum of eight dwellings, commercial
establishments with a floor area of less than 300 m? or business establishments
with a maximum of two storeys. Municipalities may adopt accessibility
requirements for these buildings, as well as higher standards than those of the
Construction Code for non-exempt buildings constructed or converted in their
jurisdiction.

Also in Québec, the Construction Code includes a section on requirements when
converting or changing the use of an existing building. Accessibility requirements
are less stringent than those for a new build. In addition, since the Code doesn’t
apply to simple “cosmetic” renovations, some projects, despite receiving
substantial investment, fail to deliver any improvements in accessibility.

Compliance with construction regulations therefore does not necessarily create
accessible and inclusive built environments. Fortunately, there are several

'® Policy Paper: Accessibility in Buildings, National Research Council of Canada
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https://www2.gov.bc.ca/assets/gov/farming-natural-resources-and-industry/construction-industry/building-codes-and-standards/revisions-and-mo/bcbc_2024.pdf
https://www.aoda.ca/the-act/
https://laws-lois.justice.gc.ca/eng/acts/a-0.6/
https://accessible.canada.ca/creating-accessibility-standards
https://www.legisquebec.gouv.qc.ca/en/document/cr/B-1.1,%20r.%202
https://www.legisquebec.gouv.qc.ca/en/document/cr/B-1.1,%20r.%202
https://nrc.canada.ca/en/certifications-evaluations-standards/codes-canada/policy-paper-accessibility-buildings

standards and best practices to allow owners and contractors to go further.
However, these standards are voluntary. They include:

CSA-B651-23 Accessible design for the built environment, Accessibility
Standards Canada standards, and guides produced by municipalities including
Ville de Montréal’s Accessibilité universelle des batiments municipaux
montréalais [Universal accessibility in Montréal’s municipal buildings], Ville de
Québec’s Guide pratique d’accessibilité universelle [Practical guide to universal
accessibility] and Ville de Gatineau’s universal accessibility tip sheets.

Good practices for improving the accessibility of the
built environment

The following are good practices for improving the accessibility of the built
environment in the action plan of municipalities with more than 15,000
inhabitants.

As a citizen:

e Informing the owner or occupant of a building of any difficulties
encountered in its use. These barriers are often ignored by owners or
occupants, who are then unable to remedy them when maintaining,
renovating or converting the site.

e Participating in public consultation activities during the start-up and
planning stages of construction, conversion or renovation projects for
public buildings.

e Sitting on the Urban Planning Advisory Committee of their borough or
municipality.

e Participating in public consultations with Accessibility Standards Canada,
the National Research Council of Canada, the Canadian Standards
Association (CSA), the Régie du batiment du Québec and the municipality
regarding the development of accessibility standards and regulations.

As a designer:

e Take training in designing accessible and inclusive built environments.
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https://www.csagroup.org/wp-content/uploads/2430328.pdf
https://numerique.banq.qc.ca/patrimoine/details/52327/3447409
https://numerique.banq.qc.ca/patrimoine/details/52327/3447409
https://www.ville.quebec.qc.ca/citoyens/accessibilite/docs/acces_Manuel_utilisation_2010.pdf
https://www.gatineau.ca/portail/default.aspx?p=guichet_municipal/accessibilite_universelle/edifices_lieux_publics

e Encouraging clients to exceed minimum regulatory requirements.

e Promoting compromises that strike the right balance between project
objectives by identifying the specific imperatives of each discipline.

As an owner or developer (private or public):
e Adopting minimum accessibility requirements (by using an existing
standard such as CSA-B651-23 or by developing their own design and

construction standards).

e Requiring designers and builders to meet these standards in architectural
competitions, calls for tenders and contracts.

e Organizing walkabouts with groups of people living with various functional
limitations to better understand barriers in an existing building.

e Consulting with users with disabilities to understand difficulties
encountered before and after the construction, renovation or conversion of

a site.

e Ensuring the objective of universal accessibility is achieved throughout the
design and construction process.

e Developing an emergency response plan and maintenance/snow removal
plan that takes into account universal accessibility.

e Disseminating information about the accessibility of a site.
As a municipality:

e Acting as a role model for accessibility and inclusion for municipal
buildings. Taking advantage of every opportunity (maintenance,
renovation, conversion or new construction) to improve the performance of
municipal real estate.

e Lobbying public bodies and organizations to ensure that projects carried
out in its territory meet the highest accessibility and inclusion criteria.

e Adopting regulatory accessibility requirements for small buildings built on
its territory.
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e Adopting regulatory accessibility requirements other than those of the
Québec Construction Code for applicable buildings.

e Adopting regulatory accessibility requirements for renovations.
e Providing financial incentives to improve accessibility of existing buildings.

e Making municipal funding allocations subject to universal accessibility
conditions.

e Highlighting outstanding examples of accessibility projects in its territory.
As a provincial government:

e Acting as a role model for accessibility and inclusion in government
buildings. Taking advantage of every opportunity (maintenance,
renovation, conversion or new construction) to improve the performance of
the real estate under the responsibility of the provincial government
(government services, justice, education, health, culture, low-rent housing,
etc.).

e Making small buildings subject to the requirements of the Québec
Construction Code.

e Establishing accessibility requirements during renovations, not just during
conversions or changes in use.

e Requiring accessibility in buildings built before 1976.
e Providing financial incentives to improve accessibility of existing buildings.

e Making provincial funding allocations subject to universal accessibility
conditions.

At the federal level:

e Acting as a role model for accessibility and inclusion in government
buildings. Taking advantage of every opportunity (maintenance,
renovation, conversion or new construction) to improve the performance of
real estate under the responsibility of the federal government.
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e Lobbying Accessibility Standards Canada, the National Research Council
of Canada and the Canadian Standards Association (CSA) to accelerate
improvements to the regulatory and normative framework for accessibility
and inclusion.

e Providing financial incentives to improve accessibility of existing buildings.

e Making funding allocations subject to universal accessibility conditions.

Available resources
Training

e (Conception sans obstacle, vos projets sont-ils vraiment conformes?
[Barrier-free design, are your projects truly compliant?], Ordre des

architectes du Québec.

e Aménagements piétonniers, parcs, places publiques, sécurisation aux

abords des chantiers, urbanisme, design universel [Pedestrian, park, and

public space development, safety around construction sites, urban
planning, universal design], Société Logique.

e Training | Idéaux.

Subsidies
e Federal

o Enabling Accessibility Fund: financial assistance for large and small
development projects, Government of Canada.

e Provincial

o Petits établissements accessibles [Small accessible establishments
program]: financial assistance to owners and tenants of
commercial, business or community buildings that are not subject to
a legal obligation in terms of accessibility so they can perform the
work to comply with the Construction Code’s accessibility
requirements, Société d’habitation du Québec.
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https://www.oaq.com/devoirs-de-larchitecte/formation-continue/offre-de-formation-en-entreprise/
https://societelogique.org/formation/
https://societelogique.org/formation/
https://www.ideaux.ca/formations
https://www.canada.ca/en/employment-social-development/programs/enabling-accessibility-fund.html
https://www.habitation.gouv.qc.ca/programme/programme/petits-etablissements-accessibles#:~:text=L'aide%20financi%C3%A8re%20maximale%20qui,de%2090%20%25%20au%20co%C3%BBt%20reconnu.

o Programme d’accessibilité des établissements touristiques [Tourism
establishment accessibility program]: financial assistance for

improving accessibility of tourist establishments, Ministére du
Tourisme.

e Municipal

o Montréal

» Subsidy for universal access to businesses: financial

assistance for making existing small businesses in Montréal
accessible.

o Ville de Québec

= Programme Petits établissements accessibles [Small

accessible establishments program]: program to improve
accessibility in small establishments for persons with
disabilities or with reduced mobility.

o Victoriaville

= Victoriaville ville inclusive [Inclusive city]: financial assistance

program for residential, commercial and service building
accessibility in Victoriaville.

o Trois-Rivieres

s Accessibilité universelle aux établissements commerciaux et

de services [Universal accessibility in commercial and
service establishments]: a program promoting barrier-free
and safe infrastructure in all at commercial establishments in
certain areas.

Check the types of universal accessibility subsidies available in your municipality.

Documents
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https://www.quebec.ca/tourisme-et-loisirs/services-industrie-touristique/aide-financiere/programme-accessibilite-etablissements-touristiques
https://montreal.ca/en/programs/subsidy-universal-access-to-businesses
https://www.ville.quebec.qc.ca/apropos/programmes-subventions/habitation/petits-etablissements-accessibles.aspx
https://www.victoriaville.ca/page/1218/victoriaville-ville-inclusive.aspx
https://www.v3r.net/affaires/subventions-aux-entreprises#accessibilite-universelle-aux-etablissements-de-commerce-et-de-service
https://www.v3r.net/affaires/subventions-aux-entreprises#accessibilite-universelle-aux-etablissements-de-commerce-et-de-service

Politique nationale de I'architecture et de I'aménagement du territoire
[National architecture and land use planning policy], Government of

Québec.

Aide-mémoire sur la qualité architecturale [Architectural quality reference
guide], Government of Québec.

CSA-B651-23 standard, Accessible Design for the Built Environment.

Accessibility Standards Canada.

Accessibilité universelle des batiments municipaux montréalais, Ville de
Montréal.

Guide pratique d’accessibilité universelle, Ville de Québec.

Fiches conseils Accessibilité universelle, Ville de Gatineau.

lllustrated technical data sheets, Kéroul.
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https://www.quebec.ca/gouvernement/politiques-orientations/architecture-amenagement-territoire
https://www.quebec.ca/gouvernement/politiques-orientations/architecture-amenagement-territoire
https://cdn-contenu.quebec.ca/cdn-contenu/adm/min/culture-communications/documents/patrimoine/Architecture/Aide-memoire-qualite-architecturale.pdf
https://www.csagroup.org/wp-content/uploads/2430328.pdf
https://accessibilite.canada.ca/elaboration-normes-accessibilite
https://numerique.banq.qc.ca/patrimoine/details/52327/3447409
https://www.ville.quebec.qc.ca/citoyens/accessibilite/docs/acces_Manuel_utilisation_2010.pdf
https://www.gatineau.ca/portail/default.aspx?p=guichet_municipal/accessibilite_universelle/edifices_lieux_publics
https://www.keroul.qc.ca/section/7-fiches-techniques.html

Related fact sheets in this guide

To ensure accessibility of the built environment, also consult the following fact
sheets:

1. Procurement

2. Art an ltur

6. Post-secondary education
7. Elementary and secondary education
8. Employment

13. Housing

14. Recreation, sports and tourism

16. Emergency measures and public safety

17. Parks and green spaces

18. Civic en ment
23. Health services
25 and 26. Paratransit and accessible transit

27. Air and train travel

29. Urban planning

Fact sheet prepared in collaboration with Société Logique, with feedback from
Idéaux (inclusive and universal accessibility design consulting firm), and DéPhy
Montréal.
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10. Event planning

Organizing an inclusive event
What is an inclusive event?

An inclusive event is a gathering or other event organized in such a way that it is
accessible and open to all, regardless of age, gender, background, physical
abilities, sexual orientation or any other personal characteristic. An inclusive
event ensures the same or equivalent participation for all those attending, taking
into account the environment and physical access to the venue, staff attitude,
communication and services offered.

During an event, it is essential to set up spaces to ensure everyone can move
around freely and safely, including those with mobility devices such as
wheelchairs. Logistically, this also includes the provision of adapted services for
participants with special sensory needs. It is therefore important to offer a variety
of food options and solutions to cover all requirements for the event and ensure
good conditions for everyone.

What are the benefits for an organizer of making their event accessible and
inclusive?

e Reach as many people as possible

e Increase the number of participants

e Be a forward-thinking and caring organization
e Develop new partnerships

e Build loyalty among participants

e Gain a competitive edge over other similar events that are not accessible
to everyone

e Create a sense of community
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Overview of the situation

In Québec, 33% of the population report having a functional limitation. However,
100% of people will experience this at some point in time. Inclusion, diversity and
social equality are therefore becoming fundamental for the evolution of society.
Québec has seen recent progress in meeting this commitment through numerous
initiatives and events aimed at promoting inclusion, diversity and social equality.

For example, the Confédération des organismes de personnes handicapées du
Québec (COPHAN) organizes several gatherings, including the National
Disability Summit, to discuss the challenges faced by persons with disabilities.
Other conferences are also organized to address these issues. On the occasion
of Peace Day, the Institut national pour I'équité, I'égalité et I'inclusion des
personnes en situation de handicap (INEEI-PSH) hosted a workshop-conference
entitled “Egalité et handicap — Parcours atypiques ,” giving participants an
opportunity to share their experiences and discuss inclusion. Last May, a
conference entitled “Musée et Accessibilité au Québec — Vers un avenir inclusif,”
organized by Inclusive Society, was also held to discuss the future of accessibility
in museums.

Other initiatives, such as Inclusiv Day or the creation of festivals such as the
Festival Générations, the Festival de Jazz de Montréal, the Francofolies and
Trois-Rivieres’ FEESTIVOIX are also part of this commitment. These events
include concrete measures promoting inclusion and accessibility: free entry for
companions, spaces adapted to wheelchairs and other specific needs, adapted
free shuttles allowing access to sites, reserved parking, and washrooms
accessible to persons with disabilities.

These initiatives celebrate and integrate diverse communities, particularly
persons with disabilities, while raising public awareness of the importance of
inclusion and social equality. They demonstrate a clear desire to strengthen this
movement and reduce disparities in Québec.

Standards and obligations

Currently, there are no strict standards or requirements on the accessibility of
events. However, several organizations have developed guides to help event
managers incorporate accessibility measures. Some existing accessibility
standards include:
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https://ripph.qc.ca/wp-content/uploads/2021/09/Copy-of-Affiche_Atelier_Journees-de-la-PAIX_Francais.pdf-1.pdf
https://societeinclusive.ca/musees-et-accessibilite-au-quebec-ensemble-vers-un-futur-inclusif/
https://www.inclusivday.com/fr/#:~:text=Inclusiv'Day%20vous%20permettra%20de,%C3%A0%20des%20animations%20de%20sensibilisation.
https://www.festivalgenerations.com/
https://montrealjazzfest.com/en/accessibility
https://www.francofolies.fr/accessibilite
https://festivoix.com/english/reduced-mobility/

At the federal level:

Accessible Canada Act (2019)

This law aims to make Canada a barrier-free country by January 1, 2040.
Its objective is to identify, remove and prevent barriers in areas of federal
jurisdiction, particularly in the fields of the built environment,
communication and transportation.

National Standard of Canada: Accessible Design for the Built
Environment (CSA/ASC B651:23, 2023)

This standard is intended to make buildings and other facilities accessible
to persons with a range of physical, sensory, or cognitive disabilities. For
events, sections 5 (Interior circulation), 6 (Interior facilities), 8 (Exterior
circulation, spaces, and amenities) and 9 (Vehicular access) are
particularly relevant.

Canadian Outdoor Spaces Standard (CAN/ASC-2.1, to be published
in 2025)

This standard, currently under review, includes requirements for
accessibility to outdoor spaces, including site layout, furniture, outdoor
surfaces, orientation, and equipment needed to host inclusive outdoor
events.

At the provincial level:

Charter of Human Rights and Freedoms (C-12)

The Charter recognizes that all individuals are equal in worth and dignity,
and have the right to exercise their rights and freedoms, regardless of their
personal characteristics: age, social condition, political convictions, marital
status, disability, language, religion, sex, etc. The right to equality protects
all individuals from discrimination and discriminatory harassment.

Act to secure handicapped persons in the exercise of their rights
with a view to achieving social, school and workplace integration
(E-20.1)

This act protects the rights of persons with disabilities and aims to promote
their integration into society. Government departments and agencies as
well as private organizations apply this legislation to encourage the
implementation of measures to support persons with disabilities, their
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https://laws-lois.justice.gc.ca/eng/acts/a-0.6/
https://www.csagroup.org/wp-content/uploads/2430328.pdf?srsltid=AfmBOorJ4QiU52cnw9gMMBhEVovrPSycMBLksSWLKOThstjpKAAA6vyD
https://www.csagroup.org/wp-content/uploads/2430328.pdf?srsltid=AfmBOorJ4QiU52cnw9gMMBhEVovrPSycMBLksSWLKOThstjpKAAA6vyD
https://accessible.canada.ca/creating-accessibility-standards/can-asc-21-outdoor-spaces-draft
https://www.cdpdj.qc.ca/en/your-rights/the-laws-protecting-your-rights/charter
https://www.legisquebec.gouv.qc.ca/en/document/cs/e-20.1
https://www.legisquebec.gouv.qc.ca/en/document/cs/e-20.1

families and their living environments, as well as the development and
organization of resources and services available to them.

e Québec Construction Code: Guide sur I’accessibilité des batiments
(2022)

This guide brings together design standards for accessibility and explains
the reasons behind certain requirements. Sections on barrier-free paths,
entrances and parking lots are particularly relevant for park and green
space development. Since July 2023, this guide is mandatory for any new
construction or renovation in Québec.

Good practices

When organizing an inclusive event, several elements need to be taken into
account, from physical access to communication. The following is a
non-exhaustive list of good practices that could be implemented:

Built environment

e Using large parking lots located near the entrances of the event venues
and providing an accessible drop-off zone.

e Ensuring that outside paths leading to the entrance are easily and fully
accessible.

e Providing areas adapted to different needs to promote independent
participation (seating, open spaces, etc.).

e Providing universally accessible washroom areas.

e Choosing a location that offers physical accessibility to all services
(entrance, washrooms, ticketing, catering, etc.).

e Choosing a location close to public transit with accessible parking nearby.

e Developing the space to meet the diverse needs of users (wheelchairs,
strollers, etc.).

e If the event is outside, providing rest areas in the shade.
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https://www.rbq.gouv.qc.ca/fileadmin/medias/pdf/Publications/francais/guide-accessibilite-batiment_2022.pdf

e Providing a space for service dogs to hydrate, rest and recharge.
Communication and signage

e Using multiple channels to disseminate event information (social media,
email, website, posters, newspapers, radio ads, etc.).

e Using large, legible fonts with good contrast between text and background.
e Installing signs that are visible and at a height accessible to everyone.

e Using clear signage and pictograms on site to indicate washrooms, exits
and emergency exits.

e Providing sign language interpretation services, hearing loops and
subtitles for musical performances.

e Organizing translation services in other languages, depending on the
audience.
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Technology

e Ensuring that the event website is accessible, up-to-date and contains
reliable information.

e Providing information in text and audio format to cater to different
preferences and needs.

e Promoting the event on various platforms to foster inclusion.

e Highlighting (as soon as the event is promoted) the accessible services
offered so participants know what to expect.

e Having a mobile payment service to facilitate on-site transactions.
Attitude and policies

e Educating and training staff so they are ready to welcome and help
anyone requiring assistance.

e |dentifying environmental factors that enhance or limit participants’
accessibility and quality of experience.

e Developing an inclusive safety plan, taking into account the specific needs
of persons with disabilities for evacuations or emergencies.

e Including criteria for universal accessibility in calls for tenders.
Services

e Providing a diverse food offering that meets the needs of different diets.
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Available resources
Training

e Conception d’événements inclusifs - Vers une patrticipation accrue
[Designing inclusive events to attract participants], Idéaux.

o A ibl Inclusive Event Planning for Knowl Mobilization,
Research Impact Canada

e Accessibilité universelle des événements [Universal accessibility of
events], AlterGo.

e Organisation d’événements accessibles, [Organizing accessible events]
Ville de Gaspé, 2023.

Subsidies
e Federal
o Enabling Accessibility Fund: financial assistance for large and small

development projects, Government of Canada.

e Provincial

o Funding for festivals and tourism events: financial assistance for the
organization of festivals and tourism events, Government of

Québec.

o Aide financiere : Appel de projets Culture et Inclusion [Financial
assistance: culture and inclusion call for proposals]: support for
projects that use culture to intervene on social issues, Government
of Québec.

e Municipal

o Financial support for inclusive recreation: financial assistance
allocated to cover expenses related to the inclusion of persons with
disabilities in recreation activities offered to the general population,
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https://www.ideaux.ca/event-details/conception-devenements-inclusifs-vers-une-participation-accrue
https://rise.articulate.com/share/ngZ-WN24w36cnJ84I3dpGJ1DN-0fCV23#/
https://altergo.ca/fr/expertise/accessibilite-universelle-des-evenements/
https://commercecotedegaspe.org/2023/12/03/est-ce-que-vous-evenement-ou-votre-commerce-est-accessible/
https://www.canada.ca/en/employment-social-development/programs/enabling-accessibility-fund.html
https://www.quebec.ca/tourisme-et-loisirs/services-industrie-touristique/aide-financiere/festivals-evenements-touristiques#c164793
https://www.quebec.ca/culture/aide-financiere/aide-aux-projets-appel/appel-de-projets-culture-et-inclusion/programme-complet
https://www.quebec.ca/culture/aide-financiere/aide-aux-projets-appel/appel-de-projets-culture-et-inclusion/programme-complet
https://www.ville.quebec.qc.ca/apropos/programmes-subventions/loisirs_sports/organismes/cadre-soutien/soutien-financier.aspx

with a view to diversifying and strengthening the offer of inclusive
activities in the area, Ville de Québec.

Documents

e Inclusive event planning, Government of Canada.

e Guide Accessibilité universelle des événements [Universal accessibility of
events], AlterGo.

e EDI Event Guide, Telfer

e Organiser un événement inclusif et accessible: le guide complet (The
complete guide to organizing an accessible event), WEEZEVENT.

e Fiche pour un événement inclusif (Inclusive event fact sheet), Réseau des
universités du Québec.

Related fact sheets in this guide
To ensure inclusion at events, also consult the following fact sheets:
2. Art and culture

3. Oral and written communication

4. Diqgital communications

14. Recreation, sports and tourism

16. Emergency measures and public safety

17. Parks and green spaces

18. Civic engagement

25 and 26. Paratransit and accessible transit

Fact sheet prepared by Idéaux (inclusive and universal accessibility design
consulting firm).



https://www.canada.ca/en/women-gender-equality/gender-based-analysis-plus/resources/inclusive-event-planning.html
https://www.altergo.ca/wp-content/uploads/2020/09/accessibilite_universelle_evenements_altergo_0-1.pdf
https://telfer.uottawa.ca/en/about/equity-diversity-and-inclusion-at-telfer/edi-events-guide/
https://weezevent.com/fr/blog/organiser-evenement-inclusif-accessible/
https://reseau.uquebec.ca/system/files/documents/fiche-evenement-inclusif-edi-uq-2023.pdf
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11. Lodging

Public, private and community continuum
Accommodation for persons with disabilities

Persons with disabilities generally prefer to stay at home with appropriate
services rather than living in an institutional setting. However, some people
require accommodation adapted to their specific needs. It is therefore essential to
focus on providing a range of alternative living environments rather than relying
on private accommodation. This will avoid the commaodification of health.

Currently, many persons with disabilities are being lodged due to a lack of
adequate alternative resources, such as social housing or home care services.

There is evidence of operators exploiting this clientele by prioritizing their profits
at the expense of the quality of services. In addition, the quality of services varies
considerably between the different operators and the types of accommodation
(community shelters, intermediate or family-type resources (RI-RTF), long-term
care centres (CHSLD) and seniors’ homes). There are also several
accommodation options offered by charities such as Maisons Martin-Matte and
the Fondation Louis et Véro.

The limited income of persons with disabilities, combined with limited access to
home support, sometimes leads to their institutionalization, and in some cases to
the use of medical assistance in dying, which is increasingly accessible.
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Table 1: Monthly incomes of single persons with disabilities receiving social assistance, by province

(2022 figures).
Monthly Monthly % of $1601.51 | % of % of 2022
income from | income from per month = Canada’s Extreme
social social OAS + GIS 2022 Official | Poverty
assistance assistance January 2022 | Poverty Line*
(2022) (2022) + $200 Line?
per month
New Brunswick $907.00 $1,107.00 69% 54% 73%
Nova Scotia $1,057.25 $1,257.25 79% 58% 7%
Manitoba $1,177.08 $1,377.08 86% 65% 87%
Ontario $1,322.58 $1,522.58 95% 66% 88%
Québec $1,362.92 $1,562.92 98% 81% 109%
Saskatchewan $1,419.92 $1,619.92 101% 75% 100%
British Columbia $1,504.50 $1,704.50 106% 73% 98%
Prince Edward Island $1,559.58 $1,759.58 110% 83% 110%
Newfoundland and $1,700.00 $1,900.00 119% 90% 119%
Labrador
Alberta (AISH") $1,776.58 $1,976.58 123% 85% 113%

" AISH: Alberta’s Assured Income for the Severely Handicapped

2

https://maytree.com/wp-content/uploads/Welfare in_Canada 2022.pdf

3 Canada'’s Official Poverty Line = Market Basket Measure (MBM)
4 Extreme poverty line = 75% of the Market Basket Measure (MBM) = Cost of obtaining a basket of essential
goods and services to meet basic needs (food, clothing, shelter, transportation and other necessities)

Persons with disabilities want to live in the community and participate actively in
society. While fact sheet 13, Housing (Residential Adaptation Assistance
Program (RAAP)) deals with the non-institutional environment, it is relevant to
mention the existence of numerous options aimed at providing better housing to
persons with disabilities: Residential Adaptation Assistance Program, Shelter
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https://maytree.com/wp-content/uploads/Welfare_in_Canada_2022.pdf%20
https://www.habitation.gouv.qc.ca/english/detail-du-programme-english/programme/residential-adaptation-assistance-program
https://www.habitation.gouv.qc.ca/english/detail-du-programme-english/programme/shelter-allowance-program

Allowance Program, Low-Rental Housing Program, Accésl ogis Program? and
Québec Rent Supplement Program.

The home care and support services (SAD) model in Québec needs to be
reviewed. That is the opinion of Health and Welfare Commissioner Joanne
Castonguay, who finds the situation “worrying”. During a press conference in
January 2024, she said that the home care and support system can no longer
adequately meet the current needs of the population and that it seems poorly
equipped to deal with future demands. Better access to SAD is needed to help
persons with disabilities remain at home.

Overview of the situation

As of March 31, 2021, 36,350 people in Québec were living in long-term care
centres (CHSLDs), 18,742 adults in intermediate resources (RIs) and 7,816
adults in family-type resources (RTFs). Ninety-one percent of people living in
long-term care centres were aged 65 and over, with an average length of stay of
about two years. As for adults in Rls or RTFs, 41% were users of intellectual
disability, physical disability or autism spectrum disorder programs, 39% were
users of the support program for the autonomy of seniors, and 20% were users of
the mental health program.

Residential services aim to provide a supportive living environment for people
with autism spectrum disorders and disabilities, taking into account the nature
and complexity of their needs, abilities, disabilities and life plans. These settings
include but are not limited to RIs and RTFs, supervised apartments, social
housing with services, long-term care centres and alternative homes.

According to section 108 of Québec’s Act respecting health services and social
services, many public institutions prefer to purchase accommodation spaces from
private resources rather than create public Rls or CHSLDs. However, these
resources have gaps in the quality of services and in the level of resources

20 The program has three components:

Component 1: Permanent dwellings for low- and moderate-income households (families, people
living alone, independent seniors, independent disabled people).

Component 2: Permanent dwellings with services (e.g., meals, home support services,
housekeeping) for seniors with slightly diminishing independence.

Component 3: Temporary, transitional or permanent dwellings with services for people with
special housing needs.
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https://www.habitation.gouv.qc.ca/english/detail-du-programme-english/programme/shelter-allowance-program
https://www.habitation.gouv.qc.ca/english/detail-du-programme-english/programme/low-rental-housing
https://www.habitation.gouv.qc.ca/english/detail-du-programme-english/programme/acceslogis-quebec-english
https://www.habitation.gouv.qc.ca/english/detail-du-programme-english/programme/rent-supplement
https://www.lapresse.ca/actualites/sante/2024-01-23/soutien-a-domicile/la-situation-est-inquietante-estime-la-commissaire-castonguay.php
https://www.lapresse.ca/actualites/sante/2024-01-23/soutien-a-domicile/la-situation-est-inquietante-estime-la-commissaire-castonguay.php

available because they are not subject to accreditation, certification or MSSS
inspections in the RI-RTFs.

Barriers to accommodation for persons with disabilities

Persons with disabilities face many barriers regarding accommodation, including:
e Limited income

e Limited availability of accessible housing

e High cost of adapted housing

e Lack of access to the Home Support Program

e Lack of desire for institutional accommodation (CHSLD and RI-RTF)

e Disparities in institutional and non-institutional accommodation between
CISSS-CIUSSS, territories and regions

e \Wage inequalities for health care professionals between public, private and
community institutions

e High staff turnover across the housing continuum

e Differences in staff training between the various types of accommodation
e Variability in service quality between types of accommodation

e Waiting lists, indicating rationing in access to services

e The housing crisis and its impact on persons with disabilities

Renoviction still present in Québec

We remain deeply concerned about the rise in fraudulent tactics used by some
landlords to force vulnerable tenants out of their homes in very short timeframes.

Dwelling repossessions, evictions for major renovations (known as “renovictions”)
or alterations, and excessive rent increases have become common practices for
many landlords. Persons with disabilities are often forced take legal action to get

126


https://www.ledevoir.com/societe/sante/759107/deficience-intellectuelle-et-autisme-un-reseau-d-hebergement-a-bout-de-ressources
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their landlords to remove everyday barriers and make their living environment
safer. Common demands include the installation of ramps, accessible parking
spaces, automatic doors, improved lighting, wider entrances, and handrails.
These examples illustrate some of the reasons why persons with functional
limitations have taken their cases to human rights tribunals.

In fact, many of the tenants who win their case before the Tribunal administratif
du logement (TAL) end up leaving their apartment, fed up with the harassment
and reprisals from landlords. It is important to note that housing discrimination is
illegal in Québec. A landlord cannot refuse to sign a lease with a tenant because
of their personal characteristics such as skin colour, religion, age or type of
disability.

In this difficult context, it is essential to remember that the Charter of Human
Rights and Freedoms still applies to housing.

Technological innovation as a solution

To help persons with disabilities in their housing search, the Comité d’action des
personnes vivant des situations de handicap (CAPVISH) has developed a web
application specializing in adapted housing—the AppLOAD. This app is the first
of its kind in the greater Québec City area.

Launched by CAPVISH, the app allows users to search for a dwelling based on
several specific criteria: location of the neighbourhood, size of the dwelling,
number of rooms, type of rental, or the accessibility services available. The app is
designed to be user-friendly for persons with disabilities.

Standards and obligations

It is essential to understand the Mécanisme régional d’acces a 'hébergement
and grasp its complexity.

In addition to public, private and community accommodation resources in the
area of health and social services, the Ordre des architectes du Québec
advocates for improved housing accessibility for persons with disabilities. For
persons with reduced mobility, the path to finding accommodation suited to their
needs resembles an obstacle course.
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The Régie du batiment du Québec (RBQ) therefore adopted new regulations to
align construction of accessible housing. These regulations will enable Québec to
catch up or surpass provinces that already require 5 to 15% of multi-unit
dwellings to be accessible or adaptable. However, the City of Vancouver goes
even further, imposing 100% adaptable housing.

Good practices

Good practices are simple, but applying them consistently across Québec
remains an ongoing commitment on the part of public health and social services
institutions:

e Assisting the person so they can find suitable housing with the necessary
services according to their changing condition and needs (by planning the
anticipated evolution of these needs).

e Respecting the choices of individuals based on their life history.

e Ensuring consistency in the quality of accommodation and equality in the
services offered to people with similar needs, regardless of the models
proposed or available (Maison des ainés, CHSLD, RI-RTF, RPA, community
residential resources, etc.).

e Implementing scent-free policies in accommodation settings to take into
account the needs of people affected by multiple chemical sensitivities.

Particularities according to disability type

Welcoming more than 300,000 visitors with disabilities, the 2024 Olympic and
Paralympic Games highlighted the best in hospitality, ensuring optimal conditions
for persons with disabilities.

Le quide pratique de I'hébergement handi-accueillant, a guide to making
accommodation accessible for the event provides recommendations tailored to
the following disabilities or categories:

e Hearing disability

e Visual impairment
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e Intellectual disability
e Families

e Seniors

e Wheelchair users

What may seem appropriate for a large temporary event may also be relevant in
the medium to long term.

Available resources

e See the Mécanisme régional d’acces a I'hébergement to understand its
complexity.

e Pour le mieux-étre des personnes hébergées - Plan d’action pour
I’'hébergement de longue durée 2021-2026, [Action plan for ensuring the
well-being of persons in long-term accommodation] Government of
Québec

e Accommodation in a public facility (definition, costs and eligibility), RAMQ.

e Accommodation via an intermediate resource (definition, costs and
eligibility), RAMQ.

e [’inaccessibilité du soutien a domicile, Le Devoir.

e Un projet-pilote pour sortir les adultes handicapés des CHSLD,
Radio-Canada Info.

e De la rénoviction pour évincer des personnes handicapées, Le Soleil.

e Recherche de logement adapté: innovation a Québec pour les personnes
handicapées, Journal de Québec.

