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GENERAL 

Executive Summary 

TRAXX Holdings Inc. (THI) and its subsidiary companies, collectively known as TRAXX, are a 

premium transportation provider offering charter and scheduled motorcoach services across 

Saskatchewan, Alberta, British Columbia, Washington, and Oregon. TRAXX operates a diverse 

fleet of motorcoaches and shuttle buses and provides scheduled cross-border service between 

Vancouver, British Columbia and Seattle, Washington. 

This Accessibility Plan applies to TRAXX Coachlines Ltd., THI’s federally regulated Canadian 

subsidiary, operating from facilities in British Columbia and Alberta. While THI’s remaining 

subsidiaries – CBL QCL Bus Maintenance Ltd. and Sun Fun Tours Ltd. – are provincially 

regulated, they share common policies, practices, operational environments, and facilities with 

TRAXX Coachlines Ltd. As a result, TRAXX has elected to apply a consistent accessibility 

framework across all subsidiaries in support of its commitment to creating a barrier-free 

environment. 

TRAXX is committed to fostering a culture of inclusivity and accessibility. This commitment is 

embedded in our organizational values and is essential to our continued growth and 

competitiveness within the motorcoach transportation sector. Ensuring equitable access to 

employment, services, facilities, and transportation strengthens our organization and enhances 

the experience of employees, passengers, and communities we serve. 

Recognizing that accessibility is an ongoing journey, TRAXX is dedicated to the continuous 

identification, removal, and prevention of barriers. This Accessibility Plan represents our initial 

plan developed in accordance with the Accessible Canada Act (ACA) and builds upon existing 

practices while establishing a clear framework for sustained progress. 

As required by the ACA, TRAXX will publish annual Progress Reports outlining advancements 

made toward accessibility commitments and will review and update this Accessibility Plan every 

three years. This plan will guide the organization in meeting its legislative obligations while 

supporting the development of an accessibility-confident workplace and service culture. 

To support this work, TRAXX has established an internal Accessibility Committee responsible for 

monitoring implementation of this plan, coordinating action items, and applying an 

accessibility-lens approach to facilities, procurement processes, programs, new initiatives, and 

ongoing services. 

The development of this plan was informed by consultation with employees who identify as 

persons with disabilities through confidential surveys, as well as engagement with external 



TRAXX Accessibility Plan 2026-28 

age 2 of 22 

organizations serving individuals with disabilities. This input helped identify barriers across the 

seven priority areas defined under the ACA and informed the actions outlined in this plan. 

Through this Accessibility Plan, TRAXX affirms its commitment to contributing to a barrier-free 

Canada and to making meaningful, measurable improvements in accessibility for those who 

work with us and those we serve. 

A summary of initial opportunities include: 

• Enhancing the appeal of TRAXX, and the motorcoach transportation sector, to job 

seekers with disabilities.  

• Providing information to employees regarding internal accessibility accommodations 

and process. 

• Delivering training to employees on accessibility, barriers, and how to support 

passengers, clients, and employees. 

• Reviewing our IT team’s knowledge of utilizing accessibility features in current and 

future IT equipment, programs, and systems. 

Your Input and Feedback Process 

TRAXX welcomes feedback on our Accessibility Plan from the public, employees and our 

stakeholders. This feedback is valuable to us as it helps us break down accessibility barriers and 

build on our commitment to accessibility and inclusion. 

For more information on the TRAXX’s Accessibility Plan or to provide feedback, you can contact 

our Accessibility Committee: 

CONTACT 
Accessibility Committee 

TRAXX Coachlines Ltd. 

MAILING ADDRESS 

AB HEAD OFFICE 

10235 180 Street NW 

Edmonton, AB   T5S 1C1 

BC HEAD OFFICE 

4201 Lozells Avenue 

Burnaby, BC   V5A 2Z4  

EMAIL 

accessibility@traxx.net 

TELEPHONE  

1-877-872-9977 

WEBSITE 

www.traxx.net

Alternate Formats 

You can use the contact information listed above to ask us for a copy of our accessibility plan 

and our feedback process description in these alternate formats: print, large print, Braille, audio 

or an electronic format that is compatible with adaptive technology that is intended to assist 

mailto:accessibility@traxx.net
www.traxx.net
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persons with disabilities. We will provide the format you ask for as soon as possible. Braille and 

audio formats may take up to 45 days. Print, large print and electronic formats may take up to 

15 days. 

Statement of Commitment 

At TRAXX, we are committed to ensuring that our organization and the services we provide are 

accessible to all people, including persons with disabilities. We recognize that all Canadians 

have the right to benefit from our services on an equal basis and that employees have the right 

to perform their work in an environment free from unnecessary barriers. 

TRAXX is committed to creating and sustaining a respectful, inclusive, and accessible 

organization. We understand that accessibility needs vary from person to person and may 

change over time. As such, accessibility requires flexibility, ongoing attention, and a willingness 

to adapt our policies, practices, and environments as needs evolve. 

