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CNIB submission to the House of Commons Standing Committee on Transportation’s Study of Accessible Transportation for Persons with Disabilities (Air Travel) 
May 8, 2024
Supplementary Comments
CNIB is pleased to provide a supplemented version of our submission brief following our oral presentation on April 3, 2024, to the House of Commons Standing Committee on Transportation, Infrastructure, and Communities regarding its study of Accessible Transportation for Persons with Disabilities. 
This brief includes further information about barriers for air travellers who are blind, Deafblind, or have low vision with respect to booking and check-in processes, changes to accommodations, mobility within airports, and other topics. This submission will include a Schedule of Recommendations that includes those from the original brief and additional recommendations. While the recommendations are complementary, more in-depth recommendations are provided for greater clarity. 
About CNIB
Celebrating 100 years in 2018, the CNIB Foundation (CNIB) is a non-profit organization driven to change what it is to be blind today. We deliver innovative programs and powerful advocacy that empowers people impacted by blindness to live their dreams and tear down barriers to inclusion. Under our new strategic plan, “The Way Forward”, we're going to be even bolder in in removing barriers and demanding a society that is truly inclusive and equitable for all, including those who are blind, Deafblind, or low vision.
CNIB has worked tirelessly to advocate to transportation providers and regulators to ensure they are adhering to practices that enable fully accessible journeys for all passengers, including those who are blind, low vision, or Deafblind. CNIB is a long-standing member of the Canadian Transportation Agency’s (CTA) Accessibility Advisory Committee, and CNIB has provided years of feedback into policies, practices, and standards, that ultimately developed the Accessible Transportation for Persons with Disabilities Regulations (ATPDR). 
Despite this work, since the establishment of the ATPDR in 2019, there continues to be significant gaps and inconsistencies in removing the barriers faced by people travelling within Canada who are blind, low vision, or Deafblind, including guide dog handlers. Greater efforts are required by regulators and service providers to ensure the regulations are fully implemented and working as intended to protect the rights of all passengers.
Regulatory framework for accessible air travel
The ATPDR represent the most comprehensive and enforceable accessibility obligations for federally regulated transportation service providers. The regulations set out the basic, foundational requirements and standards for barrier-free transportation systems in Canada.
While the ATPDR represented a notable step forward by replacing prior voluntary codes of conduct with enforceable requirements for transportation service providers, wide-spread progress has not systemically materialized for air passengers who are blind or low vision, including guide dog handlers. For example, long-standing best practices, such as tactile, braille, and large-print row markers, are often not present on new equipment. Although many passengers who are blind, low vision, or Deafblind have positive air transportation experiences, gaps in application of accessibility best practices mean that many of these passengers continue to face barriers when travelling. 
Penalties against air transportation service providers for non-compliance are rare and they are generally too lenient to influence change on the part of the regulated entity, becoming a “cost of doing business” rather than facilitating behaviour change. Further, the process to file and pursue an accessibility complaint against an airline or service provider is often inaccessible for people who are blind, low vision, or Deafblind, in addition to being complex and time-consuming. This leaves many passengers with disabilities with no recourse when their rights have been violated. Consequently, passengers who are blind, low vision, or Deafblind continue to receive inequitable service when travelling by air in Canada.
To reach a truly barrier-free air transportation system in Canada, regulators and federally-regulated entities must take swift and meaningful action to close implementation and enforcement gaps, including clear and streamlined complaints processes. 
Systemic solutions are needed to support air transportation service providers with implementation, particularly for longer-term resource-intensive requirements, such as infrastructure projects and retrofits, and the design and procurement of more accessible aircrafts. Additionally, personnel training must be a central priority for all passenger-facing roles to ensure consistent and equitable customer service at every point in the journey. These efforts must be paired with the consistent application of prohibitive penalties in proven cases of non-compliance. 
Barriers to accessible air travel for passengers who are blind, low vision, or Deafblind
Customer service
Blindness is a spectrum which can range from low vision to total blindness and include varying levels of visual acuity. Accordingly, the needs of each individual passenger will differ based on their unique circumstances and preferences. 
Many passengers who are blind, low vision, or Deafblind can independently navigate Canadian air terminals, while others require the support of airport terminal and carrier personnel. Accommodations and customer service must be flexible to meet the unique needs of each passenger and should only be provided to the extent they have been requested by the passenger. 
