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Accessibility Plan – Air Borealis 

SECTION 1.0 Executive Summary 
 

Air Borealis is committed to creating a barrier-free travel experience for all passengers, 

customers and employees.  As a vital connector between northern and southern 

communities, we recognize our responsibility to ensure that everyone, regardless of 

ability, can access safe, reliable, and dignified air transportation and workspace. 

SECTION 2.0 GENERAL 
 

SECTION 2.1  PURPOSE 

 

Since 1948, Air Borealis has provided scheduled passenger service, charter operations, 

cargo transport, and essential medical travel.  This new Accessibility Plan will set the 

direction over the next three years for accessibility enhancements, focusing on building 

a transportation service and workplace that is equitable, inclusive and barrier-free. 

 

SECTION 2.2  OUR COMMITMENT TO ACCESSIBILITY 

 

Air Borealis has worked with our passengers and employees to form our accessibility 

plan.  We have started an exchange of ideas and created an advisory committee 

consisting of the people who know our accessibility challengers and victories the best – 

our staff and passengers. 

 

The Air Borealis Accessibility Plan is designed to adhere to the guiding principles of the 

Accessible Canada Act, to use these principles to create a barrier free environment for 

employees and travelers, and lead industry through this important focus.  

 

Our plan is built on these principles: 

• all persons must be treated with dignity regardless of their disabilities. 

• all persons must have the same opportunity to make for themselves the lives that 
they are able and wish to have regardless of their disabilities. 
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• all persons must have barrier-free access to full and equal participation in society, 
regardless of their disabilities. 

• all persons must have meaningful options and be free to make their own choices, 
with support if they desire, regardless of their disabilities. 

• laws, policies, programs, services and structures must take into account the 
disabilities of persons, the different ways that persons interact with their 
environments and the multiple and intersecting forms of marginalization and 
discrimination faced by persons. 

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

 

SECTION 2.3  FEEDBACK 

 

Air Borealis encourages ongoing feedback to continue identifying, removing and 

preventing barriers to accessibility. 

To provide your accessibility feedback (anonymous feedback is welcome in any 

method), feedback on our Accessibility Plan, feedback process and progress reports or 

request an alternate format of our Accessibility Plan, Progress Reports, or description of 

our feedback process through one of the following methods: 

By email: 

accessibility@airborealis.ca 

By Mail: 

Director of Customer Service 

1 Centralia Drive 

PO Box 1101, Station C 

Happy Valley-Goose Bay, NL 

A0P 1C0 

By Phone: 

1-800-563-2800 

Request an Alternate Format 

Air Borealis is dedicated to ensuring our information is accessible to everyone.  Upon 

request, we will provide this document in any of the alternate formats listed below in a 

timely manner to meet your needs. 

mailto:accessibility@airborealis.ca
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• Audio into Print 

• Print into Audio 

• Large Print 

• Braille (please allow 45 days) 

• Electronic format that is compatible with adaptive technology 

 

SECTION 3.0 OUR UNDERSTANDING OF BARRIERS TO ACCESSIBLE 

TRANSPORTATION 
 

Air Borealis recognizes the five (5) main categories of barriers as outlined in the 

Accessible Transportation for Persons with Disabilities Regulations (ATPDR) and 

Accessible Canada Act (ACA): 

1. Attitudinal barriers 

• This results when people think or act based on false assumptions. 

2. Systemic barriers 

• These include policies, procedures, or work instructions that result in some 

people being excluded from activities, employment, or other services. 

3. Technological barriers 

• These occur when technology, such as a smartphone application, cannot be 

accessed by people with disabilities. 

4. Information and communication barriers 

• These are created when information is offered in a format that suits some of 

the population, but not all people. 

5. Physical/architectural barriers 

• These are physical obstacles that prevent access to a factility, room, or other 

location. 

 

SECTION 4.0  CONSULTATION 
 

Consultation with our passengers with disabilities was crucial in the development of this 

plan.  We are grateful for their input.  The valuable information that we have gained, 

and will continue to gain, will guide our movements toward our ‘barrier free by 2040’ 

goal. 
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Our consultation with passengers is comprised of audio calls, video calls, emails and in-

person discussion regarding their personal experiences with Air Borealis. Of equal 

importance has been our in-person consultations with employees with disabilities. These 

passengers and employees who shape the success of Air Borealis accessibility plan, also 

shape the success of the entire airline.  