We are committed to working collaboratively with persons with disabilities to continuously 

improve accessibility across our organization. Wherever possible, TRAXX will address 

accessibility barriers as soon as they are identified, even if those barriers are not explicitly 

outlined in this Accessibility Plan. 

Through this plan, TRAXX seeks to support employees by fostering awareness, strengthening 

skills, and embedding accessibility into everyday decision-making. This includes supporting 

TRAXX employees to: 

• Understand how accessibility supports persons with disabilities in overcoming barriers;  

• Ensure communications are accessible and inclusive, using a variety of methods and 

formats;  

• Contribute to a culture of accessibility, dignity, and inclusion;  

• Develop the knowledge and skills necessary to design and deliver accessible programs 

and services; and  

• Involve persons with disabilities in future policy development, program design, and 

review processes. 

CREATING A CULTURE OF ACCESSIBILITY WITHIN TRAXX 

As part of TRAXX’s ongoing commitment to achieving a barrier-free Canada by January 1, 2040, 

as set out in the Accessible Canada Act, TRAXX has established an internal TRAXX Accessibility 

Committee (TAC). 

The TAC supports the development, implementation, and monitoring of this Accessibility Plan 

and plays an ongoing role in identifying and assessing accessibility barriers across TRAXX 

operations. The committee is responsible for recommending solutions to remove barriers, 
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supporting the development and implementation of accessibility-related policies and 

procedures, and identifying opportunities for training and education. 

In addition, the TAC is responsible for receiving and addressing accessibility feedback from 

employees and external stakeholders. This includes maintaining records of feedback received, 

documenting follow-up actions taken, and ensuring timely and respectful responses to those 

who submit feedback. Through this work, the TAC supports accountability, transparency, and 

continuous improvement in accessibility across the organization. 

DEFINITIONS 

The following are definitions as defined by the Accessibility Canada Act. 

Accessibility 

Refers to the needs of persons with disabilities being intentionally and thoughtfully considered 

when products, services and facilities are built or modified so they can be used and enjoyed by 

persons of all abilities. 

Barrier 

“means anything—including anything physical, architectural, technological or attitudinal, 

anything that is based on information or communications or anything that is the result of a 

policy or a practice—that hinders the full and equal participation in society of persons with an 

impairment, including a physical, mental, intellectual, cognitive, learning, communication or 

sensory impairment or a functional limitation.” 

Disability 

“means any impairment, including a physical, mental, intellectual, cognitive, learning, 

communication or sensory impairment—or a functional limitation— whether permanent, 

temporary or episodic in nature, or evident or not, that, interaction with a barrier, hinders a 

person’s full and equal participation in society.” 

PRIORITY AREAS IDENTIFIED IN ACCESSIBLE CANADA 

ACT 

1. Employment 

Employment encompasses candidates and employees with disabilities, and those who 

experience barriers, are supported throughout the entire employment life cycle. 
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Barrier #1:  

Lack of awareness of whom to contact to report accessibility issues, request accommodations, 

and to appeal/escalate requests. 

Actions for Barrier #1: 

• Develop accessibility and accommodation policies and procedures. 

• Develop a communication plan to inform employees and new hires on whom to contact 

for accessibility issues, request accommodations, and to appeal/escalate requests. 

• Provide training to front-line supervisors, managers, and HR team on how to address 

employee inquiries related to accessibility and accommodations. 

• Provide training to managers on performance management from an accessibility 

perspective 

Barrier #2:  

Office space at some operating locations is situated on the second floor and only accessible by 

stairs. 

Actions for Barrier #2: 

• Continue to support remote work opportunities for employees in positions that do not 

require on-site presence. 

Barrier #3:  

Lack of training for hiring managers and interviewers on accessible hiring practices. 

Actions for Barrier #3: 

• Educate hiring managers and interviewers on accessibility, unconscious bias, and 

inclusive hiring practices to foster fair assessments. 

• Review accessibility policy with new hires during onboarding to support a culture of 

inclusivity and accessibility. 

2. Built Environment 

The built environment encompasses physical spaces, structures, and facilities that individuals 

interact with during the course of their employment or interaction with TRAXX. 

Having accessible spaces is key to having an environment where an individual with disabilities 

can access the space and work to their full potential. The following barriers and actions have 

been identified to improve accessibility in the built environment at our various work sites. 
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Barrier #4:  

The yard (outdoor area where activities such as loading, unloading, staging, and parking of 

vehicles [motorcoaches, shuttle buses, company vehicles, staff parking] take place) is gravelled 

which can make movement difficult for those with a mobility disability or wheelchair users. 

Actions for Barrier #4: 

• Identify and maintain walking paths in yards to improve accessibility and ease of walking 

through the yard(s). 