Airport and airline personnel often negate the independence and dignity of passengers who are blind, low vision, or Deafblind, including guide dog handlers, as a result of inadequate training about how to interact with and serve individuals with disabilities. Examples of common customer service issues include:
· Airport or airline personnel insisting that passengers who are blind or low vision use a wheelchair.
· Failing to use descriptive language when communicating with a passenger who is blind or has low vision.
· Airlines refusing to allow independent travel for blind or low vision passengers travelling with a minor.
· Airport or airline personnel handling a passenger’s white cane or guide dog without consent.
· Airport personnel leaving passengers with sight loss at their gate without assistance for extended periods of time in advance of departure. 

These occurrences remain a regular reality for air passengers with sight loss in Canada despite long-standing best practices and the clear expectations set out in the ATPDR around equitable and appropriate customer service for travellers with disabilities. 
Air travellers who are blind, low vision, or Deafblind are entitled to equitable customer service. This means that they must be able to access the same benefits, experiences, and services enjoyed by other passengers at airport terminals and facilities, such as getting a meal at a restaurant, browsing retail stores, and accessing other amenities. 
It is unacceptable for a passenger who is blind or has low vision and has requested assistance to be left waiting at a gate for several hours or longer, especially when flight delays occur. Continuous customer service must be readily available for passengers who require assistance from the time they arrive at the terminal until they board their flight.
Accommodations
Passengers who require accommodations may need support navigating airport terminals, finding gates, and locating seats on planes. Even when passengers request these accommodations 48 hours in advance of travel, airport and airline personnel are often unaware of the long-standing best practices outlined by the ATPDR, which stipulate that, upon request, carriers provide curb-to-curb guidance for passengers with disabilities. 
Passengers who request accommodations must be provided with that assistance in a timely manner upon arrival at the airport. The personnel assisting a passenger who is blind or has low vision must approach the individual at time of boarding and disembarking, and provide verbal updates about departure delays, gate changes, and any other information the passenger will need during the boarding and disembarking process. 
Through CTA consultations, people with disabilities reported that they received different services from carrier to carrier during international journeys. The current system uses the International Airport Transport Association (IATA) Special Service Request (SSR) codes for air carriers to include in Passenger Name Records, which outline all services required for each passenger. 
However, major carriers have noted that challenges with SSR codes make it difficult to seamlessly deliver accessibility requirements internationally due to inconsistent communication between airlines and among staff within a given airline. Descriptions of SSR codes often do not provide a consistent description of the specific services to be provided, and access to these descriptions is variable or absent. This leaves passengers with disabilities unsure of what services will look like across airlines and creates challenges for airline staff to understand and communicate passengers’ specific needs across different stages of the travel journey.  
The CTA collaborated with the National Research Council of Canada in 2021 to initiate an International Working Group tasked with identifying current challenges associated with the use of SSR codes. The final report released in March 2022 presented a list of recommendations, including to reduce variability of SSR code application and interpretation, enhance employee training on SSR codes, improve online access to information for passengers, and provide real-time access to communication resources for passengers. 
These recommendations should be reviewed and adopted by all federally regulated air carriers. Information disclosed by people who are blind, low vision, or Deafblind when booking a ticket or submitting a request for accommodations should be available to all service providers who will be interacting with the individual, including airport authorities, airlines, and security personnel, to ensure all customer-facing service providers are equipped to meet the needs of every passenger. 
On occasion, airlines unilaterally change the accommodations they provide for passengers. This often happens when a passenger accompanied by a guide or service dog is denied access to the extra seat on domestic flights. The airlines have taken the position that the passenger should not receive the extra seat even when a passenger is taking the first leg of their multi-flight journey in Canada before they transfer to their international flight. This behaviour is contrary to Canadian law and is discriminatory. 
Travel agents who are experienced in booking travel for people with disabilities will often book flights separately from each other to avoid this result. However, airline staff have become wise to this process and have unilaterally changed passenger bookings without providing notice to the passenger of the changes. This leads to embarrassment and frustration for the passenger when another passenger is suddenly seated beside them on the flight.
If airlines intend to make any changes to a passenger’s booking which may affect the accommodations requested, the airline must provide a minimum of ten days’ notice to the passenger with reasons why the change was made. The passenger must also have an opportunity to respond to the proposed change.
Access to information and communications
Even before arrival at the airport, persons with sight loss frequently encounter barriers to access trip planning information due to airline websites and mobile apps being incompatible or difficult to navigate with screen reading or magnification software. Likewise, critical information such as changes to flight status and safety briefing materials may only be provided in formats that are not accessible to some individuals who are blind or low vision.
