
City of 
Richmond 

To: General Purposes Committee 

From: Kim Somerville 
Director, Community Social Development 

Report to Committee 

Date: 

File: 

June 27, 2024 

08-4055-05/2024-Vol 01

Re: City Response to Draft Recommendations for the First Accessible British 
Columbia Act Standards 

Staff Recommendations 

1. That staff be authorized to submit written feedback to the Province of British Colmnbia in

response to the draft recommendations for the First Accessible British Columbia Act
Standards, as described in the report titled "City Response to Draft Recommendations for the

First Accessible British Columbia Act Standards", dated June 27, 2024, from the Director,
Community Social Development; and

2. That the City send a letter to the Province requesting additional and ongoing consultation
with municipalities in advance of standards being finalized for introduction into the
Legislative Assembly.

Kim Somerville 
Director, Community Social Development 
( 604-24 7-4671) 
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Staff Report 

Origin 

On June 17, 2021, the Accessible British Columbia Act (the Act) was passed by the Legislative 
Assembly of British Columbia. The Act creates the legal framework to develop, implement and 
enforce accessibility standards that will set out legally binding regulations across a wide range of 
areas that may include employment, delivery of services, the built environment, information and 
communications, transportation and procurement. 

On May 31, 2024, the Province launched a public engagement process to receive feedback from 
the general public, industry and organizations, including municipalities, on a set of draft 
recommendations that will form the basis of the first standards to be developed under the Act -
the Accessible Service Delivery Standard and the Employment Accessibility Standard. 

The purpose of this report is to seek Council's authorization to submit a written response to these 
draft recommendations on behalf of the City. 

This report supports Council's Strategic Plan 2022-2026 Focus Area #1 Proactive in Stakeholder 
and Civic Engagement: 

Proactive stakeholder and civic engagement to foster understanding and involvement and 
advance Richmond's interests. 

1.1 Continue fostering effective and strategic relationships with other levels of 
government and Indigenous communities. 

1. 2 Advocate for the needs of Richmond in collaboration with partners and stakeholders. 

The report also supports the Richmond Accessibility Plan 2023-2033 Strategic Pillar 1 - An 
Accessible Community: 

1.4 Collaborate with people with disabilities, non-profit organizations, public-sector 
agencies, the private sector and senior levels of government to align approaches and 
create greater impact in furthering accessibility and inclusion throughout the community. 

1. 6 Advocate to senior levels of government regarding the need for increasing resources 
to respond to the needs of Richmond residents with disabilities. 

Analysis 

Background 

The introduction of the Act, the first of its kind in British Columbia, is the initial step in creating 
a more inclusive province for people with disabilities. The overall goal of this new legislation is 
to identify, remove and prevent barriers experienced by people with disabilities to ensure that all 
British Columbians can fully participate in their communities. It is reflective of a broader 
societal shift in awareness and understanding of disability that recognizes that disability is 
caused by barriers within society that prevent participation, rather than being the result of a 
person's individual circumstance. 
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Starting in April 2022, the City was one of 750 public sector organizations that were legislated to 
comply with the Act. As a result, the City was required to meet the terms of Part 3 of the Act that 
included establishing an accessibility committee, developing a multi-year accessibility plan, and 
implementing a tool to receive feedback on accessibility. The City has met all three initial 
requirements of the Act and is currently in compliance with the legislation. The City will also 
need to comply with any new regulations that result from standards being developed under the 
Act. 

At this time, only the Provincial Government and public-sector organizations, including 
municipalities, are legislated through the Act. However, when the Accessible Service Delivery 
Standard and the Employment Accessibility Standard are introduced into law, it is anticipated 
that other sectors will also be required to comply with the new regulations. This would include 
private and non-profit sectors. 

Draft Recommendations 

From May 31 to July 31, 2024, the Province is seeking feedback from the general public, 
industry and organizations, including municipalities, on a set of draft recommendations that will 
form the basis of the Accessible Service Delivery Standard (Attachment 1) and the Employment 
Accessibility Standard (Attachment 2). These are the first standards being developed under the 
Act and additional standards will be introduced over the next decade through a phased approach. 
A simplified, plain language overview of the draft recommendations has been provided by the 
Province to facilitate the feedback process. At this time, no formalized draft standards are 
available for review. 

The draft recommendations for the Accessible Service Delivery Standard focus on how to 
remove barriers experienced by people with disabilities when accessing goods or services from 
an organization. The Province has defined an organization as a group of people with a particular 
purpose, including a government, business, society or charity. The draft recommendations aim to 
ensure that events, activities, advice and the purchasing process for goods are provided in 
accessible ways to include people with disabilities. They are organized into 20 proposed areas 
that outline the obligations of organizations to provide services in a manner that is accessible and 
inclusive. These areas include physical and virtual environments, staff training, communications 
and technology, maintenance of accessibility features, such as automatic door openers, 
emergency response, and related policies and practices. They also include supports that assist 
people with disabilities to access services, including accommodations, assistive devices, support 
persons, and guide and service dogs. 

If finalized into law, the Standard would apply to all aspects of City service delive1y and would 
include City programs and services such as those offered through Aquatics and the Arts Centre 
as well as other services offered by the City, such as business licencing, environmental 
programs, building inspections, and civic processes (i.e. voting). It would also apply to programs 
and services offered by Community Associations and Societies, as it is expected that, if the City 
is required to follow a standard, that Community Association and Societies would be required to 
do the same. 
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The draft recommendations for the Employment Accessibility Standard focus on how to remove 
barriers for people with disabilities across the whole continuum of employment from recruitment 
to hiring, onboarding and retention. The recommendations are organized into 19 different areas 
that outline the obligations of employers to develop inclusive work environments. These areas 
include communications with staff, training, tools and technology, accommodations, emergency 
evacuation plans, employee advancement, and related policies and practices. If finalized into 
law, the Standard would apply to all aspects of City hiring processes and is also anticipated to 
impact Community Association and Societies' hiring processes. 

At this time, the Province has not indicated when the Standards may be finalized into law, or 
when other sectors would be regulated under the Act. Once the Standards become law, the 
Province has proposed a two-year timeframe for compliance with the new regulations. 
Organizational impacts of these Standards will need to be further understood and continued 
advocacy to ensure the Province engages in further consultation with affected organizations, 
including municipalities, and provides the necessary resources and timelines needed to comply 
with any new standards will be increasingly important. 

To raise awareness in the community about the oppo1tunity to provide feedback to the Province, 
information about the provincial engagement has been shared with community organizations and 
businesses through the City's networks and distributed to key partners, such as Community 
Association and Societies, through the City's Interdepartmental Accessibility Committee. 

Key Findings 

The draft recommendations are designed to be comprehensive in nature and to regulate a wide 
range of areas that impact access to services and employment. They have the potential to 
significantly benefit people with disabilities in the community through increased inclusion and 
access to opportunities. The City is committed to continuing its leadership in the advancement of 
accessibility and to responding to the requirements of the Act. As such, it has made significant 
investments, including staff time and resources, over the last several years to promote the 
enhancement of accessibility and inclusion in the community and to respond to the initial 
requirements of the Act. 

However, due to the broad scope of the Province's draft recommendations it is anticipated there 
may be significant impacts to the City in order to comply, if the draft recommendations are 
finalized into legislated standards. While all City departments will be impacted to some degree, 
public-facing departments and the Human Resources department would be most affected. Further 
engagement with the Province is required to better understand how the City will be impacted as 
well as with the Community Association and Societies that operate programs in City community 
facilities. 

Further to the abovementioned, the limited information currently provided, including the lack of 
formalized draft standards for review, presents a challenge to fully understand the potential 
impacts of these draft recommendations. However, based on an initial review, staff have 
identified several key areas of concern. These include: 

• Lack of clarity and consistency: The simplified, plain language overviews of the draft 
recommendations provided by the Province are not adequate for organizations to 
understand the potential impacts of the draft recommendations. The language used within 
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these overviews lacks clarity and is subjective in nature. For example, phrases such as 
"when possible" and "when not too costly" are currently used. There is also inconsistent 
language used in the simplified, plain language overviews to define the same key 
concepts, such as the provided definitions of the term "accommodations." This lack of 
clarity creates a challenge to understand the scope and impact of the proposed 
recommendations as well as poses potential challenges to implementing the regulations 
once legislated into a Standard. 

• Potential impacts to City staffing and resources: The draft recommendations include 
required staff resources above what the City already provides, the development or 
amendment of numerous additional policies and procedures, organization-wide staff 
training, and the provision of a wide variety of accommodations and methods of 
accessible service delivery. As a result, it is anticipated that significant resources will be 
necessary to respond to the draft recommendations if they are finalized into legislated 
standards. This would likely require either increases to City staffing and budgets or 
repositioning of existing resources that may require adjustments to cmTent service levels. 