• Level the yards regularly (several times a year) to make traversing it easier. 

• Include consideration of accessibility features of the built environment when procuring 

or leasing future operation locations. 

Barrier #5:  

Exterior lighting at facilities is poor or lacking which can affect individuals with visual 

impairments. 

Actions for Barrier #5: 

• Assess exterior lighting at all facilities to determine illumination for safe passage and 

address any insufficient lighting identified. 

Barrier #6:  

Designated accessible parking spaces and appropriate signage indicating that these parking 

spaces are for individuals with disabilities are not available at all site locations. 

Actions for Barrier #6: 

• Ensure all sites have designated accessible parking spaces and appropriate signage 

indicating that these parking spaces are for individuals with disabilities. 

Barrier #7:  

There is a lack of tactile signage at site locations which can make navigation difficult for visually 

impaired individuals. 

Actions for Barrier #7: 

• Ensure all sites have tactile signage to assist with navigation at building exits, stairwells, 

areas of refuge, restrooms and bathrooms, and permanent rooms/spaces (e.g., offices, 

conference rooms, kitchens).  These signs serve three key purposes: informative - to 

communicate information; directional – to give directions to a service or facility; and 

locational – to identify a location. 
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3. Information and Communication Technologies (ICT) 

Information and communication technologies cover a wide range of technological tools used 

to create, store, and share information, including computers, software, websites and digital 

documents.  It applies to both internal (employee-facing) and external (public-facing). 

Barrier #8:  

IP based phone system experiences dropped calls or bad signals resulting in missed 

communication. 

Actions for Barrier #8: 

• Review phone system to identify causes of dropped and incomplete calls. 

Barrier #9:  

The information available [on-line] is not being accessed due to communication problems; thus, 

employees rely on “word of mouth”, while some users find the current system lacks a 

systemized structure, making it challenging to locate needed content. 

Actions for Barrier #9: 

• Review current system, structure, and process for organizing information available to 

employees. Organize information in a clear, accessible structure so all users, including 

those with disabilities, can easily navigate and find what they need. 

• Provide and/or improve training on how to access and use on-line resources. 

• Send regular communications to employees about existing and newly added resources 

and on-online information. 

Barrier #10:  

Not all web pages, digital documents, and mobile applications comply with ICT conformance 

requirements. 

Actions for Barrier #10: 

TRAXX will make our digital technologies accessible by complying with the Accessible Canada 

Act’s mandatory requirements for ICT conformance.  This includes: 

• Conduct conformity assessment of digital documents, such as PDFs, on non-employee 

facing web pages and non-employee facing mobile applications.  Update documents as 

required. 

• Ensure new non-employee facing mobile applications meet ICT conformance 

requirements. 

• Ensure staff involved in developing, maintaining, and/or purchasing of digital 

technologies receive digital accessibility training on the fundamentals of digital 

technology accessibility. 
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• Ensure new and updated web pages, including web applications, meet ICT conformance 

requirements (employee-facing and public facing). 

• Develop accessibility statements to report non-conforming regulated digital content and 

plans to address those gaps. 

• Conduct or obtain a conformity assessment when purchasing anything related to 

regulated web pages and mobile applications to determine whether the digital 

technology conforms to the ICT standard. 

4. Communication Other Than ICT 

Communication other than Information and Communication Technologies (ICT) refers to how 

information is communicated as well as the communication methods and materials used. 

Barrier #11:  

Limited feedback identifying specific accessibility barriers was received for the Communications 

Other Than ICT section despite more than 30% of respondents indicating that they disagree or 

strongly disagree to the statement “Workplace communication is clear and accessible”. 

Actions for Barrier #11: 

• Continue to engage with employees and stakeholders with disabilities to solicit feedback 

on their experience with Communications Other Than ICT at TRAXX to determine 

whether any accessibility barriers are present and address any barriers identified. 

Barrier #12:  

There is a lack of policies and procedures addressing accessibility for Communications Other 

Than ICT. 

Actions for Barrier #12: 

• Develop policy on how TRAXX will address accessibility in Communication other than 

ICT. 

5. Procurement of Goods, Services and Facilities 

Procurement of goods, services and facilities ensures that accessibility is considered at the 

beginning of the buying process. 

Barrier #13:  

There is an ergonomic mismatch.  Standard office furniture and equipment does not 

accommodate all body types and sizes leading to discomfort and potential health issues. 

Actions for Barrier #13: 

• Develop a plan to identify and address ergonomic mismatches and develop and 

implement solutions. 
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Barrier #14:  

There is a lack of awareness of whom to contact and the process to request the procurement of 

goods or services to support an individual’s accessibility requirements. 

Actions for Barrier #14: 

• Develop policies and procedures for the procurement of goods, services and facilities, 

ensuring that accessibility considerations are included. 