Related fact sheets in this guide

To ensure inclusion in housing (public, private and community continuum), also
consult the following fact sheets:
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9. Built environment
13. Housing
19. Income

20. Environmental health

23. Health services

24. ial servi

25 and 26. Paratransit and accessible transit

29. Urban plannin

Fact sheet prepared by André Prévost, in collaboration with Mathieu Noél
(COPHAN).
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12. Immigration

Ensuring equitable inclusion for immigrants with disabilities

Overview of the situation

Immigrants with disabilities face unique challenges, dealing with dual
discrimination due to their migration status and disability. They often face barriers
in accessing adequate housing, health services, employment opportunities and
accessible infrastructure. Biases, language and cultural barriers, as well as a lack
of awareness exacerbate their difficulties. An inclusive approach is needed to
address their specific needs and foster their integration.

Some specific barriers and how to address them:

o Limited access to health services: Health services are often ill-suited to
the needs of persons with disabilities, and even more so for immigrants.
Training medical staff to be more inclusive and providing language
interpretation services is crucial.

e Inaccessible and expensive housing: Adapted housing is often rare and
expensive. Increasing the availability of social and accessible housing and
providing specific support tools and services for immigrants with
disabilities is essential.

e Recognition of qualifications: Immigrants with disabilities may have
qualifications and skills that their host country does not recognize.
Qualification recognition programs and additional training are needed to
facilitate their professional integration.

e Discrimination and prejudice: Immigrants with disabilities often
experience multiple discrimination. Awareness campaigns and training on
diversity and inclusion can help reduce bias and promote a more
welcoming environment.

e Accessibility of transportation: Paratransit services can be inadequate
or poorly planned. Improving public transit accessibility and providing more
efficient paratransit options should be priorities.
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Standards and obligations

There are frameworks to guide organizations in creating more inclusive practices.
Some are mandatory, while others encourage organizations to go further.

e Duty to accommodate: Employers and service providers must adjust their
practices to meet the needs of immigrants with disabilities by providing
reasonable accommodations.

e Accessibility standards: Québec employers, schools and public institutions
are required to respect human rights laws that guarantee accessibility and
prohibit discrimination on the basis of disability. Immigrants with disabilities
are entitled to reasonable accommodations to fully participate in professional
and social life.

e Act to secure handicapped persons in the exercise of their rights: This
Québec law aims to promote the integration and autonomy of persons with
disabilities by imposing accessibility standards on public and private
institutions.

Good practices

e Partnering with specialized organizations: \Working with organizations
supporting immigrants and persons with disabilities to deliver integrated
and adapted services.

e Offering mentoring programs: Establishing mentorship programs to help
immigrants with disabilities navigate health, housing and employment
systems.

e Improving the accessibility of information: Providing information in
multiple languages and accessible formats (Braille, audio, etc.) to ensure
that all immigrants with disabilities can access the necessary resources.

e Raising awareness and training staff: Training public and private
services staff in welcoming and supporting immigrants with disabilities.
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o Simplifying administrative procedures: Facilitating access to public,
social and health services for immigrants with disabilities by simplifying
procedures and providing personalized support.

e Inclusive occupational integration programs: Putting in place
employment support programs that address immigration-related barriers
(recognition of foreign qualifications) and disability-related needs.

e Accommodations in schools: Providing specific support in educational
institutions for immigrant students with disabilities, including pedagogical
support, adaptive technologies and teacher training on inclusion.

e Collaborating with ethnocultural communities: Working with
ethnocultural community groups to raise awareness and support for
families accompanying persons with disabilities, thereby facilitating access
to necessary resources and supports.

e Awareness campaigns: Organizing campaigns to raise public awareness
on the rights of immigrants with disabilities and to combat prejudice and
discrimination.

e Strengthening inclusion policies: Advocating for more inclusive public
policies, particularly in public and private sector recruitment to promote the
employment of immigrants with disabilities.

The inclusion of immigrants with disabilities is based on concrete measures and
an inclusive approach at several levels: awareness-raising, accessibility of
services, professional integration and public infrastructure development. By
adopting these good practices, Québec can contribute to a fairer society where
all citizens can participate fully, regardless of their origin or situation.

Available resources

e Subsidies and support programs: Using available subsidies to improve
accessibility and provide financial support to immigrants with disabilities.

e Documentation and practical guides: Disseminating practical guides
and resources to promote the inclusion of immigrants with disabilities.
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Creating an accessible and inclusive environment for immigrants with disabilities
is an ongoing process that requires coordinated effort and adaptability. By
implementing inclusive practices and raising community awareness, we are
helping to build a more equitable and welcoming society for all. And in doing so,
every individual can flourish, regardless of their abilities and migratory status.

References

Official documents and government reports

e Legislative and regulatory framework for immigration in Canada,
Government of Canada.

o This document explains Canadian immigration laws and
regulations, including medical eligibility criteria that affect
immigrants with disabilities.

e Plan d’action a I'égard des personnes handicapées, Office des personnes
handicapées du Québec (OPHQ).

o This action plan presents the specific measures put in place to
improve accessibility and inclusion of persons with disabilities in
Québec.

e Act to secure handicapped persons in the exercise of their rights with a
view to achieving social, school and workplace integration.

o This Québec law governs the rights and inclusion of persons with
disabilities and may be relevant to immigrants.

Organization reports and studies on the inclusion of immigrants with
disabilities
e Barriers to the inclusion of immigrants with disabilities, Canadian Council
for Refugees (CCR).

o This report examines the specific challenges faced by immigrants
with disabilities in Canada, including access to health and social
services.
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e Pour une pleine participation des personnes immigrantes en situation de
handicap [Fostering the inclusion of immigrants with disabilities], Institute
for Socio-economic Research and Information (IRIS).

o This paper analyzes public policies in Québec and proposes

recommendations to improve the inclusion of immigrants with
disabilities.

Related fact sheets in this guide

To ensure the inclusion of immigrants with disabilities, see also the following fact
sheets:

3. Oral and written communication

4. Digital communications

6. Post-secondary education

7. Elementary and secondary education
8. Employment

9. Built environment

16. Emergency measures and public safety

23. Health services

24. Social services

25 and 26. Paratransit and accessible transit

Fact sheet prepared in collaboration with Alexandra Bustillo, psychosocial worker
(AMEIPH).
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13. Housing

Providing accessible and inclusive housing
What is an accessible and inclusive dwelling?

A dwelling is a stable place of residence that can take several forms:
single-family home, plex, multi-family building, condominium, apartment,
bedroom, student residence, seniors’ residence, etc.

An accessible and inclusive dwelling is a space designed for anyone, regardless
of their abilities, capacities or age, in which they can live, carry out their daily
activities and assume their family and parental responsibilities. This type of
housing eliminates barriers for persons with disabilities through accommodations
that also benefit all other residents. When inclusive accommodations reach their
limits, home care services, assistive devices and adaptations are provided to
meet specific needs.

In addition to the general characteristics of an accessible and inclusive built
environment, accessible and inclusive housing must be designed, built,
renovated and maintained to ensure that:

e Passageways inside the building allow access to all common services
and to each unit. In plex and multi-family buildings without an elevator,
only ground floor units are accessible.

e Passageways in each housing unit give access to all rooms and
functions. Two-storey dwellings should be avoided. Otherwise, a bedroom
and full bathroom must be provided on the ground floor.

e Washrooms are big enough to move around in and are equipped for all
users.

e The rooms are large enough to move around in once furnished.

e The kitchen offers circulation areas and equipment that can be used by
everyone.

e All controls and equipment (height and opening of windows,
temperature control, etc.) are accessible and can be used by everyone.
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e Future adaptations to the specific needs of a person with disabilities
can be carried out easily, with minimal work.

Overview of the situation

In Québec, there is a shortage of accessible and inclusive housing, while the
demand for this type of housing is high. This puts a lot of pressure on home
adaptation programs, which are often seen as the only way to make the
necessary adjustments. The work can be years in the waiting, forcing many
people to live in environments that do not meet their needs. Unlike other citizens,
persons with disabilities often cannot freely choose their housing, move to
another neighbourhood closer to work, or adapt to a change in the composition of
their household.

By definition, accessible and inclusive housing can be occupied by everyone.
However, due to its scarcity, this type of housing is often reserved for persons
with disabilities, which can lead to a risk of ghettoization.

Making the majority of dwellings accessible and inclusive is essential to providing
persons with disabilities with meaningful housing choices so that everyone can
enjoy the benefits of such housing. Although Québec has made headway with
the regulatory changes adopted in 2018, the resulting benefits for those affected
have yet to be seen.

Finally, Québec is facing an unprecedented housing availability and affordability
crisis. Measures to resolve this crisis must include universal accessibility to
ensure that no one is neglected. Framing these efforts through a national policy
on housing (which has been under development for more than a decade) and a
government action plan on housing (announced several times as imminent in
recent years) is also necessary to provide a structured solution.

Current accessible and inclusive housing supply

Québec does not have an exhaustive inventory of accessible housing, specifying
the quantity, location or type. The diverse terminology (visitable, adapted,
accessible, adaptable), varied characteristics, and multiple owners makes it
difficult to count them. In addition, there is no specific marketing system to
facilitate the search for accessible housing for persons with disabilities, nor to
allow landlords to find tenants or buyers for these dwellings.
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As with the built environment in general, the majority of homes in Québec date
back several decades. In Montréal, for example, 71% of dwellings were built
before 1980, with configurations often not suitable for universal accessibility
(exterior stairs, spiral staircases, raised ground floor, etc.). Major renovation or
home adaptation work is needed to make them accessible, with such work
carried out only on a voluntary basis.

Since 1976, new residential buildings of three storeys or more, comprising at
least eight units, must meet certain accessibility requirements in their common
areas. Forty years later, in 2018, the first regulatory accessibility requirements for
the interior of housing units were introduced. These requirements were based on
studies showing that the additional costs for minimally accessible or adaptable
design (accessible and inclusive) were minimal. After a period of adaptation for
designers and developers, construction of the first non-voluntary accessible units
began in 2020. That year, construction began on 38.000 multiple family units
(apartments), accounting for less than 1% of Québec’s residential housing stock.
While these units are a breakthrough, they are often minimally accessible, small
and more expensive than existing units, thus limiting their affordability for many
persons with disabilities.

By 2022, Québec had close to 136,000 social housing units. According to the
Office des personnes handicapées du Québec, only 1% of these units were
reserved for persons with disabilities. Under the AccésLogis program (36,200
units built), the Société d’habitation du Québec had set high accessibility
requirements: 10% of dwellings had to be adaptable in small residential buildings,
and 100% (i.e., 30% in Montréal) in larger buildings. However, little data is
available on the units actually completed and the majority of adaptable housing
delivered under the program in Montréal were intended for seniors. The Québec
Affordable Housing Program, which replaced AccésLogis, now requires that 10%
of units be adaptable regardless of the size of the building—which is a setback.

In Montréal, of the 20,810 low-rent housing units managed by the Office
municipal d’habitation de Montréal, only 631 are adapted (3%), of which 104
(0.5%) are for families. Wait times for low-rent housing are increasing across
Québec, with families requiring adaptable or accessible housing particularly
affected. In 2021, the average wait in Montréal was_5.7 years.

Accessible and inclusive housing demand
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There have been no specific analyses on the demand for accessible and
inclusive housing. However, in 2017, in Québec, 1,053,350 people reported
having a significant and persistent disability affecting their daily activities,
representing 16.1% of the population. Of this group, more than 260,000 used
special accommodations in their homes, and 15% (39,000 people) lived in poorly
adapted housing. In addition, 70,000 people did not have specific
accommodations, despite requiring them, bringing the number of people in need
of accessible and inclusive housing in the short term to almost 110,000.

This demand is heightened by an aging population. The prevalence of functional
limitations increases drastically with age, with a_disability rate of 57.2% among
Quebecers aged 65 and over, and 84% among those aged 85 and over. With
25% of the Québec population aged 65 and over by 2031, and 25% of the
population aged 85 and over by 2061, future demand for accessible and inclusive
housing is expected to grow exponentially. Many seniors already want this type of
housing so they can remain independent for as long as possible. Family and
friends of seniors and people with disabilities are also looking for accessible and
inclusive housing due to an increased sensitivity to accessibility issues as well as
the visitability, practicality and functionality of such housing.

Persons with disabilities do not always live alone. In 2017, for example, 21%
lived in a household with at least one child under the age of 18. In the absence of
suitable housing for large households, their only option is often a bigger home
unsuitable for functional limitations, which creates dependency and vulnerability.
As a result, there is a demand for accessible and inclusive housing of different
sizes to accommodate different life choices.

Persons with disabilities are also more often renters compared to those without
disabilities. Almost half of those with mobility difficulties are renters, with the
majority living below the low-income cut-off. However, only one in seven persons
with disabilities lives in subsidized housing. This situation is becoming critical in
times of housing shortages, with discrimination by some landlords, refusal to
carry out adaptation work, and rising rents.

Lastly, 9.4% of persons with disabilities live in housing in need of major repairs,
compared with 6.7% of people without disabilities.

Home adaptation
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When a person’s needs change, when they can’t find a suitable home or when an
accessible and inclusive home requires modifications, there is often only one
solution—home adaptation. This sometimes leads to major renovation work.
However, not everyone has the will or the means to embark on such a project,
especially since living in unsuitable housing is already an everyday challenge.

A few home adaptation assistance programs exist, each aimed at specific clients
with its own rules and criteria. Some are simpler and/or more generous than
others, which creates inequalities between applicants in terms of waiting times,
assistance and financial support. This includes programs for victims of workplace
or road accidents, for veterans, or for people living in an Indigenous community.

The majority of persons with disabilities who do not meet the criteria of these
specific programs must turn to the Société d’habitation du Québec’s Residential
Adaptation Assistance Program (or its municipal equivalent for the Ville de
Montréal) to get help with the work needed to meet their basic needs. In 2022,
this program only achieved 1,101 home adaptations. Since its inception in 1990,
the program has never been able to meet demand, experiencing prolonged wait
times, high abandonment rates, partially met needs, and a clientele mainly made
up of owner-occupiers, whereas persons with disabilities are primarily renters.

Low-rent housing units are not eligible for the Residential Adaptation Assistance
Program. The necessary adaptations to these units must be financed from the
building maintenance and repair budgets at a time when there is a chronic
maintenance deficit in Québec’s low-rent housing stock.

Other considerations

Other factors influence the ability of a person with disabilities to leave home and
interact with the community. They include:

e The cost of their housing based on their financial capacities.

e The availability, variety and accessibility of shops and services close to
their residence.

e The availability and accessibility of means of transport: public transit,
paratransit, pedestrian amenities, parking, etc.

e Sufficient home support services.
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In addition, some people living independently require supervision or assistance in
carrying out everyday activities. This support can take many forms, ranging from
home support services to pooling hours of service for a continuous presence
(24/7), or even parent-initiated projects for persons with intellectual disabilities or
autism spectrum disorders. In all cases, flexibility and collaboration with the
health and social services network are essential to avoid institutionalization.

Standards and obligations

In Québec, building requirements come under the responsibility of the Régie du
batiment du Québec for large buildings (more than three storeys or more than
eight units), and under municipal jurisdiction for small buildings (three storeys or
fewer and eight units or fewer).

Since 1976, the common areas of large residential buildings must meet
accessibility standards, while the first requirements for home interiors did not
appear until 2018. For buildings of four storeys or fewer, the current regulations
do not include any requirement for an elevator, reducing the number of
accessible units, even with the new requirements in effect. Housing units located
in seniors’ residences are not subject to these standards.

Some municipalities in Québec have adopted more stringent accessibility
requirements than specified in the Québec Construction Code for new buildings
in their territory. In Laval, in addition to making the main entrance accessible,
50% of other entrances must also be accessible, and 10% of units in buildings
with 13 or more units must be adaptable. The city of Drummondville requires
widened doors, and Victoriaville requires corridors and widened doors in all types
of housing, including single-family homes.

In addition to the standards for large buildings, the Construction Code contains
directives for small buildings. For example, if the height difference between the
entrance to the apartment building and the ground floor is 600 mm or more,
accessibility is not required, resulting in buildings with semi-basement dwellings
or interior staircases in the entrance hall, making subsequent adaptations very
difficult. Municipalities may also require increased universal accessibility in
certain areas or for certain projects through their planning by-laws. Public
consultations allow citizens to influence these by-laws to give greater
consideration to universal accessibility.
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In addition to by-laws, there are standards and voluntary programs encouraging
homeowners and contractors to improve housing accessibility.

The Canada Mortgage and Housing Corporation (CMHC) has supported
accessible housing for many years, promoting the development and renovation of
social and community housing, as well as contributing to research and

knowledge sharing related to housing. It also offers numerous information
documents on housing accessibility.

The Société d’habitation du Québec (SHQ) manages many housing improvement
programs. In addition to home adaptation, it establishes rules and budgets for the
deployment and maintenance of low-rent housing stock, the management of
Accéslogis units and affordable housing (Québec Affordable Housing Program),
and provides financial support to certain households to pay their rent. Although
many SHQ programs include accessibility components, it is neither systematic
nor cross-cutting. In February 2023, the government announced it was ending
the AccésLogis program without proposing a replacement to ensure housing
accessibility.

The Canadian Standards Association developed the B652 standard on
accessible housing, which provides dimensions and solutions to facilitate housing
accessibility, but its application remains optional.

Good practices

As a citizen:

e | earning about accessible and inclusive housing.

e Contacting your municipal, provincial and federal elected officials to
express your support for accessible and inclusive housing initiatives.

e Sharing your concerns on social media.

e Participating in municipal public consultations on housing projects to
advocate universal accessibility for all units planned.

As a municipality:
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Adopting more ambitious building by-laws for universal accessibility in
housing, particularly for buildings with three or fewer floors and eight or
fewer units.

Prohibiting the construction of semi-basement dwellings.

Establishing an accessibility committee including persons with disabilities
or their representatives to review all new residential projects to ensure
universal accessibility is integrated.

Implementing measures to convert existing residential buildings into
universally accessible housing.

Integrating universal accessibility into special urban planning programs
(PPUs) and planning and architectural integration programs (PIIAs).

Using universal accessibility as a criterion in permit applications for
specific building construction, alteration or occupancy projects (PPCMEs).

Making universal accessibility a condition for obtaining subsidies in
municipal programs that support the creation or renovation of housing.

At the provincial level:

Following Ontario’s lead by adopting a universal accessibility act with
robust housing provisions.

Adopting a national policy on housing (which has been under discussion
for more than a decade) and a government action plan on housing (often
announced as imminent).

Strengthening the requirements of the Québec Construction Code to meet
the current and future needs of the population, including:

o Making requirements for adaptable housing units mandatory.

o Regulating the accessibility of units in seniors’ residences, which
are currently exempt.

o Removing the exception that almost systematically exempts small
buildings from accessibility requirements in Part 9 of the Québec
Construction Code. Imposing accessibility for buildings of three
storeys or fewer and eight units or fewer, which is currently under
municipal jurisdiction.
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o Requiring accessibility in buildings and units during major
renovations.

Creating a centralized inventory of accessible, adaptable or adapted
housing available in Québec.

Integrating universally accessible housing into a government action plan
on housing and the Politique nationale de I'architecture et de
I'aménagement du territoire [National policy on architecture and land use
planning].

Strengthening accessible and adaptable social and community housing
programs and ensuring their sustainability.

Increasing budgets, streamlining processes and expanding capacity to
process home adaptation applications.

Making universal accessibility a requirement for provincial initiatives and
programs that support housing construction or renovation projects.

Providing municipalities and RCMs with the necessary tools to integrate
universal accessibility into their planning by-laws and their accessibility
action plans.

Ensuring a continuum between housing and accommodation, enabling a
smooth transition that respects the life choices of persons with disabilities.

At the federal level:

Incorporating requirements for universally accessible housing into the
National Building Code (NBC), drawing, in particular, on the practices of
the CSA B652 standard on accessible housing.

Making universal accessibility mandatory in federal programs and
initiatives that support housing construction or renovation projects.

Available resources

Subsidies

Residential Adaptation Assistance Program, Société d’habitation du
Québec.

Montréal Home Adaptation Program, Ville de Montréal.
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https://www.csagroup.org/wp-content/uploads/2430606.pdf
https://www.habitation.gouv.qc.ca/english/detail-du-programme-english/programme/residential-adaptation-assistance-program
https://montreal.ca/en/programs/home-adaptation-program-hap

e Adaptation de domicile [Home adaptation], Commission des normes, de
I'équité, de la santé et de la sécurité au travail.

e Home adaptation, Société de I'assurance automobile du Québec.

e Québec Affordable Housing Program, Société d’habitation du Québec.

Documents

e [Experience 303 : a reference site for information on construction and
renovation as well as a window on the concept of universal design that
places the individual at the very heart of the space, Société Logique.

e (’est aussi ca le logement universellement accessible: promotion and
mobilization campaign for accessible and inclusive housing, Société

Logique, Ex aequo and many other partners.

e Guide des bonnes pratiques pour le développement d’un projet

d’habitation sociale et communautaire universellement accessible [Guide

to best practices for developing a universally accessible social and
community housing project], Ex aequo.

e Accessibilité a l'intérieur des logements d’habitation [Accessibility inside
housing units], Régie du batiment du Québec.

e Reference documents on accessible housing, Canada Mortgage and
Housing Corporation.

e Accessible Housing Network: A collaboration of over 70 Canadian
organizations advocating for accessible and inclusive housing.

e Guidelines on accessible and inclusive housing for people with cognitive
disabilities, Centre for Excellence in Universal Design

Related fact sheets in this guide

To ensure accessibility and inclusion of housing, also consult the following fact
sheets:

3. Oral and written communication

4. Digital communications

5. Design and delivery of programs and services
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https://www.cnesst.gouv.qc.ca/sites/default/files/documents/readaptation-travailleur-4-06_1.pdf
https://saaq.gouv.qc.ca/en/persons-mobility-impairment/home-adaptation
https://www.habitation.gouv.qc.ca/english/detail-du-programme-english/programme/quebec-affordable-housing-program
https://www.experience303.ca/en/index.php
https://monlogementau.ca/
https://exaequo.net/wp-content/uploads/2019/12/Guide-des-bonnes-pratiques-pour-le-d%C3%A9veloppement-dun-projet-dhabitation-sociale-et-communautaire-universellement-accessible-1.pdf
https://exaequo.net/wp-content/uploads/2019/12/Guide-des-bonnes-pratiques-pour-le-d%C3%A9veloppement-dun-projet-dhabitation-sociale-et-communautaire-universellement-accessible-1.pdf
https://www.rbq.gouv.qc.ca/fileadmin/medias/pdf/Publications/francais/guide-accessibilite-logements-habitation.pdf
https://www.cmhc-schl.gc.ca/professionals/industry-innovation-and-leadership/industry-expertise/accessible-adaptable-housing
https://www.accessiblehousingnetwork.org/
https://universaldesign.ie/built-environment/housing
https://universaldesign.ie/built-environment/housing

9. Built environment

11. Lodqing

16. Emergency measures and public safety

19. Income
24. Social services
25 and 26. Paratransit an

29. Urban planning

Fact sheet prepared in collaboration with Société Logique.
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14. Recreation, sports and tourism

Improving accessibility in the recreation, sport and tourism
sectors in Québec and Canada

It is essential that all people, especially those with disabilities, can fully enjoy
recreational, sporting and tourist activities in order to foster a truly inclusive
society.

Overview of the situation

Importance of accessibility in recreation, sports, and tourism

Accessibility is essential for everyone to enjoy the benefits of recreation and
tourism, whether in terms of physical, mental or social well-being. It also gives a
boost to the local economy by reaching more people who may want to participate
in activities in these sectors.

The numbers regarding accessibility for persons with disabilities in recreation,
sport and tourism in Québec and Canada are encouraging, but there is still more
work to be done. Here are some key statistics and facts:

In Canada:

e 1In 2017, 22% of Canadians aged 15 and over reported having at least one
form of disability, totalling about 6.2 million people.

e 3.8% of Canadians have a mobility disability.

e (Canada’s Accessibility Action Plan (2022) aims to improve access to
public places, including sports and tourism facilities, with clear targets to
be achieved by 2040.

In Québec:

e In Québec, approximately 16% of the population (1.2 million people) live
with a disability.
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e According to a 2019 study, 42% of persons with disabilities in Québec
reported difficulties accessing tourism or sports facilities.

e Approximately 53% of Québec municipalities offer accessible recreational
infrastructure, such as adapted swimming pools or accessible hiking trails.

Initiatives and progress

The Government of Québec has established programs such as the Programme
d’aide financiere aux infrastructures récréatives et sportives (PAFIRS)
[Recreational and sports infrastructure financial assistance program], which funds
the deployment of accessible infrastructure.

Organizations such as Keéroul, a key player in tourism accessibility in Québec,
collaborate with governments and businesses to improve access to tourist sites.
To date, Kéroul has helped make more than 400 tourist establishments
accessible.

These figures show significant awareness and progress, but challenges remain
to make Québec and Canada fully accessible to persons with disabilities in the
sport and tourism sectors.

Canadian legal framework and standards

Accessible environments for all citizens and visitors in Canada must be created
in accordance with national and international accessibility policies.

e Compliance with national and provincial standards: Strict adherence to
the standards established by the Accessible Canada Act (ACA) as well as
provincial standards such as the AODA.

e In-depth education and awareness: Offering advanced training programs
for all professionals in the sector.

e Accessibility innovation: Encouraging the adoption of new technologies and
designs to improve the user experience.

The following two documents are key in this regard, and should be consulted and
complied with:
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e Accessible Canada Act (ACA): Ensures equal rights and opportunities for all
Canadians.

e Accessibility for Ontarians with Disabilities Act (AODA): Sets accessibility
standards for organizations in Ontario.

Good practices

1. Comprehensive accessibility assessments

e Conducting audits: Conducting comprehensive facility and service audits
at least annually, involving accessibility experts and users with disabilities.

e Detailed checklists: Using checklists based on AODA standards,
including criteria such as door width, washroom accessibility, ramps,
elevators, as well as digital accessibility of websites and applications.

e Transparent reporting: Publishing audit results and action plans to
address identified weaknesses.

2. Advanced assistive technology

e Guidance applications: Developing and implementing mobile
applications using augmented reality technologies or GPS systems to help
visitors navigate facilities.

e Adaptive interfaces: Installing interactive information kiosks with adaptive
interfaces including high contrast options, screen readers and voice
commands.

e Technology partnerships: Collaborating with technology companies to
test and implement new assistive solutions.
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https://www.ontario.ca

. Interactive training for staff

e Continuing education programs: Ongoing training sessions for staff,
including online modules and practical in-person workshops.

e Practical simulations: Implementing simulations and role plays to help
staff understand the challenges faced by persons with disabilities and
respond appropriately.

e Accessibility certification: Encouraging staff to obtain recognized
accessibility certifications and value these qualifications within the
organization.

. Community outreach programs

e Awareness days: Organizing accessibility awareness days for the public
to learn more about the importance of inclusion, with interactive activities
and assistive technology demonstrations.

e Educational partnerships: Working with schools and universities to
incorporate accessibility modules into their educational programs.

e Media campaigns: Launching media campaigns to promote accessibility
initiatives and share stories from people benefiting from these initiatives.

. Accessibility improvement grants

e Clear information: Providing accessible information on available grants
for projects to improve accessibility.

e Information workshops: Organizing workshops to help businesses and
organizations apply for these grants and use the funds effectively.

e Follow-up and support: Providing ongoing follow-up and support for
funded projects to ensure that funds are used optimally and that
improvements bring tangible benefits.

. Outreach strategies for accessible tourist attractions and recreation

e Inclusive marketing campaigns
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O

Inclusive multimedia content: Creating videos, photos and
testimonials of persons with disabilities enjoying the facilities and
sharing this content across various platforms.

Targeted promotion: Using social media and traditional media to
reach a broad audience.

Strategic partnerships: Collaborating with marketing agencies
specializing in inclusion to develop effective campaigns.

e Collaborations with influencers with disabilities

O

Influencer selection: |dentifying and collaborating with influencers
with disabilities who can promote accessible tourist sites with
genuine authenticity.

Creating authentic content: Encouraging these influencers to
share their personal experiences and provide feedback on the
facilities.

Amplifying reach: Using influencers’ social networks to reach a
broader and more diverse audience.

e Educational school programs

O

Inclusive school excursions: Organizing outings to show students
the accessible features at tourist attractions, coupled with
educational workshops on the importance of accessibility.

Education modules: Developing education modules on
accessibility to be integrated into school curriculums.

Educational partnerships: Working with schools to incorporate
these programs into their curriculums.

e Special accessibility days

o Adapted events: Organizing days with specific accommodations

for persons with disabilities, including discounted rates and special
offers.
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o Specialized guided tours: Offering guided tours with sign
language interpreters and trained guides to meet the specific needs
of visitors with disabilities.

o Interactive workshops: Organizing interactive workshops to
educate the general public about accessibility.

e Partnerships with advocacy organizations

o Creating accessible guides: Working with disability advocacy
organizations to create accessible travel guides and brochures.

o Wide distribution: Distributing these guides in tourist information
centres, hotels and online.

o Continuous feedback: Establishing continuous feedback
mechanisms to improve the guides and services offered.
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Resources

1. Parks Canada

Parks Canada has implemented accessibility strategies at its national
sites. For example, the Parc national des lles-de-Boucherville in Québec
has developed accessible hiking trails and adapted facilities, such as
ramps, accessible washrooms and information panels in Braille. Parks
Canada has also introduced technological tools such as mobile
applications to guide visually impaired visitors.

2. Paralympic Games in Canada
Canada hosted a variety of Paralympic events, putting in place accessible
sports infrastructure. The 2010 Paralympic Games in Vancouver is a great
example, with sports facilities designed to be fully accessible, including
adapted transportation systems for athletes and spectators. The event
also included educational programs to raise awareness of the importance
of inclusion in sport.

3. Ripley’s Aquarium in Toronto
The Ripley’s Aquarium in Toronto is an example of a tourist site that has
fully integrated accessibility. It has accessible ramps and elevators, special
seating for wheelchair visitors, and silent visiting sessions for people with
autism or sensory disabilities. The aquarium also offers audio descriptions
for exhibitions and Braille brochures.

4. Royal Ontario Museum (ROM)

The Royal Ontario Museum (ROM) in Toronto has taken significant steps
to make its exhibits accessible to everyone. This includes guided sign
language tours, touch cards for visually impaired visitors, and educational
programs specifically designed for persons with disabilities. The museum
regularly collaborates with advocacy organizations to continuously
improve its services.

5. Stanley Park in Vancouver
Stanley Park is another example of an accessibility initiative. The park has
accessible trails, adapted beaches with special ramps and beach chairs,
as well as inclusion programs for outdoor activities. Digital maps and
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http://www.pc.gc.ca
http://www.paralympic.org
http://www.ripleyaquariums.com/canada
http://www.rom.on.ca
http://www.vancouver.ca/parks-recreation-culture/stanley-park.aspx

guides detail the accessible sections of the park, helping visitors plan their
visit.

Promoting accessibility in recreation, sport and tourism is essential to building an
inclusive Canada. This requires ongoing collaboration between governments,
private companies and communities to ensure that recreation and tourism are not
only accessible but also welcoming to all. This helps strengthen our national
identity as a country that values every citizen.

References

Here are some reference documents and sources for you to explore the topic of
accessibility in recreation, sport and tourism for persons with disabilities in
Québec and Canada:

1. Government of Canada: 2017 Canadian Survey on Disability (CSD)

2. Kéroul - Tourism accessibility in Québec.

3. Ministére de 'Education et de 'Enseignement supérieur du Québec:
Programme d’aide financiere aux infrastructures récréatives et sportives
(PAFIRS)

4. Observatoire québécois du loisir: Recreational infrastructure accessibility
in Québec.

5. Loisir et Sport Montérégie: Study on the accessibility of sports facilities.

6. UN World Tourism Organization (UNWTO) - Manual on Accessible
Tourism for All.

Related fact sheets in this guide

To ensure inclusion in employment, also consult the following fact sheets:

1. Procurement

3. Oral and written communication

4. Digital communications
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9. Built environment

16. Emergency measures and public safety

20. Environmental health

25 and 26. Paratransit and accessible transit
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15. Rare diseases

Improving the situation for patients and their families

Québec faces a number of issues regarding rare diseases, but initiatives are
underway to address them. About 7,000 rare diseases affect a small portion of
the population, often making it difficult to diagnose and get access to complex
treatments. Here are some key points:

e Québec has implemented measures to improve access to care for people
with rare diseases, but gaps remain, including early diagnosis and
follow-up.

e Specialized reference centres have been set up to better manage these
diseases, but their availability varies by region.

e Government and various organizations support research on rare diseases,
while also raising awareness among the public and health professionals.

e Resources and support are available to families, but there is an increased
need for psychological and social services.

e The creation of databases on rare diseases provides a better
understanding of their prevalence and helps inform public policy.