Under the ATPDR, all websites and digital applications owned by federally regulated transportation service providers must meet the requirements for a Level AA conformance with the Web Content Accessibility Guidelines (WCAG). However, adherence to the guidelines must be accompanied by robust user testing carried out by persons who use assistive technology to ensure accessibility for users of all skill levels. 
All public communications regarding flight information must be made available to passengers with disabilities in multiple formats online and at the terminal. Changes to flight status and other important information must also be communicated through passengers’ preferred means of communication, which they can choose to indicate when booking their flight or making accommodation requests.
Digital applications used by transportation authorities and service providers must also be fully accessible. Currently, apps used by customs authorities in both Canada and the United States present accessibility barriers when entering passport details. It is imperative that all digital platforms and applications used by border services and customs are fully accessible to all persons with disabilities.
Booking and Check-In
Airlines currently require people with disabilities who need accommodations to contact a medical desk or other related resource on each occasion when they fly to request their accommodations. This is inefficient for both the airline and the passenger. Delays for contacting agents are long. Often, information collected from the passenger by the agent doesn’t make its way properly onto the passenger’s file from the medical desk. This results in check-in staff not having the required information when the passenger checks in.
Once a passenger registers with a medical desk for the first time and provides appropriate documentation of their need for accommodation, this information should be attached to their frequent flyer profile for use on all subsequent flights, and retained by the airline indefinitely unless otherwise specified by the passenger. If the passenger does not require the accommodation for a future flight such as when the passenger may not be flying with their service animal for that particular trip or if the nature of the passenger’s disability changes, the onus is on the passenger to notify the airline accordingly.
Information from the passenger’s frequent flyer file should be shared with check-in staff so that the check-in process is seamless. Passengers could be given a separate identifier number as well to allow passengers to book subsequent flights independently without having to contact the medical desk. If that approach is followed, this additional identification number should be linked to the passenger’s frequent flyer profile. 
Documentation requirements
In order to request accommodations, passengers who are blind, low vision, or Deafblind must submit documentation in advance outlining their medical conditions and accommodation needs. Documentation requirements vary widely between airlines, and both documents and accompanying submission processes are often inaccessible for persons who are blind, Deafblind, or low vision, such as PDF documents that must be printed, completed by hand, and then faxed or mailed to the service provider. 
In some instances, documentation may need to be completed by a medical practitioner, which may come at a cost to the passenger. Airlines may also require passengers to re-submit documentation each time they book travel, further exacerbating administrative barriers for travellers with disabilities.
Documentation requirements must be standardized and streamlined for air passengers who are blind, Deafblind, or low vision, including guide dog handlers. Only one form of documentation should be required, which must be available in an accessible format and linked to the passenger’s airline account. 
Currently, the ATPDR states carriers must offer to retain passenger information requested by the carrier in relation to a request for service, for the purpose of using that information if the passenger makes future requests for service. However, passengers are often unaware of the requirement, and are not appropriately informed by carriers of the option to have their information retained. 
This requirement should be shifted to an opt-out model, with carriers retaining information and documentation related to service requests for a period of at least three years unless the passenger requests that some or all their information be omitted. An opt-out model is ideal to ensure passengers’ rights to privacy are protected while reducing administrative barriers for passengers who are blind, Deafblind, or have low vision. 
Passengers with guide dogs
Travellers with guide dogs often face additional barriers when flying both domestically and internationally, particularly due to inadequate space being provided which leaves passengers and their guide dogs squeezed into a space too small to accommodate them both. 
Canadians travelling with the assistance of a guide dog must be provided with an additional seat at no extra cost to ensure the safety of both the traveller and their guide dog, as well as the dignity and comfort of the individual traveller and their fellow passengers. 
At present, this requirement is applied only for domestic flights within Canada. However, CNIB continues to strongly recommend that airlines adopt this policy for all flights operating within the federally regulated transportation network in Canada, including international routes operated by Canadian airlines, and flights operated by international airlines that are arriving at, or departing from, a Canadian airport. 
Further, travellers with guide dogs currently cannot take advantage of early check-in. This is inappropriate and discriminatory. If the passenger has already advised the airline of their need for accommodation and the airline is already aware of the extra seat on booking, there is no reason why a passenger accompanied by a guide or service dog cannot check in early for their flight. Proof of disability has already been provided to the airline and the need for accommodation has already been established. The passenger’s frequent flyer profile which is attached to the passenger’s booking would already track that accommodation is necessary. Airlines must ensure their websites allow passengers travelling with guide dogs or service dogs to access early check-in benefits for their flight.