As many of the programs and services offered at City facilities are operated by 
Community Association and Societies, it is also anticipated that these organizations will 
need to assign additional resources towards supporting access to programs and services 
for people with disabilities. As a result, they will likely need to increase budgets or re
allocate existing resources to meet any new requirements that result from the finalization 
of these draft recommendations into legislated standards. 

• Potential impacts to community organizations, including key partners: If non-profit 
organizations are legislated to comply with the Standards, there will be significant 
impacts to resources for these organizations, at a time when the non-profit sector is 
experiencing increased demand for suppo1is and services from the community to meet 
other social needs. 

• Potential impacts to the business community: If the business community is legislated to 
comply with the Standards, there will be significant impacts to resources for local 
business at a time when they are experiencing increased challenges due to the current 
economic climate. 

• Timelines: While the Province has proposed a tentative timeframe of two years for 
organizations to come into compliance with these Standards once they are adopted into 
law, it is anticipated that some of the draft recommendations would require additional 
time to complete, such as those that relate to changes to technology or those that require 
the City to establish new, complex employee and customer-facing processes. In order to 
meet the proposed two-year timeline, the Province needs to provide adequate funding to 
support municipalities. To date, the Province has only provided limited funding (i.e. one
time-only grants for up to $25,000) to municipalities to support the implementation of 
initiatives that advance actions in their provincially legislated accessibility plans. 

• Out of scope requirements: As proposed, some of the draft recommendations would 
mandate the City to require other organizations to comply with standards, or assume 
responsibility for the service or employment practices of external organizations. This will 
add increased scope to the City's role. Additionally, there is a significant emphasis placed 
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on accessibility committees as potential groups to respond to draft recommendations. As 
the role of the City's accessibility committee is advisory in nature and the committee is 
composed of community members and representatives from disability-serving 
organizations, the potentially expanded scope of responsibilities would not be 
appropriate. 

Written Submission 

In response to the Province's request for feedback, input was gathered through the City's 
Interdepartmental Accessibility Committee about the potential impacts on various City 
departments, community organizations and key partners. Based on the information gathered, 
staff have prepared a draft written submission highlighting a number of key feedback points for 
the Province's consideration in the finalization and implementation of these Standards. This 
feedback includes: 

• The need for a second phase of engagement, specifically with municipalities and other 
prescribed organizations once formalized draft standards are available: This will allow 
affected organizations to assess the impacts and the resources needed to respond once 
their obligations are clearly and consistently defined in formalized draft standards. 

• The need for ongoing, sustainable funding and resources from the Province to support 
municipalities, non-profit and private sectors to respond: The draft recommendations 
have the potential to significantly impact City and other organizations' resources and 
budgets. Ongoing funding and project-based grants will be necessary in order for 
organizations to respond to this new legislation. Additionally, increased provincial 
leadership and coordination to promote collaboration across sectors to share best 
practices and learnings as well as provincially developed resources, such as training 
curriculums for service providers and employers, to streamline implementation of any 
new standards will be essential. 

• The need for appropriate timelines to allow organizations to adapt: The short timelines 
provided for municipalities to come into compliance with the initial municipal 
requirements of the Act, including the establishment of an Accessibility Advisory 
Committee, Accessibility Feedback Mechanism and Accessibility Plan, were ambitious. 
As a result, the City hired consultants and reprioritized other City social planning projects 
to meet these timelines. In the future, it will be necessary for the Province to develop 
more appropriate timelines to meet new municipal requirements that result from the Act. 
At this time, it is anticipated that once the Standards are finalized into legislation, some 
of the proposed recommendations will require more than the two years proposed to 
complete, especially if additional funding and provincially developed resources, such as 
training curriculums, are not provided by the Province. 

• The need to ensure any requirements that result from the introduction of standards are 
within an organization's scope ofresponsibilities: Any future standards introduced under 
the Act should not mandate organizations to require other organizations to comply with 
standards, or assume responsibility for the service or employment practices of external 
organizations. Additionally, expectations for the role of advis01y committees should be 
limited to the scope of the committee as defined within the Act, to assist the organization 
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with identifying barriers and to provide advice on how to remove and prevent these 
barriers. 

If Council authorizes staff to submit a draft written response based on the above feedback, staff 
will ensure it is submitted to the Province in advance of the July 31, 2024 public engagement 
deadline to help shape the final Standards. Additionally, a letter will be sent to the Province 
requesting additional and ongoing consultation with municipalities in advance of standards being 
finalized for introduction into the Legislative Assembly. 

At this time, the Province has not indicated when the Accessible Service Delive1y Standard and 
the Employment Accessibility Standard may be introduced into law. Once more information is 
available, staff will report back to Council. 

Financial Impact 

None. 

Conclusion 

The Province is currently seeking feedback on a set of draft recommendations that will form the 
basis of the first standards that will be introduced under the Accessible British Columbia Act. As 
a prescribed organization, the City will need to comply with any new standards when introduced. 
Providing feedback on the draft recommendations is the next step in the implementation of the 
Accessible British Columbia Act. The City is committed to meeting the requirements of the Act 
and to advancing accessibility in the community so that all community members are able to fully 
participate. 

Program Manager, Social Development 
(604-276-4390) 

Att. 1: Accessible Service Delivery Standard 
2: Employment Accessibility Standard 
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Introduction 

What is a standard 
A standard is a set of rules or guidelines. The Service Delivery Standard provides guidance 
on how to remove barriers for people with disabilities accessing goods or services from 
an organization. The goal is that events, activities, advice, and the purchasing process 
for goods are provided in accessible ways to include people with disabilities. After 
the Provincial Accessibility Committee finishes this standard, it will recommend the 
standard to the government and the government may adopt the standard in law as a 
regulation . 

IN BRITISH COLUMBIA (B.C.), THE HUMAN RIGHTS CODE PREVAILS 
OVER OTHER LAWS. THE STANDARDS BEING DEVELOPED WOULD BE IN 
ADDITION TO THE HUMAN RIGHTS CODE. 

Who would the standard apply to? 
The Provincial Accessibility Committee is an advisory committee to government. Part of 
its role is to develop and recommend accessibility standards. Government is responsible 
for deciding which recommendations should apply to which organizations. 

Making our communities more accessible, inclusive and equitable is important for all 
of us. Generally, the Provincial Accessibility Committee believes that all organizations 
in B.C. have a role to play to help make our province more inclusive and accessible. 
The committee also believes that many of the recommendations in this document 
make sense for a range of types of organizations. They also recognize that some of 
these recommendations may not be appropriate for all organizations. The Provincial 
Accessibility Committee will use the feedback from people and organizations to inform 
its recommendations to government. 

When will organizations need to comply with the standard? 
Some of the elements of the standards may be simple and quick to implement but other 
elements may take more time. The Provincial Accessibility Committee is interested in 
phasing the requirements of the standards and believes that most or all organizations 
could become compliant within about two years from when a regulation comes into 
force. The Provincial Accessibility Committee is interested in understanding which 
elements of the standard could be done faster and which might take longer. 
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What do we mean by organizations? 

An organization is a group of people with a particular purpose. It can be a 
government, business, society or charity. 

What are the next steps? 
The input from this engagement will be used to help shape the standards that the 
Provincial Accessibility Committee will recommend to the Minister responsible for 
accessibility in 2025. Government will then decide whether to turn some or all of these 
recommendations into regulations. 

Reconciliation 
Accessibility standards will benefit all people in British Columbia including Indigenous 
Peoples. Indigenous Peoples are more likely to experience a disability. They may also 
face unique barriers that can magnify exclusion. 

Indigenous Peoples and partners provided feedback during the development of the 
first two accessibility standards. 

From these conversations, we have learned that many parts of the standard align with 
cultural beliefs of trusting and valuing the lived experience of others. We have also 
learned that standards may benefit those who have experienced trauma and the harms 
of colonialism. 

There will be more opportunities for Indigenous Peoples and partners to provide 
feedback including on the draft regulations. 

lntersectionality 
The standards recognize that the same barrier may be experienced differently by people 
based on their identity factors. Multiple forms of discrimination such as racism, sexism, 
ableism and homophobia may be active at the same time in a person's life. When these 
types of discrimination intersect, they can compound the barriers a person faces. 
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Accessible Service Delivery Standard 

The Provincial Accessibility Committee is proposing standards in 20 different topic 
areas. 

ACCESSIBLE ORGANIZATIONS 

General obligations 
Organizations need to offer the same types of services for people with disabilities 
as they offer to everyone else. Organizations need to make sure that people with 
disabilities are treated with respect. 

What are accommodations? 

Accommodat ions are adjustments t hat remove a barrier fo r a person with a 
disability. 

