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1.0 Introduction 
The National Coalition of People who use Guide and Service Dogs in Canada (“the Coalition”) is pleased 
to have the opportunity to provide recommendations to the Canadian Transportation Agency (“the 
CTA”) on the development of Air Passenger Protection Regulations. The Coalition supports the concept 
of a regulatory scheme that provides clear and consistent protection for air passengers. However, if such 
a scheme is to truly and equitably protect the rights of “all” passengers, then it must take into account 
and address the unique and diverse needs and experiences of “all” passengers. The Coalition is 
therefore disappointed that the consultation paper issued by the CTA failed to identify issues of concern 
to persons with disabilities that would benefit from passenger protection regulations. 

Despite numerous legislative and policy initiatives over the past several years, persons with disabilities 
continue to encounter many barriers to fully accessible air transportation. As our submission illustrates, 
many passengers who use guide or service dogs continue to encounter discriminatory attitudes and 
obstacles that create a difficult, unpleasant and unequal air travel experience. For example, the 
Coalition conducted an informal survey of its members as a starting point for our submission. Some of 
the stories we heard include:  

• A blind passenger forgotten by airline staff causing them to almost miss their flight; 
• Persons with guide and service dogs having difficulty finding appropriate places to relieve their 

dogs between flights; 
• Blind passengers unable to use the onboard entertainment system because of an inaccessible 

touch screen; and, 
• In some cases, blind passengers not receiving the travel assistance they require even though 

they requested such assistance well in advance. 

The recommendations provided by this submission represent a snapshot of the issues that the Coalition 
contends should be protected by regulation. Many of these issues involve a variety of important details 
which we feel would be better addressed by holding a specific consultation with guide and service dog 
handlers. To ensure an inclusive and robust consultation process, the Coalition requests the CTA to 
organize a specific consultation process to engage with guide and service dog handlers and to consider 
on a collaborative basis options for resolving impediments to fully accessible air travel. 

For many years, the most common working dog has been the guide dog used by blind persons. 
However, recently the role of the working dog has been expanded to perform a number of disability-
related tasks such as providing assistance with mobility, mental health, medical alerts, autism and 
deafness. These dogs are commonly referred to as “service dogs”. The growing use of service dogs has 
sparked a discussion among service providers about how best to accommodate guide and service dog 



handlers. The Coalition submits that the discussion about air passenger protection regulations offers the 
CTA an opportune time to meet and consult with guide and service dog handlers regarding best 
practices for respecting their rights. 

 

 

2.0 Introducing the Coalition 
The Coalition was formed in July 2017 to respond to the National Standard on Service Dogs proposed by 
the Canadian General Standards Board. In May 2018 the Coalition decided to continue its work to 
promote the rights of Guide and Service dog handlers. Currently the Coalition is made up of individual 
members from across Canada. 

The Coalition is the first organization in Canada to represent the rights of both guide and service dog 
handlers. The Coalition recently signed a Memorandum of Understanding with the Canadian Centre on 
Disability Studies to undertake research, education and rights promotion with respect to guide and 
service dog handlers in Canada. The expanded role of disability-related working dogs in Canada has 
created a need for public education and awareness on the purpose of such dogs, how such dogs 
perform in public and the rights and responsibilities of both handlers and members of the public. The 
Coalition is proud to be a leader in undertaking this work. 

 

3.0 Approach to Recommendations 
It is the position of the Coalition that passenger protection and inclusion for guide and service dog 
handlers should be extended and applied to all aspects of air travel including but not necessarily limited 
to: 

• The ability to book tickets in person, online or through apps designed for computers or mobile 
devices; 

• Checking in services either through the on-line apps and website, self-serve kiosk or airline 
personnel;  

• Passenger assistance provided to persons with disabilities from check-in, through security and to 
the departure gate;  

• Passenger assistance provided to persons with disabilities from arrival gate to the baggage 
carousel and outside to transportation;  

• Passenger assistance provided to persons with disabilities to connecting flights;  
• Ensuring continuity of passenger service between airlines;  
• Boarding procedures;  
• Onboard service and support; and.  
• Resolving and remedying complaints of discrimination. 

