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The
Traveller’s

Guide

to Accessible City-to-City
Bus Service in Canada
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Easing the Way

The Traveller’s Guide to Accessible
City-to-City Bus Servicel in Canada

Bus companies
are committed to
enhancing their
network of
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services between
towns and cities to provide better
access for passengers with disabilities
and those with special needs. A
Voluntary Code of Practice was created
to let travellers know what services
they can expect and to assist the bus
companies in ensuring that the services
are made available to everyone.

This pamphlet contains information
and helpful tips about what you can
expect when travelling by intercity bus.

agvhoa a.430a 1217100.]

'The information contained in this brochure refers to bus
services that go from one city to another on a regular or
scheduled basis with stops in towns or other cities.
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BUS AND TERMINAL

FEATURES

WHAT KINDS OF ACCESSIBILITY
FEATURES ARE COVERED BY
THE CODE?

Accessible bus service is considered to
be a service that allows for the carriage
of passengers with disabilities and
their mobility aids; that includes
wheelchairs, scooters, boarding chairs,
walkers, canes, crutches and braces.

Your bus company will accommodate
standard mobility aids but limitations
will be placed on the size of some
equipment such as scooters.
Limitations may also be in effect with
respect to lifting and handling of large
or heavy equipment by employees.

Services are provided through a
combination of accessible equipment
and facilities. There are a number of
devices, such as ramps and lifts, that
can be made available to those
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HINT: Contact the company prior to
arriving with any large size or heavy
equipment to avoid extra service charges
or refusal to carry equipment.
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passengers with disabilities who
require assistance with boarding and
disembarking a bus. In some instances,
in order to access a bus, a passenger
who uses a wheeled mobility aid might
have to transfer to a boarding chair
provided by the bus company.

In keeping with their commitment
to enhance accessibility, bus
companies continue to work in
consultation with bus manufacturers
to incorporate features other than
those related to boarding and
disembarking. These features include
improved signage, lighting, stairs,
handprails, floors, armrests, and
emergency and window exits.
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SERVICES PROVIDED

WHAT YOU NEED TO KNOW
ABOUT SERVICES PROVIDED:

Some services will be provided to
passengers with disabilities or travellers
with special needs when they advise
the company of those needs:

PERSONNEL

Personnel of bus companies have
been trained to assist all passengers
with disabilities.

SERVICE ANIMALS

Service animals will
be accepted without
charge and can
accompany you on \
the bus, if the animal is <
properly harnessed and certified proof
from a professional service animal
institution is provided.
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HINT: Let your bus company
know in advance that a service animal
will accompany you. It helps the
company in taking into consideration
the needs of the animal and the
needs of other passengers who may
suffer from allergies.

ANNOUNCEMENTS

Announcements are to be made clearly
and precisely and using visual and
auditory tools.

HINT: If you are not getting the
information you need ask the
nearest employee or your driver.
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ACCESSIBLE WASHROOM SERVICES

Accessible washroom services will be
made available to you at least every
two and one-half hours if the bus does
not have an accessible washroom.
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PERSONAL ASSISTANCE

Personal assistance is available to you

when:

>

buying a ticket at the ticket
counter;

getting on and off the bus;

securing and/or stowing a mobility
aid;

storing and retrieving your baggage;
and moving to and from an
on-board washroom or a washroom
at a stop.

ATTENDANTS

If you need to have an attendant

accompany you, this person will travel
free of charge (the ticket will clearly
identify this) if you provide a letter
from a health professional or from a
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recognized organization representing
consumers with disabilities that attests
that you cannot travel alone.

HINT: Your attendant assumes the
responsibility of providing the
assistance that your bus company will

provide if you travel alone.

"a[nas 93efoa zo1AE SNOA
1s Ina1rodsuen o[ anpual JreIne snoa anb
9OUEISISSE [ ITUINOJ SNOA 3P PI[Iqesuodsal
e[ & Inareudedwoode T : NOLLSTDONS

"9[nas 103e£oA zoanod
au snoa anb 19150118 1N0d ‘sdm!pueq

The bus company will acknowledge
your need for an attendant by issuing
an entitlement card or some other
form of acknowledgement that can
then be used for future bus travel with
that company.

MOBILITY AIDS

Mobility aids will be carried as priority
baggage and at no cost; however, if
you choose to remain in a wheelchair,
and this can be done safely, you will
be allowed to do so.
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SOME SERVICES NEED ADVANCE
NOTICE:

Whether you’re travelling on business
or vacation, planning is the key to a
smoother trip. Bus companies will
guarantee the following services with
appropriate advance notice:

24 hours notice for boarding and
disembarking assistance or in transferring
to and from a mobility aid.