» Some examples of accommodati ons are: 

Providi ng an alte rnative fo rm of com munication 

◊ All owing guide dogs and service dogs to enter th e premi ses 

Allowing people to use their ass istive devices to re move ba rri ers 

Documentation 
In this standard there are times when organizations need to write information down 
and save it. The formal information that organizations need to write down and save 
is called documentation. The circumstances when organizations need to document a 
situation have been described in each section of this document. For example, in the 
assistive devices section of the standard, if an organization cannot accommodate an 
assistive device, then they must document the situation. 

Documenting information helps organizations keep a formal description or record of a 
situation. Documentation is important because it helps keep organizations and people 
accountable. 

Documentation about a situation needs to include: 

» Info rmation about what happened w ith t he orga nization and a pe rson 

» Reasons why the organ ization was not ab le to offer accommodat ions to a person 

» Diffe rent options t hat t he organ izat ion offered to a person 

» Whether a person ag reed to t he different se rvices t hat th e orga nization offered 
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Organizations are in charge of documenting information about a situation and storing 
the information safely. Organizations also need to: 

» Share documentation with the person it is about, in a way that is accessible to them 
(as much as possible) 

» Tell people that they can ask for documentation about their situation 

» Include documentation about the situation in formal feedback processes 

» Sha re the documentation w ith an Access ibil ity Representative or Access ibility 
Comm ittee if the organ izat ion has one 

Accessibility committee/representatives 
Organizations need to have at least one person, or representative, who: 

» Helps the organization ident ify, prevent and remove barriers for people w ith 
disabilities 

» Helps the organization fo llow access ibility laws and rules 

» Makes sure other staff in the organization get train ing about accessib ility 

Organizations can have more than one person as a representative if they want. Any 
representative needs to get extra training about accessibility. 

Organizations need to share the work contact information for the person (or people) 
who can help people with disabilities get accommodations or answer questions about 
accessibility. 

Some organizations already have to follow the Accessible B.C. Regulations. These 
organizations need to write plans about accessibility. In their plans they need to 
include information on how effective the Accessibility Representative is. Also, if 
an organization already has a Accessibility Committee, the committee can act as 
the Accessibility Representative. Otherwise, the Accessibility Committee and the 
Accessibility Representative can work together. 

What is the Accessible B.C. Regulation? 

The Accessible B.C. Regulation requires the over 750 organizations in the 
public sector to establish: 

1. An Accessibility Committee 

2. An accessibil ity plan 

3. A tool to receive feedback on accessibility 

Organizations in the Accessible B.C. Regulation include local governments, 
municipal police, school districts and other organizations. 
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Example: 
Margaret uses a wheelchair. Today, they would like to sign up for a swimming class at 
their local recreation centre. Margaret needs to know if the recreation centre has a lift 
that can help them get in the swimming pool. 

Margaret goes to the recreation centre's website and finds the email for Zahir, who is 
the recreation centre's Accessibility Representative. Margaret emails Zahir and asks if 
the swimming pool has a lift. Zahir says that it does, and that they will make sure the 
instructor for Margaret's swimming class knows how to use the lift safely. Margaret is 
able to sign up for the swimming class. 

Evidence 
Generally, organizations are not allowed to ask people to prove that they have a 
disability. Organizations are also not allowed to ask people to prove that they need 
guide dogs or service dogs, assistive devices, support persons or other types of support. 

Organizations are only allowed to ask for proof of a disability if: 

» They have to spend a lot of time or money 

» There are two people w ho need accommodat ions, but what wo rks for one person 
would make th ings worse fo r the other person 

» They are reasonab ly worried about safety 

Providing training 
Organizations need to: 

» Train their employees about how to provide services in an accessible way 

» Give a minimum level of training, so every emp loyee gets at least some tra ining about 
how to reduce barriers for people 

» Give extra tra ining for employees who have spec ial roles, such as managers 

Example: 
Indra is blind and uses braille to read. Today, Indra goes to a restaurant. Every employee 
at the restaurant was trained on how to remove barriers for people. Indra asks for a 
menu in braille. The manager, Fatima, explains that the restaurant does not have a 
braille menu. Fatima offers to read the menu out loud to Indra. Or, if Indra would prefer, 
Fatima can give them a link to the restaurant's website with an accessible version. Indra 
chooses to use the accessible version on the website, because they have a screen reader 
on their phone, which will read the menu to them. 
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Documenting training 
Organizations need to write down information about the training their employees 
receive. Organizations need to include: 

» In fo rmat ion about t rai ning rul es o r po licies 

» What top ics t hei r employees get t rain ing on 

» How many employees have taken training 

Organizations need to share this information about training when someone asks for it. 
Organizations also need to let people know that anyone can ask for training information. 

Organizations listed in the Accessible B.C. Regulation already have to write a plan about 
accessibility. Organizations that need to write a plan about accessibility also need to 
include information on training in their plan. 

Example: 
Marc has a service dog. Bagel Mart is a large organization that sells baked goods. Marc 
wants to know what type of training Bagel Mart employees get about people who use 
guide dogs and service dogs. 

Marc goes to Bagel Mart's website, where they find the page about accessibility. The 
webpage says that anyone can ask for information about the accessibility training that 
Bagel Mart's employees get. Marc clicks on the link on the accessibility webpage and 
it takes them to a page of information about Bagel Mart's accessibility training. Now 
Marc knows that Bagel Mart's employees are trained about how to serve people who 
use guide dogs and service dogs. 

Availability of accessibility features and services 

What are common accessibility features and services? 

Accessibility features and services are any objects, equipment, alternative 
measures and services provided by organizations that remove barriers for a 
person. 

This can include: 

Elevators, lifts and ramps 

Door openers and chairs 

» Aud io loops, beacons and wayfi nd ing 

Access ib le was hrooms 

Accessible Service Delivery Standard 9 GP - 35



10 

Some organizations offer accessibility features and services for people to use while 
accessing services. 

Organizations need to make sure that accessibility features and services they offer to 
people are: 

» Easy for peop le w it h d isabi lit ies to use fo r themselves witho ut having to ask for help, 
unl ess t he feature or service is not abl e to be used properly or safe ly w ithout help 

» Free fo r peop le to use (as m uch as poss ib le for the o rga nizat ion) 

If an accessibility feature or service needs employees to help, organizations need to 
make sure: 

» Employees are trained about how to safely use access ib ility fea tures and services 

» People who ask for accessib ili ty fea tures and serv ices do not have to wa it a long ti me 
fo r em ployees to help t hem 

» People w ho rese rve accessibili ty features and serv ices in advance get th em (as much 
as poss ib le for the orga nization) 

Example: 
Mika has autism and gets anxious in loud places. Julia is Mika's mom. Today, Julia and 
Mika are going to watch a hockey game, which will be loud. Julia asks the hockey arena's 
customer service team to see if there are accommodations that will help Mika. Annie, 
who is on the arena's customer service team, lets Mika borrow a pair of noise-cancelling 
headphones. Annie also shows Julia and Mika a quiet room that they can use. Julia and 
Mika do not need to pay to borrow the headphones or to use the quiet room. 

Maintenance of accessibility features and services 
Organizations need to make sure that the accessibility features and services they offer 
to people work well and are safe to use. Organizations need to: 

» Check features and serv ices w hen someone says t hat th ey are broken or not work ing 
the way t hey are supposed to 

» Reg ularly check accessib ility featu res and services to make sure they are safe and 
working t he way t hey are supposed t o 

» Fix o r rep lace access ibility features and services as quick ly as poss ib le w hen they 
break 
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Organizations need to write down information about how they make sure accessibility 
features and services are working. Organizations need to write down information about: 

» The last time every accessibility feature and service was checked 

» The next time that every accessibil ity feature and serv ice is scheduled for 
maintenance, repairs or replacement 

» Any time someone reports that an accessibi lity featu re or service is broken or not 
wo rking the way it is supposed to work 

Example: 
Olu sometimes uses a wheelchair, but they don't have a car to bring one with them 
everywhere they go. Today, Olu is going to Filly's Amusement Park. Filly's Amusement 
Park has wheelchairs for people to borrow while they are there. Filly's Amusement 
Park has a plan to make sure that the wheelchairs are working. Mary is an employee 
of Filly's Amusement Park. Once a month, Mary checks the wheelchairs: she checks if 
the wheels need to be replaced, and if the brakes work safely. Today, when Olu goes 
to Filly's Amusement Park, they ask to use a wheelchair. Mary gives them one, but Olu 
notices that it is not working. Mary offers Olu a different wheelchair and makes a call for 
a repair worker to fix the broken wheelchair. 

Disruption of services 
Sometimes, organizations experience problems with the way they normally give 
services. For example, a coffee shop that runs out of cups will find it hard to serve coffee 
to people. This type of problem is called a disruption. 