Our submission offers recommendations dealing with the above noted areas as well as a number of the 
specific issues raised by the CTA Consultation paper on air passenger protection regulations. While the 
purpose of the Coalition is to promote the rights of Guide and Service dog handlers, for many of our 



members the use of a Guide dog is inextricably linked with being blind or visually impaired. Thus our 
recommendations focus on both the needs of persons who use guide and service dogs as well as some 
of the significant barriers encountered by blind passengers. 

The Coalition contends that the CTA is obligated to abide by the specific requirements of the United 
Nations Convention on the Rights of Persons with Disabilities which was ratified by the Canadian 
government in March 2010. Specifically, the Coalition asserts that the Convention should serve as the 
foundational framework for developing air passenger protection regulations as they pertain to guide 
and service dog handlers. 

While it is imperative that CTA consider the Convention as a whole, we wish to highlight some of the 
provisions that we believe are particularly relevant to the current work of the CTA. They include:  

• That states parties adopt all appropriate legislative, administrative and other measures for the 
implementation of the rights recognized in the present convention (See Article 4(a): General 
Obligations);  

• That states parties recognize a comprehensive interpretation of equality that includes equality 
before and under the law; equal protection and equal benefit of the law; and effective legal 
protection from discrimination on all grounds (see Article 5: Equality and non discrimination); 

• That accessibility be interpreted to enable persons with disabilities to live independently and 
participate fully in all aspects of life including the physical environment, transportation, 
communication and information, and other facilities and services open to or provided to the 
public (See article 9: Accessibility); and,  

• That states parties take effective measures to ensure personal mobility with the greatest 
possible independence for persons with disabilities; (See Article 20: Personal Mobility) 

4.0 Recommendations 
The Coalition respectfully submits the following recommendations: 



4.1 Airline's Obligation to Communicate Clearly 
(a) That all oral and written communication be provided in a clear and plain language format, 

and further that all written information detailing passenger rights be provided in an 
accessible format such as large print, braille, and electronic media, including appropriate 
accessible interactive media; 

(b) That all airline information and ticket booking websites and apps be accessible and 
compatible with screen-reader technology/devices used by blind and visually impaired 
persons to access electronic media; 

(c) That all airline websites and apps are universally designed for inclusion of Guide and 
Service Dog handlers to use for booking travel, seat selection, check-in and reporting any 
requirement of a second seat for use by their Guide or Service dog;  

(d) That self-service kiosks be designed to include accessible audible instructions option for 
those who cannot read print; 

(e) That all information regarding details concerning flight delays, flight cancellations or gate 
changes be communicated verbally or through websites or apps compatible with screen-
readers/devices used by persons who are blind or visually impaired; and, 

(f) That all in-flight entertainment or information systems include an audible instruction 
option and descriptive and/or interactive options for those who cannot read print. 
  

4.2 Flight Delay, Cancellation or Denial of Boarding 
(a) That a guide or service dog handler not be denied boarding unless the service dog is acting in a 

disruptive manner; i.e. lunging, growling, interfering with other members of the public or 
engaging in continuous barking; 

(b) That every effort be made to discuss with the handler, ahead of time with the intent of 
protecting a guide or service dog handler from being bumped from a flight; 

(c) That where a flight has been delayed for more than an hour, assistance be offered to guide and 
service dog handlers to locate rest rooms, food and drink establishments, and dog relief areas; 

(d) That where a flight has been significantly delayed assistance be provided to guide and service 
dog handlers to obtain appropriate transportation and hotel accommodations; and, 

(e) That assistance be provided to guide and service dog handlers to rebook their travel on the next 
available flight. 
 