Continued efforts are needed to improve the situation for patients and their
families.

Overview of the situation

The portrait of rare diseases in Québec is characterized by several key elements:
Incidence and prevalence:

About 1 in 20 people are affected by a rare disease, which represents about
400,000 people in Québec. Although most rare diseases are individual, their
diversity means that thousands of new cases can emerge each year. Prevalence
varies by disease, with some more frequent in certain populations.

Characteristics:
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Rare diseases include genetic, metabolic, neurological and immune-related
disorders, among many others. About 80% of rare diseases have a genetic
origin. These diseases can affect all age groups, although they are often
diagnosed during childhood.

Epidemiological challenges:

Many cases remain undiagnosed or misdiagnosed, making it difficult to
accurately estimate incidence and prevalence. Data may be incomplete due to
lack of awareness and expertise in detecting these diseases.

Resources and studies:

Studies are underway to better understand the epidemiology of rare diseases in
Québec, with research initiatives aimed at establishing registries and databases
to collect more comprehensive information. The epidemiology of rare diseases in
Québec is marked by challenges related to diagnosis and data collection.
Ongoing efforts are needed to better understand the incidence and prevalence of
rare diseases to improve patient care and support.

Standards and obligations

In Québec, standards and obligations for rare diseases are governed by several
laws and policies. Key aspects include:

Laws and regulations:
e Act respecting health services and social services: This law
guarantees citizens’ right to appropriate health care, including for persons

with rare diseases.

e Privacy Act. This legislation governs the management of health data,
including that of patients with rare diseases.

Public health programs:

e Neonatal screening programs identify certain rare diseases at birth, thus
facilitating early diagnosis and rapid management.
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e Specialized centres have been set up for the diagnosis and treatment of
rare diseases, offering adapted and coordinated care.

Access to treatments:

e Québec has policies to promote access to treatment for rare diseases,
including financial assistance programs for expensive drugs.

e New therapies for rare diseases are evaluated for efficacy and safety prior
to reimbursement.

Family support:

e Government and community agencies provide support to affected families,
including psychosocial services and information on available resources.

Research and innovation:

e Funding is allocated for rare disease research and collaborations are
encouraged between health institutions and universities.

The regulatory framework for rare diseases in Québec aims to ensure equitable
access to care and treatment, while supporting research and protecting patient
rights. Ongoing efforts are needed to bolster these initiatives and improve the
quality of life of those affected.

Good practices

There are a number of good practices internationally that focus on innovative
strategies and approaches to manage rare diseases. Notable practices include:

Specialized reference centres:

e Creating centres of excellence: These centres bring together experts
and resources to deliver multidisciplinary care adapted to patients with
rare diseases.

e Neonatal screening programs: Many countries implement screening
programs to identify rare diseases from birth, thus facilitating early
interventions.
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Access to treatments:

e Orphan drug policies: Regulations have been adopted to encourage the
development and access to medicines for rare diseases, often
accompanied by financial incentives for pharmaceutical companies.

Database and registries:

e Data collection: The creation of databases and registries provides a
better understanding of the epidemiology of rare diseases, facilitating the
research and development of treatments.

Psychosocial support:

e Family support programs: Psychological and social support services
help families cope with the challenges of managing rare diseases.

Awareness and training:

e Training for health care professionals: Educating doctors and health
professionals about rare diseases is crucial to improving diagnosis and
care.

Collaborative research:

e International partnerships: Collaboration between research institutions,
universities and businesses fosters innovation and knowledge sharing.

Inclusive policies:

e Inclusion of patients in decisions: Involving patients and their families in
the development of health policies to ensure their needs are taken into
account.

International leaders:

e European Union: Creation of European Reference Networks for rare
diseases.

e USA: The Rare Disease Day program and initiatives such as the FDA’s
Orphan Drug Designation facilitate access to treatment.
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Best practices for rare disease management are based on an integrated
approach that combines care, research, awareness and collaboration. These
strategies contribute to improving patients’ quality of life and driving meaningful
advances in the field.

Available resources

References to relevant literature and resources on rare diseases and related
interventions and actions include:

Works:

e Rare Diseases: A Global Perspective, Paolo P. F. F. A. De Marco et al.
This book covers global challenges related to rare diseases, exploring
health policy and intervention strategies.

e The Rare Disease Patient Journey, Rachael M. Franks et al.
This book studies the journey of patients with rare diseases, focusing on
best care practices.

e Handbook of Rare Diseases, Michael R. Kelly et al.
A comprehensive resource that details various rare diseases, treatments
and associated clinical approaches.

e Rare Disorders and Orphan Drugs: A Global Perspective, C. K.
Chawla et al.
This book discusses orphan drugs, health policies and ethical issues
related to rare diseases.

Digital resources:

e Orphanet: an information portal on rare diseases and orphan drugs,
providing data on research and available resources.

e European Organization for Rare Diseases (EURORDIS): an
organization representing rare disease patients in Europe, providing
resources, studies and reports.

e National Institutes of Health (NIH) - Genetic and Rare Diseases
Information Center (GARD): a resource dedicated to information on rare
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diseases and genetic conditions, providing data on treatments and
research.

Scientific articles:

e Current and Emerging Therapies for Rare Diseases, Journal of Rare
Diseases
This article reviews current and emerging therapies for rare diseases, with
a focus on innovations in the field.

e Patient Advocacy and Rare Diseases, Health Policy
A study that explores the role of patient advocacy groups in raising
awareness of rare diseases and improving care for those affected.

These resources provide essential information on rare diseases, their treatments
and best practices for intervention. They are particularly useful for health
professionals, researchers, and families affected by these conditions.

Related fact sheets in this guide

To ensure inclusion in education, also consult the following fact sheets:

20. Environmental health

23. Health services

24. Social services

25 and 26. Paratransit and accessible transit
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16. Emergency measures and public safety

Planning for accessible and inclusive emergency measures
What are accessible and inclusive emergency measures?

Emergency measures cover all the resources deployed during an incident or
disaster to ensure personal safety as far as possible, save lives and help people.
Planning for accessible and inclusive emergency response takes into account the
diversity of abilities and needs of the entire population. The aim is to put in place
means and actions that will meet the needs of as many people as possible, while
providing for specific adaptations for particular needs.

Emergency measures are planned and organized so that:

e When an emergency occurs, information and communications on what to
do are easily accessible and understood by everyone.

o This includes people of all abilities, skills and ages. The aim is to
quickly warn everyone concerned so that they can act immediately.

e The amenities and equipment to be used during an emergency maximize
the autonomy of individuals and are as accessible and inclusive as
possible.

o This is intended to reduce the number of people requiring direct
assistance, allowing emergency services to focus on those with
specific needs and disaster management. Having similar actions
and pathways for everyone also makes evacuation and action more
intuitive.

e Adapted amenities and equipment are available in sufficient quantities and
placed in strategic locations.

o These amenities must allow people to report their presence and
remain safe until emergency services arrive. This includes the
ability to rescue people who cannot use inclusive amenities or
equipment, wherever they are in the affected area.

e Support and monitoring for people affected is accessible and inclusive.
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o This includes providing adapted vehicles and locations to relocate
affected persons, providing home assistance in temporary
accommodation, providing guide or service dogs and transporting
mobility aids for emergency evacuees.

Rescue teams are trained in the diversity of those affected.

o This includes knowledge of each person’s specific abilities and
proficiency in the appropriate actions to be taken, as well as the use
of adapted facilities and equipment.

Overview of the situation

There is a wide variety of emergency response plans, including:

building fire safety plans

disaster plans (major power outages, drinking water outages, flooding,
etc.) developed by municipalities

public transit system service interruption or disaster plans

provincial and federal government plans for major events

Shared responsibilities

Building fire and safety responsibilities are shared between several stakeholders.

At the time of the construction, renovation or conversion of a site, the
architect and owner are required to design and provide the necessary
facilities and equipment to ensure everyone’s safety and enable
evacuation in the event of an emergency. These measures must comply
with the construction regulations in force. It is important to remember that
these regulations represent the minimum required and do not necessarily
cover all needs.

During the everyday use of the building, the owner and manager have the
following roles:

o establish an evacuation plan and procedure
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o maintain facilities and equipment in good working order

o organize regular evacuation drills to ensure occupants know what
to do in the event of an emergency

e Within its territory, the municipality is responsible for prevention, which
includes raising awareness of and reducing fire risks and managing the
fire department.

o This department is responsible for risk assessment, implementing
prevention actions and conducting emergency operations. In
several municipalities, firefighters also act as first responders during
a medical emergency. In certain areas, they are volunteers.

e For smaller municipalities, which do not have the capacity to assume
these responsibilities alone, the RCMs take charge of:

o developing a fire safety cover plan

o coordinating interventions and resources for municipalities in their
territories

e The Ministére de la Sécurité publique’s role is to:

o set out the broad guidelines for prevention, workforce training and
response and emergency preparedness

o coordinate the actions of the various government departments and
agencies

o approve the fire safety cover plans developed by the RCMs
Proactivity and gaps

Some stakeholders are adopting a proactive approach to accessibility and
inclusiveness. They work with those directly involved to design adapted
measures and actions.

Others, on the other hand, take a more reactive approach, adjusting their plans
only after finding gaps. This approach can create risks and lead to dissatisfaction
among those involved.
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Finally, some stakeholders fall somewhere between these two extremes: they
partially plan means and actions to make their plans more accessible, but without
considering all the necessary activities, such as the evacuation or temporary
relocation of a person with specific abilities or needs.

Consistency is key

To guarantee the safety of everyone in a building, it is necessary to ensure
consistency between:

e existing facilities and equipment
e the information provided to occupants
e fire department response procedures

Unfortunately, there has been little change in building regulations regarding fire
safety for persons with disabilities. Not to mention that the accommodations
required often do not meet their needs.

For example:

e Visual fire alarms and street-level exits are not required by regulation,
which limits the ability of deaf or hearing-impaired people to be alerted to
the hazard as well as the ability of persons with motor impairments to
evacuate the building independently.

e Building layouts do not always correspond to firefighters’ practices, for
example, access to a balcony is one of four approaches designed to
ensure safety on floor areas served by elevators in residential buildings.
However, firefighters are reticent about such an approach due to the high
risk of being trapped on a balcony during a fire on the lower floors.

e Emergency response time is also a key factor. In urban areas, it can be a
few minutes. While in areas with volunteer firefighters, this can take over
half an hour.

To better adapt facilities and equipment to local intervention practices, the
municipality’s fire department should be consulted during the construction,
renovation or conversion of a building.

173



Freedom of choice

For a person with moderate or significant motor impairment, living on or visiting a
floor served by an elevator means that they will not be able to evacuate
independently in the event of an accident, as elevators and lifting platforms are
not to be used. This creates a dependency on others for rescue. Once fully
informed of the risks, each person should be able to choose whether to live in or
visit this location.

However, this freedom of choice may be questioned if the fire department
believes that it cannot intervene adequately and in a timely manner that ensures
the safety of all occupants.
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Issues may include:
e Too many non-autonomous people to evacuate
e Lack of adapted facilities or equipment
e Longer response time of volunteer firefighters

In such cases, corrective measures may be required from the owner, which may
end up leading to a change in the use of the building, particularly for multi-unit
residences. Some landlords faced with significant and costly work or legal
obligations to their tenants may try to avoid these situations by adopting
discriminatory practices, such as evicting tenants or refusing to rent to persons
with disabilities.

Standards and obligations

In Québec, the Fire Safety Act establishes the roles and responsibilities of
various stakeholders, training of firefighters, and investigative mechanisms.
Responsibility for fire safety is entrusted to the Ministéere de la Sécurité publique,

which publishes the Orientations du ministre de la Sécurité publique en matiere
de sécurité incendie [Minister of Public Security’s guidelines on fire safety].

The regulatory requirements for buildings are specified in the Québec
Construction Code (Chapter | — Building). This code defines in particular:

e EXxit requirements

e Protection and detection systems (e.g., visual fire alarms in each unit, as
well as in buildings used primarily by persons with hearing disabilities)

e Measures guaranteeing safety on floor areas served by an obstacle-free
path (sprinklers, compartmentalization of areas, lift for fire department use
or access to the balcony for residential buildings).

As with the built environment, municipalities are responsible for adopting
regulatory requirements for small buildings. Unlike most building standards, fire
safety standards can be retroactive, even for an existing building that is not
undergoing a renovation or conversion. For example, this includes upgrading fire
alarm panels or mandatory sprinkler installation in seniors’ residences.
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https://www.legisquebec.gouv.qc.ca/en/document/cs/S-3.4
https://cdn-contenu.quebec.ca/cdn-contenu/adm/min/securite-publique/publications-adm/publications-secteurs/securite-incendie/services-securite-incendie/orientations_msp_securite_incendie.pdf
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https://www.legisquebec.gouv.qc.ca/en/document/cr/B-1.1,%20r.%202
https://www.legisquebec.gouv.qc.ca/en/document/cr/B-1.1,%20r.%202

The regulatory requirements related to building use, which directly concern

owners, are set out in the Safety Code (Chapter VIII, Building).

In addition to the general standards applicable to all buildings, specific obligations
apply to certain types of premises. For example, the Guide sur la sécurité
incendie des résidences accueillant des personnes présentant des limitations a
I’évacuation [Fire safety guide for residences accommodating persons with
evacuation limitations] provides safety guidelines in specific contexts.

Heavy transport facilities (commuter trains, subways, trams, etc.) or those under
federal jurisdiction, such as rail and airport infrastructure, are subject to additional
regulations or normative frameworks. The Canadian Transportation Agency
governs many of these regulations.

Good practices to strengthen emergency measures

For citizens:

e Making their specific needs known and learning about the fire safety plan
in force from their owner, employer, school, and the cultural and leisure
venues frequented.

e Getting informed and consulting with the municipality and public transit
providers to ensure that emergency plans take into account the needs of
all individuals.

e Working with the fire department to coordinate the installation of fire safety
facilities and equipment in the structure to be built, converted or
renovated.

e Incorporating measures, including street-level exits, sufficient lighting and
continuous handrails on stairs, uniform evacuation routes for all
occupants, visual fire alarms visible on all floor areas and at least two
safety solutions for areas served by an elevator (e.g., sprinklers and a
spacious refuge area with an integrated communication system).
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https://www.rbq.gouv.qc.ca/en/laws-regulations-and-codes/construction-code-and-safety-code/safety-code/
https://cdn-contenu.quebec.ca/cdn-contenu/adm/min/securite-publique/publications-adm/publications-secteurs/securite-incendie/services-securite-incendie/materiel-prevention/guide_form_si_2021.pdf
https://cdn-contenu.quebec.ca/cdn-contenu/adm/min/securite-publique/publications-adm/publications-secteurs/securite-incendie/services-securite-incendie/materiel-prevention/guide_form_si_2021.pdf
https://cdn-contenu.quebec.ca/cdn-contenu/adm/min/securite-publique/publications-adm/publications-secteurs/securite-incendie/services-securite-incendie/materiel-prevention/guide_form_si_2021.pdf
https://otc-cta.gc.ca/eng/accessible-transportation

For owners and developers (private or public):

e Ensuring that all information relating to emergency situations is accessible
to all, with a clear and simple presentation, large print and alternative
formats (visual, audio, sign language, etc.).

e Developing a fire safety plan in collaboration with the parties involved and
the fire department to ensure the safety of all occupants.

e Training workers in the diversity of people’s needs, actions adapted to
each person’s abilities and skills, and in the use of accessible facilities and
equipment.

For municipalities:

e Training fire department personnel in the diversity of individual abilities,
appropriate actions according to each person’s abilities, and in the use of
adapted facilities.

e Providing resources to help designers and owners identify best practices,
equipment and strategies to ensure people’s safety in an emergency.

e Acting in an exemplary manner by adopting accessible and inclusive
emergency measures in municipal buildings.

For regional county municipalities (RCMs):

e Integrating accessibility and inclusiveness into the fire risk coverage plan
to effectively coordinate the interventions and resources of the various
municipalities.

For the provincial government:

e Setting an example by applying accessible and inclusive emergency
measures in government buildings.

e Including accessibility and inclusiveness in the general prevention
guidelines and in the approval requirements for risk coverage plans
submitted to the Ministéere de la Sécurité publique.
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Available resources

Documents

e (CSA-B651-23: Accessible Design for the Built Environment.

e Accessibility Standards Canada.

e Accessibilité universelle des batiments municipaux montréalais [Universal
accessibility in Montréal’s municipal buildings], Ville de Montréal.

e Guide pratique d’accessibilité universelle, Ville de Québec.
e Guide sur la sécurité incendie des résidences accueillant des personnes

présentant des limitations a I'évacuation, Ministére de la Sécurité
publique.
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https://www.csagroup.org/wp-content/uploads/2430328.pdf
https://accessible.canada.ca/creating-accessibility-standards
https://numerique.banq.qc.ca/patrimoine/details/52327/3447409
https://www.ville.quebec.qc.ca/citoyens/accessibilite/docs/acces_Manuel_utilisation_2010.pdf
https://cdn-contenu.quebec.ca/cdn-contenu/adm/min/securite-publique/publications-adm/publications-secteurs/securite-incendie/services-securite-incendie/materiel-prevention/guide_form_si_2021.pdf
https://cdn-contenu.quebec.ca/cdn-contenu/adm/min/securite-publique/publications-adm/publications-secteurs/securite-incendie/services-securite-incendie/materiel-prevention/guide_form_si_2021.pdf

Related fact sheets in this guide

To ensure inclusive emergency measures and public safety, also consult the
following sheets:

3. Oral and written communication
4. Diqgital communications

. Design an liv
9. Built environment

Fact sheet prepared in collaboration with Société Logique, with feedback from
Idéaux (inclusive and universal accessibility consulting firm).




180



17. Parks and green spaces

Developing accessible and inclusive parks
What is an inclusive park and green space?

Inclusive parks and green spaces are places designed to be accessible and
welcoming to all people, regardless of age, physical abilities, cultural background
or socio-economic status. These spaces can include several adapted parking
spaces, easy-to-access walking trails, outdoor playgrounds for children and
adults, accessible water games for cooling off, and street furniture to take a break
and enjoy nature.

Having access to a park contributes significantly to the well-being of the
population. Living close to these spaces promotes physical activity, social
interaction and stress reduction, leading to a healthier and more balanced life. In
addition to their positive effects on health and well-being, parks and green
spaces also have a positive impact on the environment. These spaces promote
equality, inclusiveness and community well-being by providing safe, accessible
and attractive environments for all.

They must be designed in a way that promotes inclusion in all its forms, whatever
the needs or circumstances of users. These needs may relate to motor, physical,
sensory, cognitive and/or socio-emotional aspects, both for users and staff. Park
accessibility can take different forms for each individual due to their specific
needs. It is therefore essential to offer a variety of facilities and not just a single
solution to address accessibility issues.

By creating an inclusive environment, every location and activity should be
organized in a way that maximizes the positive experience for all, without
exception. Above all, park facilities and policies must ensure the safety, respect
and dignity of all persons visiting the park.

Overview of the situation

While parks and green spaces are popular, many persons with disabilities, along
with their companions, still face barriers that prevent them from taking full
advantage of these environments. Canada has fallen behind other countries,
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such as the United States, on park accessibility. The lack of diversity and age of
some facilities pose accessibility challenges.

That said, one of the main accessibility challenges for parks is the lack of
information available prior to visiting. Despite the growing presence of specialized
equipment and functional devices in many areas, information is not always
communicated adequately or in sufficient detail to allow visitors to determine
whether the facilities meet their needs.

When it comes to playgrounds, schools and municipalities will need to adapt in
the coming years to provide more accessible spaces. Many of these spaces are
now outdated and present significant accessibility issues.

Finally, it is important to highlight the significance of national parks for many
Indigenous communities. The development of these sites must always take place
in a spirit of recognition and collaboration.

Standards and obligations

Improvements are needed to ensure accessibility of these spaces beyond just
the physical barriers. While many standards focus primarily on the built
environment of spaces, it is essential to go beyond these criteria to include a
greater diversity of people. Visual, auditory and cognitive impairments as well as
learning disabilities (such as dyslexia, ADHD, etc.) should also be considered
when developing these spaces.

At the federal level:
e Accessible Canada Act, adopted in 2019

The objective of the Accessible Canada Act is to make Canada a
barrier-free country by January 1, 2040. It aims to identify, remove and
prevent barriers in areas of federal jurisdiction, particularly in the fields of
the built environment, communication and transportation.

o National Standard of Canada: Accessible Design for the Built
Environment (CSA/ASC B651:23), published in 2023
The Accessible Design for the Built Environment standard is intended to
make buildings and other facilities accessible to persons with a range of
physical, sensory, or cognitive disabilities. For parks and green spaces,
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https://laws-lois.justice.gc.ca/eng/acts/a-0.6/
https://www.csagroup.org/wp-content/uploads/2430328.pdf?srsltid=AfmBOoqe4ppQza8zPx4_McYKmH82zrFs5oFLQWdizKrLsV8euGwNB1c9
https://www.csagroup.org/wp-content/uploads/2430328.pdf?srsltid=AfmBOoqe4ppQza8zPx4_McYKmH82zrFs5oFLQWdizKrLsV8euGwNB1c9
https://www.csagroup.org/wp-content/uploads/2430328.pdf?srsltid=AfmBOoqe4ppQza8zPx4_McYKmH82zrFs5oFLQWdizKrLsV8euGwNB1c9

sections 8 (Exterior circulation, spaces, and amenities) and 9 (Vehicular
access) deserve special attention.

e Canadian Outdoor Spaces Standard - CAN/ASC-2.1, to be published
in 2025
The Outdoor spaces standard, currently under review, includes
requirements for the accessibility of outdoor spaces. It covers site
planning, furniture, outdoor surfaces, wayfinding and equipment used to
access outdoor activities.

e National Standard of Canada: Children’s playground equipment and
surfacing - CSA Z614:20, published in 2020
The standard on playground equipment provides recommendations on the
technical requirements and principles for the design, fabrication,
installation, maintenance and inspection of public playground equipment
and their associated spaces. More specifically, Annex H focuses on
playgrounds and equipment accessible to persons with disabilities.

At the provincial level:

e Québec Construction Code: Guide sur I’accessibilité des batiments,
published in 2022
The Guide sur 'accessibilité des batiments [Building accessibility guide]
consolidates all design standards related to accessibility and provides
explanations of the underlying reasons for certain requirements. The
sections covering barrier-free paths, entrances and parking are particularly
relevant for the development of parks and green spaces. Since July 2023,
this guide is mandatory for any new construction or renovation in Québec.

Good practices

There are several ways to develop parks and green spaces to make them
inclusive. These good practices can be applied during the planning and
development of the space and can even be implemented after construction. It is
never too late to turn a space into an inclusive place.

Built environment

e Using large parking spaces located close to the entrance.
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https://accessible.canada.ca/creating-accessibility-standards/can-asc-21-outdoor-spaces-draft
https://www.csagroup.org/store/product/CSA%20Z614:20/
https://www.rbq.gouv.qc.ca/fileadmin/medias/pdf/Publications/francais/guide-accessibilite-batiment_2022.pdf

Providing space for an accessible drop-off zone.

Ensuring that the exterior path to the park entrance is fully accessible and
respects users’ autonomy.

Wherever possible, using asphalt trails and paths, which are easier to use
for wheelchairs or strollers.

Using a variety of accessible and inclusive furniture (e.g., picnic tables
with an extension to accommodate wheelchair users, different types of
seating, etc.).

Providing a universally accessible washroom.

Ensuring proper drainage of trails to prevent the accumulation of water
that could block users’ passage.

Communication and signage

Using clear and uniform signage, including contrasting colours,
pictograms, appropriate text size for the reading distance, and Braille
indications. Embossing can also be a helpful solution for maps.

Ensuring that park information is detailed, reliable and accessible online or
over the phone. This allows visitors to know what services are available
(parking, washrooms, attendant rates, etc.) and determine if the location is
suitable for them.

Using various wayfinding methods, such as cables along the trails.

If the site has a web presence, ensuring that it is accessible, up-to-date
and has reliable information.

Approach

Understanding the expectations and needs of persons living with
limitations with respect to outdoor activities in an urban environment.

Understanding the conditions necessary for an inclusive outdoor
experience in an urban park.
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e Identifying environmental factors that can facilitate or limit the quality of the
accessible outdoor experience in an urban park.

e Forming a team to begin the planning process, involving parents, teachers
and members of the disability community.

Policy
e Including universal accessibility requirements in calls for tenders

e Developing a detailed emergency plan that takes into account the range of
barriers that users may encounter.
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Available resources

Training

Formation pour un plein air inclusif et sécuritaire [Inclusive and safe
outdoor training], Association québécoise pour le loisir des personnes
handicapées (AQLPH).

Parcs et espaces verts inclusifs [Inclusive parks and green spaces],
Idéaux.

Training on Annex H of the standard CSA Z614 - Children’s playground
equipment and surfacing, Idéaux.

Conference on universal accessibility in parks and public spaces, Kéroul.

Conference on outdoor accessiblity: inspiring practices and adapted
equipment, Kéroul.

EFormation pour un plein air inclusif et sécuritaire [Inclusive and safe
outdoor training], Association québécoise pour le loisir des personnes

handicapées (AQLPH).

Subsidies

Federal

o Enabling Accessibility Fund: financial assistance for large and small
development projects, Government of Canada.

Provincial

o Programme de développement de ['offre touristique des parcs
régionaux (DOTPR) [Regional park tourism development programy:
financial assistance to support the development of an accessible
and safe four-season recreational tourism offering in Québec’s
regional parks, Government of Québec.

o Petits établissements accessibles [Accessible small establishments
program]: financial assistance to owners and tenants of
commercial, business and community establishments not subject to
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https://aqlph.qc.ca/formations/formation-pour-un-plein-air-inclusif-et-securitaire/
https://www.ideaux.ca/event-details/parcs-et-espaces-verts-inclusifs
https://aqlph.qc.ca/formations/formation-pour-un-plein-air-inclusif-et-securitaire/
https://www.canada.ca/en/employment-social-development/programs/enabling-accessibility-fund.html
https://www.quebec.ca/tourisme-et-loisirs/services-industrie-touristique/aide-financiere/programme-developpement-offre-touristique-parcs-regionaux
https://www.quebec.ca/tourisme-et-loisirs/services-industrie-touristique/aide-financiere/programme-developpement-offre-touristique-parcs-regionaux
https://www.habitation.gouv.qc.ca/programme/programme/petits-etablissements-accessibles#:~:text=L'aide%20financi%C3%A8re%20maximale%20qui,de%2090%20%25%20au%20co%C3%BBt%20reconnu.

any legal obligations regarding accessibility, for the performance of
work that meets the accessibility requirements of the Québec
Construction Code, Société d’habitation du Québec.

o Programme d’assistance financiére au loisir des personnes
handicapées (PAFLPH) [Financial assistance for persons with
disabilities program]: financial assistance to increase the
accessibility of recreation activities for persons with disabilities in a
healthy and safe environment, Government of Québec.

o Programme de soutien aux infrastructures sportives et récréatives
de petite envergure (PSISRPE) [Small-scale sports and

recreational infrastructure support program]: funding for the
renovation, upgrading, construction and development of small-scale
sports and recreational infrastructure, Government of Québec.

o Programme Accessibilité des établissements touristiques (PAET)
[Tourism establishment accessibility program]: financial assistance
to make Québec tourist establishments and their services more
accessible to persons with disabilities, Kéroul.

o The Adaptive Sports Foundation (ASF): financial assistance to get
children with physical disabilities involved in and empowered by
sports and recreational activities, Adaptive Sports Foundation.

o Fondation Bon Départ: supporting the development of children and
adults living in vulnerable situations by offering respite stays and
holiday camps.

e Municipal

o Check with the municipality to see if grant options are available for
park and green space accessibility in connection with universal
accessibility.
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https://www.education.gouv.qc.ca/parents-et-tuteurs/loisir-et-sport/aide-financiere/programme-dassistance-financiere-au-loisir-des-personnes-handicapees-paflph
https://www.education.gouv.qc.ca/parents-et-tuteurs/loisir-et-sport/aide-financiere/programme-dassistance-financiere-au-loisir-des-personnes-handicapees-paflph
https://www.education.gouv.qc.ca/organismes-a-but-non-lucratif/aide-financiere/fonds-pour-le-developpement-du-sport-et-de-lactivite-physique/programme-de-soutien-aux-infrastructures-sportives-et-recreatives-de-petite-envergure-psisrpe
https://www.education.gouv.qc.ca/organismes-a-but-non-lucratif/aide-financiere/fonds-pour-le-developpement-du-sport-et-de-lactivite-physique/programme-de-soutien-aux-infrastructures-sportives-et-recreatives-de-petite-envergure-psisrpe
https://www.keroul.qc.ca/section/16-programme-d-accessibilite-des-etablissements-touristiques.html
https://sportsadaptes.ca/en/
https://www.fondationbondepart.ca/en/

Documents

e \ers des parcours sans obstacle [Towards barrier-free pathways], Office
des personnes handicapées du Québec.

e Guide sur les aires de jeux accessibles [Accessible playground guide],
Kéroul.

e Guide sur le plein air accessible [Outdoor accessibility guide], Kéroul.

e [Ressources et références pour améliorer I'accessibilité universelle des
parcs [Resources and references to improve universal accessibility in

parks],_AlterGo.

e Guide d’accompagnement en mobilier urbain [Street furniture guide],
Government of Québec

e Guide des aires et des appareils de jeu [Playground equipment and play
spaces guide] Institut national de santé publique du Québec (INSPQ).

e Let's Play Toolkit: Creating Inclusive Play Spaces for Children of All
Abilities, Rick Hansen.

Related fact sheets in this guide

To ensure inclusion in parks and green spaces, also consult the following fact
sheets:

4. Digital communications

5. Design and delivery of programs and services

9. Built environment
14. Recreation, sports and tourism
20. Environmental health

29. Urban planning
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https://www.ophq.gouv.qc.ca/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites/vers-des-parcours-sans-obstacles/introduction.html
https://www.keroul.qc.ca/DATA/TEXTEDOC/SC-FichesPleinAir-20-AiresJeux.pdf
https://www.keroul.qc.ca/DATA/TEXTEDOC/keroul-fiche-toutes-v24-web.pdf
https://www.altergo.ca/wp-content/uploads/2020/09/guide_responsable_parc_-_printemps_2016.pdf
https://www.altergo.ca/wp-content/uploads/2020/09/guide_responsable_parc_-_printemps_2016.pdf
https://www.ophq.gouv.qc.ca/fileadmin/centre_documentaire/Guides/OPHQ_Guide-MobilierUrbain_2019.pdf
https://www.inspq.qc.ca/sites/default/files/publications/395_aires_appareils_jeu.pdf
https://www.rickhansen.com/sites/default/files/downloads/letsplaytoolkit.pdf
https://www.rickhansen.com/sites/default/files/downloads/letsplaytoolkit.pdf

Fact sheet prepared by Idéaux (inclusive and universal accessibility design
consulting firm).
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18. Civic engagement

Ensuring accessible and inclusive citizen engagement
What is accessible and inclusive citizen engagement?

Accessible and inclusive citizen engagement means that all people, including
those with disabilities, can fully engage in public life. This includes the right to
information, freedom of expression, the right to vote and the opportunity to
contribute to collective decisions. To achieve this goal, communities must
implement concrete actions, such as involving persons with disabilities and their
associations, organizing accessible consultations and using appropriate tools to
remove barriers to participation.

WORKING FOR Gradient of Participation WORKING WITH

Co-constructio

Information Consultation Concertation n
An essential Gathering Sharing visions and Collective Negotiation,
foundation opinions expertise, exchanging construction of sharing of
arguments to move the proposals decision-making
project forward power

Moving from “working for” to “working with,” the gradient of participation from
CEREMA.

This concept emphasizes the importance of working directly with those involved
rather than deciding for them. True inclusion relies on constructive dialogue and
co-creation of initiatives that meet everyone’s needs.

Overview of the situation

Persons with disabilities do not always feel recognized as citizens in their own
right. They feel that their contributions are not valued by representatives of
decision-making bodies. They feel that they are neither listened to nor heard. In
some cases, they feel that they are being used in consultative processes that do
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https://www.cerema.fr/fr/actualites/concerter-personnes-handicapees-quels-sont-outils-encourager
https://www.cerema.fr/fr/actualites/concerter-personnes-handicapees-quels-sont-outils-encourager

not give them any real authority over decisions (Hudon and Tremblay, 2017).
They want to be able to speak up, speak on their own behalf and learn to make
their demands heard (CREMIS, 2011).