Additionally, documentation requirements for passengers with guide dogs must be limited to proof of training from an organization accredited by Assistance Dogs International (ADI) or International Guide Dog Federation (IGDF). As with other information relating to passenger accommodations, this information must be retained by airlines for a minimum period of three years.
Personnel training
Ultimately, regulatory frameworks for accessible air travel can only be realized in practice when personnel receive proper training to understand the requirements and expectations for assisting passengers with disabilities, including those who are blind, low vision, or Deafblind. 
Training of airline and airport personnel in assisting passengers who are blind is inconsistent. Even basic skills such as the sighted guide technique are unknown to staff. Airport and airline staff often have to be trained on each occasion on how to assist a passenger with a guide or service dog. There is also a presumption made by some airlines that passengers who are blind always need a wheelchair to travel from place to place. This is offensive and undignified.  
Security staff are unsure about how to assist a passenger who is blind through the screening device, how to deal with guide dogs, lack of familiarity with access technology that passengers who are blind carry in their carry-on luggage and in basic protocol for returning items to passengers who are blind after they have been searched. Airlines have also developed a practice of keeping some customer service agents on the secure side of the airport and passing passengers from one agent to another after they pass through security. This complicates the process for a passenger who is blind because they now must re-describe all of the items, they need to retrieve to yet another person.
Retrieving luggage can often become challenging for travelers who are blind or have low vision. Some airline staff claim that they are unable to assist a passenger who is blind by collecting their luggage off the luggage belt—claiming that such an activity violates the terms of their collective agreement. This claim is false. Instead, the passenger who is blind is required to hire a porter to assist them. This process is time-consuming and an unnecessary expense that is solely attributable to the passenger having a disability.     
It is unacceptable for personnel to lack adequate training on how to assist passengers with sight loss and guide dog handlers. Personnel training must cover topics including:
· Awareness about the nature of disability and sight loss as a spectrum.
· Etiquette for interacting with persons who are blind, Deafblind, or low vision, and guide dog handlers. 
· How to appropriately accommodate and assist passengers with sight loss (e.g., sighted guide training), including the types of accommodations available to them, how accommodations can be accessed, and the processes to file accessibility complaints.
· Specific responsibilities of personnel to assist passengers at each stage in their journey, including timely communication of information and continuity of service until the passenger boards their flight or reaches their final destination.

It is the obligation of federally regulated entities to confirm that staff have successfully completed this training before they can begin working in customer-facing roles. The onus lies with federally regulated entities to provide and monitor completion of comprehensive accessibility training programs during staff onboarding, with refresher training provided on a regular basis thereafter, and to take action as appropriate when personnel fail to complete or comply with this training. 
Equipment used by air transportation service providers
Airlines, merchants, and other service providers often require passengers to pay for goods and services using credit or bank cards. Cash payments are not always possible. Many payment terminals provided by airlines and merchants are inaccessible to blind passengers because they use touch screen technology. They also do not permit a blind passenger to verify that the amount being charged to their card is correct.
Similarly, check-in terminals with self-service kiosks are completely inaccessible to people who are blind. There have been no efforts made by the airlines to make this technology available or accessible to passengers who are blind. 
Canadian Border Services terminals still have accessibility problems for passengers who are blind. While passengers who are blind are able to use these terminals to complete portions of the entry form if they have a wired set of headphones, there is no independent method to take their photo to verify their identity. Passengers who are blind cannot tell if they are lined up appropriately with the camera or if the photo that was taken of them was clear enough to be processed by CBSA personnel.
The Government of Canada must develop standards for airports that all service providers are required to meet if they wish to transact business at an airport. Airports should be required to include provisions in their procurement contracts requiring all airlines, agencies and other vendors to comply with these standards.
Mobility within airports
Passengers who are blind must often rely on meet-and-assist services provided by the airlines to travel from check-in to their gates, to retrieve luggage after they deplane, and access amenities throughout the airport. Passengers should have the choice to travel independently within an airport if they choose to do so. Meet-and-assist agents are often unavailable when blind passengers need them, leading to long delays in getting to the gate or in leaving the airport after they deplane. Passengers who are blind, like others, have busy schedules, meetings to attend and deadlines to meet. There is currently no recognition by the airline and airport staff that this is important.    
Wayfinding technology is available in the Canadian market. This technology allows people with smartphones to find points of interest within a building such as a washroom, guide dog relief area, specific businesses, gates, and so on. Those airports who have installed this technology have not advertised that it is available to passengers who are blind, depriving us of the opportunity to use this technology during our journey. 