• Document and inform stakeholders of the process for requesting goods or services to 

support an individual’s accessibility needs that clearly identifies the designated contacts 

and process to appeal requests that have been denied. 

6. Design and Delivery of Programs and Services 

Design and Delivery of Programs and Services refers to the systems, policies and procedures 

(design) and the practices, communications, the physical environment, outreach strategies, and 

the level of awareness (delivery) held by service providers about disability. 

Barrier #15:  

There is a lack of policies and procedures addressing accessibility in the design and delivery of 

programs and services. 

Actions for Barrier #15: 

• Develop policy on how TRAXX will address accessibility in the design and delivery of 

programs and services. 

• Develop policies and procedures specific to reservation and booking process that meet 

ACA compliance requirements for: 

o Informing passengers of advance notice for accommodation requests and service 

limitations 

o Allowing passengers to request accommodations at time of booking. 

o Providing confirmations of accommodation requests and change notification 

requirements 

• Ensure staff involved in the design and delivery of programs and service receive 

accessibility training on the fundamentals of program and service accessibility. 

Barrier #16:  

Accessing and using onboard washrooms is challenging for individuals who use mobility aids, 

require a mobility assistant, and larger able-bodied passengers. 

Actions for Barrier #16: 

• Share information regarding washroom design and accessibility features and services 

that are available in advance of booking services. 
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Barrier #17:  

Steep stairways can make it hard to board and disembark motorcoaches or pose a barrier to 

some individuals with mobility challenges or who use mobility aids. 

Actions for Barrier #17: 

• Share information about accessibility features and services on motorcoaches with 

clients and passengers prior to finalizing contracts/bookings. 

• Inform clients and passengers about the process to book motorcoaches equipped with 

lifts, ramps or bridge plates and for submitting and modifying accessibility service 

requests. 

Barrier #18:  

There is limited awareness within the organization about the Accessible Canada Act and 

accessible service delivery. 

Actions for Barrier #18: 

• Ensure the development of TRAXX’s accessibility training is in consultation with persons 

with disabilities. 

• Ensure that accessible service delivery training is provided to every person who is an 

employee (including senior management), a volunteer, and who provides services on 

behalf of TRAXX. 

• Provide regular refresher training to staff at minimum every two years. 

7. Transportation 

Transportation encompasses the provisions of the Accessible Canada Act and the Canada 

Transportation Accessibility-Related Regulations. It takes into consideration barriers to the 

employee operating the vehicles and passengers being transported.   

TRAXX manages a fleet of motorcoaches, or transportation vehicles as defined in the Accessible 

Canada Act.  For this purpose, transportation refers to the transportation of people not goods, 

for example, passengers on a motorcoach or shuttle bus, and TRAXX is classified as a 

transportation service provider (TSP).  The Canada Transportation Act (CTA) accessibility-related 

regulations apply to TSPs in addition to the Accessible Canada Act regulations.  Although 

charter bus services are exempt, TRAXX will monitor accessibility requirements as defined by 

the Accessible Transportation for Persons with Disabilities Regulations as part of its 

commitment to supporting the Accessible Canada Act’s goal for a barrier-free Canada. 

Barrier #19:  

The steepness of the stairs for boarding and disembarking the motorcoaches is challenging for 

aging passengers and poses a barrier for those who use mobility aids and other assistive 

devices. 
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Actions for Barrier #19: 

• Ensure motorcoaches used to transport an individual requiring the use of a mobility aid 

to board or disembark are equipped with lifts, ramps, or bridge plates. 

• Reference accessibility requirements as defined by the Accessible Transportation for 

Persons with Disabilities Regulations when planning future expansion of and upgrades 

to motorcoach fleet. 

Barrier #20:  

Accessing and using onboard washrooms is challenging for individuals who use mobility aids, 

mobility assistants, and larger able-bodied passengers. 

Actions for Barrier #20: 

• Incorporate TRAXX’s service obligations to passengers with a disability who are using a 

mobility aid and travelling on motorcoaches not equipped with a washroom into 

employee training to ensure that required stops are provided upon request. 

Barrier #21:  

Some employees lack awareness of resources, services, and obligations to support individuals 

with accessibility requirements and knowledge on how to provide support. 

Actions for Barrier #21:  

• Update and deliver new and on-going training to all employees who interact with 

passengers (sales, drivers, customer service, etc.) on accessibility concepts and 

obligations, how to communicate with individuals with a disability, accessibility services 

available by TRAXX to passengers, different types of mobility aids and assistive devices 

and how to transport them, and best practices when providing a service or assisting a 

person with a disability. 

Barrier #22:  

Not all motorcoaches are designed to accommodate passengers requiring use of a mobility aid. 

Actions for Barrier #22:  

• Conduct review of motorcoach fleet to identify current accessibility features and 

opportunities to improve the accessibility for travellers who use a mobility aid are in 

place. 