Their sense of political effectiveness, both internal and external, is inferior to that
of the general population.

e ‘“Internal political effectiveness” means their civic competence.

e ‘“External effectiveness” refers to their perception of the influence they can
exert on politicians and policymakers (Schur et al., 2003).

These perceptions have a negative impact on their voter turnout, although local
data on this issue are limited (Prince, 2012 — see 3.1). This lower political
effectiveness is mainly due to factors external to disability, such as lower levels of
education, underemployment or lower incomes. These elements limit
opportunities to develop civic skills and gain experience. Thus, systemic barriers
impede active citizen engagement for these individuals (Hudon and Tremblay,
2017).

To ensure their full social participation, decision-making bodies have a
responsibility to integrate persons with disabilities into governance processes,
consultation practices and decision-making.

Standards and obligations

There are currently no specific accessibility standards regarding public
participation.

That said, in Québec, there is a related obligation in the Act to secure
handicapped persons in the exercise of their rights with a view to achieving
social, school and workplace integration (E-20.1). It states that it is necessary to
“facilitate the autonomy of handicapped persons and their participation in
individual or collective decisions that concern them and in managing the services
offered to them.” This directive particularly applies to government departments,
municipalities, and public and private organizations.
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https://www.erudit.org/en/journals/nps/2016-v28-n2-nps03207/1041179ar/
https://cremis.ca/publications/articles-et-medias/participation-citoyenne-et-deficience-intellectuelle-parler-en-son-propre-nom/
https://www.researchgate.net/publication/229773980_Can_I_Make_a_Difference_Efficacy_Employment_and_Disability
https://www.elections.ca/res/rec/part/spe/dis_f.pdf
https://www.erudit.org/en/journals/nps/2016-v28-n2-nps03207/1041179ar/
https://www.legisquebec.gouv.qc.ca/en/document/cs/e-20.1
https://www.legisquebec.gouv.qc.ca/en/document/cs/e-20.1
https://www.legisquebec.gouv.qc.ca/en/document/cs/e-20.1

Good practices to strengthen citizen participation

Here are some concrete steps to enhance your action plans. Make sure you
adapt them according to the specific characteristics of your organization.

Establishing inclusive governance

e Assigning a seat on the board of directors to a person with a disability.

O

O

The Act respecting public transit authorities (s-30.01) requires a

paratransit user to sit on the board of directors of the transportation
companies concerned (section 83).

The Government of Québec has adopted a policy to ensure that
boards of directors of government corporations have at least one
representative from each of the four under-represented groups.

Identifying a steering committee or advisory committee for all
disability-related plans such as action plans for persons with disabilities or
accessibility plans and policies.

O

The Ville de Québec’s Table de concertation en accessibilité
universelle [Consultation table on universal accessibility] is one
example of a dynamic structure that has a real influence on
decisions.

Establishing tools for differentiated analysis based on disability types and
implementing a system to collect disaggregated data when planning and
executing projects.

O

O

For example, the European Commission monitors the disability
voting gap, which refers to the gap in voter turnout of citizens with
disabilities compared to citizens without disabilities (PDF, 1099 KB).

In New Zealand, a post-election survey of the general public
highlights statistics on persons with disabilities (PDF, 360 KB).

Providing financial compensation for persons with disabilities.
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https://www.legisquebec.gouv.qc.ca/en/document/cs/s-30.01
https://www.newswire.ca/fr/news-releases/le-gouvernement-adopte-une-politique-favorisant-une-meilleure-representativite-de-la-diversite-au-sein-des-conseils-d-administration-des-societes-d-etat-874081414.html
https://www.ville.quebec.qc.ca/apropos/planification-orientations/developpement-communautaire-et-social/accessibilite-universelle.aspx
https://www.ville.quebec.qc.ca/apropos/planification-orientations/developpement-communautaire-et-social/accessibilite-universelle.aspx
https://www.lse.ac.uk/business/consulting/assets/documents/study-on-participation-of-citizens-with-disabilities-in-elections-pdf.pdf
https://www.lse.ac.uk/business/consulting/assets/documents/study-on-participation-of-citizens-with-disabilities-in-elections-pdf.pdf
http://www.odi.govt.nz/assets/Uploads/2020-06-18-Findings-of-the-National-LA-Survey-on-Accessibility.pdf

o The members of the Elections Québec Universal Accessibility
Committee receive an allowance per full day or half-day of work,

including preparation and travel time.

e Establishing clear guidelines and commitments for public participation,
with a specific focus on accessibility and accommodations.

e Measuring the extent to which the changing needs of persons with
disabilities are taken into account across all policies and practices, not just
those that directly affect them.

o The Ville de Montréal conducted this exercise through its Chantier
en accessibilité universelle [Universal accessibility workshop],
which assessed the level of integration of universal accessibility
across services using a maturity model.

Ensuring accessible citizen bodies

e Providing live Québec Sign Language interpretation of city council
meetings or a video summary of the sessions.

o The municipality of Victoriaville has offered live interpretation of all
its meetings since 2017.

e Providing oral and written communication methods adapted to various
needs.

e Providing opportunities for participation both online and in-person.

e Implementing a simple, user-friendly online participation platform that
follows best practices in user experience and digital accessibility.

o Refer to fact sheet 4 on Digital Communications and the guide
Rendre | icipation i n lign ibl r
[Making online public participation accessible to all].

e Providing support in interactions with citizen bodies, whether online or in
person, on site or from a bus or subway stop.

e Analyzing barriers at all stages of public participation processes and
identifying solutions to overcome them.
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https://www.electionsquebec.qc.ca/en/get-involved/accessibility-committee/
https://www.electionsquebec.qc.ca/en/get-involved/accessibility-committee/
https://www.realisonsmtl.ca/accessibilite
https://www.realisonsmtl.ca/accessibilite
https://ici.radio-canada.ca/nouvelle/2068810/victoriaville-langue-signes-conseil-municipal-lsq

e Ensuring accessible and inclusive logistics for meetings, whether
in-person or online (choice of venue, communication methods, signage,
facilitation, etc.).

o Refer to fact sheet 10 of this guide on Event management.

e Defining mandatory and optimal accessibility criteria for consultation or
polling sites.

o Elections Canada has developed a suitability checklist to ensure
the accessibility of polling sites

Ensuring inclusive consultation processes

e Adding a question on adaptation or accessibility needs to consultation
registration forms.

e Drafting public participation documents (invitation, analysis documents,
conclusions, etc.) in plain language or even simplified language and
including video formats or visual aids.

e Using dynamic and interactive public participation tools and facilitation
techniques.

o The technical group of accessibility officers from inclusive cities
(GT-RAVI) offers practical and varied tools for persons with
disabilities, such as exploratory walks, tactile maps, visual tools and
video summaries.

o The Institut du Nouveau Monde also offers a tool box for putting
citizen engagement into practice.

e Conducting consultations directly on site at disability associations’
premises.

e Establishing a mentoring or pairing program, whether in collaboration or

not with an organization, to support persons with disabilities in their
participation in bodies and consultations.
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https://www.elections.ca/content.aspx?section=vot&dir=spe/checklist&document=index&lang=e
https://www.cerema.fr/fr/actualites/concerter-personnes-handicapees-quels-sont-outils-encourager
https://www.cerema.fr/fr/actualites/concerter-personnes-handicapees-quels-sont-outils-encourager
https://inm.qc.ca/boite-a-outils/

Developing a guide to public participation dedicated to persons with
disabilities, explaining in particular the municipal structure, complaint
procedures and how public consultations work.

Introducing a feedback process indicating how citizen contributions were
considered.

o The Government of Canada has created a page summarizing each
of its public consultations, such as the Accessibility regulations for
information and communication technologies.

Developing an accessible electoral process

Providing information packages in plain language and alternative formats
that include, but are not limited to, information on the voting process,
terminology used, governance structure and party programs.

Providing, upon request, various adaptation tools to facilitate voting, such
as large print templates, Braille templates or a lighted magnifying glass.

o Elections Québec has proposed offering an accessibility kit,
available on request at polling stations.

Offering large ballot papers incorporating party colours and logos, as well
as photos of candidates.

Enabling early voting, mail-in voting or arranging a shuttle service for
voters.

Installing more polling stations in community facilities or creating mobile
polling stations.

Clearly identifying the accessible and adapted services offered.

o For example, Elections Ontario provides a very clear overview of all
its accessibility services and commitments.

Implementing a campaign specifically aimed at encouraging persons with

disabilities to vote, explaining the adaptation mechanisms and how the
process works.
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https://www.canada.ca/en/employment-social-development/programs/accessible-canada/consultation-accessibility-regulations-information-communication-technologies.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada/consultation-accessibility-regulations-information-communication-technologies.html
https://www.electionsquebec.qc.ca/en/vote/voting-accessibility/

o The 2024 campaign My vote, My Choice in the UK encouraged
people with learning disabilities to exercise their right to vote.

Available resources

e Bonifier I'accessibilité de vos collaborations a distance [Improving the
accessibility of your remote collaborations], Co-savoir, 2018.

e A Guide for Planning Union Conferences in Clear Language, Canadian
Labour Congress, 2007.

e [a bonne gouvernance passe par l'inclusion : 'inclusion des personnes

handicapées dans les activités de promotion de la bonne gouvernance
[Inclusion is key to good governance: inclusion of persons with disabilities

in activities to promote good governance] (PDF, 665 KB), GIZ, Germany,
2019.

e Electoral participation of electors with disabilities: Canadian practices in a
comparative context (PDF, 1.1 MB), Elections Canada, 2012.

e [Les outils de la participation pour les personnes handicapées
[Participation tools for persons with disabilities], GT-Ravi, Pays basque,

2022.

e Guidance on the Accessible Canada Regulations: Consulting persons with
disabilities, Government of Canada.

e S’engager pour une voie sans obstacle :Recherche sur la participation des
jeunes montréalais et montréalaises en situation de handicap [Embarking
on a barrier-free path: research on the participation of Montréal youth with
disabilities], Ex aequo, 2015.

Related fact sheets in this guide

To ensure inclusive civic engagement, also consult the following fact sheets:

3. Oral and written communication

4. Digital communications
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https://www.myvotemyvoice.org.uk/
https://cdeacf.ca/ressources/bonifier-accessibilite-collaborations-distance
https://bv.cdeacf.ca/RA_PDF/50661.pdf
https://www.giz.de/en/downloads/giz2019-fr-la-bonne-gouvernance-passe-par-linclusion.pdf
https://www.giz.de/en/downloads/giz2019-fr-la-bonne-gouvernance-passe-par-linclusion.pdf
https://www.elections.ca/res/rec/part/spe/dis_e.pdf
https://www.elections.ca/res/rec/part/spe/dis_e.pdf
https://www.cerema.fr/fr/actualites/concerter-personnes-handicapees-quels-sont-outils-encourager
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation.html
https://numerique.banq.qc.ca/patrimoine/details/52327/2502853
https://numerique.banq.qc.ca/patrimoine/details/52327/2502853
https://numerique.banq.qc.ca/patrimoine/details/52327/2502853

5. Design and delivery of programs and services

10. Event planning

21. Customer service

Fact sheet prepared in collaboration with Julie-Anne Perrault, universal
accessibility consultant, with feedback from Oanh Nguyen (AlterGo) and Benoit
Racette.
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19. Income

The financial struggle of persons with disabilities in Québec and
Canada: excessive spending and insufficient income

What are the financial struggles of persons with disabilities?

Personal income of persons with and without disabilities
aged 15 and over in Québec in 2016

Estimated
opulation of Percentagg of Percentage of
Income persons with persons with persons without
pdisabilities disabilities disabilities
ng"(‘)%%me o B e 342,350 32.5% (+) 22.29%
$15,000 to $29,999 318,880 30.3% (+) 22.7%
$30,000 to $49,999 195,570 18.6% (-) 25.4%
$50,000 and over 196,560 18.7% (-) 29.7%
Total 1,053,350 100% 100%

The income of persons with disabilities in Canada is a complex and largely
neglected subject, despite the considerable challenges faced by this
demographic. The daily lives of persons with disabilities often result in higher
costs than those without disabilities, due in part to additional needs for health
care, accessibility and support services. This reality is all the more problematic in
a financial support system that frequently struggles to meet the real needs of
these individuals.
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Some specific barriers and how to address them:

One of the main income challenges faced by persons with disabilities is the
difficulty in finding enough money to meet their basic needs. Costs associated
with specialized equipment, therapies, mobility aids and health care can quickly
accumulate, leaving little room for other expenses, such as housing, food and
recreation. This makes for an economically precarious life for many persons with
disabilities in Canada.

In terms of housing, persons with disabilities face additional challenges.
Accessible and adapted housing is often scarce and expensive, making it difficult
for many persons with disabilities to find housing that meets their needs without
spending a significant portion of their disposable income. Moreover, the
modifications needed to make housing accessible can be costly, often forcing
occupants to rely on government assistance or charity to obtain the necessary
accommodations.

In addition to housing and medical costs, it is important to recognize that simply
living with a disability creates additional costs in many other areas. Adapted
transportation, home support services, specific personal care products and
technological equipment are all examples of expenses that many persons with
disabilities face on a daily basis. These costs contribute to a high level of poverty
and financial insecurity among persons with disabilities in Canada.

Despite these challenges, government programs to provide financial support to
persons with disabilities do not fully meet their needs. Disability benefits and
other financial assistance are often too low to enable persons with disabilities to
adequately meet their needs, leaving them in persistent financial precariousness.
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Persons with disabilities in Canada face many financial challenges, including the
difficulty of setting a sufficient budget to cover the costs of daily living, the high
price of accessible housing, and additional disability-related expenses. To
improve this situation, it is imperative that the government recognize these
realities and take meaningful steps to ensure adequate financial support, thereby
enabling persons with disabilities to live independently and in a dignified manner.

Overview of the situation

While the Canada Disability Benefit (CDB) will not solve every problem,?' the new
CDB is an important step forward in recognizing and supporting Canadians with
disabilities. However, its real impact on the lives of this population remains up for
debate. This fact sheet examines the characteristics of the CDB, its ability to
meet the needs of persons with disabilities and their ongoing challenges.

Announced in the federal budget, the CDB provides an annual benefit of up to
$2,400 (or $200 per month) to eligible Canadians with disabilities. The eligibility
process is based on the disability tax credit (DTC). However, despite these
advances, concerns remain about the adequacy of this benefit with respect to the
real needs of persons with disabilities.

With 41% of low-income Canadians living with disabilities and 16.5% living in
poverty, the CDB is a necessary but perhaps insufficient response. More than 1.5
million persons with disabilities live in precarious conditions, underscoring the
urgency of more effective government action.

While the CDB represents progress, its monthly amount remains insufficient to lift
persons with disabilities out of poverty. It is essential that the federal government
review its approach to ensure that this community is truly financially
self-sufficient. The dependence of the CDB’s eligibility process on the disability
tax credit is often criticized. It is imperative that the eligibility criteria be revised,
and the tax credit program be reformed to better meet the needs of persons with
disabilities.

Coordination between the two levels of government, particularly with respect to
Québec’s Basic Income Program (BIP), is crucial. It is vital that government

21 Sources: Statistics Canada, Disability Advisory Committee, Centre on Diversity and Inclusion
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policies do not contradict each other and further aggravate the financial situation
of persons with disabilities.

The COPHAN believes that the CDB represents an important first step towards
recognizing the financial support needs of persons with disabilities. However,
adjustments are needed to ensure that this benefit truly meets the realities and
challenges facing this population in Canada.

The BIP is a relevant measure, but it is difficult to qualify for. To be eligible for the
BIP, individuals must wait at least five and a half years as recipients of the Social
Solidarity Program, where they receive only $1,138 a month. We believe such
recipients should be immediately eligible for the BIP.

In addition, the BIP was intended to allow for the individualization of benefits,
thereby promoting living together as a couple and eliminating financial
dependence on a spouse. Unfortunately, the spouse’s earnings from work will
always be taken into account and deducted from the benefit on a declining basis
starting at $28,000.

Standards and obligations

e Convention on the Rights of Persons with Disabilities

The United Nations Convention on the Rights of Persons with Disabilities
(CRPD) is an international treaty adopted in 2006 to protect the rights of
persons with disabilities worldwide. Canada, along with 183 other States
Parties, has accepted the legal obligations contained in this Convention.

e Article 28: Adequate standard of living and social protection

1. States Parties recognize the right of persons with disabilities to an adequate
standard of living for themselves and their families, including access to
adequate food, clothing and housing, and to the continuous improvement in
their living conditions. They shall also take appropriate measures to safeguard
and promote the exercise of this right, without discrimination on the basis of
disability.

2. States Parties recognize the right of persons with disabilities to social
protection and to the enjoyment of that right without discrimination on the
basis of disability. They shall take appropriate measures to safeguard and
promote the exercise of this right, including measures to:
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e Ensure equal access by persons with disabilities to clean water
services, and to ensure access to appropriate and affordable services,
devices and other assistance for disability-related needs.

e Ensure access by persons with disabilities, in particular women and
girls with disabilities and older persons with disabilities, to social
protection programs and poverty reduction programs.

e Ensure access by persons with disabilities and their families living in
situations of poverty to assistance from the State with disability-related
expenses, including adequate training, counselling, financial
assistance and respite care.

e Ensure access by persons with disabilities to public housing programs.

e Ensure equal access by persons with disabilities to retirement benefits
and programs.

Good practices

Making the amount for severe and prolonged impairment of mental or
physical functions refundable.

Although an estimated 430,000 people aged 15 and over have a severe or very
severe disability in Québec, only 120,000 claimed the amount for severe and
prolonged impairment in mental or physical functions. This represents about 28%
of the population concerned. In addition, of these 120,000 people, almost
two-thirds (75,000) did not pay tax and therefore could not benefit from this
non-refundable tax credit.

It should be noted that taxpayers with severe and prolonged impairments in
mental or physical functions have a reduced ability to pay taxes—33% of them
live on less than $15,000 per year.

Although the State acknowledges its obligation to offset any additional costs
related to limitations, in accordance with the A part entiére policy, the objective of
this measure is not being met in this regard. It is therefore necessary to:

e Make the amount for severe and prolonged impairment of mental or
physical functions refundable from fiscal year 2024, in order to effectively
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offset the additional costs associated with the limitations for all persons
living with this severe and prolonged impairment.

Promote the Severe and prolonged impairment in mental or physical
functions amount so that more people who may be eligible apply for it.

Abolish the five-and-a-half-year wait for Social Solidarity Program
recipients to qualify for the BIP.

Allow benefits to be individualized, thus enabling couples to live together
and eliminating financial dependence on a spouse.

Ensure alignment between the future Canada Disability Benefit (CDB), the
Basic Income Program (BIP) and the disability pension to lift persons with
disabilities out of poverty.

Available resources

Statistiques sur le revenu des personnes handicapées [Statistics on the

income of persons with disabilities], Government of Québec

Tax credits and deductions for persons with disabilities, Government of
Canada.

Tax measures and pensions for people with disabilities, Government of
Québec

Backgrounder: Supporting Canadians with disabilities - Canada Disability
Benefit, Government of Canada.

Québec lance le Programme de revenu de base : une avancée majeure

pour mieux soutenir les personnes ayant des contraintes séveres a
I'emploi [Québec launches the Basic Income Program: a major step

forward to better support people with severe employment constraints],
Government of Québec

Le gouvernement doit étendre le programme de Revenu de base a
I’ensemble des personnes assistées sociales, [Government to extend
Basic Income Program to all social assistance recipients], the Collectif
pour un Québec sans pauvreté.
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https://www.ophq.gouv.qc.ca/publications/statistiques/personnes-handicapees-au-quebec-en-chiffres/statistiques-sur-le-revenu.html#c33996
https://www.canada.ca/en/revenue-agency/services/tax/individuals/segments/tax-credits-deductions-persons-disabilities.html
https://www.quebec.ca/en/people-with-disabilities/tax-measures-and-pensions
https://www.quebec.ca/personnes-handicapees/mesures-fiscales-rentes
https://www.canada.ca/fr/emploi-developpement-social/nouvelles/2021/06/document-dinformation-soutenir-les-canadiennes-et-les-canadiens-en-situation-de-handicap--la-prestation-canadienne-pour-les-personnes-handicapees.html
https://www.canada.ca/fr/emploi-developpement-social/nouvelles/2021/06/document-dinformation-soutenir-les-canadiennes-et-les-canadiens-en-situation-de-handicap--la-prestation-canadienne-pour-les-personnes-handicapees.html
https://www.quebec.ca/nouvelles/actualites/details/quebec-lance-le-programme-de-revenu-de-base-une-avancee-majeure-pour-mieux-soutenir-les-personnes-ayant-des-contraintes-severes-a-lemploi-45144
https://www.quebec.ca/nouvelles/actualites/details/quebec-lance-le-programme-de-revenu-de-base-une-avancee-majeure-pour-mieux-soutenir-les-personnes-ayant-des-contraintes-severes-a-lemploi-45144
https://www.quebec.ca/nouvelles/actualites/details/quebec-lance-le-programme-de-revenu-de-base-une-avancee-majeure-pour-mieux-soutenir-les-personnes-ayant-des-contraintes-severes-a-lemploi-45144
https://www.pauvrete.qc.ca/comm-rdb/
https://www.pauvrete.qc.ca/comm-rdb/

Related fact sheets in this guide

The following fact sheets cover the impacts of limited income on persons with
disabilities:

1. Procurement

4. Digital communications
. Post- n tion
8. Employment

13. Housing

Fact sheet prepared by Dominique Salgado in collaboration with COPHAN.
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20. Environmental health

The workplace and multiple chemical sensitivity (MCS)

What is multiple chemical sensitivity (MCS) and how does it impact the
workplace?

Multiple chemical sensitivity (MCS) is a recognized disability (CHRC, CHRA,
2007) that affects an individual’s ability to tolerate exposure to chemicals that
most people find harmless. Common triggers include perfumes, personal care
products, cleaning and laundry agents, building materials and office supplies.
People with MCS can experience a wide range of symptoms, including breathing
problems, fatigue, cognitive difficulties, dizziness, headaches and skin irritation.
These manifestations can seriously compromise an individual’s ability to work in
an environment where chemical triggers are present.

Overview of the situation

Multiple chemical sensitivity (MCS) is a common condition: Statistics Canada
reports that more than 1.13 million people have been diagnosed, 72% of whom
are women, with nearly 50% of those affected over the age of 55 (CCHS 2020).

In light of these statistics, it is crucial that workplaces adapt to these realities, not
only to guarantee equal access to employment opportunities, but also to meet
legal obligations. Under the Canadian Human Rights Act, employers are required
to provide reasonable accommodations to persons with disabilities, including
those with MCS, to allow them to work in an environment free from harmful
chemical triggers.

Some specific barriers and how to address them:

Employees with MCS face unique challenges in their workplace due to their
increased sensitivity. In the absence of adapted facilities, their symptoms may
affect their ability to perform tasks and maintain employment. Key barriers
include:

1. Diagnosis and medical support
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Many people with MCS struggle to obtain a formal diagnosis, mainly due to a lack
of awareness of the condition among health care professionals. This lack of
knowledge may result in delays in obtaining the medical documentation
necessary to justify accommodations.

Employers must take a flexible and comprehensive approach, offering adaptive
measures even in the absence of an immediate formal diagnosis. The video
“Understanding and Accommodating Employees with Multiple Chemical
Sensitivity MCS in the Workplace” can be a valuable resource to overcome these
challenges.

2. Employment barriers

Common workplace triggers such as deodorants, cleaning products, perfumes
and volatile organic compounds (VOCs) from building materials can cause
debilitating symptoms. These environmental conditions contribute to higher
unemployment rates among people with MCS, as the inability to work in such
environments without accommodations often leads to long-term unemployment
and financial instability.

To address these issues, it is imperative that employers take a proactive
approach to minimize environmental triggers and create a healthy, inclusive and
accessible workplace.

Good practices

The purpose of this sheet is to assist employers in adopting comprehensive
policies and practices that take into account the needs of people with multiple
chemical sensitivity (MCS). These initiatives promote a healthy work environment
and help improve air quality inside buildings. Key measures include implementing
a scent-free policy, reducing exposure to volatile organic compounds (VOCs),
and using products that are less toxic for cleaning, maintenance and renovations.

A healthier workplace benefits not only people with MCS but also all employees
by increasing productivity, morale and overall well-being.

Best practices for an inclusive and supportive environment:

e Developing and enforcing a scent-free policy.
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https://www.youtube.com/watch?v=mWEp40n0yzI
https://www.youtube.com/watch?v=mWEp40n0yzI

e Ensuring air quality through proper ventilation and use of environmentally
friendly products.

e Educating employees and management on MCS and how to support those
affected.

e Ensuring flexibility in working conditions to meet the individual needs of
people with MCS.

Importance of environmental health in the workplace

Maintaining environmental health in the workplace is vital for several reasons: it
improves employee well-being, optimizes productivity and ensures compliance
with legal obligations. Clean air and reduced chemical irritants not only benefit
people with MCS, but all employees.

Some key reasons why prioritizing environmental health is critical:
1. Employee well-being

Creating a clean and healthy environment, free from chemical irritants,
improves the well-being of all employees. This helps to:

e Reduce absenteeism
e Increase job satisfaction

e Keep workers healthy, particularly those affected by conditions such as
MCS

2. Productivity and performance
Research shows that good indoor air quality:

e Stimulates cognitive function
e Improves concentration
e Strengthens overall productivity

Employees working in healthy environments are less prone to fatigue or
distraction, allowing them to focus fully on their tasks.

3. Retention and recruitment
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A workplace that promotes environmental health:

e Makes it easier to retain employees, demonstrating commitment to their
well-being.

e Attracts top talent, interested in an inclusive corporate culture that
respects diversity and equity.

4. Legal compliance

Ensuring a safe and healthy work environment is not only a moral
responsibility, but also a legal requirement. Under disability rights legislation,
employers have an obligation to:

e Provide reasonable accommodations for individuals with MCS.

e Provide fair working conditions while avoiding potential legal implications.

Standards and obligations

Accommodations in the workplace
1. Scent-free policy

A scent-free policy is one of the essential accommodations for people with
multiple chemical sensitivity (MCS). This policy covers the entire workplace, not
just specific areas. It includes the use of lower toxicity chemicals and
environmentally friendly products to eliminate exposure to harmful chemicals and
volatile organic compounds (VOCs). Here are the main guidelines of such a

policy:

e Prohibited products: Ban scented products such as perfumes, aftershaves,
deodorants, shampoos, lotions and scented laundry detergents and softeners.
All employees and visitors must not use such products before going to the
workplace.

e Products with least toxicity: Use only scent-free and eco-friendly cleaning,
maintenance and renovation products. These include paints, adhesives,
sealants and low-VOC cleaning agents.
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2,

Third party compliance: Require contractors, suppliers and other external
parties to comply with the scent-free policy when working on site. Include
clauses in contracts to ensure adherence to this policy.

Best practices: Draw on the recommendations of the Canadian Centre for
Occupational Health and Safety (CCOHS) and the Canadian Human Rights
Commission (CHRC) to ensure the effectiveness of the policy.

Education and support: Educate employees on the importance of selecting
scent-free products for personal care, cleaning and office supplies. Provide
resources such as the Eco-Living Guide to accommodate this transition.

Indoor air quality control:

Maintaining optimal air quality is crucial, especially for people with MCS. The
following actions should be taken:

3.

HEPA filters and air purifiers: Install HEPA filters in ventilation systems to
capture dust, allergens and airborne particles. Use portable purifiers equipped
with activated carbon filters.

Natural ventilation: Ensure windows can be opened to improve air
circulation and dilute indoor pollutants.

Regular maintenance: Clean air ducts and filters frequently. Avoid chemicals
in ventilation systems.

Humidity control: Maintain an indoor humidity level of 30% to 50% to
prevent mould, which is a trigger for people with MCS.

Building materials and furnishings

The choice of materials has a direct impact on air quality. Key recommendations
for reducing VOCs in the workplace include:

Low-VOC materials: Use paints, adhesives and floor coverings with no or
low VOC content.

Off-gassing: Allow new materials and furniture to ventilate before use.

Durable furniture: Use solid wood, metal or recycled materials. Avoid
composite wood products containing formaldehyde.

Cleaning and maintenance
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https://www.ccohs.ca/oshanswers/hsprograms/scent_free.html
https://www.ccohs.ca/oshanswers/hsprograms/scent_free.html
https://www.chrc-ccdp.gc.ca/
https://www.chrc-ccdp.gc.ca/
https://lavieecolo.ca/

Cleaning practices should minimize exposure to harmful substances:

5.

Scent-free products: Use only non-toxic, scent-free cleaning products.
Scheduling cleaning to outside of work hours also minimizes exposure to
residual odours.

Post-cleaning ventilation: Aerate areas after cleaning to disperse any
chemical residue.

Sound and lighting

Creating a comfortable environment also involves sound and light management:

6.

Natural light: Maximize access to natural light by positioning workstations
near windows.

Full spectrum lighting: Use light bulbs that mimic daylight to reduce visual
fatigue and replace fluorescent lamps with energy-efficient and low-emission
options.

Soundproofing: Install acoustic panels to reduce ambient noise and help
employees concentrate.

Smoke-free outdoor spaces:

Designate non-smoking areas near entrances and parking lots to prevent people
with MCS being exposed to smoke. Install clear signage to enforce this policy.

7.

Landscaping practices:

Use native plants and limit pesticides for environmentally friendly landscaping.

8.

Training and awareness:

Organize regular training sessions to inform personnel about MCS and the
accommodations required. Educate employees on the importance of a scent-free

policy.

9.

Organizational flexibility:

Offer employees with MCS telework options or tailored work schedules to reduce
their exposure to environmental triggers during their commute.
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10. Accommodation procedures

Establish a clear process for requesting accommodations related to MCS,
ensuring confidentiality is maintained throughout the process. Ensure that these
accommodations are implemented in a timely manner to support the health and
well-being of affected employees.

For more information on the process, check out the video How to ask for
accommodation from ASEQ-EHAQ. This resource provides practical advice on
the different steps, including initiating requests, understanding your rights and
communicating effectively.
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https://www.youtube.com/watch?v=C6tNJIMVYDE&t=10s
https://www.youtube.com/watch?v=C6tNJIMVYDE&t=10s

11. Emergency preparedness and response

Develop an emergency response protocol for situations where employees are
exposed to harmful chemicals (refer to the First Aid Kit). In addition, implement a
confidential reporting system, allowing employees to raise concerns about
compliance with the scent-free policy.

12. Monitoring and evaluation

Regularly monitor compliance with the scent-free policy and other workplace
accommodations. Use feedback tools, such as surveys, to assess policy
effectiveness and identify areas for improvement.

The Tip Sheet on Scent/Fragrance-Free Policies outlines best practices,
including posting visible reminders and maintaining confidentiality while
investigating reported issues. For more information on implementing and
following scent-free policies, check out the video How to enforce a

scent/fragrance-free policy within the workplace.

In summary:

By implementing a scent-free policy and ensuring optimal air quality and
providing flexible work arrangements, workplaces can be a safe and inclusive
environment for people living with MCS. These measures not only comply with
legal obligations, but also contribute to the well-being and productivity of all
employees.

Available resources

1. Canadian Human Rights Commission. Policy on environmental
sensitivities. Government of Canada. Last accessed September 6, 2024.

2. Canadian Human Rights Commission. Environmental sensitivity and
scent-free policies. Government of Canada. Last accessed September 6,
2024.