Airports should install wayfinding technology to assist blind and low vision passengers with finding gates, restrooms, guide dog relief areas, check-in counters, and other businesses and services operating at the airport. Airports must be required to advertise the technology available and how passengers can access it.
In-flight services and aircraft design
Airlines who purchase new aircraft do not consider the accessibility needs of passengers who are blind in designing the overall cabin experience. For example, the passenger entertainment systems on many of Air Canada’s aircraft are completely inaccessible to blind passengers. On many aircraft, passengers who are blind are unable to locate their seats independently because there are no available Braille or large print row identifiers. Washrooms are designed such that there is insufficient space to bring a service animal into the washroom with the passenger. 
Some airlines require customers to order food and make other purchases using the touch screen. The touch screens on aircraft do not have screen readers that are equipped to make these sorts of services available to passengers who are blind. Airlines who use these services provide no other method to request drinks or to make purchases. This results in passengers who are blind receiving no services at all. Airlines who choose to do business in Canada must make purchasing of services and the requesting of complimentary items such as soft drinks accessible to everyone without exception.  
Likewise, on the new 787 aircraft used by Air Canada, blind passengers cannot access the call button independently since the call button is only accessible on the touch screen. A passenger who is blind can only enable accessibility features on that touch screen with sighted assistance. Often, flight attendants are not trained on how to enable this feature.
In the past, airlines have required passengers to fill in a CAPTCHA if they wish to purchase Wi-Fi services. These are often inaccessible to blind passengers since audio CAPTCHAs are not always provided.
All services provided in-flight must be accessible for passengers who are blind or have low vision, including services provided through the in-flight entertainment systems. Accessibility standards for entertainment systems used by Canadian airlines should be developed and enforced with financial penalties for the airlines of they do not comply.
New technology used by passengers
Passengers with disabilities have access to new technologies that are introduced to the market regularly to assist in their accommodation. Airlines and security staff have not kept up with the pace of technological innovation, however. Personnel are unaware of what new pieces of technology are available to people with disabilities, how they should be examined and what measures they should take when they encountered a new piece of technology they have not seen before. 
Passengers who are blind have been exposed to very offensive treatment by security staff and airline personnel as a result. Passengers have been strip searched, being asked intrusive questions such as “Where do you work?” or “How much money do you make?” or “Are you carrying explosives?”. It is also not uncommon or all items that the passenger is carrying are hand searched rather than just the piece of technology that is of concerned to the security personnel. These sorts of behaviours are offensive on several levels.
The Government of Canada should form a standards committee to develop processes for airlines and other airport service providers to follow when new technologies used by passengers with disabilities will need to be accommodated.
Recommendations
1. CNIB recommends that the CTA collaborate with airport authorities, airlines, and other industry stakeholders for full implementation of the ATPDR, prioritizing areas where solutions exist and can be rolled out immediately, including personnel training, accessible information and communications, accessibility complaints processes, and policies and practices related to accommodations. 
2. CNIB recommends instituting a formal process for the routine review of air travel regulations regarding passengers who are blind, Deafblind, or low vision, and that the CTA routinely audits compliance with the ATPDR.
3. CNIB recommends the CTA collaborate with government to strengthen enforcement of air transportation accessibility requirements, including through more proactive oversight activities and consistent application of monetary and other penalties in cases of non-compliance. 
4. CNIB recommends that federally regulated air service providers deliver enhanced personnel training regarding the needs and requirements of passengers who are blind, Deafblind, or low vision to ensure that passengers receive consistent and dignified service at all points of the travel journey, including booking, check-in, security, boarding, and in flight. 
5. CNIB recommends that documents and submission processes be streamlined and made accessible for all passengers using formats such as fillable digital forms or an accessible app that is compatible with assistive technologies, like screen reading and magnification software, and that alternate formats be readily available upon passenger request.
6. CNIB recommends the CTA clarify the expectation that federally regulated air carriers retain information provided by passengers in relation to requests for service for a minimum of three years, unless the passenger requests otherwise.
7. CNIB recommends that regulators and federally regulated air transportation service providers adopt the International Working Group’s recommendations to improve the accessibility and effectiveness of IATA SSR codes, to ensure all personnel who may interact with the passenger have the necessary information to provide appropriate service at each point along the journey.