When organizations deal with problems, or disruptions, they need to: 

» Offe r different ways for peop le to get services (as much as possible fo r the 
organization) 

» Warn people about the disruption in ways that are access ible for peop le with 
disabilities 

» Let people know if there are different ways to get serv ices 

Organizations also need to share information about the disruption as soon as they can. 
Organizations need to include information about: 

» How long the disruption w ill last 

» How the org an izat ion is go ing to deal with the disruption 

» The training the organizat ion's employees have about disruptions 
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Example: 
Jaswinder works at Bear Land, a toy store in the local mall. Bear Land is on the second 
floor of the mall. The mall needs to fix the elevator that takes people to the second 
floor and has to close the elevator for a week. Jaswinder puts a warning on Bear Land's 
website that people will need to use the stairs for the next week. Jaswinder also prints 
a sign to put on the first floor so that people can ask for help. 

Today, Stefan wants to go to Bear Land to get a gift. Stefan uses a walker and is not able 
to use the stairs in the mall. Stefan did not check Bear Land's website this morning, but 
they see the sign that Jaswinder printed. Stefan phones Bear Land to explain what they 
would like to buy, and Jaswinder brings down the toy for them. 

Communications 
Organizations share information with people about many things, like the hours they are 
open and what food they sell. Organizations share this information in many different 
ways like writing signs and reading out menus to people. When organizations share 
information, they are communicating. 

Organizations need to make sure they communicate in ways that work for people 
with disabilities. Organizations need to practice accessible communications as much 
as possible. If a person with a disability needs to communicate in a specific way, 
organizations need to do their best to communicate with the person in the way that 
they choose. 

To communicate accessibly, organizations need to offer different ways of 
communicating. Organizations can offer different ways of communicating that: 

» Describes visual info rmation such as images and text 

» Describes aud io info rmat ion such as loudspeaker announcements 

» Works w ith different types of assist ive devices and ass ist ive techno logy 

» Provides info rmati on in a clea r and simple way, ca ll ed p lain language 

» Are in more tha n one fo rmat, such as audio and w ritten museum tours 

Some organizations have rules or policies about communication. Organizations need 
to include considerations about accessibility in their rules or policies. 

Example: 
A retailer with both a brick-and-mortar store and online store offers customers the 
option to provide feedback about their shopping experience. The feedback process 
is offered in multiple formats including in person, in writing, by email or by any other 
communication technology as required. The organization notes that persons with 
disabilities can ask to give their feedback using an alternative method. 
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Discounts and fees 
Sometimes, organizations offer discounts to people. Organizations need to make sure 
that people with disabilities can get the same type of discounts as everyone else. 

Organizations need to: 

» Make sure th at discounts and special offe rs are accessible fo r people with d isa biliti es 

» Offer the same discount fo r accessib le options as they do for other options 

Organizations are not allowed to: 

» Charge people with disabilit ies extra money for accessible options or using 
accessibi lity features and services 

Example: 
Ravi uses a wheelchair. They're going on a trip next month and want to book an 
accessible room using a travel website. The hotel is offering a 1 O per cent discount 
promotion for booking on line, but the website does not let people book rooms that are 
accessible for wheelchairs. Ravi calls the hotel directly. Staff book the accessible room 
for Ravi at the same price as the website and apply the 10 per cent discount. 
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Empowering people with disabilities 
and honouring them as experts in their 

. 
own experience 

Alternatives 
Sometimes the way organizations offer services is not accessible for everyone. 

Organizations need to offer different ways of serving people, called alternatives, as 
much as possible. Organizations need to provide: 

» An act ive offer fo r alte rnat ives 

» Alte rn atives that reduce barriers fo r people with disa biliti es 

» Alte rn ati ves without add iti onal costs 

» Altern ati ves that are agreed on by both the organization and t he person req uesting 
the alternative 

Alternatives can be very similar to the way organizations offer services most of the time, 
or they can be different. When someone needs an alternative, the organization needs 
to ask people what alternatives work best for them. Sometimes an alternative can be a 
virtual option like ordering online. It might also be a physical alternative like coming 
into the office to book an appointment. When it is possible an alternative should be 
available in both a physical and virtual environment. 

When an organization cannot reasonably accommodate a person, they must try to offer 
an alternative. If they cannot provide an alternative, then they need to document the 
situation. This is described in the documentation section. 

What is an active offer? 

An active offer is a message that an organization will provide accommodations 
as best they can when someone asks for them. 

This can include asking: 

» Is t here anything I ca n do to make your experience more access ible today? 

» It is important to us th at our event and materi als are fully accessible to 
everyone. If you req ui re any ass istance, please contact us. 

Accessible Service Delivery Standard GP - 40



Physical environment 
The physical environment is a building or space. It might be inside, like a shop, or outside, 
like a farmer's market. Sometimes there are barriers in the physical environment that 
stop people from being able to use a service like stairs in front of a shop entrance. 

When these barriers can be removed for very little or no money, organizations need to 
remove those barriers as much as possible. This could be as simple as moving furniture 
out of the way so someone can move through a room. 

Organizations need to tell people about their physical environment. This lets people 
make informed choices about if it is accessible for them. Organizations need to share 
information like: 

» Descriptions of the space 

» Locations of access ib il ity featu res 

►> Photographs of th e space 

» Informat ion about emergency ex its and other emergency plans 

Virtual environment 
Some services happen in a virtual environment like on a website, over email or by 
phone. These services also need to be accessible to people with disabilities. 

If organizations can provide the same types of services in person, they need to offer 
people that option when virtual services are not accessible. For example, if there is an 
on line booking form for appointments, people can also book an appointment through 
the reception desk. 

When organizations are deciding on the virtual environment for their service, they 
need to choose accessible options as much as possible. 

When someone needs a specific type of technology to access an organization's virtual 
services, organizations need to make sure that they advise people about the type of 
technology they will need to access services. 

When an organization provides a service over the phone, the phone needs to be 
accessible to a range of assistive services and devices. These services might be Video 
Relay Services or Video Remote Interpreting. 

Self-service interactive devices 
Many organizations use self-checkouts, self-service kiosks and other types of self
service machines that people use independently. This includes machines for tickets or 
passes, sharing information and payment. 

There are already guidelines for the design of this technology:"ASC/CSA B651.2, 
Accessible design for automated banking machines and self-service interactive 
devices". This standard provides guidelines for the design, manufacture, site 
preparation and installation for lots of self-service machines. 
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Organizations need to: 

» Offer other ways of getting a service that are not self-service machines. This might be 
an online opt ion, a checkout cashier or some other option 

» Let people know about other ways of getting services when self-service machines are 
not accessib le for them 

» Maintain se lf-service machines (as much as possible for the organization) 

Some self-service interactive machines have features that make them more accessible, 
like audio descriptions of images and text. Organizations need to maintain those 
features. 

When it is time to buy new self-service machines, organizations need to think about 
accessibility and buy machines that have more accessibility features than their current 
self-service machines. 

Organizations also need to have photographs and a written description of their self
service machines available. 

Emergency response 
Lots of organizations have plans for what to do in emergencies, like a fire or an 
earthquake. When organizations make plans for emergencies, they need to: 

>i Plan how to remove barriers for people with disabi li ties in all elements of the service 

» Identify different ways of lett ing people know there is an emergency, like alarms that 
fla sh lights for people who are Deaf 

» Think about people with different kinds of disabilities and what they need in 
emergenc ies 

» Work together with the Accessibi lity Representative or Accessibility Committee, if the 
organization has one 

Emergency planning must go beyond leaving people with a disability in refuge areas. 
This could include, but is not limited to investigating other options for evacuation; 
establishing a communication protocol to ensure that emergency responders are 
alerted; or placing equipment in refuge areas to support people during an emergency. 

Example: 
A hotel has a plan for how to respond to a fire. The plan includes how they will : 

» Let their guests know about the emergency and keep guests informed 

» He lp guests evacuate the hotel 

>> Keep guests safe once they have evacuated 

» Make sure guests are able to return to their rooms when it is safe 
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Removing barriers experienced by 
people with disabilities 

Events 
Sometimes organizations have events, like parties, presentations and conferences. 

Organizations who are hosting events need to: 

» Make sure th at people w it h d isa biliti es ca n jo in in th e event like eve ryone else 

» Share invitations or noti ces about th e event in ways th at work fo r peopl e with 
di sa bili t ies 

» Offer d ifferent ways for people to be included in the event 

» Share th e work co ntact info rm ati on for an Access ibili ty Representative, or so meone 
else w ho ca n answer questi ons and prov ide accommodations to peopl e w ith 
disa biliti es 

» Fo llow all the rul es about access ible se rvice delive ry in other parts of th e st andard 

Example: 
Gold's Flower Shop will host a customer appreciation party next week for the people 
who shop there. Jane works at Gold's Flower Shop and is planning the party. They 
choose a venue that has a ramp and an elevator, because they know some of their 
customers use walkers or wheelchairs. Jane sends out an email to the store's customer 
list and puts up a sign inside the shop. They also invite people to the party when they 
are in the shop. 