• Inform clients in advance of booking of accessibility features on motorcoaches and the 

process for submitting accessibility service requests on behalf of passengers who use 

mobility aids. 

• Create a system to ensure passengers using mobility aids are booked on motorcoaches 

with lifts, ramps, or bridge plates. 
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Barrier #23:  

Safety and emergency procedures are not available in accessible formats. 

Actions for Barrier #23:  

• Develop safety and emergency procedures in accessible formats (e.g., print and large 

print) to be kept on board each motorcoach. 

CONSULTATIONS  

STAKEHOLDER ENGAGEMENT 

This Accessibility Plan has been developed in consultation with our employees, clients, 

passengers, and vendors/suppliers, including those who identified as living with a disability.  

Anonymous online surveys were conducted in 2024-2025 with each of these stakeholder 

groups to obtain their inputs on the current state of accessibility and existing barriers at TRAXX 

as well as to solicit suggestions for improvements.  A follow-up on-line pulse survey was sent to 

employees in 2026 with 51% of employees responding.  Of the respondents, 9% identify as a 

person with a disability, 13.76% as having a family member, coworker, or close friend with a 

disability, and 11% chose not to disclose.  

All surveys addressed the seven priority areas identified by the ACA and included the option to 

provide open ended comments on accessibility at TRAXX. 

CONSULTATIONS WITH ORGANIZATIONS THAT SERVE THOSE WITH 

DISABILITIES 

We also sought to engage with external organizations that support persons with disabilities to 

understand and seek recommendations for improving accessibility to the TRAXX’s building 

spaces and yards as well as our programs and services. Organizations we approached include: 

o Independent Living Resource Centre Calgary 

o Autism Calgary 

o Community Living BC 

o Rick Hansen Foundation (BC) 

o Empowerment Equality Network Mississauga 

HERE'S SOME OF WHAT WE HEARD FROM OUR EMPLOYEES AND 

STAKEHOLDERS 

What is the biggest accessibility barrier you face at work? 

“Being that everything is done online and I have no accessibility to an [sic] home computer 

makes things difficult.” 

“Communication for employees with a disability.” 
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“Edmonton office is not accessible or difficult for those with mobility issues. Barriers the use of 

heavy doors, uneven doorway to floor ratio. No ergonomic options for desks. Lighting is poor or 

turned off regularly.” 

“I have noticed that there are stairs to reach the offices in Airdrie. This not an issue for me, 

however, it is for anyone who has a disability. There isn't a formal process or documentation 

for Accessibility readily available.” 

“I would appreciate it if information were more systematically organized so that everyone can 

easily find what they need.” 

“Information on usage of new apps is not user friendly” 

“Knowledge of and training on new technologies/apps is required. Technological awareness 

should be a prerequisite to hiring.” 

“No lights on wash rack at night.” 

“Not all disabilities can be accommodated to access our motorcoaches. No lifts are available 

at this time.” 

“Players coming on and off bus with crutches. Not able to lower bus for height.” 

“Slow or old technology.” 

“Technology we are learning 3 brand new apps at the same time they are new payroll App, 

dispatching App, Quick Shuttle passenger App 3 new apps still trying to use them correctly.” 

“The uneven surface of the yard you can easily twist your ankle.” 

What is one improvement TRAXX should prioritize to improve accessibility? 

“Accessing the Burnaby yard many deep potholes to drive over can they be filled in and leveled 

thank you.” 

“Better communication.” 

“Better remote access.” 

“Further discussions, allowing the time for staff to 

communicate effectively.” 

“Have some ADA accessible coaches.” 

“I have never seen a motorcoach in our fleet with ramp/lifts, I agree that they have proper 

seatbelts and handles but no way for people in wheelchairs to egress ingress the 

motorcoach.” 

“I have not seen any motorcoach with a wheelchair lift. Perhaps this should be a consideration 

for persons who are wheelchair bound.” 

“Improve instructions by having it team based so that everybody is on the same page.” 

“Knowledge of and training on new technologies/apps is required. Technological awareness 

should be a prerequisite to hiring.” 
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“Low floor buses. no stairs. ramps. Let the accessible sit at the front.” 

“Make procedure clear during safety speech.” 

“More handicap parking at yards, preferably closest to ALL access points, IE: Front doors of 

office. Side of building is useless.” 

“More in person meetings due to our age dynamic in our area.” 

“More lighting.” 

“More training.” 

“Prioritize creating a more structured and user-friendly system for organizing information, 

making it easier for all employees to access what they need efficiently.” 

“Provide training on how to be of assistance to those with limited mobility with specific 

techniques.” 

“Put lifts in the coaches for passengers who have a disability.” 

“Regular training and reminders of accessibility tools and resources.” 

“The Burnaby Yard needs a lot of work. There are so many hazards walking around that yard. 

You can trip and fall because of the ground has so many potholes and rocks everywhere. Very 

dusty."  