3. Canadian Centre for Occupational Health and Safety. Scent-free
policies. Last accessed September 6, 2024.
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https://aseq-ehaq.ca/en/first-aid-kit/
https://aseq-ehaq.ca/en/design-implement-and-monitor-scent-fragrance-free-policies/
https://www.youtube.com/watch?v=hCdoA4vSIeY
https://www.youtube.com/watch?v=hCdoA4vSIeY
https://www.chrc-ccdp.gc.ca/
https://www.chrc-ccdp.gc.ca/
https://www.chrc-ccdp.gc.ca/en/resources/publications/environmental-sensitivities-and-scent-free-policies
https://www.chrc-ccdp.gc.ca/en/resources/publications/environmental-sensitivities-and-scent-free-policies
https://www.ccohs.ca/oshanswers/hsprograms/scent_free.html
https://www.ccohs.ca/oshanswers/hsprograms/scent_free.html

4. Singh A, Syal M, Grady SC, Korkmaz S. Effects of Green Buildings on
Employee Health and Productivity. Am J Public Health.
2010;100(9):1665-1668. doi:10.2105/AJPH.2009.180687

5. MacNaughton P, Pegues J, Satish U, Santanam S, Spengler J, Allen J.
Economic, Environmental and Health Implications of Enhanced
Ventilation in Office Buildings. International Journal of Environmental
Research and Public Health. 2015;12(11):14709-14722.
doi:10.3390/ijerph121114709

6. Palacios Temprano J, Eichholtz P, Willeboordse M, Kok N. Indoor
Environmental Quality and Learning Outcomes: Protocol on Large-Scale
Sensor Deployment in Schools. BMJ Open. 2020;10(3).
doi:10.1136/bmjopen-2019-031233

7. Palacios J, Eichholtz P, Kok N. Moving to Productivity: The Benefits of
Healthy Buildings. PLoS One. 2020;15(8).
doi:10.1371/journal.pone.0236029

8. MacNaughton P, Satish U, Laurent JGC, et al. The Impact of Working in
a Green Certified Building on Cognitive Function and Health. Built Environ.
2017;114:178-186. doi:10.1016/j.buildenv.2016.11.041

9. Eco-Living Guide.

10. National Institute of Environmental Health Sciences. Perfluorocarbons
(PEC). Last accessed September 6, 2024.
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https://lavieecolo.ca/en/a-guide-to-healthy-and-ecological-daily-alternatives/
https://www.niehs.nih.gov/health/topics/agents/pfc
https://www.niehs.nih.gov/health/topics/agents/pfc
https://www.youtube.com/watch?v=C6tNJIMVYDE&t=10s
https://aseq-ehaq.ca/en/first-aid-kit/
https://aseq-ehaq.ca/en/design-implement-and-monitor-scent-fragrance-free-policies/
https://aseq-ehaq.ca/en/design-implement-and-monitor-scent-fragrance-free-policies/
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https://www.youtube.com/watch?v=hCdoA4vSIeY
https://www.youtube.com/watch?v=hCdoA4vSIeY
https://aseq-ehaq.ca/en/workplace-accommodation-videos/

Related fact sheets in this guide

The following fact sheets cover the impacts of limited income on persons with
disabilities:

4. Digital communications

. Design an liv f programs an rvi

. Post- n tion

8. Employment

9. Built environment
13. Housing

23. Health services

24. Social services

Fact sheet prepared in collaboration with Rohini Peris, President and CEO, with
feedback from Michel Gaudet, Vice-President and Executive Director of
ASEQ-ASEC.

A more detailed version of this guide can be found at:
https://aseqg-ehaq.ca/en/workplace-accommodation/.



https://aseq-ehaq.ca/en/workplace-accommodation/
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21. Customer service

Providing accessible and inclusive customer service
What is accessible and inclusive customer service?

Accessible and inclusive customer service aims to ensure a quality experience
for all customers, regardless of their abilities. It is achieved through adopting
specific rules, providing accessible information and processes, as well as
diversified solutions adapted to the needs of each individual. It also includes
ongoing staff training to ensure respectful and caring interactions.

Overview of the situation

Persons with disabilities struggle to receive customer service that takes into
account their needs and how they function. They face different obstacles related
to behaviours, communication methods and physical layout of spaces.

More concretely, these barriers can manifest themselves in a number of
ways:

e A member of staff speaking only to the accompanying person, without
ever speaking directly to the person with a disability

e Difficulty getting help to buy something at a nearby store (CDPDJ, 2013)

e Waiting a long time for assistance at a pharmacy (CDPDJ, 2013)

e Complex documents that make it difficult to understand the information
needed to open a bank account

e Difficulty obtaining service over the telephone (Auditor General of Canada,
2019)

e A limited selection of products and services that meet the specific needs of
persons with disabilities (Open Inclusion, 2021)

e Staff members’ lack of openness to requests for accommodation (Open
Inclusion, 2021)
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https://www.cdpdj.qc.ca/storage/app/media/publications/rapport_acces_biens_services.pdf
https://www.cdpdj.qc.ca/storage/app/media/publications/rapport_acces_biens_services.pdf
https://www.oag-bvg.gc.ca/internet/English/parl_oag_201905_01_e_43338.html
https://businessdisabilityforum.org.uk/knowledge-hub/resources/report-what-disabled-consumers-choose-to-buy-and-why/
https://businessdisabilityforum.org.uk/knowledge-hub/resources/report-what-disabled-consumers-choose-to-buy-and-why/
https://businessdisabilityforum.org.uk/knowledge-hub/resources/report-what-disabled-consumers-choose-to-buy-and-why/

e Incorrect information about the accessibility features of a location, for
example, a merchant stating that their store is accessible when there is a
step at the entrance.

To overcome these barriers, organizations must take a proactive approach,
understand the specific needs of clients with disabilities, and actively seek
adapted solutions. Accessible and inclusive customer service is a true guarantee
of quality, demonstrating a company’s commitment to all its customers.

Standards and obligations

There are frameworks to guide organizations in creating more inclusive practices.
Some are mandatory, while others encourage organizations to go further.

Customer Service Standards, Ontario (2008)
As a result of the adoption of the Ontario Accessibility Act, the province has

gradually introduced integrated accessibility standards. These standards vary
depending on the number of employees and the type of organization. They
include requirements for policies, practices and procedures, service animals,
support persons, collection of customer feedback, and staff training.

Accessible Customer Service Standard Regulation, Manitoba (2015)

Following the passage of the Accessibility for Manitobans Act, the province
adopted a regulation establishing accessible customer service standards. These
standards require that organizations with at least one employee have policies
and procedures in place to ensure barrier-free customer service.

CAN-ASC-5.2 Design and Delivery of Accessible Programs and Services
Including Customer Service (to come in 2027)

Accessibility Canada is currently drafting accessible customer service standards.

Good practices to enhance customer service

We propose a few concrete measures to incorporate into your action plans. Feel
free to adapt them to the specific realities and needs of your organization.
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https://www.ontario.ca/laws/regulation/110191#BK148
https://web2.gov.mb.ca/laws/regs/current/171-2015.php?lang=en
https://accessible.canada.ca/centre-of-expertise/design-and-delivery-programs-and-services

. Establishing clear policies, procedures and practices

e \oluntarily adopting customer service standards such as those in Ontario
or Manitoba.

e Reviewing your customer service standards to reflect the needs of
persons with disabilities.

e Drafting an accessible customer service policy or a quality commitment
charter for persons with disabilities:

o The province of Ontario proposes an editable sample template of a
customer service accessibility policy.

o The Déclaration de services aux citoyennes et aux citoyens of the
Office des personnes handicapées du Québec is an excellent
example of commitment.

e |ssuing guidelines on service dogs to avoid misunderstandings:

o Espace pour la vie specifies its procedures for accommodating
guide dogs on its website.

e Offering free admission to the accompanying person, such as accepting
the Companion Leisure Card or any other similar program.

e Proposing a solidarity rate to promote social participation among persons
with disabilities on low incomes:

o The Ville de Québec offers cheaper public transit through its
EquiMobilité program.

Identifying a common vocabulary to use systematically in all your
communications.

. Reviewing all aspects of customer service

e Improving the quality of infrastructure: a key foundational component for
welcoming people (refer to the Built environment sheet in this guide).
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Identifying a clear feedback process on accessibility that contains a
procedure for handling the feedback:

o The Ville de Saint-Lambert provides a form to identify barriers in its
territory.

Establishing a flexible communication mechanism so that any process can
be carried out through the person’s preferred method of communication,
whether by telephone, video relay service, email, online chat or in person.
It is essential to provide different methods of payment, registration,
booking, ordering or obtaining information.

Facilitating interactions with persons with disabilities (see the Oral and
written communication sheet in this guide).

Creating a tailored program to meet the specific needs of your clients:

o The Sunflower program allows travellers with disabilities or
conditions that are not immediately obvious to discreetly signal their
need for assistance or extra time during their journey by wearing a
lanyard decorated with sunflowers (Aéroports de Montréal).

o Disney amusement parks’ Disability Access Service (DAS) program
assists persons with disabilities who are unable wait in line and can
instead receive an appointment time for each attraction.

o The Ville de Boucherville’s Biblio hors les murs provides access to
books in parks during the summer season.

Introducing an accessible delivery service or a free delivery service:

o The Ville de Montréal’s Biblio-courrier service allows seniors or
persons with disabilities to receive their books at home at no extra
cost.

Ensuring digital accessibility among the various technologies used, from
the online booking system to payment terminals. Regular usability testing
is essential to ensure quality (refer to the Digital communications sheet in
this guide).
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https://www.saint-lambert.ca/en/universal-accessibility
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e Training your staff on how to welcome persons with disabilities to better

understand their needs and ensure they are treated appropriately,
particularly regarding accommodations. Several options are available,
including:

o Training videos, such as the Office des personnes handicapées du

Québec’s self-study module Mieux accueillir les personnes
handicapées [How to better welcome persons with disabilities].

Training courses run by persons with disabilities, such as those
offered by Kéroul or AlterGo.

Carefully selected internal focus groups addressing specific issues
faced by persons with disabilities.

3. Communicating quality information about accessible places and

services

e \Writing a web page or publishing an accessibility guide on your

organization’s website:

The Sépagq details all of its services, programs and locations in a
specific section on their website.

The Montreal Science Centre has a detailed guide and essential
information on its web page dedicated to visitors.

The municipality of Saguenay provides a lot of information in its

Guide des services offerts aux personnes handicapées [Guide to
services for persons with disabilities].

Providing a broadcasting mechanism in case of major malfunction, for
example, for elevators or other service interruptions that impact
accessibility for some persons with disabilities.

Ensuring inclusive representation of persons with disabilities in your
photos and videos, whether by creating an image bank or including
models and extras with disabilities in your sessions:
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https://ville.saguenay.ca/accueil-services-aux-citoyens/services-aux-personnes-en-situation-de-handicap/guide-des-services-offerts-aux-personnes-handicapees

o The UQAM initiative Visuallys offers a bank of 250 free images
related to mental health.

Sharing photos and videos of facilities and services that enable persons
with disabilities to make informed decisions about accessibility:

o The borough of Mont-Royal recently collaborated with Promo-Accés
to showcase th ibility of it trian str

Planning regular social media posts throughout the year on accessibility
and adapted services.

Listing the accessibility features of your products and services:

o Corbeil published an inventory of ADA-compliant appliances,
categorized by needs.

o Bell provides a section detailing the accessibility features of its
phones.

Developing an accessibility register or requiring an accessibility
assessment for all buildings used by the public in a given territory:

o The places certified by Kéroul are listed on an online platform
where you can search for them according to their characteristics or
location.

o In France, companies that welcome the public must fill out a
self-declaration form identifying the accessibility features of its

building(s) that will be entered into a mandatory reqistry

o The Ville de Québec provides key information on the accessibility of
its summer entertainment sites.

Using universally accessible communication practices (refer to the Digital
communications and the Oral and written communication sheets in this
guide).

Establishing a clear policy and process for adapting materials into

alternative formats:
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https://visuallys.uqam.ca/
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o The Office of the Privacy Commissioner of Canada’s Policy on
Accommodating Clients with Disabilities is an excellent example.

Available resources

Training

Service Accomplice from Kéroul (and all its variations).

Accuell des personnes ayant une limitation fonctionnelle [Welcoming
persons with functional limitations] (or other variation) from AlterGo
Expertise.

Techniques de guide-voyant [Sight Guide Techniques] from the
Regroupement des aveugles et amblyopes du Montréal métropolitain
(RAAMM).

Formation nationale en accompagnement en loisir des personnes

handi : EA [National training in recreational support for persons
with disabilities] from the Association québécoise pour le loisir des
personnes handicapées (AQLPH).

Self-study module Mieux accueillir les personnes handicapées from the
Office des personnes handicapées du Québec (OPHQ).

Documents

AccessAbility Playbook: Delivering accessible client service, Government
of Canada.

Best Practices for Interacting with Persons with Disabilities: A Guide,
Canadian Transportation Agency.

Customer service resources, Government of Manitoba

Related fact sheets in this guide

To ensure inclusion in customer service, also consult the following fact sheets:

3. Oral and written communication
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https://www.priv.gc.ca/en/accessibility/pol_dis_201503/
https://www.priv.gc.ca/en/accessibility/pol_dis_201503/
https://www.keroul.qc.ca/en/training
https://altergo.ca/fr/expertise/accueil-des-personnes-ayant-une-limitation-fonctionnelle/
https://raamm.org/services-grand-public/ateliers-sensibilisation/formation-techniques-guide-voyant/
https://aqlph.qc.ca/formations/formation-nationale-en-accompagnement-en-loisir-des-personnes-handicapees/
https://aqlph.qc.ca/formations/formation-nationale-en-accompagnement-en-loisir-des-personnes-handicapees/
https://www.quebec.ca/famille-et-soutien-aux-personnes/participation-sociale-personnes-handicapees/autoformation-mieux-accueillir-personnes-handicapees
https://ceacs-cesca.github.io/playbook/index.html
https://otc-cta.gc.ca/eng/publication/best-practices-interacting-persons-disabilities-a-guide
https://accessibilitymb.ca/accessibility/act-standards/the-accessibility-standard-for-customer-service.html

4. Diqgital communications
5. Design and delivery of programs and services

9. Built environment

16. Emergency measures and public safety

Fact sheet prepared in collaboration with Julie-Anne Perrault, universal
accessibility consultant, with feedback from Alexandra Gilbert (AQLPH), Kéroul,
and Marie-Claude Lépine (Promo-Acceés).
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22. Childcare centres

Becoming an inclusive childcare centre
What is inclusive childcare?

Inclusive childcare is an environment where all children, educators and parents
are welcomed and respected regardless of their needs, abilities or personal
circumstances. In addition to providing a suitable physical setting, these services
support the development of every child in a safe environment.

Inclusiveness is based on a holistic approach to create a community where
diversity is celebrated and every child feels valued. This includes support for
learning and development through various means of representation, expression
and commitment. The seven principles of inclusive design—equitable use,
flexibility in use, simple and intuitive use, perceptible information, tolerance for
error, low physical effort, and space for approach and use—can guide the design
of this environment to ensure optimal accessibility and inclusiveness.

All children have the right to learn, play and discover [...]. Their integration into
the social and educational environment is essential as this can help them to
socialize and learn many different social skills. It also develops successful
personal relationships through their practice and inclusion in all educational
activities, play and discovery with ordinary children.??

Overview of the situation

While there has been significant research on educational programs and the
inclusion of children in daycare, few studies actually address environments that
meet the needs and abilities of each child. There is still room for improvement.
Mandatory accessibility standards in built environments are a good starting point,
but the optimal solution would be to create spaces that meet the needs of all their
users.

In Québec, public childcare services, such as subsidized CPEs and childcare
centres, must comply with the requirements of the Ministére de la Famille. This

2 MOHAMED AHMED ABDOU, H., ABDUL LATEEF AHMED GHANAM, A. (2020). “Architectural
Role in Achieving Inclusion for Children with Disabilities in Nurseries,” JES Journal of Engineering
Sciences, 1(1-20).
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requires daycare owners to navigate between different regulations to provide
inclusive environments that work for everyone.

Standards and obligations

Currently, standards exist to support the accessibility of new construction in
Québec, but they do not specifically take into account children or people of small
stature. However, some guides and standards incorporate aspects related to
children. Here’s an overview:

At the federal level:

e “Several aspects of the educational program are now included in law,
imposing a legal obligation to administer an educational program that
includes activities aimed at:

o Fostering children’s overall development, enabling them to develop
all facets of their person, including their emotional, social, moral,
cognitive, language, physical and motor development.

o Helping children gradually adapt to life in society and integrate a
group harmoniously.

o Providing children with an environment conducive to the acquisition
of healthy lifestyle habits and health eating.”

% GOVERNMENT OF QUEBEC (2006). Act respecting the Ministére de la Famille. des Ainés ef

de la Condition féminine.
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e Accessible Canada Act (2019)

The objective of this act is to make Canada a barrier-free country by
January 1, 2040. It aims to identify, remove and prevent barriers in areas
of federal jurisdiction, such as the built environment, communication and
transportation.

e National Standard of Canada: Accessible Design for the Built
Environment - CSA/ASC B651:23 (2023)

This standard is intended to make buildings and other facilities accessible
to persons with a range of physical, sensory and cognitive disabilities. It
will be more suitable for children because it imposes accessibility
requirements that are stricter than those of the Québec Construction
Code.

e National Standard of Canada: Children’s playground equipment and
surfacing - CSA Z2614:20 (2020)

This standard provides technical recommendations for the design,
fabrication, installation, maintenance and inspection of public playground
equipment and associated spaces. Annex H focuses specifically on
playgrounds and equipment accessible to persons with disabilities.

At the provincial level:

e Québec Construction Code: Guide sur I’accessibilité des batiments
[Building accessibility guide] (2022)

This guide consolidates all design standards related to accessibility and
provides explanations of the underlying reasons for certain requirements.
Since July 2023, this guide is mandatory for any new construction or
renovation in Québec.

Good practices

Although buildings specifically designed for children are not yet governed by
mandatory standards, it is essential to think about designing an environment
suited to their diverse abilities, needs and challenges. Below are some good
practices from Canadian and Québec construction guides. While these standards
focus primarily on accessibility to the built environment in general, they can be
adapted to the needs of children:
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e Parking: Providing wider parking spaces make it easier for parents with
strollers or people using mobility aids to move around.

e Efficient and barrier-free circulation: Ensuring a stable, non-reflective
floor surface and sufficient corridor width to allow two children using
mobility aids to cross paths. Refer to the applicable standards for specific
details.

e Universal toilets: These facilities offer greater flexibility, more space and
allow a child to be accompanied by a person of a different gender. Key
points:

o Adapted bowl height

o Sufficient space between the toilet and the wall to facilitate the
transfer of children using mobility aids

o Installation of lateral and rear grab bars for greater safety

o Easy-to-use handles that don’t requiring twisting the wrist or
pinching actions

e Accessible controls: Controls such as switches, faucets, soap or paper
dispensers and clothing hooks must meet accessibility standards in the
standards guides. Amenities should be at different heights to
accommodate children of different sizes.

For more detail, the 2010 ADA Standards for Accessible Design (ADA) (United
States) provides specific recommendations regarding accessibility for children.
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Going beyond the standards

Good practices are of paramount importance because they allow us to go beyond
minimum requirements and imagine innovative solutions. Employers and
educators can help create inclusive environments by:

e Designing architectural environments that promote inclusion

e Organizing activities that encourage integration

e Raising children’s awareness of the diverse needs of their peers
e Building on other inclusive childcare models

e Communicating their needs to the Ministére de la Famille, des Ainés et de
la Condition féminine

The contribution of universal design

Applying the seven universal design principles to the design of an inclusive
daycare facility improves accessibility for all children, regardless of their abilities.

This fosters a safe, stimulating and supportive environment for cognitive
development, social interaction and inclusion. The following is a non-exhaustive
description of these principles:

e Equitable use: Providing the same means of use for all children, identical
whenever possible, or equivalent when necessary.

e Flexibility in use: Providing a choice of methods adapted to different
needs, while allowing each child to progress at their own pace.

e Simple and intuitive use: Designing environments and tools that are
easy to understand, regardless of the child’s cognitive or linguistic abilities.
Limiting unnecessary complexity and guiding children through their
activities.

e Perceptible information: Communicating instructions through different
modes (pictorial, verbal, tactile) to maximize their understanding.
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Error tolerance: Minimizing risks and errors with a thoughtful layout,
making high-use items easily accessible and securing hazardous
components.

Low physical effort: Offering equipment and games that require little
effort for comfortable use without any risk of excessive fatigue.

Size and space for approach and use: Providing optimal visibility of
essential elements without obstruction, adapted to the seated or standing
position of children and educators, while facilitating ergonomic access to
all components, regardless of posture or mobility. This includes a variety of
fitted grips and handles, as well as sufficient space for comfortable use of
mobility devices.

Examples of good practices

Offering various light sources adapted to children’s activities.

o For example, using pendant lamps in quiet homework spaces
rather than fluorescent ceiling lights. Suspended lighting like this
creates a soothing atmosphere that helps children concentrate.?

Reducing sources of ambient noise that can overstimulate children.
Noises such as echoes or air conditioning systems can be particularly
intrusive.

o According to one study, the level of noise is related to signs of
stress in children, such as repetitive motor movements, the use of
earmuffs, sudden gestures, loud outbursts, eye blinking, etc.®
Limiting these noises contributes to the well-being of each child and
educator.

24 STORVAN, L., FROYTLOG, B., HENRIKSEN, P., L. SAETER, RUTH ASTRID. (2021).

25

Design for Diversity. Universal Design in Schools and Kindergartens in Norway (1st ed.).
Kommunesektorens Organisasjon, 83 pp.

MOSTAFA, M., SOTELO, M., HONSBERGER, T., HONSBERGER, C., BROOKER
LOZOTT, E. and SHANOK, N. (2022). “The Impact of ASPECTSS-Based Design
Intervention in Autism School Design: A Case Study.” Emerald Publishing Limited, 18(2),
318-339.
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e Offering children choices tailored to their needs and preferences during
free play times. Some prefer small indoor and outdoor spaces where they
can be alone or play in small groups, with an opportunity for a staff
member to provide support when needed.

o On the other hand, other children greatly appreciate large outdoor
spaces, which are conducive to more adventurous games.?® Make
sure you offer a variety of choices to satisfy each child.

e Adapting playgrounds, equipment, materials and tools to promote
inclusion. These elements must meet the abilities of children and their
motor, physical, sensory, cognitive and socio-emotional needs. Using
different colours and materials to stimulate and inspire children during
outdoor play periods. Using a variety of materials to help children find their
way through the different areas.?’

For more information, see CSA Z614:20 on children’s playground equipment and
surfacing in the documents section.

% YTTERHUS, B. and AMOT, I. (2021). “Kindergartens: inclusive spaces for all children?”
International Journal of Inclusive Education, 1-17.

7 YTTERHUS, B. and AMOT, I. (2021). “Kindergartens: inclusive spaces for all children?”
International Journal of Inclusive Education, 1-17.
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Available resources
Training

e Formation sur l'aménagement inclusif en milieu de garde [Training on how
to create an inclusive childcare environment], Idéaux.

° >cialisation en € jon inclusiv ns I Vi I(
[Specialization in inclusive childcare education], Cégep Marie-Victorin.

Subsidies
e Federal:

o Enabling Accessibility Fund: financial assistance for large and small
development projects, Government of Canada.

o Child Disability Benefit (CDB): financial assistance for families
supporting a child with severe and prolonged impairment in physical
or mental functions, Government of Canada.

e Provincial:

o Allowance for Integration into Childcare: funding for a subsidized
educational childcare provider for a child who has an impairment
causing a significant and persistent disability, Government of
Queébec.

o Educational Childcare Act, Chapter VIl “Parental contributions and

subsidies”: Act and regulations on contributions and subsidies for
educational child care.

o Supplement for Handicapped Children: financial assistance to
families for the custody, care and upbringing of a child whose
mental impairment or disorder significantly limits the child in
carrying out their lifestyle habits.

235


https://www.ideaux.ca/event-details/amenagement-inclusif-en-milieu-de-garde
https://cegepmv.ca/formation-continue/reconnaissance-des-acquis-et-des-competences/specialisation-en-education-inclusive-dans-les-services-de-garde
https://www.canada.ca/en/employment-social-development/programs/enabling-accessibility-fund.html
https://www.canada.ca/en/revenue-agency/services/child-family-benefits/child-disability-benefit.html
https://www.quebec.ca/en/family-and-support-for-individuals/childhood/childcare-centres/childcare-centres-for-children-with-disabilities/allowance-integrating-disabled-child-aged-59-months-or-younger-into-educational-childcare
https://www.legisquebec.gouv.qc.ca/fr/document/lc/S-4.1.1?langCont=fr#ga:l_vii-h1
https://www.legisquebec.gouv.qc.ca/en/document/cs/S-4.1.1
https://www.legisquebec.gouv.qc.ca/en/document/cs/S-4.1.1
https://www.rrq.gouv.qc.ca/en/programmes/soutien_enfants/supplement/Pages/supplement.aspx

Documents

e Guides on standards:

Guide sur l'accessibilité des batiments, Québec Construction Code.

Table de concertation régionale des associations de personnes

handicapées de Lanaudiére, (TCRAPHL) [Lanaudiére regional
disability association consultation table]

ADA Standards for Accessible Design, Department of Justice,
United States.

e Online guides:

o

Guide pour favoriser l'inclusion des enfants ayant des besoins
particuliers dans les services de garde (0-4 ans) [Guide to
promoting the inclusion of children with special needs in childcare
(0-4 years)], TCRAPHL.

Aménagement ergonomique d’'un service de garde [Ergonomic
childcare centre design], ASSTSAS.

Aide a la rédaction d’une politique d’inclusion [Inclusion policy
drafting guide], AQCPE and Carrick.

Intégration d’un enfant handicapé en service de garde [Integrating a
child with a disability into childcare], Government of Québec

Guide pour I'élaboration d’une politique d’intégration des enfants de
nouveaux arrivants et de gestion de la diversité dans les services
de garde éducatifs [Guide for developing a policy on integrating
children of newcomers and managing diversity in educational
childcare], Government of Québec

A Guide to Creating Inclusive Classrooms, Brightwheel.

Universal Design in Kindergarten and School, Guidelines and
Universal Tools, Rehabilitation International.
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https://www.rbq.gouv.qc.ca/fileadmin/medias/pdf/Publications/francais/guide-accessibilite-batiment_2022.pdf
https://tcraphl.org/dossier/inclusion-services-de-garde/#:~:text=Chaque%20enfant%20ayant%20droit%20%C3%A0,entre%200%20et%205%20ans
https://tcraphl.org/dossier/inclusion-services-de-garde/#:~:text=Chaque%20enfant%20ayant%20droit%20%C3%A0,entre%200%20et%205%20ans
https://tcraphl.org/dossier/inclusion-services-de-garde/#:~:text=Chaque%20enfant%20ayant%20droit%20%C3%A0,entre%200%20et%205%20ans
https://archive.ada.gov/regs2010/2010ADAStandards/2010ADAStandards.pdf
https://tcraphl.org/wp-content/uploads/2017/03/ABEfinalpdf.pdf
https://tcraphl.org/wp-content/uploads/2017/03/ABEfinalpdf.pdf
http://asstsas.qc.ca/publication/amenagement-ergonomique-dun-service-de-garde-gp78
https://aqcpe-carrick.com/media/2y3jgigr/fiche_soutien_politique_dinclusion.pdf
https://www.mfa.gouv.qc.ca/fr/publication/Documents/SF_integration_enfant_handicape_info_generale.pdf
https://www.mfa.gouv.qc.ca/fr/publication/Documents/guide_diversite.pdf
https://www.mfa.gouv.qc.ca/fr/publication/Documents/guide_diversite.pdf
https://www.mfa.gouv.qc.ca/fr/publication/Documents/guide_diversite.pdf
https://mybrightwheel.com/blog/inclusive-classroom
https://www.riglobal.org/universal-design-in-kindergarten-and-school-guidelines-and-universal-tools/
https://www.riglobal.org/universal-design-in-kindergarten-and-school-guidelines-and-universal-tools/

o Websites

o Ministére de la Famille

o Educational Childcare Act

o Responsabilités des services de garde

o Observatoire des tout-petits: Statistics on “children in need of
special support”

o Carrick project: Supporting CPEs/BCs in enhancing their inclusion
practices for children in need of special support.

o Fondation Papillon: Resources and support for persons with
disabilities and their families.

Related fact sheets in this guide

To ensure an inclusive environment for children, also consult the following fact
sheets:

7. Elementary and secondary education

. Employmen
9. Built environment
23. Health services

24. Social services

28. Neurodevelopmental disorders

Fact sheet prepared by Idéaux (inclusive and universal accessibility design
consulting firm).



https://www.quebec.ca/en/government/ministere/ministere-de-la-famille
https://www.legisquebec.gouv.qc.ca/en/document/cs/s-4.1.1
https://www.quebec.ca/famille-et-soutien-aux-personnes/enfance/garderies-et-services-de-garde/reseau/responsabilites
https://tout-petits.org/themes/enfants-ayant-besoin-de-soutien-particulier/
https://aqcpe-carrick.com/
https://fondationpapillon.ca/en/
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23. Health services

Medical and hospital services
What are medical and hospital services?

Health facilities, whether public or private, must commit to providing equal
treatment to persons with disabilities in the use of their services, programs,
goods and facilities, as well as their accessibility.

They must ensure that persons with disabilities have the same opportunities to
access services as others, under the same conditions and in the same place.
This commitment applies not only to patients, but also to families, visitors and
facility staff, whether they have visible or non-visible disabilities.

Overview of the situation

Nearly 8 out of 10 persons with disabilities have at least one chronic condition.
This is a much higher proportion than for people without disabilities. Persons with
disabilities are also more likely to smoke and not engage in physical activity. The
literature review revealed that persons with disabilities are more likely to develop
secondary conditions, i.e., health problems that are more prevalent in them than
in the rest of the population.®

The report indicates that persons with disabilities face more barriers to adopting
healthy lifestyle habits than the rest of the population. These barriers include
dependence on family caregivers, the need for support, the presence of more
urgent needs, and difficulties in accessing transportation. It was noted that
programs promoting healthy lifestyle habits, specifically adapted to persons with
disabilities, would be particularly effective.

In addition, the report highlights the lack of differentiated data regarding access
to preventive care for persons with disabilities, especially women’s participation
in the Québec Breast Cancer Screening Program.

The report suggests that actions be taken to improve accessibility to programs
promoting healthy lifestyles and to ensure that persons with disabilities have

2 Pportrait des conditions de vie des personnes handicapée [Portrait of living conditions of
persons with disabilities], Office des personnes handicapées du Québec
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https://www.ophq.gouv.qc.ca/publications/cyberbulletins-de-loffice/express-o/volume-17-numero-1-mai-2023/nouvelles-de-loffice/portrait-des-conditions-de-vie-des-personnes-handicapees.html

equal access to preventive care. This would reduce the health inequalities that
they experience.

Percentage of Canadians with disabilities, by age group (2017 and 2022)*

Total population aged 15 and older

2022: 27.0%

Youth (15-24 years)

2022: 20.1%

Working-aged adults (25-64 years)

2022: 24.1%

Seniors (65 years and older)

2022: 40.4%

Notes: All changes from 2017 to 2022 are statistically significant.
Source: 2022 Canadian Survey on Disability (3251)
Created with Datawrapper

Some barriers faced by persons with disabilities and how to
address them:

Removing barriers that persons with disabilities face in accessing health care is
critical. While these barriers persist in both developed and developing countries,
their magnitude varies. Challenges include difficulties in accessing medical care
and treatment, therapies, assistive technologies and education, as well as
phenomena such as neglect, marginalization, exploitation, stigma and
humiliation.

% Rate of disability increases in Canada, Insurance Portal
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https://www.datawrapper.de/_/ThGX2
https://insurance-portal.ca/article/rate-of-disability-increases-in-canada/

Persons with disabilities often experience poorer health than the general
population. Until recently, these disparities were often seen as an inevitable
consequence of disability. However, it is now widely recognized that these
inequalities can be due to discrimination and inequities in access to health care.®

In the health field, stigma and discrimination create additional barriers for persons
with disabilities. These barriers are manifested in several ways:

e Physical barriers, which prevent persons with disabilities from accessing
clinics and hospitals.

¢ Information barriers, which prevent persons with disabilities from
accessing medical documentation, brochures and information materials
intended for health promotion, prevention and protection.

e Attitudinal barriers, which lead to discrimination that can have a
significant impact on the rights of persons with disabilities, especially those
with psychosocial disabilities.

¢ Institutional barriers, which include legislation, practices and procedures
that restrict access to health care for persons with disabilities.

Services for people with physical, sensory or intellectual disabilities have also
been criticized, particularly because of cultural barriers and communication
issues. Differences in access to health and social services may arise depending
on the availability of these services. In addition, the quality of services may vary
between groups, with some not even aware that certain services exist, either due
to their scarcity or because they are not offered to certain groups.

It is important to improve access to the health care system for persons with
disabilities and to ensure that it can respond quickly and appropriately to their
needs.

Standards and obligations

Under section 61.1 of the Act to secure handicapped persons in the exercise of
their rights with a view to achieving social, school and workplace integration,*'
government departments, the vast majority of public agencies, including health

% |nclusive Health Services for Persons with Disabilities, WHO
%11 CQLR, c. E-20.1
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https://www.un.org/development/desa/dspd/wp-content/uploads/sites/22/2022/01/Inclusive-Health-English.pdf

care institutions, and municipalities with more than 15,000 inhabitants, are
required to prepare, adopt and publish an annual action plan for persons with
disabilities.

Specifically, the legislation states that this action plan must be developed based
on the barriers identified or observed regarding the integration of persons with
disabilities and must specify the measures that will be taken in the coming years
to address them.

Good practices

The Accessibility for Ontarians with Disabilities Act, 2005 (AODA) is still in force.
Hépital Montfort’s policy on access to persons with disabilities combines the
requirements of the Accessibility Standards for Customer Service regulation and
the Integrated Accessibility Standards regulation, both of which are established
under the AODA.