4.3 Tarmac Delay 
(a) That after 1 hour of being delayed on the tarmac, discussions and possible arrangements be 

made with the guide or service dog handler to exercise and relieve their dogs, and that such 
arrangements continue to be made with the handler at regular intervals of delay. 
 

4.4 In-flight Service and Support 
(a) That guide and service dog handlers be permitted to choose the seating arrangement that best 

meets their needs; i.e. some smaller dogs may fit comfortably under regular seats, while others 



may require additional space available in the bulkhead or an empty seat adjacent to the seat of 
the handler; 

(b) That consideration is given to ensure the seats assigned do not have bars or obstacles that 
prevent the dog from going under the seat; 

(c) That blind passengers travelling with sighted assistants be permitted to sit together, and further 
that situations of overbooking or bumping of passengers not be used to separate passenger and 
assistant; 

(d) That any Service Dog handler travelling with an assistant be permitted to sit together, and 
further that situations of overbooking or bumping of passengers not be used to separate 
passenger and assistant; and. 

(e) That airline staff receive training on the rights of guide and service dog handlers including 
options on how to accommodate the flight needs of both guide and service dog handlers and 
passengers with bona fide allergies to dogs. 
 

4.5 Resolving Complaints 
(a) That the legal remedies available under the Canadian Transportation Act be as broad and 

encompassing as those available under the Canadian Human Rights Act including compensation 
for loss or damage of disability-related devices and equipment; and compensation for injury to 
self respect and dignity caused by discrimination. And further that the CTA accept complaints 
from relevant public interest groups and have the power to order policy and systemic change to 
remove discriminatory barriers. 

  

4.6 Privacy and Self-Determination 
(a) That a person not be required to disclose their disability unless such disclosure is relevant to the 

type of passenger assistance required; 
(b) That where a disability is disclosed, the person with a disability be advised and consent to how 

this information is used and stored; 
(c) That guide and service dog handlers be permitted to decide for themselves if and when they 

require passenger assistance, and the type of assistance they require; and, 
(d) That a passenger not be required to disclose that they are travelling with a guide or service dog 

unless they require additional passenger assistance or special seating arrangements. 

4.7 Miscellaneous 
(a) That all major airports provide dog relief areas within the secured area to enable guide and 

service dog handlers to care for their dogs and meet the boarding requirements of a connecting 
flight; 

(b) That a passenger help line be established to provide telephone assistance and advice to those 
guide and service dog handlers who encounter discriminatory barriers or attitudes while on 
route; 

(c) While various types of technologies now exist to assist blind passengers to navigate airports 
independently, not all blind persons are able to access such technologies. Nor are all blind 
passengers able to benefit from such technologies. Thus, the following passenger assistance 
should be available if requested by a blind passenger:  

(i) Travel from the check-in counter, through security and to the departure gate; 



(ii) Travel from the arrival gate to the gate of a connecting flight, or to the baggage carousel 
and to transportation if required;  

(iii) If needed such assistance should include guidance to rest rooms, food areas, dog relief 
spaces, and any other available passenger support services or facilities; and, 

(iv) If an airline is transferring a passenger to another airline, it must be responsible for 
ensuring that a blind passenger receives appropriate passenger assistance from the 
receiving airline. 

(d) That appropriate compensation be available for any lost or damaged equipment or devices that 
are used by a passenger to manage their disability; and, 

(e) That appropriate compensation and supports be provided immediately where an airline fails to 
provide a blind passenger with the assistance requested resulting in that passenger missing their 
flight. 

 

 

All of which is respectfully submitted by: Yvonne Peters, Dr. Susan L. Hardie (PhD), Anne Musgrave, 
Christine Switzer, Heather Walkus and Marci Yale, on behalf of: 

National Coalition of People who use Guide and Service Dogs in Canada 
website: www. hooh.ca 
email: info@hooh.ca  
Phone: 250-499-0780      
Hands Off Our Harnesses, Hands Off Our Hounds   H.O.O.H  
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