 

SECTION 5.0 INFORMATION AND COMMUNICATION 

TECHNOLOGY (ICT) 
 

The travel industry relies heavily on digital communication. With this, we will ensure that 

accessibility is considered from the beginning of each project, and that the final product 

is not complete until accessibility targets are met. 

To meet these accessibility goals, we are committed to: 

• Consulting with people with disabilities to learn what barriers they face with 

our external/internal communication formats 

• Consulting with persons with disabilities or agencies that represent persons 

with disabilities prior to procuring new programs to ensure accessibility has 

been factored into design and development 

• Reviewing our current technologies to ensure accessibility standards are met 

• Developing accessibility training for those who design or procure technology 

solutions.  

 

SECTION 6.0  COMMUNICATION OTHER THAN ICT 
 

Some communities in northern and remote regions do not always have reliable access 

to digital information or websites.  This creates additional barriers for air transportation 

providers.  As a result, we continue to focus on communicating information in formats 

that are accessible to people who encounter barriers. 

All published documents are available in hard copy, regular or large print, braille, audio 

and email on request. 

• Alternate formats are available as follows: 
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• Hard copy (print) within 15 days 

• Large print within 15 days 

• Braille within 45 days 

• Audio format within 45 days 

• Electronic format compatible with adaptive technology within 15 days 

 

SECTION 7.0  PROCURING GOODS, SERVICES AND FACILITIES 
 

Procurement of goods and services is a vital component of an Accessibility Plan. Air 

Borealis currently employs an advanced process of procurement that will also ensure 

that accessibility is considered during all processes. 

 

To meet procurement requirements, we commit to: 

• Facilitate Seamless Interactions:  Continue providing passengers and 

employees with the tools, training materials, equipment, and ongoing support 

necessary for smooth and accessible communication. 

• Equipment suitability will be continuously evaluated by reviewing existing 

inventory alongside passenger accessibility needs,  Where gaps are identified, 

appropriate equipment will be acquired or adjusted to ensure accessibility 

requirements are fully met. 

• Equipment will be routinely monitored to ensue it remains in good working 

condition. Any equipment found to be malfunctioning or no longer meeting 

accessibility requirements will be placed in a timely manner. 

 

SECTION 8.0 DESIGN AND DELIVERY OF PROGRAMS AND 

SERVICES 
 

To remain a leading travel provider, we recognize that comprehensive training for our 

teams and contractors is essential.  Air Borealis utilizes a blend of internal programs, 

industry-developed courses, and accredited third-party training.  Removing barriers is a 

top priority; therefore, we are increasing the frequency of our online training to ensure 

accessibility and keep core principles at the forefront of our daily operations. 
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Our training goes beyond simple awareness- it delivers practical, hands-on instruction 

covering everything from the safe handling of mobility devices to specialized lifting 

techniques for passengers requiring boarding assistance.  This commitment starts at the 

hiring phase.  By selecting customer-focused team members who share our passion for 

aviation and our core values, we build a strong foundation for operational excellence 

and real-world success. 

To meet this goal, we commit to: 

• Continual consultation with person with disabilities to review our service 

offering 

• Continued and focused training with all passenger facing staff 

• Continued audits of our travel partners to validate the quality of training and 

readiness to meet accessibility standards 

• Collaboration with those partners on best practices and information sharing to 

strengthen overall processes 

• Development of standardized checklists to ensure product roll-out and service 

delivery account for accessibility requirements 

 

SECTION 9.0  TRANSPORTATION 
 

Air Borealis recognizes that there are many barriers to equal access in areas that are 

outside the control of Air Borealis. For example, this may include ground transportation 

providers or airport and terminal operators. For this reason,  

Air Borealis engages closely with our local Airport Authorities, regional representatives, 

and other stakeholder to ensure that barriers can be identified and removed in a timely 

manner. 