1. Communication

e Communicating with persons with disabilities in a way that is tailored to
their specific needs.

e Committing to providing fully accessible telephone services to all patients
and clients.

e Offering patients/clients the opportunity to communicate via email, TTY, or
relay services if telephone communication is not suitable for their needs or
is not available.

e Committing to providing invoices that are accessible to all clients. For this
purpose, invoices should be available on request in the following formats:
printed copy, large print or email.

2. Assistance

e Persons with disabilities can access public areas with their guide dog or
service animal in accordance with infection control procedures.

e If a person with a disability is accompanied by a support person, the
establishment ensures that they can enter together and that the person
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with a disability has access to their support person for the duration of their
presence at these locations.

e The establishment may require a person with a disability to be
accompanied by a support person in certain spaces, but only after
consulting the person concerned and considering the relevant evidence.

3. Notice of service disruption

The establishment notifies clients, when possible, of any disruption to
essential facilities or services that persons with disabilities rely on. This notice
shall include the reasons for the disruption, its estimated duration and, if
applicable, the available alternative facilities or services. It shall be posted in
public entrance areas, at the establishment’s service counters and on its
website.

3. Accessible formats and communication aids

The establishment ensures that accessible formats and communication aids
are provided to the person with disabilities. These formats and communication
aids are provided in a timely manner, tailored to the specific accessibility
needs of the individual and charged at a cost no greater than that paid by
other users.

4. Training of professionals

Educating health service professionals about the care needs of persons with
disabilities is of fundamental importance. Beyond understanding their rights
and their specific issues, organizations representing these individuals
highlighted the ongoing attitudinal barriers in health care, such as
condescending and ignorant attitudes by front-line staff. Negative attitudes
and mistaken beliefs create major barriers to health care delivery for persons
with disabilities.

Actions to make health care services truly inclusive need to address these
attitudinal barriers, not least by training health care professionals in the rights of
people with disabilities. It is crucial to involve front-line care providers in such
training, as they are in daily contact with persons with disabilities. Training is
therefore essential to strengthen organizational and individual capacities in order
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to offer a range of health services so that persons with disabilities can fully
integrate into their communities and live rewarding lives.
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5. Accessibility standards

The Fédération des médecins de France proposes accessibility standards
regarding the entrance, waiting rooms and treatment rooms.*? Specific criteria
must be met to ensure easy and secure access.

Particularities according to disability type

The Accessible Canada Act requires the participation of persons with disabilities
in the development of accessibility plans. About 6.2 million Canadians have
disabilities. Understanding the different types of disabilities and the barriers they
face is vital in promoting their inclusion.

Different types of disabilities include:

e \ision or seeing disabilities

e __Hearing disabilities

o __Mobility, flexibility and dexterity disabilities
o Pain-related disabilities
e |l earning disabilities

e Developmental disabilities

e Mental health-related disabilities

e Memory disabilities

Available resources
e Human Rights Code, R.S.0. 1990, CHAPTER H.19

o Medical Council of Canada Policy on new accessibility standards

introduced under the Accessibility for Ontarians with Disabilities Act,
AODA.

%2 | es normes d’accessibilité [Accessibility standards], Fédération des Médecins de France

245


https://laws-lois.justice.gc.ca/eng/acts/a-0.6/index.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/accessibility-plans.html
https://www150.statcan.gc.ca/t1/tbl1/en/tv.action?pid=1310037601&request_locale=en
https://www150.statcan.gc.ca/t1/tbl1/en/tv.action?pid=1310037601&request_locale=en
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation/key-concepts.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation/key-concepts.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation/key-concepts.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation/key-concepts.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation/key-concepts.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation/key-concepts.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation/key-concepts.html
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation/key-concepts.html
https://mcc.ca/accessibility/
https://www.fmfpro.org/IMG/pdf/Accessibilite_11p.pdf

e Accessibility policy for people with disabilities, Monfort.

e Accessibility for Ontarians with Disabilities Act (AODA): legislation that
sets out a process for developing and enforcing accessibility standards.

e World Health Organization, Inclusive Health Services for Persons with
Disabilities - PDF.

e Annex: Key disability considerations and concepts, Government of
Canada.

e Salle d’attente d’'un cabinet médical [Medical practice waiting room],
Orisha Healthcare.

Related fact sheets in this guide

To ensure inclusion in health services, also consult the following fact sheets:

4. Digital communications

. Employment
9. Built environment
20. Environmental health
24. Social services
25 and 26. Paratransit and accessible transit

29. Urban planning

30. Violence and safety

Fact sheet prepared in collaboration with André Prévost and Mathieu Noél
(COPHAN).
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https://hopitalmontfort.com/en/corp/accessibility-policy-people-disabilities
https://www.ontario.ca/laws/statute/05a11
https://www.un.org/development/desa/dspd/wp-content/uploads/sites/22/2022/01/Inclusive-Health-English.pdf
https://www.un.org/development/desa/dspd/wp-content/uploads/sites/22/2022/01/Inclusive-Health-English.pdf
https://www.canada.ca/en/employment-social-development/programs/accessible-canada-regulations-guidance/consultation/key-concepts.html
https://healthcare.orisha.com/blog/professionnels-de-sante/medecin/normes-salle-attente-cabinet-medical/#:~:text=Vous%20devez%20prendre%20en%20compte,g%C3%A9n%C3%A9ralement%20pas%20d'inconv%C3%A9nients%20majeurs
https://healthcare.orisha.com/blog/professionnels-de-sante/medecin/normes-salle-attente-cabinet-medical/#:~:text=Vous%20devez%20prendre%20en%20compte,g%C3%A9n%C3%A9ralement%20pas%20d'inconv%C3%A9nients%20majeurs




24. Social services

Social services in Québec: Critical gaps for persons with
disabilities

What social services are available in Québec?

Social services for persons with disabilities in Québec are a major social issue.
They aim to ensure the inclusion, dignity and well-being of this vulnerable
population. This sheet provides an overview of the facts, current situation,
available statistics and recommendations regarding these services.

Québec has several laws and regulatory frameworks designed to protect the
rights of persons with disabilities. These include the Charter of Human Rights
and Freedoms, the Act to secure handicapped persons in the exercise of their
rights with a view to achieving social, school and workplace integration, and the
government’s A part entiére policy, focusing on the social inclusion of persons
with disabilities. Social services include a range of supports, including:

e Assistance with daily living and accompaniment

e Adaptation of the living environment

e Access to education, employment and recreation

e Technical and technological assistance
Despite significant progress, persons with disabilities in Québec still face many
challenges. These include limited access to services, architectural and social
barriers, discrimination and a lack of public awareness. These barriers

underscore the importance of intensifying efforts to ensure a truly inclusive and
equitable society.

Overview of the situation

Although services are available, many persons with disabilities face barriers to
accessing them. These challenges include long waiting lists, restrictive eligibility
criteria and complex administrative procedures.
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Despite improvements in social inclusion, these individuals continue to endure
isolation, stigma and marginalization in various aspects of social, cultural and
community life.

The current state of social services in Québec is marked by significant
fragmentation, which severely undermines the effectiveness and quality of the
supports offered. This fragmentation results in:

e The dispersal of responsibilities among several government agencies
e Uncoordinated programs and services

e Gaps in continuity of care and support
Causes and their impacts

1. Multiple players and inefficient resources
The diversity of actors involved in the delivery of social services often
results in duplication and overlap. This creates confusion for users and
hinders the efficient use of public resources. For example, health services,
social services, rehabilitation services and employment assistance
programs are often managed by different departments or agencies. This
dynamic complicates the coordination of interventions and the overall
management of the needs of individuals.

2. Breaks in continuity of care
This fragmentation can lead to interruptions in continuity of care,
negatively impacting the quality of life of those affected. For example, a
person with a disability may encounter significant barriers when
transitioning from one service to another. These barriers lead to delays in
access to care, gaps in follow-up, and, in some cases, a deterioration in
the individual’s overall condition.

3. Heightened stigma and marginalization
This fragmentation of social services exacerbates barriers between
different sectors of society, limiting access to holistic and integrated
services. This contributes to stigma and marginalization, thus impairing the
autonomy, social inclusion and well-being of persons with disabilities.
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Home care in need of support 3323

Home care is a lifeline for many persons with disabilities in Québec. These
services allow individuals to receive the necessary care while enjoying the
comfort and familiarity of their own homes. Skilled professionals such as nurses,
caregivers and therapists, provide invaluable support in the areas of medical
care, assistance with daily living, rehabilitation and emotional support. This
personalized care promotes autonomy, dignity and quality of life for recipients,
while reducing costs and pressure on health care facilities.

However, despite its crucial role, home care in Québec faces numerous
challenges:

e Extended waiting lists: many people remain uncertain and desperate in
the face of endless wait times to access services.

¢ Insufficient funding: limited resources prevent a service offering tailored
to real needs.

e A shortage of qualified staff: this undermines the availability and quality
of home care.

e The burden on families: often responsible for providing much of the
informal care, families are often exhausted and struggling financially. This
state of chronic fatigue can lead to burnout, requiring increased support.

% Soins a4 domicile | Les listes d'attente s’allongent, La Presse
% Soutien & domicile | Une réponse « faible » aux besoins des Québécois, La Presse
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https://www.lapresse.ca/actualites/sante/2023-06-20/soutien-a-domicile/une-reponse-faible-aux-besoins-des-quebecois.php
https://www.lapresse.ca/actualites/sante/2022-03-03/soins-a-domicile/les-listes-d-attente-s-allongent.php

In conclusion, social services for persons with disabilities in Québec play a vital
role in their participation and full integration into society. Nevertheless, ongoing
challenges require concerted action and policy measures to ensure:

e Equitable access to services
e Better organization of care

e Support for informal caregivers

e Real social inclusion
As noted by Health and Welfare Commissioner Joanne Castonguay:

[Translation] “Despite an increase in financial resources in recent years, few
people are getting the care and services they really need. Increasing budgets
without reviewing the organization of services therefore seems to have a limited
impact.”

Standards and obligations

Convention on the Rights of Persons with Disabilities

The United Nations Convention on the Rights of Persons with Disabilities (CRPD)
is an international treaty adopted in 2006 to safeguard and promote the rights of
persons with disabilities worldwide. Canada, along with 183 other States Parties,
is committed to complying with the legal obligations set out in the CRPD.

Article 28 — Adequate standard of living and social protection

1. States Parties recognize the right of persons with disabilities to an
adequate standard of living for themselves and their families, including
adequate food, clothing and housing, and to the continuous improvement
in their living conditions. They shall take appropriate steps to safeguard
and promote the realization of this right without discrimination on the basis
of disability.

2. States Parties also recognize the right of persons with disabilities to
equitable social protection and undertake to:
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a) Ensure equal access to drinking water services, and to ensure
access to appropriate and affordable services, devices and other
assistance for disability-related needs.

b) Ensure access to social protection programs and poverty reduction
programs, particularly for women and girls with disabilities and older
persons with disabilities.

c) Provide adequate public assistance to persons with disabilities and
their families living in poverty to cover disability-related expenses.
This includes training, counselling, financial assistance and respite
care services.

d) Facilitate access to social housing programs for persons with
disabilities.

e) Ensure equal access to retirement programs and benefits for
persons with disabilities.

Good practices

Enhancing home support is a must for inclusion

Improving the accessibility of the home support program (SAD) for persons with
disabilities is a key priority.

Canada and Québec stand out for disproportionately allocating resources to
housing at the expense of home care. In Québec, 9.4% of people aged 65 and
over live in long-term care facilities, compared with 6.8% in Canada and about
4% in countries such as France, Germany, Norway and the Netherlands. This
high proportion of accommodation, which is far more expensive, illustrates an
inefficiency in budget allocations.*

2Soins a domicile : Le statu quo ne sera plus possible [Home care: Status quo no longer
possible]
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https://institutduquebec.ca/wp-content/uploads/2021/08/202108-IDQ-Soins-a-domicile.pdf
https://institutduquebec.ca/wp-content/uploads/2021/08/202108-IDQ-Soins-a-domicile.pdf
https://institutduquebec.ca/wp-content/uploads/2021/08/202108-IDQ-Soins-a-domicile.pdf

The majority of persons with disabilities do not want to live in long-term care
facilities (CHSLDs). They wish to remain at home and actively participate in
society without moving into institutions that are costly and often ill-adapted.
Investing more in home support would avoid such investments in institutional
settings (CHSLDs, seniors’ homes, etc.), while offering a more human and
affordable alternative.

Home support challenges

The Home Support Program (SAD) is seen as a critical solution but currently
suffers from multiple gaps, including:

e Underfunding: The Québec SAD receives fewer resources than other
Canadian provinces and Commonwealth countries.

e Inequitable accessibility: Disparities between local CLSC, CES, EESAD
and other agencies, as well as between regions limit equitable access to
services.

o Unsatisfactory performance: Too little of the budget is allocated to direct
services in the field, and administrative red tape undermines the
effectiveness of the funding.

In addition, clientele living with physical disabilities (PD), intellectual disabilities
(ID) or autism spectrum disorders (ASD) require adapted care that is distinct from
that of people experiencing loss of autonomy. These people are often
professionally active or doing apprenticeships and require flexible services that
meet their specific needs.

Priority actions

To address these challenges and strengthen the effectiveness of the home
support program, it is necessary to:

1. Increase the SAD budget to ensure adequate funding.

2. Differentiate between clients (PD-ID-ASD and people experiencing loss of
autonomy) in terms of service and organization.

3. Reduce red tape to improve program performance and efficiency.
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4. Ensure equitable accessibility across territories and regions.
5. Review the CES terms according to users’ needs:
a. Adjust the allocation of hours based on actual needs.

b. Standardize support worker compensation across jurisdictions and
institutions.

6. Reduce waiting lists to respond quickly to requests.

7. Invest in training and recruiting qualified staff, including nurses, caregivers
and therapists.

At the same time, it is essential to develop initiatives to raise public awareness of
disability issues by:

e Promoting diversity and inclusion in all aspects of society.

e Supporting community organizations engaged in the fight against stigma
and social isolation.

Reforming the Home Support Program (SAD) requires a concerted effort
between governments, community organizations, social service professionals
and persons with disabilities. Together, they can create a more inclusive, effective
and adapted system, guaranteeing everyone the right to live with dignity and be
fully integrated into society.

Available resources

e Boivin, L., Bernstein, S., & Verville, M.-H. (2023). Un travail de soins a
valoriser : Pour une pleine protection des travailleuses employées via le
programme québécois d’Allocation Directe/Cheque Emploi-Service
[Making the most of care work: Full protection for employees under
Québec’s Direct Allowance—Service Employment Paycheque program], Au
bas de I'échelle research report.

e Health and Welfare Commissioner (HWC). (2023). Bien vieillir chez soi -
Tome 1 :Comprendre I'écosystéme. [Aging well at home - Volume 1:
Understanding the ecosystem]._
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https://www.aubasdelechelle.ca/publications/recherches/
https://www.aubasdelechelle.ca/publications/recherches/
https://www.csbe.gouv.qc.ca/fileadmin/www/2023/Rapportpreliminaire_SAD/CSBE-Rapport_Preliminaire_SoutienDomicile_V2.pdf
https://www.csbe.gouv.qc.ca/fileadmin/www/2023/Rapportpreliminaire_SAD/CSBE-Rapport_Preliminaire_SoutienDomicile_V2.pdf
https://www.csbe.gouv.qc.ca/fileadmin/www/2023/Rapportpreliminaire_SAD/CSBE-Rapport_Preliminaire_SoutienDomicile_V2.pdf

e Health and Welfare Commissioner (HWC). (2023). Bien vieillir chez soi -
Tome 2 : Chiffrer la performance [Aging well at home - Volume 2:
Quantifying performance].

e Office of the High Commissioner for Human Rights (OHCHR).
Convention on the Rights of Persons with Disabilities, United Nations.

e Lavoie-Moore, M. (2021). Le cheque emploi-service améliore-t-il les
services a domicile au Québec ? [Does the service employment

paycheque program improve home care in Québec?], IRIS.

e AREAQ. Les soins et services a domicile au Québec : Pour mieux vous
orienter dans le réseau de la santé et des services sociaux [Home care
and services in Québec: Guide to navigating the health and social services
network].

e CREEI. Le financement du soutien a I'autonomie des personnes dgées a
la croisée des chemins [Funding support for seniors at a crossroads].

Related fact sheets in this guide

The following fact sheets are influenced by the limited income of persons with
disabilities:

4. Diqgital communications
6. Post-secondary education

8. Employment

13. Housing

23. Health services

Fact sheet prepared in collaboration with Dominique Salgado (CAPVISH), with
feedback from COPHAN.



https://www.csbe.gouv.qc.ca/fileadmin/www/2023/Rapportpreliminaire_SAD/CSBE-Tome2_Rapport_Preliminaire_SoutienDomicile.pdf
https://www.csbe.gouv.qc.ca/fileadmin/www/2023/Rapportpreliminaire_SAD/CSBE-Tome2_Rapport_Preliminaire_SoutienDomicile.pdf
https://www.csbe.gouv.qc.ca/fileadmin/www/2023/Rapportpreliminaire_SAD/CSBE-Tome2_Rapport_Preliminaire_SoutienDomicile.pdf
https://www.csbe.gouv.qc.ca/fileadmin/www/2023/Rapportpreliminaire_SAD/CSBE-Tome2_Rapport_Preliminaire_SoutienDomicile.pdf
https://www.ohchr.org/en/instruments-mechanisms/instruments/convention-rights-persons-disabilities
https://iris-recherche.qc.ca/publications/cheque-emploi-service/
https://iris-recherche.qc.ca/publications/cheque-emploi-service/
https://areq.lacsq.org/wp-content/uploads/Dossier-Les-soins-et-services-%C3%A0-domicile-au-Qu%C3%A9bec-%C3%89t%C3%A9-2018.pdf?fbclid=IwAR0mnC2xQpd1QMfAeZKtQNoltYK5P3gmy05oSPb0KXC-a42Ym6jK2bN5MBY
https://areq.lacsq.org/wp-content/uploads/Dossier-Les-soins-et-services-%C3%A0-domicile-au-Qu%C3%A9bec-%C3%89t%C3%A9-2018.pdf?fbclid=IwAR0mnC2xQpd1QMfAeZKtQNoltYK5P3gmy05oSPb0KXC-a42Ym6jK2bN5MBY
https://areq.lacsq.org/wp-content/uploads/Dossier-Les-soins-et-services-%C3%A0-domicile-au-Qu%C3%A9bec-%C3%89t%C3%A9-2018.pdf?fbclid=IwAR0mnC2xQpd1QMfAeZKtQNoltYK5P3gmy05oSPb0KXC-a42Ym6jK2bN5MBY
https://areq.lacsq.org/wp-content/uploads/Dossier-Les-soins-et-services-%C3%A0-domicile-au-Qu%C3%A9bec-%C3%89t%C3%A9-2018.pdf?fbclid=IwAR0mnC2xQpd1QMfAeZKtQNoltYK5P3gmy05oSPb0KXC-a42Ym6jK2bN5MBY
https://creei.ca/wp-content/uploads/2021/02/cahier_21_01_financement_soutien_autonomie_personnes_agees_croisee_chemins.pdf
https://creei.ca/wp-content/uploads/2021/02/cahier_21_01_financement_soutien_autonomie_personnes_agees_croisee_chemins.pdf
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In memory of Serge Poulin, General Director of RUTA Montréal

25 and 26. Paratransit and accessible transit

Transportation: the foundation of social participation

Overview of the situation

Transportation is the cornerstone of social participation. Without it, it becomes
almost impossible for persons with disabilities to access health services,
education, employment, or even recreation. In several regions of Québec,
paratransit is in a fragile state, a situation amplified by a precarious supply of
alternative transportation. This directly impacts essential services such as
pre-hospital emergency care (ambulances).

Moreover, the current reality does not take into account the risks faced by
citizens who turn to alternative and sometimes illegal means of transport that fall
far short of the expected safety standards (lack of permit, inadequate driver
training, non-compliant vehicles, etc.). It also ignores the impact of the
ever-increasing cost of living resulting from the pandemic and international
conflicts.

Paratransit in Québec suffers from a glaring lack of funding and political attention.
It is also affected by Bill 17 (taxi reform), particularly in the regions, which
compromises the accessibility and quality of services for persons with disabilities.
These issues deserve urgent and ongoing attention from the government.

Some specific barriers and how to address them:

Paratransit is much more than a service—it is a vital necessity to ensure the
independence and dignity of persons with disabilities. It is imperative that
concrete actions be taken to strengthen this pillar of social participation, in
collaboration with all stakeholders.
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Taxi transportation: necessary measures
In the taxi industry, several solutions could improve the situation:

e Tax credits and measures: Provide tax incentives to facilitate driver
recruitment.

e Local calls for tenders: Encourage local businesses to bid in calls for
tenders to support the regional economy.

e Improved working conditions: Review driver compensation to make
salaries more competitive.

Reform of the Programme de subvention aux véhicules collectifs is essential.
This could include:

e Adapting used vehicles in good condition rather than requiring new
vehicles.

e Increased subsidies to cover modification costs and inclusion of
microbuses.

e Support for vehicle purchases, given prices have increased significantly.
e Driver training to ensure quality service.

In September 2023, Deputy Prime Minister and Minister of Transport and
Sustainable Mobility, Geneviéve Guilbault, announced an annual increase of $3
million to renew and increase the fleet of adapted vehicles. However, there are
still many needs to be met.

Sustainable mobility action plan

The sustainable mobility action plan of the Ministére des Transports et de la
Mobilité durable (MTMDAQ) includes provisions for paratransit. However, to
ensure more effective management, municipal groupings are needed,
accompanied by equitable financial means and transparent accountability. Better
participation of persons with disabilities in the management of complaints is also
expected, with a view to inclusion, safety and dignity. This issue is critically
important because without transportation, access to health services, education,
employment and recreation becomes extremely difficult.
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Consultation committee on paratransit

In October 2023, Genevieve Guilbault also announced the creation of a
consultation committee on paratransit, a commitment made to the Confédération
des organismes de personnes handicapées du Québec (COPHAN). This
committee, chaired by the MNA for Drummond-Bois-Francs, Sébastien
Schneeberger, will propose concrete solutions based on customer needs to
improve the accessibility and quality of services.

Good practices

In Québec:

Some regions benefit from an organized transportation company or a paratransit
service. However, other more isolated or less structured regions struggle to
provide adequate services, especially since users have little or no involvement in
the organization of the services intended for them. The paratransit program
needs to become more accessible and more structured throughout Québec.
Accountability and active participation of users must also be strengthened.
Accounting statements alone don’t tell the whole story. It is crucial to provide
other data such as ridership, refusals of service and late trips that negatively
impacted users lives.

In Canada:

Vancouver is regarded as a model for public transit accessibility. All vehicles,
including buses, trains and the Seabus ferry, as well as stations and terminals,
are fully accessible to people with mobility disabilities.*

In British Columbia and Alberta, all taxis are accessible, allowing persons with
disabilities to call a taxi and pay by meter. This example could inspire Québec,
which could gradually replace its current taxis with accessible vehicles.

International:

Toulouse also stands out as a model to follow, with all infrastructure, including
public transit, accessible to people with mobility disabilities.?”

% Vancouver, un « modéle & suivre » en matiére d’accessibilité, Radio-Canada
37 Mobilité et handicap : trouver des transports adaptés, MDPH Haute-Garonne (31)
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https://ici.radio-canada.ca/nouvelle/1180421/mobilite-reduite-fauteuil-roulant-colombie-britannique

Particularities according to disability type

Neurodivergent individuals require specific adaptations when using the various
transportation modes. This may include, for example, social inclusion efforts by
other users and increased flexibility by carriers to reserve dedicated and adapted
spaces.

In 2010, the Regroupement des usagers du transport adapté (RUTA Montréal), a
member of COPHAN, developed the Guide des besoins des personnes ayant

des limitations fonctionnelles en matiére de transport en commun [Guide to
public transit needs guide of persons with functional limitations]. Intended to

promote universal accessibility, this guide lists the needs of persons with different
functional limitations when using regular public transport.

Available resources

Documents

e Vancouver. un « modeéle a suivre » en matiere d’accessibilité,
Radio-Canada: Find out how Vancouver stands out for its public transit
accessibility initiatives.

e Mobilité et handicap : trouver des transports adaptes, MDPH
Haute-Garonne (31): Guide to using paratransit services, with practical
tips for persons with disabilities.

e Guide des besoins des personnes ayant des limitations fonctionnelles en
matiere de transport en commun, RUTA Montréal: A practical tool
identifying the needs of users with different functional limitations,
developed to promote universal accessibility in public transit.

Related fact sheets in this guide

To ensure inclusion in accessible paratransit services, also consult the following
fact sheets:

1. Procurement

3. Oral and written communication
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http://rutamtl.com/wp-content/uploads/2021/01/GuideRutaMtl_2010Low-1.pdf
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https://ici.radio-canada.ca/nouvelle/1180421/mobilite-reduite-fauteuil-roulant-colombie-britannique
https://www.mdph31.fr/utiliser-les-transports-en-commun/
http://rutamtl.com/wp-content/uploads/2021/01/GuideRutaMtl_2010Low-1.pdf
http://rutamtl.com/wp-content/uploads/2021/01/GuideRutaMtl_2010Low-1.pdf

4. Digital communications

5. Design and delivery of programs and services

8. Employment

9. Built environment

16. Emergency measures and public safety

21. mer servi

Fact sheet prepared by Mathieu Noél (COPHAN), in collaboration with Paul
Lupien (COPHAN President and INEEI-PSH representative), Serge Poulin
(RUTA de Montréal), André Prévost (COPHAN) and Martin Richer (RUTADP).
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27. Air and train travel

Accessible and inclusive air and train travel
What is accessible and inclusive air and train travel?

Transportation is considered accessible and inclusive when each step of the
journey is predictable, safe and barrier-free. Services must be designed to meet
the needs of all individuals, regardless of their abilities.

The particularities of air and rail transportation

Air and rail transportation, as well as buses, subways or paratransit, are forms of
public transportation. However, they are distinguished by their use primarily for
long-distance travel, particularly across large geographic areas such as Québec
or Canada.

All modes of public transit have challenges related to the accessibility of
infrastructure, vehicles, information and assistance. However, long-distance
travel presents additional challenges due to its length and possible border
crossings. These challenges include:

e Baggage management

Reservations

Boarding and disembarkation procedures

Access to adapted toilets or to food

Intermodality, where passengers find themselves in unknown places

The division of responsibilities among the different levels of government in
Canada means that accessibility is not always the same between regions.
Moreover, the international nature of the standards that govern these industries
makes it difficult to implement changes. To ensure true accessibility in air and rail
transportation, strong leadership from the authorities is essential. Effective
coordination among levels of government and a proactive approach are crucial to
overcoming barriers and improving these modes of transportation.

263



Overview of the situation

Despite strict federal regulations, nearly two-thirds of the 2.2 million persons with
disabilities who traveled in 2019 and 2020 encountered barriers on planes and
trains. Although consultations were held, the Auditor General of Canada’s report
highlights several issues, including a lack of staff training, inadequate complaint
management and digital accessibility challenges. The shortcomings do not
concern the specific obligations or action plans, but rather their implementation.

On the aviation side, the issues are particularly concerning. The media frequently
report incidents involving broken or forgotten mobility aids, as well as cases of
mistreatment, especially during boarding procedures. The situation has become
so critical that a National Air Accessibility Summit was held in 2024 to address
these issues.

In terms of domestic travel in Québec, airlines and railways are subject to much
less stringent obligations than at the federal level. This lack of a rigorous
framework results in accessibility gaps that make it difficult for persons with
disabilities to travel, even on recently commissioned services. EXO commuter
trains, especially on the Montréal-Mascouche lines , as well as the Réseau
Express Métropolitain (REM), are good examples where the needs of persons
with disabilities have been neglected.

These findings highlight the urgency of concerted action to improve accessibility
and ensure inclusive and respectful travel experiences for all.

Standards and obligations

There are regulatory frameworks to guide organizations towards more inclusive
practices. Some are mandatory, while others encourage organizations to go
further.

Accessible Transportation for Persons with Disabilities Regulations
(ATPDR)

Adopted in 2019, after nearly 25 years of changing practices, the ATPDR sets out
mandatory requirements for various interprovincial modes of transportation. The
requirements cover air, rail, marine and bus transportation, as well as security
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https://www.oag-bvg.gc.ca/internet/English/att__e_44224.html
https://www.canada.ca/en/transport-canada/news/2024/05/ministers-rodriguez-and-khera-hosted-a-national-air-accessibility-summit.html
https://ici.radio-canada.ca/nouvelle/706832/train-montreal-mascouche-inaccessible
https://otc-cta.gc.ca/eng/accessible-transportation-persons-disabilities-regulations

and border checks. There are administrative monetary penalties for
non-compliance.

Two complementary regulations reinforce this legislation:

e The Accessible Transportation Planning and Reporting Requlations, which
specifies certain obligations.

e The Personnel Training for the Assistance of Persons with Disabilities
Regulations, which applies to medium-sized carriers.

Transit standards in Ontario and Manitoba

Ontario imposes strict accessibility standards in public transit, as does Manitoba
with its Accessible Transportation Standard Regulation.

Act to secure handicapped persons in the exercise of their rights with a
view to achieving social, school and workplace integration (E-20.1)

In Québec, section 67 of this act requires public transit authorities to prepare a
“development program for the purpose of providing, within a reasonable period,
public transportation for handicapped persons within the territory served by it”.

These regulatory and normative frameworks are essential tools to ensure
equitable access to transportation for persons with disabilities, while encouraging
organizations to adopt more inclusive and proactive practices.

Good practices to strengthen the air and rail
transportation component of your action plan

Harmonizing practices across the different territories and modes of transportation
is essential to guarantee an accessible transportation chain. Here are some
concrete measures to incorporate into your action plans. Strategies are divided
between service providers and provincial authorities. Other fact sheets in this

guide should also be consulted, such as those covering evacuation,
communication or customer service measures.

1. Recommended practices for service providers

Acting on the entire travel chain
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https://laws-lois.justice.gc.ca/eng/regulations/SOR-2021-243/
https://laws-lois.justice.gc.ca/eng/regulations/SOR-94-42/page-1.html
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https://www.ontario.ca/laws/regulation/110191
https://web2.gov.mb.ca/laws/regs/current/151-2023.php?lang=en

e Adopting voluntary standards: For providers not subject to legal
obligations, voluntarily aligning practices with standards such as those of
the ATPDR or of Ontario or Manitoba.

e Auditing the stages of the customer journey: Identifying gaps at each
stage (information, purchasing, boarding, customs). Société Logique’s
Guide pratique pour I'élaboration et la mise en ceuvre d’'un plan de
développement [Practical guide for preparing and implementing a
development plan] provides a detailed methodology for transit authorities.

e Carrying out exploratory walks: Collaborating with travellers with
disabilities to assess existing infrastructure and vehicles.

e Establishing service standards: Documenting and communicating clear
procedures for boarding and disembarking persons with disabilities.

Making the experience predictable and safe

¢ Informing users on accessibility: Publishing clear information on
network accessibility and adapted services on your website. Any incidents
or breakdowns should be mentioned.

o For example, the Accessible travel section on Air Canada’s website
describes aircraft features, while the SNCF uses plain language
and pictograms to effectively present its adapted services.

e Designing visual aids: Facilitating understanding of the various stages of
the journey via emergency measure videos, guides or specialized tools:

o Taking a trip in VIA Rail’s Accessible Train Cars.

o The series Take Charge of Your Travel: A Guide for Travellers with
Disabilities produced by the Canadian Transportation Agency

o The visual guide Prendre I'avion [Taking the plane] by Autism Little
Learners and Air Transat.

Encouraging innovation in accessibility
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http://www.bv.transports.gouv.qc.ca/mono/1067439.pdf
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https://www.sncf-connect.com/en-en/accessibility/preparation-trip-services
https://www.youtube.com/watch?v=auVCW7Inv0E
https://otc-cta.gc.ca/eng/publication/take-charge-your-travel-a-guide-travellers-disabilities
https://otc-cta.gc.ca/eng/publication/take-charge-your-travel-a-guide-travellers-disabilities
https://otc-cta.gc.ca/fra/publication/soyez-maitre-votre-voyage-un-guide-a-lintention-des-personnes-handicapees
https://staticcontent.transat.com/airtransat/pdf/FR/enfants-en-premiere-fr.pdf

e Collecting disaggregated data: Measuring the impact of the programs
on passengers with disabilities.

e Creating an exchange network: Establishing cross-organizational
partnerships to share innovations and best practices.

e Testing new technologies: Incorporating usability testing to anticipate
needs and gaps.

e Proactive monitoring: Monitoring regulatory and technological
developments to ensure projects align with emerging issues. Here are
some concrete examples:

o

The new Air Carrier Access Act (ACAA) measures proposed by the
U.S. Department of Transportation (DOT) aim to respond to the
finding that more than 1.38% mobility aids are damaged during
journeys.