8. CNIB recommends that the requirement for carriers to provide passengers with guide dogs an additional seat at no extra cost, which currently applies only to domestic travel, also be adopted for international flights that are operated by a Canadian airline, and flights operated by international carriers that are arriving to, or departing from, a Canadian airport.
9. CNIB recommends consistent enforcement of the CTA’s One-Person-One-Fare Policy Decision where Canadian jurisdiction applies. However, this policy must only be applied at the request of the passenger and must not prohibit the passenger from travelling independently on future journeys if they so choose.
10. CNIB recommends that all airlines and air transportation service providers recognize the right of independent passengers with disabilities, including those travelling with a minor, to access curb-to-curb guidance upon request.
11. CNIB recommends the CTA develop a streamlined process to respond to accessibility complaints in a reasonable timeframe. This process must centre the experience of the traveller throughout, and any administrative burdens or costs must be borne by the regulated entity rather than the individual to ensure the complaints process is itself accessible. 
12. CNIB recommends that passengers with disabilities only be required proof of disability once to an airline’s medical desk, with this information kept on file attached to their frequent flyer profile for use on all subsequent flights. Information from the passenger’s frequent flyer file should be shared with check-in staff so that the check-in process is seamless. Passengers could be given a separate identifier number as well to allow passengers to book subsequent flights independently without having to contact the medical desk.
13. CNIB recommends that airlines be required to modify their websites to allow passengers with disabilities who are traveling with guide or service dogs to access early check-in benefits for their flight.
14. CNIB recommends that if airlines intend to make any changes to a passenger’s booking that affects the accommodations requested by the passenger, the airline must provide ten days’ notice to the passenger with reasons why the change was made. This process must give the passenger the opportunity to respond to the proposed change.
15. CNIB recommends the development of standardized forms for passenger accommodation requests to ensure the type of information collected by all carriers doing business in Canada is consistent. Information identifying a passenger’s accommodation needs should be kept by the airline permanently and accommodations should only be removed by the passenger and not the airline.
16. CNIB recommends that the Government of Canada develop accessibility standards that must be adhered to before a business may provide services at an airport. Any equipment that is used by any airport or any airline, government agency or company doing business at an airport must be fully accessible (e.g., credit card terminals, check-in terminals, CBSA terminals, etc.).
17. CNIB recommends that airports install wayfinding technology to assist blind passengers to find gates, rest rooms, guide dog relief areas, check-in counters, and other businesses operating at the airport. Airports should be required to advertise what technology they have installed and how a person who is blind can access it.
18. CNIB recommends that all border services apps used to enter Canada, or the United States must be made fully accessible to people with all disabilities.
19. CNIB recommends that all services provided on the aircraft must be accessible to passengers who are blind or low vision, including services provided on entertainment systems. Accessibility standards for entertainment systems used by Canadian airlines should be developed and enforced with financial penalties for the airlines of they do not comply.
20. CNIB recommends that air transportation service providers ensure passengers with disabilities are treated with dignity at all times during their journey. Services delivery methods that demean anyone with a disability in general or those with a specific disability, when offered and rejected by a passenger, should not be required by an airline for a passenger to receive appropriate service.
21. CNIB recommends that mandatory training programs be developed for all security staff to ensure the level and quality of training is consistent between airports and is not dependent on the contractor delivering the security services.
22. CNIB recommends that airlines and airports should provide appropriate training to all customer-facing staff on sighted guide and how to work with an individual with a guide or service dog. Individuals with disabilities and the agencies who provide services to them should be consulted on the type and structure of such training.
23. CNIB recommends the development of mandatory standards regarding the provision of meet-and-assist services when passengers arrive at a new airport. 
24. CNIB recommends that airlines and airports should provide specific training on how to assist travelers who are blind in retrieving their luggage. Luggage retrieval should be seamless, and the passenger should not be passed from one person to another during the process.
25. CNIB recommends that airlines and airports provide specific training on expectations for providing curb-to-curb service for passengers who are blind or have low vision. Passengers who are blind should expect and receive curb-to-curb service when arriving at the airport of origin and arriving at their destination airport. This means receiving assistance in finding appropriate ground transportation, waiting with the passenger until they are in the conveyance area, and locating check-in counters as required.
Conclusion
The creation of the ATPDR was a critical step towards an accessible Canadian air transportation system by providing a comprehensive and enforceable regulatory framework. However, the objectives of the ATPDR will only be achieved through meaningful collaboration, investment, and accountability from all stakeholders—including government, regulators, and federally regulated air transportation service providers—informed by the expertise and lived experiences of persons with disabilities. 
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