“The Ventrata app is very awkward to use even after a few weeks. I am concerned that any 

wheelchair requirements may not be highlighted adequately and get missed, either by dispatch 

failing to assign the correct bus or the driver missing it.” 

“There is [sic] no left chairs for disabled people on the buses.” 

“Traxx should improve the policies, training, and monitoring concerning accessibility.” 

Do you have any other feedback to share about accessibility at TRAXX? 

“A fair & equitable workplace environment with effective communication from all branches of 

Management.”  

 “All new hires should have a dedicated day of 

training on the applications required (Motive, 

Destinctive Driver, ADP, etc.) prior to being sent to 

their designated team (Motorcoach, Industrial, 

etc.).” 

“Doors locked after hours, codes not working.” 

“It's really too bad the Ventrata app wasn't designed in an easy-to-read format, like the old 

system.” 

“Keep up the good work.” 

“Quick Shuttle passenger manifest could be more Driver Friendly make our job easier and 

correct.” 

“The main entrance could be equipped to accommodate persons with mobility issues.” 

“TRAXX is a great company and makes great effort to continuously improve in many areas.” 
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“Wash rack needs more lights for nighttime washing you can’t see at all on one side when a 

bus is being washed.” 

“We will need to purchase more ADA motor coaches in the coming years.” 

Additional Feedback 

“… accessibility to office area [at some] locations almost impossible.”  

“Areas of training and shadowing [needed to improve accessibility and inclusion].” 

“I think that all platforms used for technology are very accessible and or can be made that 

way.” 

“I think they do very well accommodating in [sic] a case by case basis.”  

“IP based phone that TRAXX uses can be iffy at times, dropped calls or bad signals resulting in 

misses communication.” 

“No elevator to upstairs offices.” 

“No wheelchair accessible busses.” 

“The [job] adds [sic] are visible and easy to find.” 

“The back yard should be levelled regularly (several times a year) to make walking easier.” 

“The tools are there but how and when to access them is not always communicated.” 

“They [TRAXX] seem committed to creating an inclusive and accessible space for all riders 

starting with this survey.” 

“They have several coaches with wheelchair lifts.” 

“We've got a colleague on crutches and with the front door set up the way it is, it's a very heavy 

door and no option to add a handicap button for him to push due to the locking mechanism.” 

NEXT STEPS 

We are grateful for the feedback provided through these survey responses and consultations. 

We will continue to consult with employees, passengers, and other external stakeholders to 

measure progress to ensure that we realize the changes we have set out to achieve. 

ADDRESSING IDENTIFIED BARRIERS 

A summary of the barriers identified within this Plan can be found in Appendix A.  

ONGOING FEEDBACK 

TRAXX welcomes feedback on this Accessibility Plan from employees, passengers, members of 

the public, and other stakeholders. Ongoing feedback is an important part of our commitment 

to accessibility, as it helps us better understand lived experiences, identify barriers, and 

continuously improve how accessibility is addressed across our organization. 
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Feedback received will be reviewed by the TRAXX Accessibility Committee, considered 

thoughtfully, and used to inform future actions, Progress Reports, and updates to our 

Accessibility Plan. 

If you would like more information about this Accessibility Plan or wish to provide feedback, 

you may contact the Accessibility Committee using the information located on page 2 under the 

Your Input and Feedback heading. 

REPORTING OUR PLAN AND PROGRESS UPDATES 

As required by the Accessible Canada Act, we will publish a Progress Report every year that 

measures our progress against our commitments and achieving compliance with the ACA. We 

are also required to review and update our Accessibility Plan every three years. Progress 

Reports and updates to our Accessibility Plan will continue to be shaped by consultation with 

persons with disabilities. 

Accessibility Progress Report Due: June 1, 2027 

Progress Reports are due by the anniversary date of publishing the preceding Accessibility Plan. 

Our first Progress Report is due to be published by June 1, 2027 with a subsequent Progress 

Report due the following year in 2028.  These Progress Reports will include updates on the 

progress TRAXX has made on the action items identified within this Plan and input from 

additional stakeholder consultations and feedback. 

Next Accessibility Plan Due: June 1, 2029 

Reporting follows a three-year cycle: an Accessibility Plan in year 1, followed by Progress 

Reports in years 2 and 3 summarizing progress in removing accessibility barriers. The cycle then 

repeats with a new Accessibility Plan and subsequent Progress Reports. 

Date: May 28, 2026 

2026-28 Accessibility Plan completed by Trimark People Solutions Inc.  
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APPENDIX A: SUMMARY OF ACTIONS 

TIMELINES FOR RECOMMENDED ACTION ITEMS 

With any recommendation that is made TRAXX will provide an expected timeline for 

completion.  