Assistive devices 

What is an assistive device? 

Any device that removes or reduces a barrier for a person. 

This can include: 

» Mobility aids (w heelchairs, wa lkers, ca nes, prosth et ics) 

Ass isti ve technology (screen readers, vo ice recog niti on too ls) 

» Computer o r mobile phone software or hard wa re 
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Some people with disabilities use assistive devices to make sure they can access services. 

Organizations need to: 

» Let people use their assistive devices 

» Make sure that people who use assistive devices get the same service as everyone 
else 

» Make rules or policies that let people use their assist ive devices 

» Share or tell people about their rules or policies that let people use their ass ist ive 
devices 

When an organization is not able to accommodate people who use assistive devices, 
the organization needs to: 

» Do what they can to get rid of barrie rs for people who use ass ist ive devices 

» Write down some information as described in the documentation sect ion 

Example: 
Joe always uses their phone to make text bigger so they can read it. They use their 
phone to help them fill out forms. 

Today, Joe is at the hospital. The hospital must let Joe use their phone to help them fill 
out forms. The hospital does not let people use phones in the unit Joe is in because 
phones can be a problem for privacy. Joe needs to fill out a form, so the hospital needs 
to give Joe a different way to fill out the form. Someone reads the form to Joe and helps 
them fill it in. After, the hospital writes down the reason Joe could not use their phone 
and the solution found to help them. 

Support persons 

Who counts as a support person? 

Support persons provide people with a disability with supports to access 
service or help with their needs. 

Support person(s) can include: 

o Attendants 

>> Sighted guides 

» lntervenors 

>> Other people 

Support persons can be paid or unpaid. 
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Sometimes people need a support person, or more than one support person, to help 
remove barriers for them. 

Organizations need to: 

» Respect t hat some people have support persons 

» Let peop le come in w ith their support persons and let people stay with t heir suppo rt 
persons all the time 

Organizations are not allowed to: 

» Ask peop le to prove t hat they need support persons 

» As k peop le to prove how support persons help t hem 

Organizations that are included in the Accessible B.C. Regulation are not allowed to 
charge people extra money when they have support persons. 

Example: 
Mei sometimes needs help from their child, Tao. Mei goes to the local swimming pool 
with Tao as their support person. The swimming pool lets Mei and Tao in together, and 
lets them use the family changeroom. Mei only has to pay for a single entry fee to the 
swimming pool. Tao can come in for no additional fee as their support person. 

Guide dogs and service dogs 

What counts as Guide Dog or Service Dog? 

According to the Guide Dog and Service Dog Act: 

A gu ide dog is a dog that is trained as a guide fo r a b lind person and is 
certified as a guide dog. 

A se rvice dog is a dog that is trained to perfo rm specific tasks to assist a 
person with a disa bili ty and is ce rtifi ed as a se rvice dog. 

In B.C. we have a law about guide dogs and service dogs called the Guide 
Dog and Service Dog Act. This standard would complement the Guide Dog 
and Service Dog Act. The Guide Dog and Service Dog Act includes rules that 
all organizations have to follow including letting people with guide dogs or 
service dogs into public spaces without charging an extra fee. 
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Organizations need to: 

» Make sure t hat any signs, rules or web pages that say "no dogs" or "no pets" are 
changed to say "no dogs, except gu ide dogs or se rvice dogs" or "no pets, except guide 
dogs or service dogs" 

Organizations are not allowed to require formal proof or identification (ID) from people 
who use a guide dog or service dog. When an organization is not able to serve people 
with guide or service dogs in other ways, the organization needs to write down the 
information that is described in the documentation section . 

If an organization has rules or policies about accessibility, then the rules or policies 
need to state: 

» The orga nization fo ll ows th e Guide Dog and Service Dog Act 

» The organization does not ask peop le who use a gu ide dog or a service dog to give 
formal proof of ID 

» Anywhere that dogs are not norm al ly allowed st ill needs to be access ible fo r guide or 
service dogs 

Example: 
Yaseen uses a guide dog. Today, Yaseen goes into a clothing store. The clothing store 
needs to let Yaseen bring their guide dog with them around the store. The clothing 
store is not allowed to ask Ya seen to give proof that they need a guide dog. The clothing 
store can expect that Yaseen's guide dog will behave well . 

SUPPORTTOIMPLEMENTTHESTANDARDS 
The Provincial Accessibility Committee wants to make sure that organizations have 
the information and guidance they need to implement any regulations that arise from 
these standards. The Provincial Accessibility Committee is interested in understanding 
the type of resources that would help organizations. This could include things like 
checklists, model policies, training and other supports. 

( 
NEXT STEPS 
Thank you for reviewing these recommendations. There are lots of ways for you to 
provide you rfeed back. Pleasevisit: https:/ /Engage.gov.be.ca/ Accessi bleBCActSta nda rds/ 
for more information . 

The Provincial Accessibility Committee will use all of the input provided to inform its 
final recommendations to government. 
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Introduction 

What is a standard 
A standard is a set of rules or guidelines. The Employment Accessibility Standard 
provides guidance on how to remove barriers for people with disabilities across 
the whole continuum of employment including hiring, training, retention and 
accommodations. These recommendations aim to support employers to develop 
inclusive work environments. After the Provincial Accessibility Committee finishes this 
standard, it will recommend the standard to the government. 

IN BRITISH COLUMBIA (B.C.}, THE HUMAN RIGHTS CODE PREVAILS 
OVER OTHER LAWS. THE STANDARDS BEING DEVELOPED WOULD BE IN 
ADDITION TO THE HUMAN RIGHTS CODE. 

Who would the standard apply to? 
The Provincial Accessibility Committee is an advisory committee to government. Part of 
its role is to develop and recommend accessibility standards. Government is responsible 
for deciding which recommendations should apply to which organizations. 

Making our communities more accessible, inclusive and equitable is important for all 
of us. Generally, the Provincial Accessibility Committee believes that all organizations 
in B.C. have a role to play to help make our province more inclusive and accessible. 
The committee ~lso believes that many of the recommendations in this document 
make sense for a range of types of organizations. They also recognize that some of 
these recommendations may not be appropriate for all organizations. The Provincial 
Accessibility Committee will use the feedback from people and organizations to inform 
its recommendations to government. 

When will organizations need to comply with the standard? 
Some of the elements of the standards may be simple and quick to implement but other 
elements may take more time. The Provincial Accessibility Committee is interested in 
phasing the requirements of the standards and believes that most or all organizations 
could become compl iant within about two years from when a regulation comes into 
force. The Provincial Accessibil ity Committee is interested in understanding which 
elements of the standard could be done faster and which might take longer. 
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What are the next steps? 
The input from this engagement will be used to help shape the standards that the 
Provincial Accessibility Committee will recommend to the Minister responsible for 
accessibility in 2025. Government will then decide whether to turn some or all of these 
recommendations into regulations. 

Reconciliation 
Accessibility standards will benefit all people in British Columbia including Indigenous 
Peoples. Indigenous Peoples are more likely to experience a disability. They may also 
face unique barriers that can magnify exclusion. 

Indigenous Peoples and partners provided feedback during the development of the 
first two accessibility standards. 

From these conversations, we have learned that many parts of the standard align with 
cultural beliefs of trusting and valuing the lived experience of others. We have also 
learned that standards may benefit those who have experienced trauma and the harms 
of colonialism . 

There will be more opportunities for Indigenous Peoples and partners to provide 
feedback, including on the draft regulations. 

lntersectionality 
The standards recognize that the same barrier may be experienced differently by people 
based on their identity factors. Multiple forms of discrimination such as racism, sexism, 
ableism and homophobia may be active at the same time in a person's life. When these 
types of discrimination intersect, they can compound the barriers a person faces. 
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Employment Accessibility Standard 

The Provincial Access ibility Committee is proposing standards in 19 different topic 
areas. 

What are accommodations? 

Accom modat ions are adjustments that remove a ba rrier fo r a person w ith a 
d isab il ity. 

» Some exam ples of accommodations are: 

Flex ible work hours 

◊ Work from home 

O Access ible door openers 

Eq uipment such as screen reading software, ergonom ic chairs or 
specia lized keyboa rds 

> ASL inte rpretati on 

RECRUITMENT AND HIRING 

Job description and profiles 
Employers let people know about job opportunities in lots of different ways. This 
standard wants to make sure that job applicants with disabilities can decide if an 
employer will be inclusive and accessible for them. 