The requirement for accessible toilets in new single-aisle planes,
planned for 2026 in the United States.

The development of prototype seat designs allowing people in
wheelchairs to remain in their wheelchair during the flight.

e Conducting innovative pilot projects: Testing innovative systems to
improve the experience for travellers with disabilities, such as:

o

The Mon assistant visuel application, which transcribes the
announcements made orally on board SNCF trains.

The WHILL Autonomous Drive System, a motorized mobility aid
capable of moving autonomously.

Adapted baggage carts for use with a mobility aid.

Spatial tracking solutions for blind people, such as Navilens for
EXO or Aira for the Toronto-Pearson Airport.

e Developing targeted and inclusive programs: Proposing initiatives that
meet the specific needs of a diverse clientele:

267


https://www.transportation.gov/briefing-room/secretary-buttigieg-announces-proposed-rule-ensure-passengers-who-use-wheelchairs-can
https://www.transportation.gov/briefing-room/air-travel-consumer-report-december-2023-full-year-2023-numbers
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The Sunflower program by Montréal Airport, which allows travellers
with non-visible limitations to discreetly signal their accommodation
needs.

The ARTM’s Mobilité inclusive program, which helps persons with
disabilities learn how to use the regular network.

The Premium Kids program deployed by Aéroports de Montréal and
its partners to familiarize children with the various airport
processes.

Air Canada’s buffer zone aims to reduce the presence of allergens
around people with severe allergies.
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Developing actions in collaboration with a multitude of partners and
service providers

Engaging complementary service providers: Designing specific
projects or components to involve nearby businesses, the local transport
network and taxi services. The aim is to ensure optimum fluidity in the
journey.

o For example, in 2022, Aéroports de Montréal introduced a category
of adapted taxis to its permit system.

Strengthening partnerships to clarify accessibility responsibilities:
Implementing initiatives that clearly define the chain of responsibilities,
whether for travel or site accessibility. Railway crossings and multi-modal
travel are good examples of this approach.

Promoting inclusion among partners: Adopting a policy to reserve at
least one position for a person with a disability or a representative
association in partner bodies.

o For example, Aéroports de Montréal’s Community Advisory
Committee already applies this practice.

Complying with legal requirements regarding representation: The Act

respecting public transit authorities (S-30.01) requires a paratransit user to

sit on the board of directors of the transport companies concerned (section
83).

2. Recommended practices for provincial authorities

Empowering service providers to improve their accessibility

e Adopting stringent provincial transportation accessibility legislation

or standards: Drawing on the requirements of the Accessible
Transportation for Persons with Disabilities Regulations (ATPDR) or
legislation in force in Ontario and Manitoba. These standards should cover
infrastructure, vehicles, information and assistance, compliance
timeframes and penalties for non-compliance. Intermodality issues must
also be included in these requirements.
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Implementing a centralized data system for passengers with
disabilities: Developing an integrated platform including a single medical
form, as proposed during the Summit.

Revising subsidy programs to incorporate accessibility criteria:

o Making all funding requests subject to accessibility conditions being
met.

o Providing a verification mechanism and a reimbursement clause for
non-compliance with accessibility obligations.

Creating a subsidy program dedicated to upgrading accessibility:
Funding initiatives to ensure accessibility at all stages of the travel journey.

o For example, the program Aide financiere a la transformation

d’autobus accessibles aux personnes se déplacant en fauteuil
roulant [Financial assistance for wheelchair-accessible bus

conversions] is useful, although it remains insufficient on its own.

Encouraging accessibility innovation through specific grants:
Proposing a program to promote and support innovative solutions that
improve accessibility in transportation and infrastructure.

Available resources

Subsidies

The Ministry of Transport and Sustainable Mobility offers several subsides related

to air and rail transportation and for the rail transportation of transit companies.
Municipalities may also benefit from a level crossing development subsidy.

Documents

e The Accessible transportation section, Canadian Transportation Agency.

Improving Transport Accessibility for All: Guide to Good Practice,
European Conference of Ministers of Transport.
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https://www.canada.ca/en/transport-canada/news/2024/05/ministers-rodriguez-and-khera-hosted-a-national-air-accessibility-summit.html
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https://www.oecd.org/en/publications.html
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e Examples of design and safety features to improve railway crossings,
Transportation Safety Board of Canada.

e Accessibilite des traversées piétonnes aux passages a niveau [Pedestrian
crossing accessibility at level crossings], Cerema publications.

Related fact sheets in this guide

To promote inclusion in air and rail transportation, also consult the following fact
sheets:

1. Procurement
3. Oral and written communication

4. Digital communications

5. Design and delivery of programs and services

9. Built environment

16. Emergency m r n li fet
21. Customer service
25 and 26. Paratransit and accessible transit

Fact sheet prepared in collaboration with Julie-Anne Perrault, universal
accessibility consultant, with feedback from Kéroul, and Mohamed Reda Khomsi
(ESG UQAM).
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28. Neurodevelopmental disorders

Understanding neurodevelopmental disorders
What is a neurodevelopmental disorder?

Neurodevelopmental disorders (NDs) are behavioural and cognitive disorders
that arise during the development period. They involve significant difficulties in
the acquisition and execution of specific intellectual, motor, language, or social
functions.®® These disorders, which affect various aspects of development,
manifest themselves to varying degrees, ranging from specific limitations to more
general alterations.

Neurodevelopment refers to the development of the brain and the neural
connections to ensure its proper functioning. These disorders have significant
impacts on many aspects of life, such as learning, emotions, memory, attention
and socialization.

NDs result from genetic and biological predispositions, but also from external
factors (socio-cultural, emotional and environmental). They usually begin in early
childhood or even during pregnancy and persist into adulthood. Disorders can
also coexist (comorbidity), meaning that one person may have multiple disorders
at the same time. In addition, health or mental health problems such as sleep
disorders, digestive problems, anxiety or depression are frequently associated
with NDs.

These disorders, often diagnosed in childhood, can still be identified later in life.
A comprehensive approach is therefore essential to consider all dimensions of
NDs and their interaction with other health issues.

Main neurodevelopmental disorders according to the DMS-5

The Diagnostic and Statistical Manual of Mental Disorders, 5th Edition (DMS-5) is
a global reference used to diagnose and classify mental disorders. It provides
detailed diagnostic criteria that are essential for mental health professionals.

% WHO definition
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The list below shows the main NDs and their characteristics. However, it is
crucial to remember that each individual is unique, and the combination and
intensity of symptoms vary considerably from person to person.

1. Autism spectrum disorder (ASD)

o Permanent neurodevelopmental difference, where people perceive,
think and interact in unique ways. This disorder can affect sensory
integration, social communication, emotional and behavioural
regulation, and the performance of certain tasks.*

2. Attention deficit/hyperactivity disorder (ADHD)

o Persistent difficulties managing attention: lapses in attention,
difficulty maintaining sustained attention, resisting distractions, or
organizing and completing tasks. Frequent forgetfulness, a
tendency to lose objects, and difficulty in controlling movements,
behaviours and emotions are often observed.*

3. Specific learning disorders

o Including dys disorders:

Dyslexia: difficulty identifying words when reading.

= Dysorthography: difficulties related to acquisition of spelling.

= Dyscalculie: difficulty understanding and using numbers.

= Dyspraxia or developmental coordination disorder: difficulties

with movement and coordination.

= Dysphasia or language development disorder: difficulties

with oral language.

% Autism: Overview, Canada.ca
40 Association des médecins psychiatres du Québec
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4. Tourette syndrome

o Characterized by repetitive and involuntary motor and vocal tics,
which may vary in frequency and severity. These tics include
sudden movements or involuntary vocalizations.

5. Intellectual development disorder (ID)

o Results in significant limitations in intellectual functioning and
adaptive behaviour, impacting social, practical and conceptual
skills.*' The term intellectual disability or intellectual development
disability is preferred to intellectual deficiency because of its
stigmatizing connotation.

Overview of the situation

Since access to a diagnosis is sometimes difficult, it is hard to accurately assess
the percentage of the population with a neurodevelopmental disorder (ND). It is
estimated that 15 to 20% of the population has a language-related learning
disability, 1.5% autism spectrum disorder (ASD) and 6 to 17% attention deficit/
hyperactivity disorder (ADHD). Due to the frequency of comorbidities and
under-diagnosis, particularly among women, a realistic estimate of the population
with ND sits at 15 to 20%*.

Although the diagnosis is usually made during childhood, some people are not
diagnosed until they are adults. In Québec, many programs and initiatives have
been developed in recent years to promote the optimal development of children
and improve services for those experiencing difficulties. Despite these advances,
services related to neurodevelopmental disorders remain insufficient, particularly
in terms of accessibility, efficiency, coordination and continuity of services.

Neuroinclusion: An approach for all

The term neuroinclusion is increasingly used to refer to the inclusion of people
who are neurodivergent, neurotypical and/or have neurodegenerative disease.

de la Santé et des Services sociaux
42 Neurodiversity at work: a biopsychosocial model and the impact on working adults, PMC
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https://publications.msss.gouv.qc.ca/msss/fichiers/2017/17-824-04W.pdf
https://publications.msss.gouv.qc.ca/msss/fichiers/2017/17-824-04W.pdf

o Neurodivergent: refers to persons whose neurological functioning differs
from the norm, with or without a formal diagnosis.

e Neurotypical: describes individuals whose neurological functioning is
considered standard and who do not have a specific neurological
condition.

e Neurodegenerative disease: refers to a medical condition marked by
progressive deterioration of neurons and the nervous system.

Neuroinclusion aims to create an environment where every individual, regardless
of their neurological condition, feels respected, supported and encouraged to
thrive in all aspects of their life: educational, social, medical and professional.*?

In an employment context, for example, this may include:
e Physical adjustment of the premises (ergonomic arrangements).
e The addition of work accessories or supporting software.
e Tailoring tasks to reflect employees’ specific strengths and challenges.

Promoting neuroinclusion helps build open, safe and accessible environments for
all.

Standards and obligations

In Canada, there are no accessibility standards specifically focused on
neurodevelopmental disorders (NDs). However, certain accessibility standards
and obligations can benefit people living with these conditions.

At the federal level:

e Accessible Canada Act

Adopted in 2019, this law aims to make Canada a barrier-free country by
January 1, 2040. Its objective is to recognize, remove and prevent barriers
to the full and equitable participation of persons with disabilities, including
those with NDs. Areas of federal jurisdiction covered by the Act include:

43 Neurodiversity website
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https://laws-lois.justice.gc.ca/eng/acts/a-0.6/
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e The built environment (buildings, infrastructure).
e Communications (websites, accessible documents)

e Transportation (accessibility of transportation networks).

Building accessibility standards

Issued by the National Building Code of Canada, these standards include
requirements for ramps, elevators, accessible washrooms and designated
parking spaces. Although not specifically intended for NDs, these
measures facilitate access for many persons with disabilities.
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At the provincial level:

Act to secure handicapped persons in the exercise of their rights
(E-20.1)

The purpose of this legislation is to protect the rights of persons with
disabilities and to promote their academic, professional and social
integration in Québec. It is based on the engagement of government
departments and their networks, municipalities, and public and private
organizations.

The objective is to develop measures adapted to the needs of persons
with disabilities and their families, taking into account their living
environment and promoting the creation of dedicated resources and
services.

Québec Construction Code

This code establishes accessibility standards to facilitate access to and
use of public buildings, work spaces and public spaces for persons with
disabilities. These standards cover access ramps, accessible washrooms,
designated parking spaces and adapted elevators.

Charter of Human Rights and Freedoms (C-12)

This charter recognizes that all human beings are equal in worth and
dignity. Section 10 prohibits discrimination based on disability or the use of
any means to palliate a disability. It also places an obligation on employers
to accommodate the needs of employees requiring workplace
adjustments.

It is important to note that these standards and regulations are intended to
promote the inclusion and participation of all persons with disabilities, including
those with neurodevelopmental disorders.

Good practices

There are many ways to promote neuroinclusion in schools, workplaces and daily
interactions. However, it is necessary to understand that automatically applying a
set of recommendations, regardless of the context and its implications, can lead
to misunderstanding or frustration on both sides. The needs and preferences in
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https://www.legisquebec.gouv.qc.ca/en/document/cs/e-20.1
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terms of environment, communication and attitude vary considerably from one
neurodivergent person to another. In addition, these preferences may change
over time or depending on the situation. For example, while a recommendation
may be appropriate for a person in a given context, it may be inadequate or even
harmful in other circumstances.

That said, it should be noted that, in most cases, adjustments made to
accommodate persons with neurodevelopmental disorders (NDs) benefit
everyone. A predictable environment, offering choices (social or sensory) and
characterized by spatial and organizational coherence, constitutes a
neuroinclusive environment that meets the needs of all.

Finally, it is essential to remember that each person has their own unique
characteristics and needs. Offering a diversity of choice is often more relevant
than imposing a uniform solution.

1. Built environment

e Prioritizing architectural safety: using solid materials, minimizing sharp
edges of furniture or decorative elements, and managing access points to
ensure safety.

e Promoting comfort and consistency of ambience: reducing excessive
sensory stimuli such as loud noises, ambient noises (air conditioning,
fans), bright lights and other sensory distractions where possible.

e Providing flexible accommodations: including spaces such as sensory
rooms or quiet areas where individuals can withdraw when needed.

e Organizing the space in an orderly and predictable manner.

e Creating transition spaces in a thoughtful way: for example, areas
between two rooms or between the outside and the inside to prepare for
the next environment.

e Matching colours of rooms to activities:
o Purple and blue tones: soothing and neutral.

o Shades of green: comfortable and relaxing.
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o Yellow to red hues: stimulating but potentially too intense.

Allowing freedom of choice in socialization: organizing the space so that
individuals can be alone, in groups or interact at their own pace. A gradual
progression of spaces, ranging from private to communal spaces, can be
beneficial.

2. Communication

Using clear, precise and direct language.
Providing detailed and explicit instructions.
Using language that is respectful and non-stigmatizing.

Multiplying communication channels (visual, written, oral, etc.) to provide
universal access to information.

At school, offering students the opportunity to listen to audiobooks instead
of reading them.

Facilitating wayfinding with diverse signage.

3. Attitude

Recognizing that each person is unique: characteristics and reactions vary
from one individual with one ND to another.

Demonstrating patience and active listening.

Asking an individual’s preferences in order to adapt workplace interactions
and environments.

4. Policy

Implementing an inclusion policy.
Organizing awareness campaigns to inform and train teams.

Adapting the recruitment process to ensure it is inclusive.
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e Arranging accommodation measures: adjusting schedules and tasks and
providing adapted equipment.

These good practices create respectful and inclusive environments where
everyone has the opportunity to thrive and reach their full potential.

Available resources
Training
e Autoformation : Mieux accueillir les personnes handicapées — Le trouble
du spectre de l'autisme [Self study: How to better welcome persons with

disabilities — autism spectrum disorder], Government of Québec

e Mieux comprendre ce qu’est ['autisme [Better understanding autism],
Centre d’expertise en autisme SACCADE.

e Training on neurodevelopmental disorders, Centre de formation CENOPe.

e Training on ADHD, Fondation Philippe Laprise.

e Training on intellectual development disorders, Québec Intellectual
Disability Society.

Subsidies

In Québec, several programs, action plans and measures have been put in place
to support the optimal development of children and improve the service offering
for those experiencing difficulties or developmental delays. This list provides a
variety of tools to support inclusion and meet the needs of persons with
disabilities.
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https://www.quebec.ca/famille-et-soutien-aux-personnes/participation-sociale-personnes-handicapees/autoformation-mieux-accueillir-personnes-handicapees/trouble-spectre-autisme
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https://www.quebec.ca/famille-et-soutien-aux-personnes/participation-sociale-personnes-handicapees/autoformation-mieux-accueillir-personnes-handicapees/trouble-spectre-autisme
https://saccade.ca/formations/
https://www.cenopformation.com/categorie-produit/formations/
https://formations.fondationphilippelaprise.com/a/search?course_locale=fr&taxon_ids%5b%5d=9726
https://www.sqdi.ca/fr/sinformer/formations/

e Federal:

o Child Disability Benefit (CDB): financial assistance for families of
children under 18 years of age with severe and prolonged
impairment in physical or mental functions.

o Reqistered Disability Savings Plan (RDSP): a long-term savings
plan for persons with disabilities that can be enhanced by grants.

e Provincial:

o Supplement for Handicapped Children: financial assistance to help
families pay for the care and education of a child with significant
limitations.

o Allowance for jal N Program — Youth: financial assistance
for the education of children with significant disabilities affecting
their learning.

o Allowance for Special Needs Program — Adults: financial assistance
for adults with a recognized permanent disability.

o Family Support Program: direct allowance for families caring for a
person with a physical, intellectual or autism spectrum disorder
(ASD) on a daily basis.

o Assistive devices programs: Reimbursement of expenses for
specialized assistive devices related to various types of disabilities.

Foundations

e Fondation Philippe Laprise: Awareness and engagement initiatives to
improve the future of those affected by ADHD.

e Fondation Autiste et majeur: Support for social integration and quality of
life for adults with autism.

e Fondation Véro & Louis: Creation of permanent and adapted living
environments for people with autism aged 21 and over.
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https://www.canada.ca/en/revenue-agency/services/child-family-benefits/child-disability-benefit.html
https://www.canada.ca/en/employment-social-development/programs/disability/savings.html
https://www.quebec.ca/en/family-and-support-for-individuals/childhood/supplement-for-handicapped-children
https://www.quebec.ca/education/aide-financiere-aux-etudes/allocation-besoins-particuliers-jeunes
https://www.quebec.ca/en/education/student-financial-assistance/allowance-special-needs-youth
https://www.quebec.ca/en/education/student-financial-assistance/allowance-special-needs-adults
https://www.quebec.ca/en/health/health-system-and-services/assistive-devices-disabilities-and-handicaps/family-support-program
https://www.quebec.ca/en/health/health-system-and-services/assistive-devices-disabilities-and-handicaps/assistive-devices-programs-for-persons-with-a-physical-or-intellectual-disability-or-an-autism-spectrum-disorder-asd
https://fondationphilippelaprise.com/
https://www.fondationautisteetmajeur.com/
https://fondationverolouis.com/en/

Documents

e [nfo-troubles : Développemental, Association québécoise des
neuropsychologues.

e Trajectoires de services menant a I’évaluation diagnostique des troubles
neurodéveloppementaux chez les enfants [Care pathways leading to the
diagnostic assessment of neurodevelopmental disorders in children],
Institut national d’excellence en santé et en services sociaux.

e Comprendre la neurodiversité, viser la neuroinclusion :Vocabulaire et
outils de réflexion [Understanding neurodiversity, aiming for

neuroinclusion: Vocabulary and reflective tools], Collectif autisme de
F'UQAM.

e Facilitating Neuromixed Communication in the Workplace, Crispesh.

e Inclusive Design for Neurodiversity: Creating Harmoni for
Diverse Future, Modulyss (Belgium).

e Designing for Neurodiversity and Inclusion, Work Design Magazine.

Websites

e Association québécoise des neuropsychologues.

Fédération québécoise de I'autisme.

Institut des troubles d’apprentissage.

Association québécoise du syndrome de la Tourette.

: [ntell | Disabili i
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https://aqnp.ca/documentation/developpemental/
https://www.inesss.qc.ca/fileadmin/doc/INESSS/Rapports/ServicesSociaux/INESSS_Reperes_TND.pdf
https://www.inesss.qc.ca/fileadmin/doc/INESSS/Rapports/ServicesSociaux/INESSS_Reperes_TND.pdf
https://www.inesss.qc.ca/fileadmin/doc/INESSS/Rapports/ServicesSociaux/INESSS_Reperes_TND.pdf
https://www.inesss.qc.ca/fileadmin/doc/INESSS/Rapports/ServicesSociaux/INESSS_Reperes_TND.pdf
https://docs.google.com/document/d/1yChSIBIWZcTQRnmpDAkGR81marY4HA8IhyzBt0ozu9k/edit
https://docs.google.com/document/d/1yChSIBIWZcTQRnmpDAkGR81marY4HA8IhyzBt0ozu9k/edit
https://docs.google.com/document/d/1yChSIBIWZcTQRnmpDAkGR81marY4HA8IhyzBt0ozu9k/edit
https://crispesh.ca/app/uploads/Guide_FacilitatingNeuromixedCommunication.pdf
https://modulyss.com/en-CA/inclusive-design-for-neurodiversity-creating-harmonious-spaces-for-a-diverse-future
https://modulyss.com/en-CA/inclusive-design-for-neurodiversity-creating-harmonious-spaces-for-a-diverse-future
https://modulyss.com/fr-CA/conception-neuro-inclusive-creer-des-espaces-harmonieux-pour-un-avenir-diversifie
https://www.workdesign.com/2019/12/designing-for-neurodiversity-and-inclusion/
https://aqnp.ca/
https://www.autisme.qc.ca/english-section-home/
https://www.institutta.com/
https://aqst.com/en/
https://www.sqdi.ca/en/

Related fact sheets in this guide

To ensure inclusion of neurodevelopmental disorders, also consult the following
fact sheets:

3. Oral and written communication

/. Elementary an ndar ion
. Employment

9. Built environment

24. Social services

Fact sheet prepared by Idéaux,inclusive and universal accessibility design
consulting firm, with the collaboration of Irini Blais, Neuro-inclusive
Accommodations Advisor.




285



29. Urban planning

Planning accessible and inclusive cities
What is an accessible and inclusive city?

An inclusive city offers spaces designed and developed in a way that ensures
universal accessibility, allowing everyone, regardless of their level of ability, to
travel and participate fully in social, democratic and economic life. These
locations must be sufficiently varied and close to one another so that users can
get around quickly and safely to carry out their daily activities.

An accessible and inclusive city is underpinned by three key elements:

1. Firstly, it ensures public and private spaces are universally accessible, giving
everyone equal access to and use of them. Knowing that the premises are
universally accessible allows users to visit these sites with confidence,
knowing that they can carry out their desired activities there.

2. Secondly, it promotes density, compactness and a mix of uses and functions,
creating a range of activities within a short distance. Having a diverse range
of services and facilities close to home makes it quicker and easier for people
to meet their needs and carry out their activities on a daily basis. This
dynamic also makes it possible to meet and mix with new people and build
relationships within the neighborhood that foster mutual aid.

3. Thirdly, an accessible and inclusive city guarantees efficient connections
between the different activities thanks to simple and fluid circulation. Being
able to move easily, quickly and safely from place to place by different modes
(walking, cycling, motorized mobility aid, public transit, car) gets people
active, reduces isolation and promotes healthy lifestyle habits.
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An accessible and inclusive city is part of current urban planning trends, such as
the human-centred city, transit-oriented development (TOD), sustainable
development, and green, active and healthy neighbourhoods. It also brings an
innovative aspect—Iliving environments designed for everyone.

Overview of the situation

Over the past 40 years, architectural and development projects promoting greater
accessibility have focused primarily on isolated elements such as buildings,
sidewalks, intersections, parks, buses, furniture, etc., without any connection or
coordination to create a continuum between these places. Although many cities
now have several accessible components, persons with disabilities often see
these facilities as fragmented. Significant disparities exist across regions due to
lack of resources, knowledge or motivation among decision-makers. To carry out
their everyday lives, individuals must use several components of the city.
However, there are too many discontinuities interrupting their daily plans.

Urban planning can help to better connect these components. It is defined as
[Translation] “all the sciences, techniques and arts relating to the organization
and development of urban spaces, with the aim of ensuring human well-being,
improving social relations and preserving the environment.”* Urban planning
emerged at the beginning of the 20th century in response to a need for
larger-scale planning in the face of rapidly growing cities, where the lack of
coordination was creating a dangerous, dysfunctional mess.

Urban planning is a municipal responsibility. Cities have a range of tools to plan
and regulate the development, transformation, redevelopment or consolidation of
the entire municipality or a neighbourhood or site. They must nevertheless
respect governmental and regional guidelines, whether for metropolitan areas,
agglomerations or regional county municipalities (RCMs).

The main tools of municipal urban planning fall into three categories:

1. The first concerns high-level planning, which covers the entire territory and
forms the basis for the establishment of the various regulations: the Urban
Plan and the Transport and Mobility Plan. Given the importance of aligning
urban planning, transportation and mobility, many municipalities now use an
integrated plan, the Urban Planning and Mobility Plan.

44 Centre national de ressources textuelles et lexicales
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2. The second category includes the regulations for the entire territory of the
municipality, detailing the requirements relating to permitted uses, building
layout and form, traffic routes, subdivisions, etc. These are the Zoning By-law,
the Form-Based By-law, the Subdivision By-law and the Construction By-law.

3. The third category concerns regulations affecting a specific part of the
territory, i.e., areas requiring special attention, areas undergoing a
development project by a single developer, or areas where conditions for the
acceptance of a non-conforming use are specified. These are the Special
Planning Program, the Comprehensive Development Plan By-law, the Site
Planning and Architectural Integration By-law and the By-law concerning
specific construction, alteration or occupancy proposals for an immovable.
Each of these tools can be leveraged to make the municipality more
accessible and inclusive.

All municipalities required to produce an action plan for the integration of persons
with disabilities have an urban planning department and the tools mentioned
above. However, few are using them in the development and implementation of
their action plans. What's more, few seniors’ or persons with disabilities’
associations advocate for the use of municipal planning during the various
committees and public consultations.
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Standards and obligations

Urban planning

Several laws govern regional and municipal responsibilities for urban planning.
The Government of Québec defines the broad guidelines to be followed in
various policies and action plans. For example, the recent Act fo amend the Act
respecting land use planning and development clarifies the government’s
intention by emphasizing that one of the purposes of territorial planning is the
creation of complete, quality, convivial living environments that are conducive to
the adoption of a healthy lifestyle. This act refers to the Politique nationale de
I'architecture et de 'aménagement du territoire [National architecture and land
use policy] and to the Aide-mémoire sur la qualité architecturale [Architectural
quality reference guide], where inclusiveness and universal accessibility are
among the 11 guiding quality principles.

At the regional level, metropolitan communities are obliged to draw up a
Metropolitan Planning and Development Plan in line with governmental
guidelines. The directions of this plan must then be reflected in the land use
plans produced by the regional county municipalities (RCMs). RMCs must also
draw up their own plans and planning by-laws in accordance with their land use
plans.

Buildings

Building accessibility standards and obligations are detailed in the Built
environment fact sheet of this guide.

It should be noted that municipalities are responsible, through their Construction
By-laws, for defining requirements for small buildings, such as two-storey
residential buildings or those with no more than eight units, commercial
establishments with a floor area of less than 300 m?, and business
establishments with no more than two storeys. They may also adopt additional
requirements for buildings subject to the Québec Construction Code.
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Roadway development

The roadway design and construction standards are defined by Québec’s
Ministere des Transports et de la Mobilité durable. They cover requirements
relating to streets, sidewalks, stops, traffic lights, sound lights and more, all with a
view to road safety. However, they do not address the ease of use and
friendliness of travel or transitional or temporary developments.

Some municipalities have adopted best practice guides for street development,
such as the Ville de Montréal’s Fascicule 5 : Aménagements piétons
universellement accessibles [Universally accessible pedestrian facilities], or the
shared street development joint project Rues partagées initiated by the Ville de
Montréal and the Institut Nazareth et Louis-Braille. The NACTO (National
Association of City Transportation Officials) is an association of some 100 major
North American cities and transit agencies that produces comprehensive guides
on accessible and inclusive street topologies.

Other developments in the city

Parks, public spaces, public transit and many other types of development are
neither standardized nor regulated, giving developers and designers
considerable latitude. This leads to significant disparities in the accessibility
performance of these amenities. However, certain components and equipment
used in the development of these sites are standardized or regulated.

Good practices

As a citizen:

e Informing the municipality of the barriers you encounter in your daily
activities.

e Raising awareness among elected officials and municipal managers and
professionals of the importance of universal accessibility in regulations
and planning projects.

e Participating in public consultations on the adoption of government and

regional directions, as well as municipal planning and planning by-laws in
order to advocate for universal accessibility.
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https://www.publicationsduquebec.gouv.qc.ca/produits-en-ligne/ouvrages-routiers
https://societelogique.org/doc/2_Fasc_5_Amenagement_pietons_AU.pdf
https://societelogique.org/doc/2_Fasc_5_Amenagement_pietons_AU.pdf
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https://nacto.org/publication/urban-street-design-guide/

In the

In the

Participating in public consultations on specific projects, advisory
committees and municipal or community working groups to reinforce the
importance of considering universal accessibility.

Working with local associations, agencies and advocacy groups to
advance universal accessibility.

Including universal accessibility in upstream planning:

o Sharing municipal intentions and the challenges in making the city
more accessible and inclusive.

o Organizing inclusive public consultations to enable persons with
disabilities and their families to express their needs and
preferences.

Urban Plan and the Transport and Mobility Plan:

Favouring the adoption of a Urban Planning and Mobility Plan, given that
the alignment of urban functions and travel is essential for an accessible
and inclusive city.

Introducing universal accessibility as the guiding principles of the plan.
Promoting a mix of local uses in residential areas.
Promoting compactness through building density.

Encouraging the development of active and public transit networks to
serve popular destination areas, particularly urban parks.

Prioritizing traffic calming measures around schools, senior residences
and health facilities.

Establishing design rules that minimize confrontations between
pedestrians and cyclists.

Zoning By-law and the Form-Based By-law:

Authorizing businesses and local services to operate in all residential
areas.
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e Regulating the height of buildings to avoid the development of
semi-basement dwellings.

e Requiring single-storey buildings or, failing that, a combination of front
setbacks and difference in level to allow for a gentle slope or access ramp.

e Imposing a minimum number of reserved spaces for off-street parking.

e Promoting a grid of premises wide enough to install shops and local
services with the ground floor on one level.

e Defining street typologies with efficient pedestrian infrastructure.

e Encouraging undeveloped spaces around buildings to create rest areas,
passageways and activity zones away from pedestrian traffic.

In the Subdivision By-law:

e Promoting an octagonal grid of streets to facilitate identification, reduce
distances and align pedestrian routes at intersections.

e Requiring a sufficiently wide street footprint to allow for high-quality active
mobility amenities (sidewalks, bike lanes, planted curbs).

e Providing easements for pedestrian crossings to shorten routes.

292



In the Construction By-law:

e Adopting universal accessibility requirements for buildings not covered by
the Québec Construction Code.

e Adopting universal accessibility requirements for housing units and
seniors’ residences.

e Increasing the size of the manoeuvring area for the use of mobility aids.

e Increasing the size and number of reserved parking spaces in parking
areas.

In the Special Planning Program and the Comprehensive Development Plan
By-law:

e Promoting compactness of the built environment and an urban framework.

e Developing efficient pedestrian and cycling routes based on the location of
activity hubs and public transit routes.

e Funding the accessibility of existing shops and services.

e Integrating the main principles of inclusive development into the desired
characteristics and evaluation criteria of a development project to foster
social interaction.

In the Site Planning and Architectural Integration By-law:

e Promoting facades that reduce the impact of ground-level development in
an area where building entrances are generally above ground level.

e Encouraging the expansion of a heritage building to accommodate a new
ground-level entrance rather than maintaining inaccessibility or adding a
large access ramp on the facade.

e Prohibiting parking directly in front of commercial and institutional
buildings.

In the By-law concerning specific construction, alteration or occupancy
proposals for an immovable:

293



Providing space for local shops and services in areas that require it.
Building on ground level.

Reducing front setbacks.

Moving/removing driveways from street corners.

Making all dwellings universally accessible, or failing that, a significant
proportion of them.

Available resources

Training

Conception sans obstacle, vos projets sont-ils vraiment conformes?
[Barrier-free design, are your projects truly compliant?], Ordre des
architectes du Québec.

Aménagements piétonniers, parcs, places publiques, sécurisation aux
abords des chantiers, urbanisme, design universel [Pedestrian, park, and
public space development, safety around construction sites, urban
planning, universal design], Société Logique.

Training | ideaux.ca, Idéaux.