48 hours notice to travel on a bus with
an on-board lift or to remain in the
wheeled mobility aid during your trip.

72 hours notice if the trip involves a
change from one bus company to another.

HINT: In all cases, if you suddenly have
urgent travel needs and make a request in
less than the required notice period, the
bus company will still make it’s best
effort to provide the service you need.
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OTHER THINGS

| NEED TO KNOW

OTHER THINGS THAT CAN EASE
THE WAY

Inform the bus company about your
requirements when you make a
reservation or buy a ticket. The
company will discuss the available
services and any conditions that need
to be met. Some of those conditions
may be:

CONNECTIONS

If you make a request, the bus
company will contact the appropriate
representative of a connecting bus
company in advance of a transfer point
for you.

DISASSEMBLY OF A MOBILITY AID
If you require your mobility aid to

be disassembled and stored as baggage,

the bus company will, as a general
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rule, be able to provide this service

as long as you arrive at the bus
terminal at least 30 minutes before
the scheduled departure of the bus. It
is best to determine ahead of time
what conditions may apply, especially
if your point of departure is a small
location in a remote area.

HINT: If you are not sure what may
happen during your trip, such as how
many stops are made and where, or what
the facilities are like, or if you have
to change buses, talk to a customer
service representative from your bus
company in advance who will provide
you with information about your trip.

DAMAGED OR LOST MOBILITY
AIDS

If your mobility aid is damaged during
carriage or is lost, the bus company
will, without charge and as quickly as
possible, provide you with a suitable
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temporary replacement aid at your
destination. In addition to providing a
temporary replacement aid, the bus
company will, at its own expense,
arrange for the prompt repair of your
aid and expedite its return to you.

If the aid is damaged and cannot be
repaired or is lost, the company will
replace the aid with one that is
identical (or with one that is different
but satisfactory to you) or reimburse
you for the full replacement cost of
the aid regardless of the company’s
standard limits of liability.

If a bus company provides you with a
temporary replacement aid, you can
continue to use it until the time your
aid is returned to you or until a
reasonable period for the replacement

of the aid has elapsed.

If damage to a mobility aid is clearly
not due to negligence on the part of a
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bus company, the company will not be
responsible for providing the services
set out in this section. The company
will, however, make arrangements to
ensure that you are not left unattended
with a non-functioning mobility aid.

WHAT IF THE SERVICES
INDICATED ABOVE ARE NOT
PROVIDED?

WHAT CAN YOU DO ABOUT IT?

Bus companies will ensure that
complaints by persons with disabilities
and travellers with special needs are
treated with the utmost importance. If
you have a customer service complaint
that does not relate to the services
described in this brochure, you

should direct this complaint to the
bus company as a customer service
problem. If you have a suggestion or
recommendation to improve service
you should do this also. If you
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COMPLAINTS

experience a barrier to intercity bus
travel, immediately explain what your
needs are to the people providing the
service and tell them what kind of
assistance you require.

COMPLAINTS

If you are not satisfied that your bus
company has provided the services
described, take the first opportunity to
fill out a complaint form which is
available from the bus company. If the
company does not have a complaint
form, contact Transport Canada at

the address or numbers provided in
this brochure.

Send your completed complaint form
to the management of the bus
company concerned and provide

a copy to Transport Canada. The bus
company will forward a copy to

its association.
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HINT: Remember, you must
send a copy of your complaint
to Transport Canada.

Most complaints can be resolved
immediately between the company
and yourself but if that does not
happen to your satisfaction the bus
company's association will work with
you and the bus company to reach
an acceptable agreement. The
association will inform Transport
Canada of the outcome.

If the association is unable to resolve
your complaint, you may contact
Transport Canada to request resolution
through the services of an independent
mediator.

This complete process should not take
longer than 95 days.
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You can also get a copy and alternative
formats of the Intercity Bus Code of
Practice, the Complaint Guide and the
Easing the Way brochure online at:

http://www.tc.gc.calaccessible
or by calling or writing to:

Transport Canada

Accessible Transportation Unit (ACCEF)
Place de Ville

330 Sparks Street, Tower "C",

26t Floor

Ottawa, Ontario K1A ON5

PHONE: 1-800-665-6478
TTY: 1-800-823-3823
FAX: (613) 991-6422
E-MAIL: buscode@tc.gc.ca

This document has been drafted in collaboration with the
Canadian Bus Association and Transport Canada.
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