The timelines are as follows: 

Short term: 0-1 year 

Medium term: Approximately 1 – 3 years 

Long term: 3 or more years 

Ongoing: Currently in action and continuing 

Due to the complexity of implementing new programs, procedures, practices and systems, 

these timelines are only estimations and should not be interpreted as strict due dates. 

Table 1: Employment 

Barrier Action Lead Timeline Priority Status 

#1 Develop and publish accommodation 

policies and procedures. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

#1 Inform employees of contact for 

accessibility issues, process to request 

accommodations, and process to 

appeal/escalate requests. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

#1 Provide training to front-line supervisors 

and managers on how to address 

employee inquiries related to accessibility 

and accommodations. 

TRAXX 

Accessibility 

Committee 

Short-

Medium 

Term 

High To start 

#1 Provide training to managers on 

performance management from an 

accessibility perspective 

Human 

Resources 

Medium 

Term 

High To start 

#2 Continue to support remote work 

opportunities for employees in positions 

that do not require on-site presence. 

ELT On-going High In 

progress 

#3 Educate hiring managers and interviewers 

on accessibility, unconscious bias, and 

inclusive hiring practices to foster fair 

assessments. 

Human 

Resources 

Short 

Term 

High To start 

#3 Develop and deliver accessibility training 

that includes the ACA and TRAXX 

accessibility policies, with new hires 

during onboarding to support a culture of 

inclusivity and accessibility. 

Human 

Resources 

Short 

Term 

High To start 
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 Table 2: Built Environment 

Barrier Action Lead Timeline Priority Status 

#4 Identify and maintain walking paths in 

yards to improve accessibility and ease of 

walking through the yard(s). 

Safety & 

Compliance 

Medium 

Term 

High To start 

#4 Level the yards regularly to make walking 

easier. 

Safety & 

Compliance 

On-going High In 

progress 

#4 Include consideration of accessibility 

features of the built environment when 

procuring or leasing future operation 

locations. 

ELT On-going High To start 

#5 Assess exterior lighting to determine and 

address lighting for safe passage. 

Safety & 

Compliance 

Short 

Term 

High To start 

#6 Ensure all sites have designated accessible 

parking spaces and appropriate signage. 

Safety & 

Compliance 

Short 

Term 

Medium To start 

#7 Ensure all sites have tactile signage to 

assist with navigation at building exits, 

stairwells, areas of refuge, restrooms and 

bathrooms, and permanent 

rooms/spaces. 

Safety & 

Compliance 

Medium 

Term 

Medium To start 

 Table 3: Information and Communication Technologies (ICT) 

Barrier Action Lead Timeline Priority Status 

#8 Review phone system to identify causes of 

dropped and incomplete calls. 

IT Short 

Term 

High To start 

#9 Review how information [policies, 

procedures, etc.] is organized.  Organize 

information in a clear, accessible structure 

so all users, including those with 

disabilities, can easily navigate and find 

what they need. 

TRAXX 

Accessibility 

Committee 

Medium 

Term 

Medium To start 

#9 Provide and/or improve training on how 

to access and use on-line resources. 

IT Medium 

Term 

Medium To start 

#9 Send regular communications to 

employees about existing and newly 

added resources and on-online 

information. 

Safety & 

Compliance 

On-going High To start 

#10 Conduct conformity assessment of digital 

documents, such as PDFs, on public facing 

web pages and non-employee facing 

mobile applications.  Update documents 

as required. 

TRAXX 

Accessibility 

Committee 

Medium 

Term 

Medium To start 
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Barrier Action Lead Timeline Priority Status 

#10 Ensure new public facing mobile 

applications meet ICT conformance 

requirements. 

IT Medium 

Term 

High To start 

#10 Ensure digital accessibility training on the 

fundamentals of digital technology 

accessibility is delivered +to all staff 

involved in developing, maintaining, 

and/or purchasing of digital technologies. 

[By December 5, 2027] 

TRAXX 

Accessibility 

Committee 

Medium 

Term 

High To start 

#10 Ensure new and updated web pages, 

including web applications, meet ICT 

conformance requirements (employee-

facing and public facing). 

IT Medium 

Term 

High To start 

#10 Develop accessibility statements to report 

non-conforming regulated digital content 

and plans to address those gaps. 

TRAXX 

Accessibility 

Committee 

Medium 

Term 

High To start 

#10 Conduct or obtain a conformity 

assessment when purchasing anything 

related to regulated web pages and 

mobile applications to determine whether 

the digital technology conforms to the ICT 

standard. 

IT Medium 

Term 

High To start 

 Table 4: Communication Other Than ICT 

Barrier Action Lead Timeline Priority Status 

#11 Continue engaging employees and 

stakeholders to solicit feedback on their 

experience with Communications Other 

Than ICT to identify and address 

accessibility barriers. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

#12 Develop policy on how TRAXX will address 

accessibility in Communication other than 

ICT. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

 Table 5: Procurement of Goods, Services and Facilities 

Barrier Action Lead Timeline Priority Status 

#13 Develop a plan to identify and address 

ergonomic mismatches and develop and 

implement solutions. 