Subsidies

Federal:

o Enabling Accessibility Fund: financial assistance for large and small
development projects, Government of Canada.

e Provincial:

o Petits établissements accessibles [Small accessible establishments
program]: financial assistance to owners and tenants of
commercial, business or community buildings that are not subject to
a legal obligation in terms of accessibility so they can perform the
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work to comply with the Construction Code’s accessibility
requirements, Société d’habitation du Québec.

o Programme d’accessibilité des établissements touristiques [Tourism
establishment accessibility program]: financial assistance for
improving accessibility of tourist establishments, Ministére du
Tourisme.

e Municipal:
Check the types of universal accessibility subsidies available in your
municipality.

o Montréal

= Subsidy for universal access to businesses: financial

assistance for making existing small businesses accessible,
Ville de Montréal.

o Ville de Québec

» Programme Petits établissements accessibles [Small

accessible establishments program]: program to improve
accessibility in small establishments for persons with
disabilities or with reduced mobility.

o Victoriaville

= Victoriaville ville inclusive [Inclusive city]: financial assistance

program for residential, commercial and service building
accessibility in Victoriaville.

o Trois-Riviéres

= Accessibilité universelle aux établissements commerciaux et

de services [Universal accessibility in commercial and
service establishments]: a program promoting barrier-free
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https://www.quebec.ca/tourisme-et-loisirs/services-industrie-touristique/aide-financiere/programme-accessibilite-etablissements-touristiques
https://montreal.ca/en/programs/subsidy-universal-access-to-businesses
https://www.ville.quebec.qc.ca/apropos/programmes-subventions/habitation/petits-etablissements-accessibles.aspx
https://www.victoriaville.ca/page/1218/victoriaville-ville-inclusive.aspx
https://www.v3r.net/affaires/subventions-aux-entreprises#accessibilite-universelle-aux-etablissements-de-commerce-et-de-service
https://www.v3r.net/affaires/subventions-aux-entreprises#accessibilite-universelle-aux-etablissements-de-commerce-et-de-service

and safe infrastructure in all in commercial establishments in
certain areas.

296



Documents

e Universal design and municipal planning: Guide for cities wishing to
introduce universal accessibility into their planning by-laws. This guide
presents examples in Québec that have a positive impact on universal
design, Société Logique.

dans le Schéma d’aménagement et de développement de I'agglomération
de Montréal, [Guide to understanding the universal accessibility provisions
in the land use planning and development concept of the agglomeration of
Montréal], Ville de Montréal.

Related fact sheets in this guide

To ensure inclusion in urban planning, also consult the following fact sheets:

9. Built environment

13. Housing
14. Recreation, sports and tourism

16. Emergency measures and public safety

17. Parks and green spaces

25 and 26. Paratransit and accessible transit

27. Air and train travel
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https://societelogique.org/wp-content/uploads/2021/12/3_Guide_interpretation_AU_Schema_Mtl_2017.pdf




Idéaux (inclusive and universal accessibility design consulting firm), and DéPhy
Montréal.
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30. Violence and safety

Issues, barriers and solutions for organizations
How can we build safe and equitable communities?

According to recent results from the Canadian Survey on Disability released in
December 2023,* 8 million people, or 27% of the Canadian population, live with
at least on disability. More than half of them are girls and women over the age of
15.

L'INEEI-PSH uses an approach based on Gender-based analysis (GBA, GBA+),
considering multiple disabilities. This perspective aligns with the definition of
disability established by the Convention on the Rights of Persons with Disabilities
(CRDPH) and is in perfect harmony with the HDM-DCP approach.

Right not to be subjected to exploitation, violence and abuse

Safety and the elimination of violence are the responsibility of society as a whole,
not just of victims or survivors. In accordance with section 16 of the Convention

on the Rights of Persons with Disabilities, every individual has the right to live in
safety.

Overview of the situation

The risk of victimization of persons with disabilities is among the highest in
society. Women, in particular, are twice as likely to face this risk than women
without limitations. This risk is even greater for women immigrants with
disabilities.*®

45 Statistics Canada. New data on disability in Canada, 2022. Government of Canada

6 Women and adequate housing: Study by the Special Rapporteur on Adequate Housing as a
Component of the Right to an Adequate Standard of Living, Miloon Kothari, E/CN.4/2005/43,
paragraph 64.
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https://www.ohchr.org/en/instruments-mechanisms/instruments/convention-rights-persons-disabilities
https://www.ohchr.org/en/instruments-mechanisms/instruments/convention-rights-persons-disabilities

Vulnerability factors:

- Age

— Socio-economic status

- Ethnocultural background

- Family situation

- Financial position

— Sexual orientation

- Degree of dependence (lack of autonomy)

Some specific examples

The financial and social dependence on their spouses makes women with
disabilities particularly vulnerable to domestic violence. Access to adequate
resources and support is essential for their well-being and integration.*

According to a 2018 Statistics Canada study, more than half of women with
disabilities experienced some form of intimate partner violence in their lifetime.
They are also four times more likely to have been sexually assaulted by an
intimate partner.

Furthermore, newcomer women often experience situations of violence related to
their precarious migration journey. For example, they may face threats related to

47 Office des personnes handicapées du Québec (2010). Assessment of the adaptation needs of
women with disabilities who are victims of domestic violence. Drummondville: Service de
I'évaluation de I'intégration sociale et de la recherche, Office des personnes handicapées du
Québec.
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their sponsorship. Similarly, women in homosexual relationships may be victims
of blackmail, with threats made to reveal their sexual orientation.*®

Results from the 2014 General Social Survey (GSS) on victimization show that
among the persons with disabilities who experienced spousal violence in the year
prior to the survey, women were:

e More likely than men to have experienced the most severe forms of domestic
violence (39% vs. 16%)

e More likely to have suffered physical injuries as a result of the violent incident
(46% vs. 29%)

e More likely to have feared for their life (38% vs. 14%)

Different forms of violence:

Psychological and verbal

- Marital and post-separation

- Institutional or systemic

— Obstetric

- Destruction of mobility aids

- Deprivation of pets or emotional support animals

- Financial

Sexual

“8 |nstitut national de santé publique du Québec. Media kit on domestic violence: Statistics.
Government of Québec
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— Physical

- Racism and ableism (discrimination based on abilities)

— Homophobia

- Opportunistic

— Societal

- Barriers to the legal system

Discrimination against persons with disabilities is often manifested by:

e Denial of their rights, in particular the right to autonomy and free and
informed choice

e Restriction of their sexuality, parenthood, and access to education, work,
recreation and basic services

e Their social exclusion due to their dependency
Some barriers to address:

Widespread ignorance of the specific needs of persons with disabilities,
particularly women and children, persists. This lack of knowledge creates fear
and resistance, making communication with them difficult.

Persons with disabilities report recurring barriers in the following areas:

e Accessibility: Public, private and community services are not always
adapted.

e Stakeholder training and awareness: These gaps hinder the recognition
of various forms of discrimination.
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e Lack of adequate support: Persons with disabilities report that essential
resources remain inaccessible.
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Specific barriers to accessing support resources include:
e Police, family, counsellors, shelter workers, lawyers, nurses, social workers or
co-workers do not believe them.

e A lack of knowledge about forms of abuse, making it difficult to identify them.
e Lack of information on available services.

e Migration status is often precarious.

e Hidden homelessness, rarely taken into account by decision-making bodies.
e Persistent inaccessibility of resources, even when they are identified.

e Stubborn prejudices, which aggravate exclusion and stigma.

Standards and obligations

According to Article 17 of the United Nations Convention on the Rights of
Persons with Disabilities,*® “every person with disabilities has a right to respect
for his or her physical and mental integrity on an equal basis with others.”

The Government of Canada has confirmed these rights by stating, through the
Commission des droits de la personne et de la jeunesse, that persons with
disabilities enjoy the same rights and freedoms as all other persons,® including:

e The right to equality
e The right to protection against exploitation
e Fundamental freedoms and rights

In addition, section 7 of the Canadian Charter of Rights and Freedoms states that
“everyone has the right to life, liberty and security of the person.” This includes
protecting the physical and mental integrity of each individual.®’

49 Human Rights Commission. Convention on the Rights of Persons with Disabilities, OHCHR.
% Human Rights Commission. Persons with disabilities.
% Government of Canada (2023). Section 7 — Right to life, liberty and security of the person.
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https://www.ohchr.org/fr/instruments-mechanisms/instruments/convention-rights-persons-disabilities#:~:text=%C3%A0%20des%20poursuites.-,Article%2017%20%2D%20Protection%20de%20l'int%C3%A9grit%C3%A9%20de%20la%20personne,l'%C3%A9galit%C3%A9%20avec%20les%20autres.

In Québec, the policy A part entiére : pour un réel exercice du droit a I'égalité
pour les personnes handicapées, adopted in 2007, establishes two priority areas:

1. Acting against prejudice, discrimination and all forms of exploitation, violence
and abuse

2. Designing barrier-free laws, policies and services ... and providing accessible
environments

Good practices to strengthen the employment
component of your action plan

Health services have an obligation to adapt their benefits to the specific needs of
individuals. These accommodations are designed to restore equality between
individuals and to prevent or put an end to any situation of discrimination.>?

Using an intersectional gender-based analysis+ (GBA+) framework:

Understanding how various forces (barriers, inequalities, etc.) intersect
and interact, exacerbating situations of social exclusion, inequality and
insecurity for persons with disabilities, particularly women and children.

Recognizing the specificities of different population groups in order to
identify their needs, concerns and priorities.

Implementing equity measures to achieve true equality and inclusion.

Developing policies, programs and services adapted to the real needs of
each group, while removing systemic barriers to support their economic
inclusion and social participation.

Encouraging active participation in the workplace, decision-making bodies
and governance processes.

Concrete measures to be implemented

1. Strengthen detection and support

%2 Human Rights Commission. Reasonable accommaodation.
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e Increase screening of domestic violence on the front lines.

e Provide support and a referral service to address the specific needs of
women with disabilities.

e Analyze the specific needs of persons with disabilities.
2. Promote awareness and prevention

e Offer awareness and prevention programs for persons with disabilities,
their families and workers from community organizations, as well as any
professionals who have direct or indirect contact with them:

o Work on stereotypes and prejudices against persons with disabilities.

o Welcome individuals while accommodating their functional limitations
(e.g., providing an interpreter).

o Provide training to stakeholders to encourage a change in attitude and
combat prejudice.
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3. Create a more inclusive environment

e Improve the accessibility of environments (e.g., shops, venues,
recreational areas, construction sites).

e Adapt housing networks for women who are victims of domestic violence
to ensure universal accessibility.

4. Strengthen financial support
e Increase health insurance benefits.
e Review health care management.
e Review disability pensions.

e Offer financial benefits that are not dependent on the spouse to prevent
financial dependence.

5. Improve transportation services
e Make public transit more accessible.
e Optimize paratransit services.

e Review paratransit procedures to better meet emergency needs.

Available resources

Community resources and crisis lines

e Association québécoise de prévention du suicide.

e Crime Victims Assistance Centres (CAVAC).

e \Women’s Centre of Montréal.

e Centre des femmes de Saint-Laurent.

e Youth centres — DYP.
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https://aqps.info/
https://cavac.qc.ca/en/
https://cavac.qc.ca/
https://centredesfemmesdemtl.org/
https://centredesfemmesdemtl.org/
https://www.cfstl.org/
https://www.quebec.ca/en/family-and-support-for-individuals/childhood/services-youth-difficulty-families/youth-protection/director-of-youth-protection-dyp
https://www.quebec.ca/famille-et-soutien-aux-personnes/enfance/services-jeunes-difficulte-famille/protection-de-la-jeunesse/directeur-de-la-protection-de-la-jeunesse-dpj

e Fédération des maisons d’hébergement pour femmes.

e Femmes du monde Cote-des-Neiges.

e Sexual Violence Helpline.

e Info-Social — 811.

e InterAidance — INEEI-PSH.

e Interligne.

e Shield of Athena.

e The Mistreatment Helpline.

e Maison des femmes sourdes de Montréal.

e Regroupement des maisons d’hébergement pour femmes victimes de
violences conjugales.

e Regroupement des services d’intervention de crise du Québec.

e RQCALACS.

e SOS Violence conjugale.

e Violence Info.
e REZO.

e \Women’s Y — Montréal.

Training
e INEEI-PSH.
e Educaloi.
e |nstitut de formation en matiére de violence faite aux femmes.

e Juripop — Domestic and Sexual Violence.
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https://fmhf.ca/
https://femmesdumondecdn.org/en
https://sexualviolencehelpline.ca/?_gl=1%2As2m69e%2A_ga%2AMTQyNzg5ODEyNS4xNzUxMDIyMzM2%2A_ga_TG31NK4KHY%2AczE3NTEyNzc4MDUkbzIkZzAkdDE3NTEyNzc4MDUkajYwJGwwJGgw
https://www.quebec.ca/en/health/finding-a-resource/info-social-811
https://www.quebec.ca/sante/trouver-une-ressource/info-social-811
https://ineeipsh.org/fr/interaidance/
https://interligne.co/en/
https://interligne.co/
http://shieldofathena.com/en/home-page
http://shieldofathena.com/fr
https://lignemaltraitance.ca/en
https://lignemaltraitance.ca/fr
https://mfsm.ca/
https://maisons-femmes.qc.ca/
https://maisons-femmes.qc.ca/
https://resicq.ca/resicq-en/
https://resicq.ca/
https://rqcalacs.qc.ca/en/
https://rqcalacs.qc.ca/
https://sosviolenceconjugale.ca/en
https://sosviolenceconjugale.ca/fr
https://www.violenceinfo.com/
https://www.rezosante.org/
https://www.rezosante.org/
https://www.ydesfemmesmtl.org/en/
https://www.ydesfemmesmtl.org/
https://ineeipsh.org/en/programmes/
https://ineeipsh.org/fr/programmes/
https://educaloi.qc.ca/publications/formation-violence-conjugale/
https://institutdeformation.ca/
https://juripop.org/en/formations/

e Regroupement des maisons pour femmes victimes de violence conjugale.

e Table de concertation en violence conjugale de Montréal.

Fact sheet prepared in collaboration with Selma Kouidri, General Manager, with
feedback from Héléne Rapanakis, Awareness and Prevention Officer, and Sarah
Butshinke Kazadi, Social Work Intern at INEEI-PSH.
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https://maisons-femmes.qc.ca/formations/
https://www.tcvcm.ca/page/documents-de-formation

12. Conclusion

Everyone who helped create this guide strived to make it a reference document
that will help improve the lives of persons with disabilities and of their family
members, while guiding and informing the government departments,
organizations, large companies and all persons concerned by the creation of an
accessibility plan.

Numerous stakeholders are involved in the field of universal accessibility, helping
make a tangible impact on the lives of many people. This is an ever-changing
field, making it essential to approach this guide with an open mind and flexibility
and a willingness to focus on the practices we can incorporate into our
professional activities. Let us experiment, challenge the concepts presented here
and adjust our interventions as needed.

Ultimately, the purpose of this guide is to provide stakeholders and
decision-makers with the tools they need to promote and improve the inclusion of
persons with disabilities in all aspects of society.
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13. Guides and resource directories

There are a multitude of guides and resource directories on accessibility,
adaptation and universal accessibility. It would be impossible to list them all here.
However, the documents presented below illustrate the diversity of documents
available, covering various topics such as architecture, urban planning,
transportation, employment, communications, recreation, among many others.
These guides concern all levels of government, as well as international and
institutional bodies.

Here are the main guides available:
Government of Québec

e Guides pour les ministeres, les organismes publics et les municipalités

Communication

z

e FElaborer et produire des documents accessibles - un guide de bonnes
pratiques

e Fiches surles moyens de communication adaptés

Annual action plans for persons with disabilities

e Guide d’application de la clause d’impact sur les personnes handicapées,
2e édition

e Guide pour I'élaboration du plan d’action annuel a I'égard des personnes
handicapées : Volet municipalités

e Guide pour I'élaboration du plan d’action annuel a I'égard des personnes
handicapées : Volet ministéres et organismes publics

e [’approvisionnement en biens et services accessibles aux personnes
handicapées — Guide d’accompagnement mobilier urbain

e [’approvisionnement en biens et services accessibles aux personnes
handicapées : Guide d’accompagnement — Volet équipements de bureau -
2e édition
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https://www.ophq.gouv.qc.ca/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c30978
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c30978
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c30984
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c27473
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c27473
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c26056
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c26056
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c25645
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c25645
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c28433
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c28433
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c27832
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c27832
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c27832

e Recueil de bonnes pratiques : Volet ministeres et organismes publics

e Recueil de bonnes pratiques : Volet municipalités

e Recueil de bonnes pratiques : Volet établissements du réseau de la santé
et des services sociaux

e Répertoire des programmes et des mesures pouvant soutenir les

municipalités et leurs partenaires dans la réduction des obstacles a la
participation sociale des personnes handicapées

Transportation

e Stationnement réservé aux personnes handicapées : Guide pratique a
l'intention des municipalités

Architecture and urban planning
e Projets d'aménagement d’espaces publics exterieurs accessibles

e Vers des parcours sans obstacles

AlterGo — Resource guide and references

Consult the full guide here

By clicking on the link above, you will access an extensive list of accessibility
resources and guides. These documents cover various areas and levels of
application, such as architecture, urban planning, recreation, communications
and public policy.
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https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c19724
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c19727
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c30170
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c30170
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c16403
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c16403
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c16403
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c28267
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c28267
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c37139
https://www.ophq.gouv.qc.ca/fr/publications/guides-de-loffice/guides-pour-les-ministeres-les-organismes-publics-et-les-municipalites.html#c17208
https://www.altergo.ca/wp-content/uploads/2021/02/guide_references_au_-_printemps_2017-7.pdf?_gl=1*1jjx6zk*_ga*OTE3NzY5ODYwLjE3MDI0OTQ0OTI.*_ga_VHGJPS2QVQ*MTcwMjQ5NDQ5MS4xLjAuMTcwMjQ5NDQ5MS42MC4wLjA.&_ga=2.19701946.362151088.1702494492-917769860.1702494492

General resources

International
e International Network on the Disability Creation Process (DCP).
Federal

e Releasing Constraints: Projecting the Economic Impacts of Increased
Accessibility in Ontario.

e A contract worth more than a billion dollars: Study on the behaviours and
attitudes of people with a physical disability with respect to tourism, culture
and transportation in Québec, Kéroul.

Provincial

e A part entiére : pour un véritable exercice du droit a I'égalité, Government
of Québec.

e Charter of Human Rights and Freedoms, Government of Québec.

e [Enquéte québécoise sur les limitations d’activités, les maladies chroniques
et le vieillissement 2010-2011, Institut de la statistique du Québec.

e Guide pour la production du plan d’action annuel a I'égard des personnes
handicapées, Office des personnes handicapées du Québec.

e [’acces aux loisirs municipaux pour les personnes handicapées, Office
des personnes handicapées du Québec.

e Act to secure handicapped persons in the exercise of their rights with a
view to achieving social, school and workplace integration.

e Obligations des camps de jour a I'égard des enfants en situation de
handicap, Commission des droits de la personne et des droits de la

jeunesse.

e \Vers une intégration réussie des jeunes ayant des besoins particuliers,
Association des camps du Québec.
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Regional and municipal

Cahier des bons coups 2010 — Municipalités accessibles.

Répertoire des trouvailles en approvisionnement accessible, Municipalités
accessibles.

Reference guides

Regional and municipal

Guide a l'attention de I'organisateur d’événement, AlterGo Training
Guide a l'attention des agents de communication, AlterGo Training
Guide a l'attention du gestionnaire de plage, AlterGo Training

Guide a l'attention du responsable aquatique, AlterGo Training
Guide a l'attention du responsable de parc, AlterGo Training

Guide a l'attention du responsable en bibliothéque, AlterGo Training
Guide a l'attention du parent, AlterGo

Guide a l'intention des commergants : Des commerces accessibles a tous,
c’est possible et rentable! — Table de concertation des associations de
personnes handicapées du Haut-Richelieu, in collaboration with the Ville
de Saint-Jean-sur Richelieu

Guide pratique : une politique pour l'inclusion sociale... pourquoi pas? —
Réseau québécois de Villes et Villages en santé

Focus area 1 — Architecture and urban planning

International

Bandes de guidage au sol : Guide de recommandations.
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e Batimedia, a free information and documentation website for building
specifiers.

e Guide d’aide a la conception d’un batiment accessible, Collectif
accessibilité Wallonie Bruxelles.

e Standard ISO 21542:2011, Building construction: Accessibility and
usability of the built environment.

e Un espace public pour tous : Guide pour une planification cohérente.

Federal
e CSA B651-12: Accessible Design for the Built Environment.

Sledge Hockey Accessibility: Design Guideline for Arenas, recognized by Hockey
Canada.

Provincial

e Guide en matiere de stationnement pour personnes handicapées a
I'intention des municipalités, Office des personnes handicapées du
Québec (OPHQ).

e Design of Public Spaces Standard module, Government of Ontario.
e Barrier-free design standards, Québec Construction Code.
Regional and municipal

e Centre communautaire Lebourgneuf : un modeéle d’accessibilité! — Ville de
Québec.

e Criteres d’accessibilité universelle : déficience visuelle — Aménagements
extérieurs, Institut Nazareth, Louis-Braille and Société Logique (2014).

e Critéres d’accessibilité répondant aux besoins des personnes ayant une
déficience visuelle, Institut Nazareth, Louis-Braille and Société Logique
(2003).
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e Tip sheet: Universal accessibility of performance venues, Ville de
Gatineau.

e Technical data sheet on parking lots, Société Logique.

e Guide pratique d’accessibilité des salles de spectacles, Institut de
réadaptation en déficience physique de Québec.

e Guide pratique d’accessibilité universelle, Ville de Québec (2010).

e Un regard sur 'accessibilité, BAIL-Mauricie.

Focus area 2 — Programs, services and employment

International

e Inclusive libraries in France
Federal

e Enabling Accessibility Fund, Government of Canada.
Provincial

e Programme d’assistance financiere a I'accessibilité aux camps de
vacances (PAFACV).

e Programme d’assistance financiere au loisir des personnes handicapées
(PAFLPH).

e Relay service for people with hearing or speech/language disabilities.
e Tourism and Leisure Companion Sticker (VATL)

e Regroupement des organismes spécialisés pour I'emploi des personnes
handicapées.

Regional and municipal

e Equal Access to Employment, Ville de Montréal (2010).
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e [’accessibilité au service des commercgants, CAPVISH.

e Participation dans une installation aquatique destinée aux organisations,
AlterGo.

e Organization Recognition and Support Policy, Ville de Saint-Lambert.

e Suivez le guide : Guide de loisirs montréalais pour les personnes ayant
une limitation fonctionnelle, AlterGo.

e Suivez le guide! Pour les organismes, AlterGo.

Focus area 3 — Communications

International

e Pour une signalétique accessible a tous, Saint-Etienne Métropole,
Saint-Etienne and the Etablissement Public d’Aménagement de
Saint-Etienne.

Provincial
e Standard sur I'accessibilité du Web, Government of Québec

Site Web municipal : Guide pratique, Centre francophone d’informatisation des
organisations.

Regional and municipal

e Guide pratique pour vos documents imprimés, Institut Nazareth et
Louis-Braille.

e [es bons pictogrammes a utiliser.

Focus area 4 — Training and awareness

Provincial
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e Various training sessions on universal accessibility and welcoming and
accompanying persons with functional limitations, AlterGo Training.

Reception
e \Welcoming persons with disabilities.
Accompaniment
e Recreational accompaniment for persons with functional limitations.

e Recreational accompaniment for people with intellectual disabilities (ID),
autism spectrum disorder (ASD) or attention deficit disorder with or without
hyperactivity (ADHD).

Universal accessibility
General
e Events.

e Je veux accueillir et servir tout le monde, Office des personnes
handicapées du Québec.

e Parle-moi de toi! : Activité de sensibilisation destinée aux écoles, aux
entreprises privées et aux organismes communautaires.

Assessment, certification and training services to make tourism and
culture accessible to people with limited physical capacity, Kéroul.

e \Vers une intégration réussie des jeunes ayant des besoins particuliers,
Association des camps du Québec.
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Regional and municipal

e Accessible Customer Service Standard module, Government of Ontario.

AlterGo — Multiple guides

Access AlterGo guides

By clicking on the hyperlink above, you can download various guides in PDF or
Word formats, grouped by themes:

Universal accessibility

e 2017 municipal election platform

e Ma municipalité accessible guide

e Universal accessibility resource and reference guide
Programs and services
Recreation

e Suivez le guide

e Suivez le guide for organizations

e Accueil des personnes ainées ayant une limitation fonctionnelle

e Accompagnement en loisir d’'une personne ayant une limitation
fonctionnelle : évaluation des besoins du participant.

Events
e Accessibilite universelle des événements

Swimming pools
e Catalogue — Matériel spécialisé pour améliorer I'accessibilité des piscines.
e Guide de procédure de participation dans une installation aquatique.
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https://altergo.ca/fr/accessibilite-universelle/outils-et-guides/

e Guide a l'attention du responsable aquatique.
Beaches

e Ressources et références pour améliorer I'accessibilité universelle des
plages.

Parks

e Ressources et références pour améliorer I'accessibilité universelle des
parcs.

Libraries

e Guide de préparation a une visite d’un groupe dans les bibliotheques de
Montréal.

e Catalogue d’objets permettant de faciliter I'accés aux bibliotheques.
e Guide répertoriant le matériel disponible pour les bibliothéques.

e Document explicatif des services destinés aux organismes membres
d’AlterGo en bibliotheque.

e Ressources et références pour améliorer I'accessibilité universelle des
bibliotheques.

Sports

e Guides to help youth with functional limitations participate in physical and
sports activities.

e Accessibilité universelle des plateaux sportifs extérieurs.

e Sans Oublier de Bouger!
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Quiz

e GoQuiz: A guessing game developed by AlterGo to raise awareness of
universal accessibility and explore its multiple facets. Download it!

Pictograms
e Pictograms and their different meanings.
Communication

e Resources and references for developing universally accessible
communication tools.

International
Communications

e Disability-Inclusive Communications Guidelines (UN 2022).

Government of Canada

e Canada’s Disability Inclusion Action Plan.

Employment

e Disability Inclusion Business Council.

e Canadian Business Disability Inclusion Network.

Communications

e (Canada.ca Content Style Guide.
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https://www.un.org/sites/un2.un.org/files/un_disability-inclusive_communication_guidelines.pdf
https://www.canada.ca/en/employment-social-development/programs/disability-inclusion-action-plan.html
https://www.canada.ca/en/employment-social-development/corporate/disability-inclusion-business-council.html
https://design.canada.ca/style-guide/

Government of Québec
Architecture and urban planning

e Guide accessibilité batiments.

e Other accessibility resources.

e |INSPQ quide: Designing accessible environments.
Municipalities
Ville de Québec

e Architecture and urban planning

o Accessibility guide with fact sheets: Public buildings (2010).

Institutions
UQAM

e List of resources on inclusion.

Good practices and tools

Below are examples of good practices related to equity, diversity and inclusion
(EDI), as well as tools for reflecting on your current practices. These resources
are grouped into broad themes for easier consultation. Specific documents for
researchers are also available on the Pour aller plus loin web page.

Accessibility
e Accessibility to education: research on student parent needs
e Universal accessibility
e Accessibility of communication

e Accessibility of events
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https://www.rbq.gouv.qc.ca/fileadmin/medias/pdf/Publications/francais/guide-accessibilite-batiment_2022.pdf
https://www.rbq.gouv.qc.ca/domaines-dintervention/batiment/la-reglementation/chapitre-batiment-du-code-de-construction/accessibilite-des-batiments-aux-personnes-handicapees/
https://www.inspq.qc.ca/sites/default/files/2024-05/2775-en-accessibilite-universelle-conception-environnements_ENG.pdf
https://numerique.banq.qc.ca/patrimoine/details/52327/2425314?docref=w9Gp85OcYw-yCdC5c5GN2g
https://edi.uqam.ca/ressources/bonnes-pratiques/
https://edi.uqam.ca/edi-en-recherche-et-en-creation/pour-aller-plus-loin/

Practical resources on universal accessibility of events:

1. Accessibilité universelle des événements [Universal accessibility of
events] (produced by AlterGo).

2. Guide for Events — Best Accessibility and Anti-Ableism Practices
(produced by the Conseil des arts de Montreéal).

3. Guide to Planning Inclusive Meetings (produced by Human Resources
and Skills Development Canada, also available in PDF format).

Unconscious bias
e Workshop on the impact of bias in decision making.
Ableism and disability
e Podcasts: Réfléchir l'inclusion (CRISPESH).
e (Good practices for promoting the inclusion of persons with disabilities.
e Video: Pourquoi est-ce important de parler du handicap?
e Videos to help deconstruct the notion of ableism.

e Tools for welcoming students with disabilities.
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https://www.altergo.ca/wp-content/uploads/2020/09/accessibilite_universelle_evenements_altergo_0-1.pdf
https://www.artsmontreal.org/app/uploads/2022/02/guide_evenements_en.pdf
https://www.canada.ca/en/employment-social-development/programs/disability/arc/inclusive-meetings.html

Sexual diversity and gender plurality

e (Good practices for promoting the inclusion of trans and non-binary
individuals.

e Conference on managing sexual diversity in the workplace.

e Studies and references on youth who are trans, non-binary or questioning
their gender identity.

e Timeline of LGBTQ+ rights and struggles in Québec.
Racism

e Reflection paper on the notion of systemic racism.

e A guide to anti-racist organizational changes in an academic context.
Indigenous realities

e Podcasts, films and other cultural content to learn about the history of the
First Peoples.

e Indigenous communities in Québec.
e Deconstructing myths about Indigenous peoples.
e 2021 National Building Reconciliation Forum.

e Fact sheet on territorial recognition in a Québec university context
(RIQEDI).

e Tools to better understand Indigenous communities.

e Tools to end bias and discrimination.
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Inclusive recruitment and combating discrimination in employment
e Comic strips explaining discrimination.
e Guide on best practices in university recruitment.
e Tools for recruitment without discrimination.

e Testing results: measuring discrimination experienced by racialized
minorities in the recruitment process.

Inclusive writing
e Video on feminist and inclusive writing (IREF).

Sexual violence
e Training sessions on preventing and combatting sexual violence.
e Awareness tools on sexual violence.

e Survey results on gender-based and sexual violence in higher education.
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14. Annex

The project consists of three phases:
1. Data collection
2. Data processing and analysis
3. Writing and translation of the guide and a universally accessible website.

As part of phase 1, we invite you to answer this questionnaire containing
approximately15 questions about your experiences, interests, needs and
expectations in terms of universal accessibility.

Depending on your type of limitation as well as your interests and needs, we
would like your feedback on the aspects addressed in the attached fact sheets.
This phase is very important because it will help us identify gaps between:

e Accessibility standards currently in force.
e (Good practices in Canada and abroad.
e Your personal experiences with universal accessibility.

Please answer to the best of your knowledge. The information collected will be
anonymous. Your contact details will only be used for follow-up when necessary.

Deadline to return questionnaire: Friday, May 17, 2024.

If you would prefer to respond verbally, schedule a meeting, or obtain more
information, please contact:

Mathieu Noél

Case Manager, COPHAN
mathieu.noel@cophan.org
514-284-0155, ext. 103.

Thank you for taking the time to complete this questionnaire!
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Mathieu Noél
Case Manager

COPHAN

Questionnaire

COPHAN Universal Accessibility Guide
Terminology
Definition of “persons with functional limitations”

We refer to the Disability Creation Process model, which highlights the influence
of external factors, such as physical barriers and attitudes, on the individual’s
condition.

Under this model, disability results from disabling situations, i.e., circumstances
where a need is not met. This definition focuses on the person’s situation rather
than on their personal characteristics. It also stresses the importance of
intervening in the physical and social environment to prevent such situations.

Our guide will cover five types of functional limitations:
1. Motor
2. Visual
3. Hearing
4. Language and speech
5. Neurodevelopmental disorders
What is universal accessibility?
Universal accessibility is defined as:

[TRANSLATION] “The nature of a product, process, service, information or
environment that, with equity in mind and as part of an inclusive approach,
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enables any person to perform activities on their own and to obtain equivalent
results.”

In practice, it guarantees everyone, regardless of their abilities, independence in
enjoying equal opportunities and a quality experience.

Based on the needs of people with functional limitations, universal accessibility
aims to meet these expectations. We encourage you to share any relevant data
that could help us in our efforts.

Questions

1. What type(s) of functional limitation(s) do you have?
(Check all that apply to you)

(1 Motor
[ Visual
(] Hearing
[1 Related to language and speech
(1 Neurodevelopmental disorders
[1 Other (please specify):

2. Do you belong to one or more of the following groups?
(Check all that apply to you)

] Women

[] Racialized individuals
[1 Persons in a visible minority group
L1 LGBTQQIP2SAA people

[ 1 Seniors

L1 Other (please specify):

Architecture, urban planning, housing

If applicable, what are your experiences, interests, needs or expectations
regarding:

3. ... public buildings?

4. ... dwellings?
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5. ... parks and green spaces?
Programs, services and employment

If applicable, what are your experiences, interests, needs or expectations
regarding:

6. ... childcare centres?

7. ... educational services?

8. ... transportation services?

9. ... health and social services?
10. ... employment?

11. ... income?

Information and communication

If applicable, what are your experiences, interests, needs or expectations
regarding:

12. ... the design of printed documents?

13. ... the design and use of images?

14. ... the design of websites and digital media?
15. ... oral communication?

Awareness and training

If applicable, what are your experiences, interests, needs or expectations
regarding:

16. ... the way you are treated by public services?

Other
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17. Have you had any other experiences, interests, needs or expectations
that were not addressed in this questionnaire?
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