Employers must make sure that job descriptions, profiles or public documents 
advertising jobs include links to the measures they are taking as part of the policies 
and practices section of this standard. 

Example: 
A retail store welcomes applications from all backgrounds. They state on their career 
web page: I 

"We support a diverse workforce and encourage inclusion in the workplace. 
We welcome applications from people from all backgrounds. If you are an 
applicant with a disability that requires a reasonable accommodation during 
the recruitment process, you can contact our accessibility representative 
at the email or number posted below. Our inclusion, diversity, equity and 
accessibility policy is on our website with more information:' 
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Recru iting employees 
Sometimes there are barriers for people with disabilities during the recruitment process. 

During recruitment, employers need to let applicants know that reasonable 
accommodations are available for people with disabilities during all stages of the 
recruitment and selection process as well as in the role. When the employer lets 
applicants know that accommodations are available, they need to explain that asking 
for an accommodation will not impact whether the person gets the job. The employer 
also needs to share a list of ideas of accommodations. · 

If an applicant asks for an accommodation, the employer must: 

» Discuss and do t heir best to meet th e needs of an accommodation 

» Not request proof of a disabi li ty from an applicant 

If the employer cannot provide an accommodation that was requested, they need to 
record it as outlined in the Documentation section. 

Example: 
Ted wants to apply for a job posting at a local college. Ted prefers to interview in 
person so that they can lipread. Ted was informed by the college during the application 
process that they can request an accommodation throughout the entire recruitment 
process. Ted contacts the college and makes the accommodation request. The college 
can provide the accommodation and makes sure all steps in the recruitment process 
are in person for Ted. 

ACCESSIBILITY AT WORK 

On boarding 
Organizations have different approaches to onboarding . Onboarding and orientation 
may range from a very short orientation to an extensive training program that immerses 
the employee in their new workplace. 

Employers must: 

» Make sure th ey take reasonab le steps to provide an accom modat ion in a ti me ly 
ma nner to an employee if requested 

( 
» Make su re th at all essent ial comm unication about onboa rding is consistent w ith the 

sect ion on com municat ions 

If onboarding materials are already accessible because of an accommodation request, 
then these should be made available to all staff. 
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Examples: 
Antoine was recently hired at a technology organization as a data analyst. To complete 
their job efficiently, they have requested a larger screen. The larger screen allows 
Antoine to use magnification software for optimal job performance. The organization 
complied with Antoine's request and provided them with a larger screen within the first 
few days of their employment. 

Carrie has started work at a factory. The first day, there is a health and safety briefing. 
The briefing is provided both verbally and through a large print handout. 

Communications 
Employers commun icate with their employees through meetings, letters, emails and 
informally. This standard topic seeks to make sure that employers provide timely 
information and communications that are accessible to all staff within the workplace . 
and work environment. 

Employers must make sure all essential communication: 

» Is in a var iety of fo rmats including alternati ves for aud itory and visual information 

» Is compatible with a variety of ass istive devices 

» Has any provisions for privacy, secu ri ty and safety of communicat ion eq ually availab le 
to all emp loyees 

Employers need to make sure essential communication can be changed by the 
employee. For example, an employee can make the font bigger in an email, repeat a 
section of a video or ask someone to repeat part of an essential presentation . 

When an employee asks an employer for an accommodation in communication, an 
employer must: 

» Provide commun icat ion materials in the requested accessib le fo rmat if reasonab ly 
able to do so 

» Provide accessib le commun ication in a t imely manner 

» Make sure any communicat ion t hat is changed into an accessible fo rmat has t he sa me 
message and mean ing as the ori ginal commun ication ( 

» Wo rk with the emp loyee to make sure that the accessib le format provided is suitab le 

» Make su re the emp loyee rece ives further comm unicati on in t he req uested fo rmat 

» Fo ll ow t he Documentation sections if they cannot reasonab ly accommodate an 
emp loyee's commun icat ion preferences 
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If essential communication is made more accessible, then the accessible version should 
be made available to everyone. 

Example: 
A call center has created a new emergency response plan . Fiona, an administrative 
officer, has been tasked with communicating the new plan out to the employees. To 
inform staff of the new emergency plan, Fiona has released the plan: 

» In mu ltip le med ia forms includ ing written, spoken and video 

» In a variety of ways such as posters around the office, an all-staff emai l and an on line 
or in-person lunch and learn sess ion 

An employee requested a la rge-print version of the plan, and Fiona made sure to let 
everyone know that a large-print version was ava ilable. 

Training 
Sometimes training in the workplace creates barriers for people with disabilities. For 
example, a video without captions might not be accessible to a Deaf person. Employers 
need to make sure that barriers in training and education opportunities are identified, 
removed and prevented. 

Employers need to offer accommodations to employees for training. If training is made 
more accessible because someone asks for an accommodation, that accommodation 
should be made accessible to all employees. For example, if an employee requests 
training is made available in a Braille Ready Format (BRF), then the BRF file should be 
made available to all employees. This means that people with disabilities will not need 
to ask for accommodations if something already includes them. 

Any new training that the employer buys or creates and any training that the employer 
says that people have to take needs to be inclusive. This means that this training is: 

» In a va ri ety of formats including alternatives fo r auditory and visua l in format ion 

» Compat ible with a variety of assistive devices 

Employers need to make sure that this training can be changed ,by the employee. For 
example, an employee can make the font bigger in an email, rep~at a section of a video 
or ask someone to repeat part of an essential presentation. 
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Example: 
Fatima does not require an accommodation for their daily job duties, but cannot 
understand training if the person speaks too fast. They have requested accommodations 
during training periods from their employer. The employer has made sure that Fatima 
has a written version of the training. All the other employees attending the training can 
also get this written version. 

Physical and digital tools and technology 
Every workplace is different and different equipment, tools and technology are needed 
to do different jobs. A tool or technology could include a hammer, scissors, a computer, 
a point-of-sale machine or a computer program. 

To the point of undue hardship, employers need to identify, remove and prevent 
barriers to accessibility in all existing tools, technology, artificial intelligence (Al), 
information systems and equipment that employees are required to use. Where it is 
possible, employers should provide alternatives so employees can have a choice of 
tools and technology. 

Employers need to make sure that any accessibility features of tools and equipment 
can be turned on by any employee. When they are buying new tools, employers need 
to think about accessibility. 

Some tools and technology are used in recruiting and managing employees. These 
tools should not be discriminatory. 

What is artificial intelligence? 

)> Artifi cia l inte lligence generally mea ns that a computer is complet ing a task 
t hat is usually done by a person-for exa mple, recog nizing fac ial express ions 
during a video interview 

» An algorithm is a set of steps for a computer to accompli sh a t as k-for 
exa mple, sea rching for certa in wo rds in a group of resumes 

Example: 
An accounting firm is deploying new Al tools for hiring and talent management. The 
algorithm for recruitment includes data on their current top performers. The firm is 
aware of biases in Al, so they make sure that the algorithm does not exclude candidates 
who, for example, attended women's colleges or have interruptions in their work history, 
which excludes people who have taken leave such as medical or parenting leave. 
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Workplace emergency response 
Sometimes there can be barriers in the workplace for a person during emergencies. 

When employers plan for emergencies, they need to: 

» Plan how to remove barriers for employees with disab il it ies in al l elements of the 
workplace 

» Identify different ways of lett ing people know there is an emergency, like alarms with 
flashing lights for peop le who are Deaf 

» Think about people with different kinds of disabilities and what they need in 
emergencies 

» Work togethe r w ith emp loyees w ith d isabi lities 

Emergency planning must go beyond leaving people with a disability in refuge areas. 
This could include but is not limited to: investigating other options for evacuation, 
establishing a communication protocol to ensure that emergency responders are 
alerted or placing equipment in refuge areas to support people during an emergency. 

Employers must make sure they ask new employees whether they will need individual 
accommodations during a workplace emergency. lfan employee needs accommodations 
in an emergency, then the employer must: 

» Work w it h the emp loyee to create an emergency plan 

» Make sure the plan remains confidential unless it needs to be shared w ith other 
emp loyees to carry out the plan 

» Follow the Documentat ion and Ev idence sect ions of this standard if they cannot 
reasonably accommodate an employee's emergency planning preferences 

Example: 
Ingrid started at new job at a local distribution company. During the onboarding 
process, their supervisor reviewed the company's fire safety plan with Ingrid. The fire 
safety plan uses audible alarms. This creates a barrier for Ingrid. The supervisor and 
Ingrid agree to develop an individual emergency plan for Ingrid. This plan would have 
designated employees alert Ingrid to a fire alarm when sounding. Ingrid consents to 
sharing their emergency plan with the employees who will assist them. 
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Stay at work/return to work 

What are stay-at-work/return-to-work plans? 