As a transportation provider and servicing regions that are considered remote, we are 

keenly aware of the challenges brought about by weather and the available facilities in 

remote communities.  We commit to ensuring that we meet the demands of the 

passenger by regularly revisiting our processes and constantly employing learned best 

practices. 

We actively participate with the Canadian Transportation Agency, Transport Canada and 

other industry bodies to identify and reduce/eliminate barriers for our passengers. 

 We continue to look for the most effective ways to serve the public in: 
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• Communication  

• Shipment of personal mobility devices  

• Weather related challenges such as removal of snow and ice 

• Facility restrictions (restaurants, WiFi availability, etc)   

• Maintaining relationships with industry partners (airport authorities, 

Department of Transportation, etc)  to best serve passengers 

 

SECTION 10.0  THE BUILT ENVIRONMENT 

 

Air Borealis headquarters is located in Happy Valley Goose Bay, NL. In many of our other 

serviced locations we are fortunate to have great partners in airport terminals, that 

provide parking areas, washrooms, restaurants, and other public spaces within those 

terminals that meet, or will soon meet, the accessibility requirements.  

When beginning the process of a new building or acquiring other buildings, we will consult 

with persons with disabilities to ensure that these new spaces are without barriers. 

We commit to having employees trained, or to source guidance, in techniques to correctly 

identify barriers and work to eliminate them.  

We commit to ensuring accessibility standards are met and are in the forefront of new 

building acquisitions and planned renovations to existing space encompass accessibility 

standards. 

 

SECTION 11.0 PROVISIONS OF CTA ACCESSIBILITY – RELATED 

REGULATIONS 
    

The Canadian Transportation Agency has published the Accessible Transportation for 

Persons with Disabilities Regulations (ATPDR.)   As a Small Transportation Provider (STP) 

Air Borealis will be subject to some of the regulations.  The full regulations can be found 

here:    

https://laws-lois.justice.gc.ca/eng/regulations/SOR-2019-244/index.html  

 

 

https://laws-lois.justice.gc.ca/eng/regulations/SOR-2019-244/index.html
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SECTION 12.0  EMPLOYMENT 
 

Air Borealis values an inclusive, diverse, equitable, and accessible work environment, 

and we are committed to meeting the needs of Persons with Disabilities during the 

recruitment process.  We recognize that every individual has unique abilities and 

challenges, and we are dedicated to removing barriers and creating a culture of 

accessibility.  By proactively considering accessibility, we strive to provide equal 

opportunities for all employees to thrive in our organization. 

SECTION 13.0  ACCESSIBILITY ACTION PLAN 
 

The next three (3) years, Air Borealis is committed to developing and enhancing 

accessibility within our organization.  The following Action Plan will help achieve our 

vision of improving access to and from the communities we serve.  Achieving the Action 

Plan creates a solid foundation on which to build in the future. 

*The Accessibility Committee has been abbreviated to AC in the below chart 

 

Action Accountable Team  Target Date  Comments 
 

Continue consultations 
with passengers, 
employees and partners  

AC Ongoing  

Yearly survey sent to 
employees to provide 
feedback on accessibility 

AC/Human Resources TBD  

New feedback survey to 
be sent to passengers to 
be completed online 

AC/Customer Service 
Team/Marketing 

QTR 3 2026  

Ensure our hiring process   
has reduced any barriers 
faced by people with 
disabilities. 

AC / Human Resources  Ongoing  
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Participation in external 
trainings and conferences 
for management 

AC TBD  

Review website and 
internal systems against 
WCAG accessibility 
standards 

AC/Marketing Ongoing  

Review of accessibility 
equipment at each 
coastal station 

AC/Customer Service 
Team 

QTR 4 2026  

Review to improve our 
current accessibly 
documents and add any 
new forms if required 

AC/Customer Service 
Team 

Ongoing  

Digitizing our accessibility 
forms 

AC/Marketing/Customer 
Service Team 

TBD  

Acceptance of Service 
Dog Training 

AC/Customer Service 
Team 

TBD  
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Development of 
standardized checklists to 
ensure product roll-out 
and service delivery 
account for accessibility 
requirements 

AC / Operations and 
Customer Service Teams 
 

TBD  

  

 

 

 

 