Safety & 

Compliance 

Medium 

Term 

Medium To start 

#14 Develop policies and procedures for the 

procurement of goods, services and 

facilities, ensuring that accessibility 

considerations are included. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 
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Barrier Action Lead Timeline Priority Status 

#14 Document and inform stakeholders of the 

process for requesting goods or services 

to support an individual’s accessibility 

needs that clearly identifies the 

designated contacts and process to appeal 

requests that have been denied. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

Table 6: Design and Delivery of Programs and Services 

Barrier Action Lead Timeline Priority Status 

#15 Develop policy on how TRAXX will address 

accessibility in the design and delivery of 

programs and services. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

#15 Develop ACA compliant policies and 

procedures specific to reservation and 

booking process. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

#15 Ensure staff involved in the design and 

delivery of programs and service receive 

accessibility training on the fundamentals 

of program and service accessibility. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

#16 Share information regarding washroom 

design and accessibility in advance of 

booking services. 

Sales Short 

Term 

High To start 

#17 Share information about accessibility 

features and services on motorcoaches in 

advance of booking services. 

Sales Short 

Term 

High To start 

#17 Inform clients and passengers about the 

process to book motorcoaches equipped 

with lifts, ramps or bridge plates and for 

submitting and modifying accessibility 

service requests. 

Sales Short 

Term 

High To start 

#18 Ensure accessibility training is developed 

in consultation with persons with 

disabilities. 

TRAXX HR Short 

Term 

High To start 

#18 Ensure that accessible service delivery 

training is provided to all workers and 

service providers before or immediately 

after joining TRAXX. 

TRAXX HR Short 

Term 

High To start 

#18 Provide regular refresher training to staff 

at minimum every two (2) years. 

TRAXX HR Short 

Term 

High To start 
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 Table 7: Transportation 

Barrier Action Lead Timeline Priority Status 

#19 Ensure motorcoaches used to transport 

passengers requiring use of a mobility aid 

to board or disembark are equipped with 

lifts, ramps, or bridge plates. 

Sales; 

Operations 

On-going High In 

progress 

#19 Reference accessibility requirements as 

defined by the Accessible Transportation 

for Persons with Disabilities Regulations 

when planning future expansion of and 

upgrades to motorcoach fleet. 

ELT On-going High To start 

#20 Incorporate TRAXX’s service obligations to 

passengers with a disability who are using 

a mobility aid and travelling on 

motorcoaches not equipped with a 

washroom into employee training to 

ensure that required stops are provided 

upon request. 

Safety & 

Compliance 

Short 

Term 

High To start 

#21 Update and deliver accessibility training 

that meets ADTPR requirements to all 

employees who interact with public (sales, 

drivers, customer service, etc.). [Within 

60-days of hiring + refresher training every

two (2) years.]

Safety & 

Compliance 

Short 

Term 

High To start 

#22 Conduct review of motorcoach fleet to 

identify current accessibility features and 

opportunities to improve the accessibility 

for travellers who use a mobility aid are in 

place. 

Safety & 

Compliance 

Short 

Term 

High To start 

#22 Inform clients in advance of booking of 

accessibility features on motorcoaches 

and the process for submitting 

accessibility service requests on behalf of 

passengers with accessibility needs. 

Sales On-going High To start 

#22 Create a system to ensure passengers 

using mobility aids are booked on 

motorcoaches with lifts, ramps, or bridge 

plates. 

Sales; 

Operations 

On-going High To start 

#23 Develop safety and emergency 

procedures in accessible formats (e.g., 

print and large print) to be kept on board 

each motorcoach. 

Safety & 

Compliance 

Short 

Term 

High To start 
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Table 8: Other 

Action Lead Timeline Priority Status 

Implement a TRAXX Accessibility Committee to 

monitor and coordinate the execution of the action 

items identified within this Plan. 

ELT Short 

Term 

High Complete 

Conduct regular reviews with an ‘accessibility lens’ 

approach to assessing facilities, procurement 

procedures, company programs, new initiatives, 

employment, and ongoing services, with a focus on 

identifying and removing barriers for people with 

disabilities. 

TRAXX 

Accessibility 

Committee 

On-going High In 

progress 

Submit annual Progress Report on the TRAXX 2026-

29 Accessibility Plan. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

Review website to ensure it meets Level AA 

conformance requirements set out in Web Content 

Accessibility Guidelines (WCAG) by World Wide 

Web Consortium. 

TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 

Conduct in-person consultations with stakeholders 

to gather their feedback on accessibility at TRAXX. 

TRAXX 

Accessibility 

Committee 

On-going High To start 

Develop employment accessibility strategy. TRAXX 

Accessibility 

Committee 

Short 

Term 

High To start 
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