» Stay-at-work pl ans are tools for managers to proactively help ill or 
injured workers, or workers who acquire a disability, rema in in productive 
emp loyment in a timely and safe manner 

~ Return-to-work plans are proactive tool s for managers to help injured and, 
where appropri ate, ill workers, as well as workers with disabilities, return to 
work after an absence if it is safe to do so 

Sometimes an employee might be injured or have a medical condition that means they 
might need some extra support to stay at work or they might need to take time off work 
and return to work later. 

The standards would ask employers to have a policy about stay-at-work/return-to-work 
procedures. The policy needs to include employees with disabilities and needs to note 
that different situations need different solutions and timelines. The policy also needs 
to explain how: 

» Emp loye rs and employees w ill work together to deve lop an individual plan that 
meets the employee's needs 

» Unions w ill be included, w here the workp lace is unionized 

» Individual plans can be adjusted and reviewed 

» The emp loyee can let the employer know how best to comm unicate if they are away 
from the workp lace 

» Being away from the workplace wi ll not affect access to advancement opportu niti es 

The employer needs to share the stay-at-work/return-to-work policy with all employees. 
Managers and supervisors need to have training on the stay-at-work/return-to-work 
policy, so they know how to follow the policy. 

The individual stay-at-work plan needs to: 

» Support employees to let the employer know if thei r accommodation needs an 
adjustment 

» Identify support for the employee 

» Acknowledge that employees might need to take t ime off work 

» Use individua l accommodation plans as described in the accommodation section 
where needed 
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The individual return-to-work plan needs to: 

» Identify support fo r t he emp loyee 

» Let employees know w hen and how communicatio ns w ill occur 

» Let employees know about changes that have happened in the workp lace and any 
support prov ided to adjust w hen the emp loyee co mes back to work 

» Use ind ividual accommodation plans as described in the accom modat ion section 
w here needed 

Example: 
Don has been off work for over a month due to medical complications. They're returning 
to work next week and require a temporary accommodation in the form of a modified 
work schedule. Don's supervisor has worked with them to develop a return-to-work 
plan that recognizes their accommodation needs. For the first four weeks, Don will 
work a modified work week and then add more work hours over the following weeks 
until they can return to their full work schedule. 

Redeployment 
Some employers have a policy or process that describes when and how employees 
might need to work in a different role or location. For this standard, we have described 
this as a redeployment policy or process. 

Employers who have a redeployment policy or process must make sure it includes: 

» The needs of emp loyees w it h disabi li t ies 

» How individual accommodat ion plans w ill be fo ll owed 

» How employees and union representat ives (where appropri ate) w ill be consu lted 

If an employee with an individual accommodation plan is moved into a new role or 
location with significant changes, then the individual accommodation plan might need 
to change. Employers need to make sure there is time to understand the accommodation 
requirements before any formal assessment of performance. This extra time should not 
impact any trial periods. 

Example: 
The local library has opened a new branch in the community. Lisa is an employee at 
the library and has been asked to move their position to the new branch. As part of 
the redeployment to this new position, Lisa has been assured the current individual 
accommodation plan they have with the library will follow them to the new branch. 
Lisa's manager has given them an extra four weeks to make sure their individual 
accommodation plan is working before their annual performance review. 
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Active offer of accommodation 
Many employees do not know that they are allowed to ask for accommodations at work. 
By asking employees if they need an accommodation on a regular basis, employers can 
help create a culture of inclusion for people with disabilities. Sometimes an employee 
might not need an accommodation for most of their job but might need a barrier 
removed in certain circumstances. 

Employers need to ask if employees need an accommodation on an annual basis and 
when : 

» Offeri ng the job 

» The emp loyee starts in the ro le 

» Describ ing the workp lace emergency response 

» Redep loyi ng t he employee or asking t he em pl oyee to perform a duty t hat is not pa rt 
of t heir reg ularly scheduled dut ies or at a d ifferent location 

» Sta rt ing to add ress pe rfo rmance concerns 

» Offering any t rai ning 

» Orga nizing all extraord ina ry work fu nct ions like events or orga nized soc ial gatherings 

When employers ask about accommodations, they should provide a list of potential 
examples. 

Example: 
A company holds an annual celebration for all its employees at a local restaurant. Lisa 
has never been able to attend, as the venue does not have an accessible washroom. 
Before they organize the event this year, the company asks employees if they would 
need any accommodations to attend the event. Lisa lets them know about other 
restaurants that are accessible. The company organizes their next event at one of these 
restaurants and Lisa is finally able to attend. 

What is an active offer? 

An active offer is a statement of intent that an organization will provide 
accommodations on request to the point of undue hardship. 

This can include asking: 

» Is there anything I can do to make the workplace more access ib le fo r you? 

» Are there any bar ri ers t hat we need to re move so you ca n do yo ur job? 
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Accommodations 
This standard topic seeks to identify, remove and prevent barriers for people with 
disabilities to access accommodations. Removing barriers creates the opportunity fo r 
an employee to participate in meaningful, productive work that respects the employee's 
abilities and limitations, while contributing to a business or an organization. 

Employers need to have a written process about individual accommodation plans for 
employees with disabilities that is available to all employees. This written process needs 
to include information about how: 

» An em pl oyee ca n t ake pa rt in t heir ind ividua l accommodat ion plan 

» Emp loyees can ask to have a union or non-union representat ive ta ke pa rt in t he 
development of th eir individual accommodat ion plan 

» The un ion is invo lved (in un ionized environme nts) 

» Emp loyees' pri vacy w ill be protected 

» Changes can be made to the individ ual accommodat ion plan 

» The employer wi ll let emp loyees know if an accommodation has not been accepted 

» The ind ividual accommodation plan wi ll be pa rt of all parts of employment (e.g., 
onboard ing, perfo rmance eva luat ion, po li cies rega rdin g leave, etc.) 

» Emp loyees w ill be protected from any negat ive impacts fro m aski ng for an 
accom modat ion 

An individual accommodation plan needs to be in a format that takes into account any 
accessibility needs of the employee. 

Employers and employees need to work together on individual accommodation plans. 

Employers should not unreasonably ask for expert evidence for accommodation 
requests. This means that if the cost and operational impact is minimal then the 
employer must not require evidence of a disability. The employer can ask for expert 
evidence when: 

» They need help to find t he ri ght accom modat ion 

» There are reasonable hea lth and safety co ncern s 

If the employer does ask for expert evidence, the employer and employee should work 
together to choose the right expert. The employer needs to pay for any costs associated 
with this. The standard defines expert broadly. An expert could include: 

» Accred ited med ica l practiti oner (for example, general practit ioner, nu rse pract it ioner, 
spec iali st, etc.) 

» Paramedica l services (for examp le, acupuncturi st, chiropractor, natu ropathic 
phys ician, phys iotherapist, etc.) 

» Li ce nsed practitioners (for example, clinica l coun se ll o r, soc ial worker, aud io log ist, etc.) 
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» For Ind igenous ind ividuals, a pe rson identified as support ing hea lth and we ll -being 
withi n an Indigenous organ izat ion or Nation 

» Representatives w it h d isabili ty orga nizations including peop le w it h disabili ties 

Example: 
A large non-profit organizat ion has decided to consult with an expert while creating an 
accommodation plan for an employee. The cost of the expert is paid by the organization. 
The organization talks to the employee about who might be best to support the 
individual accommodation plan. Together, they choose to reach out to an occupational 
therapist who works with the employee. 

Disclosure of disability 
This standard topic seeks to balance the need for people to have privacy while also 
equipping employers to ask questions that support people w ith disabil ities. 

Employers' questions can focus on: 

» Workplace barriers 

» Workp lace accommodation 

» Rest ri ct ions on activ ities 

» Job funct ion 

» Abili ty to perform job dut ies 

» Hea lth and safety 

» Pe rfo rmance conce rn s 

If an employee starts performing very differently, employers need to ask if an 
accommodation need has arisen. 

If an employee shares their disability with their employer, then employers must keep 
the information private. The employer should also ask the employee how often the 
employee would like to check-in about accommodation needs. 

Sometimes as part of inclusion, diversity, equity and/or accessibility initiatives, 
employers' may ask if an employee identifies as having a disability, but employees do 
not have to answer. The employer does not have the right to ask an employee's specific 
diagnosis except for ensuring fitness to work and health and safety. 
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Example: 
Laura applied for a job posting and has been granted an interview. They have both a 
visible and invisible disability. They're a wheelchair user. As this is a visible disability, 
Laura chooses to disclose their disability to the organization before the interview. They 
disclose their mobility needs to the hiring manager to make sure the interview location 
is accessible. Laura also has an invisible disability. They choose not to disclose their 
invisible disability, as it will not impact the duties for the position for which they're 
interviewing. 

Employee development 

What is employee development? 

> Employee development is all of th e acti vities related to monitoring and 
improving employee performa nce, prod uct ivity and effectiveness, with t he 
goa l of helping them succeed 

If an employer has a policy or process about employee development, then it needs to 
recognize that barriers in the workplace sometimes impact performance. The policy or 
process also needs to recognize that individual accommodation plans can be successful 
or may have gaps in addressing barriers. 

Employers must make sure all communication regarding employee development is 
available in an accessible format for each of an employee's needs. 

Where needed, employers must make sure that an individual accommodation plan is in 
place and enough time has passed to understand if the accommodations are working 
before they assess the employee's performance. 

Employees should not be punished if their performance is impacted because the 
employer has not provided an agreed-upon accommodation. 

When an employer denies an opportunity for development, they need to provide a 
written explanation to the employee. 

Example: 
Emily works for a recreation center. Their latest performance review outlined concerns 
with their work performance. Upon further discussion with their manager, it was 
established Emily requires an accommodation they did not know was available to them. 
A new performance review will be scheduled for Emily after a grace period that allows 
them to perform their job for several weeks with the new accommodation. 

Employment Accessibility Standard 17 GP - 64



18 

Discipline 
If an employer has a discipline process or policy, they must make sure it: 

» Is ava il ab le to employees in an access ible format 

» Considers accommodation needs and individual accommodat ion plans of emp loyees 

» Includes consultat ion with employees or employee representat ives on request 

Example: 
Tristano's manager had requested a formal disciplinary review to address misconduct 
allegations against Tristano. The discipline process includes Tristano's individual 
accommodation plan, which requires a representative to be with them during moments 
of high stress, as it creates communication barriers for them. 

MAKING THE ORGANIZATION INCLUSIVE 

Policies and practices 
Policies can show an organization's commitments and intentions. To create an 
accessible workplace for all, an organization's policies should support accessibility and 
the inclusion of workers with disabilities. 

This standard topic seeks to make sure that employers are aware of their general 
obligations and understand when to identify, remove and prevent barriers as a 
responsible employer by ensuring that employees have equitable experiences and 
opportunities in the workplace and work environment. 

What are barriers? 

A barrier is anything that stops someone from being able to participate in a 
full and equal way in their community. 

Barriers can be caused by: 

Environments 

Attitudes 

Practices and policies 

Information and com munication 

>i Technology 
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Employers must find ways to improve employment accessibility throughout the 
organization . Employers must share information about their work to make things more 
accessible so that everyone can see the types of things they are doing. This needs to be 
shared in their job descriptions and/or profiles-see section on job descriptions and 
profiles. 

Employers must: 

» Act ive ly d iscuss access ibili ty needs w ith all t heir employees 

» Provide a feed back mecha ni sm fo r em ployees to co mment on access ib il ity 

» Protect employees who identify accessibi li ty barriers and report access ibi lity 
d iscrim inat ion issues 

» Make sure t hat peop le w ho make decisions fo r t he o rgan izat ion kn ow about prog ress 
on accessible employment 

Employees must: 

» Wo rk with th e employe r to ident ify and reasonably prevent ba rri ers in t he workplace 

» Ent er th e accommodation process with honest intent (act in good faith) 

Example: 
A local mall is reviewing its employment procedures to identify accessibility barriers for 
their existing and future employees. They have organized to meet with employees to 
discuss accessibility needs and better understand the organization's level of accessibility. 
During their consultation, the organization discovered that some of their existing 
policies create barriers for employment and their employees. The organization commits 
to reviewing the existing policies and amending them to meet the organization's 
accessibility goals. 

Unions 
Some workplaces are unionized. Unions play an important role in making sure 
employment is accessible. The purpose of this standard is to make sure unions and 
professional organizations support persons with disabilities by providing accessible 
accommodation in the workplace. 

( If the collective agreement creates barriers for a person with disabilities, the employer 
and the employee's union representative will consult each other to discuss how to 
reduce the barriers. Employers and unions must work together to promote and update 
accessibility policies and procedures. 
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What is a union? 

» Unions are organ izations of employees t hat are formed to he lp navigate the 
relat ionshi p between employees and t he employer 

►> Co llect ive agreements are negotiated between unions and employers to 
out li ne the terms and condit ions of emp loyment 

Example: 
Zafar broke their leg in a sporting accident and has requested a meeting with their 
supervisor to ask for a workplace accommodation. Zafar has asked that a union 
member join the meeting to discuss their individual accommodation plan. Both Zafar's 
supervisor and union representative attend the meeting. Together, they find a way to 
accommodate Zafar. 

Leave, benefits and compensation 

What are leave, benefits and compensation? 

» Leave is ti me away fro m work such as vacation or sick days 

►> Benefits are non-monetary rewards or provis ions offe red to emp loyees in 
add it ion to t hei r compe nsation, such as hea lth insurance, retirement plans 
and pa id tim e off 

» Compensation is payment given to emp loyees fo r t heir wo rk, typical ly in t he 
fo rm of wages or sa laries 

Employers must: 

» Make sure the leave, benefi t s and compensation packages are inclusive and meet t he 
needs of all employees includ ing t hose with d isab ili t ies 

» Reg ularly check w it h employees if the benefits they provide have barriers for people 
with disab iliti es 

» Not ask fo r extra med ica l documentat ion to access benefits apa rt from the 
info rmat ion req ui red by t he benefits provider 

When they choose a benefits package, employers must make sure that employees with 
disabilities are able to join the plan offered to all other employees. 

When they are compensating employees, employers need to make sure employees 
are not discriminated against due to disabilities. Employers can consider skill, effort, 
responsibility and seniori ty when deciding pay, but they cannot pay people less 
because they have a disability. 
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Example: 
The benefits package ofa grocery store chain is up for re-negotiation. Prior to negotiating 
with the ir benefits provider, management collaborates with employees to discuss their 
accessibility needs and any barriers employees might encounter while trying to access 
benefits. The resulting employee feedback is then used by management to inform the 
decision of choosing a benefit package that considers the needs of all employees. 

Occupational organizations 
Some employers require their employees to be members of occupational organizations. 
When an employer requires an employee to be a member of an occupational 
organization, they need to provide accommodations required to be a member. 

What is an occupational organization?? 

Example: 

An organ ization other than a t rade union or employer's organization, in 
w hich membership is requi red to carry on a trade, occupat ion or profess ion 

John is an employee of a local charity. As part of this job, the employer wants John to 
belong to an organization that brings together professional fundraisers to learn from 
each other. John's employer ensures that all communications sent by the occupational 
organization to John are in an accessible format and compatible with John's screen 
reader. 

Documentation 
In this standard there are times when we require organizations to write information 
down and save it. The formal information that organizations need to write down and 
save is called documentation . The circumstances when organizations need to document 
a situation has been described in each section of this document. For example, in the 
section about recruiting employees, if an employer cannot provide the accommodation 
requested by an applicant, then they need to document the situation . 

Documenting information helps organizations keep a formal description or record of a 
situation. Documentation is important because it helps keep organizations and people 
accountable. 
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Documentation about a situation needs to include: 

» Inform at ion about what happened with t he organ ization and a pe rson 

» Reasons why t he orga nizati on was not able to offer accommodations to a person 

» Different options t hat t he orga nization offered to a person 

» Wh ether a pe rson ag reed to the different accommodat ions t hat the organizat ion 
offered 

Organizations are in charge of documenting information about a situation and storing 
the information safely. Organizations also need to: 

» Share documentat ion w it h the pe rson it is about, in a way that is accessible to them 
(as much as poss ible) 

» Tell peop le that t hey can ask fo r docu mentat ion about their situation 

Example: 
Demetri works at a distribution center. They've had an injury and cannot climb stairs. This 
creates a barrier for them, as an area of their work is only accessible by stairs. Demetri 
requested a stair chairlift be installed to accommodate their needs. The organization 
denied this request citing undue financial hardship. As an alternative, the organization 
offered to reassign some of Demitri's duties. Demetri would like a copy of the report 
for their records and requested the documentation from their manager. The manager 
provided Demitri with the requested documentation. 

SUPPORT TO IMPLEMENT THESE RECOMMENDATIONS 

The Provincial Accessibility Committee wants to make sure that organizations have 
the information and guidance they need to implement any regulations that arise from 
these standards. The Provincial Accessibility Committee is interested in understanding 
the type of resources that would help organizations. This could include things like 
checklists, model policies, training and other supports. 

NEXT STEPS 

Thank you for reviewing these recommendations. There are lots of ways for you to 
provide you rfeed back. Please visit: https:/ / Engage.gov.be.ca/ Access i b leBCActSta nda rds/ 
for more information. 

The Provincial Accessibility Committee will use all of the input provided to inform its 
final recommendations to government. 
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