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Purpose 

Burlington Public Library (BPL) provides all members of the community, including those 
with disabilities, equitable access to programs, resources, and services. This policy 
outlines our commitment to meet or exceed accessibility standards required by federal 
and provincial legislation, and the City of Burlington Corporate Accessibility Policy and 
Accessibility Design Standards.  

Scope 

This policy applies to all BPL operations and services—whether delivered in person, by 
phone, or online. It covers all employees, contractors, volunteers, and the Library Board, 
and extends to facilities, digital platforms, and materials under BPL’s control. It 
complements, but does not supersede, the Accessibility for Ontarians with Disabilities 
Act (AODA), the Integrated Accessibility Standards Regulation (IASR), including the 
Customer Service Standard, and related regulations. 
 

Definitions 

For this policy, BPL defines these terms as follows:  
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Accessible Formats: May include, but are not limited to, large print, recorded audio and 
electronic formats, braille and other formats usable by persons with disabilities.  
 
Assistive Devices: An assistive device is a tool, technology or other mechanism that 
enables a person with a disability to do everyday tasks and activities such as moving, 
communicating or lifting (examples include, walkers, magnifiers for reading, etc).  
 
Barrier: A barrier is any policy, practice or procedure, or part of the built environment, 
that prevents someone from participating fully in library programs or services because 
of their disability.  
 
Disability: As defined in the AODA, disability means:  
a) Any degree of physical disability, infirmity, malformation or disfigurement that is 
caused by bodily injury, birth defect or illness, and, without limiting the generality of the 
foregoing, including diabetes, mellitus, epilepsy, a brain injury, any degree of paralysis, 
amputation, lack of physical co-ordination, blindness or visual impediment, deafness or 
hearing impediment, muteness or speech impediment, or physical reliance on a guide 
dog or other animal or on a wheelchair or other remedial appliance or device,  
b) A condition of mental impairment or developmental disability,  
c) Learning disability, or a dysfunction in one of more of the processes involved in 
understanding or using symbols or spoken language,  
d) Mental disorder, or  
e) An injury or disability for which benefits were claimed or received under the insurance 
plan established under the Workplace Safety and Insurance Act, 1997 
 
Reasonable Efforts: The Customer Service Standard requires organizations to make 
reasonable efforts to meet the needs of people with disabilities. BPL defines reasonable 
efforts as providing the best possible service within the context of available resources. 
This requires balancing the needs of people with disabilities with the needs of others 
who may encounter barriers to access, the needs of the community at large, the health 
and safety of BPL employees, contractors, and volunteers, the security of Library 
property, and existing laws and contracts.  
 

Statement of Policy 

BPL prioritizes accessibility in service planning and delivery, aiming to eliminate barriers 
through inclusive design. Where universal access is not feasible, BPL will collaborate 
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with individuals to provide reasonable accommodations or alternatives. This 
commitment aligns with the AODA’s principles of dignity, independence, integration, and 
equal opportunity. 
 

Policy Details 

Library work prioritizes accessibility as an integrated part of planning and service 
delivery and maintains a set of accessibility principles to support this. Staff consider 
accessibility at all stages of a project, particularly when a service is being created or 
updated.  
 

Community Engagement and Feedback 
Burlington Public Library is a member of and actively consults with the City of 
Burlington Accessibility Advisory Committee and welcomes feedback from all 
community members. Customers may provide feedback about BPL services online, by 
phone, or in person. Comments regarding accessibility that cannot be addressed 
directly by staff will be reviewed by BPL’s Accessibility Coordinator in a timely manner. 
   

Multi-year Accessibility Plan 
Burlington Public Library maintains a Multi-Year Accessibility Plan, outlining priorities 
and improvements. The Accessibility Coordinator oversees the plan and provides 
annual progress updates to the Library Board and the public. 
 

Communication and Documents 
BPL aims to communicate clearly and accessibly in print, digital, and verbal formats. 
This includes making every reasonable effort to communicate with people with 
disabilities in a manner that is appropriate to their needs.  
 
BPL exceeds the World Wide Web Consortium Web Content Accessibility Guidelines 2.0 
Level AA criteria. All policy documents are available on the BPL website. Customers 
may request communication or documentation in alternate formats for accessibility 
purposes. BPL staff will provide the documentation at no cost to the customer in an 
efficient manner. 
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Design and Procurement 
Universal design principles guide facility renovations, equipment purchases, and 
collection development. BPL follows municipal standards for accessibility in 
procurement and consults with disability organizations when designing new facilities. 
 

Staff Training and Expertise 
All BPL employees, contractors, and volunteers must complete training that meets or 
exceeds the requirements of the IASR Customer Service Standard. Training is provided 
during orientation and on an ongoing basis.  
 
For projects that exceed BPL staff’s accessibility knowledge or skills, staff will seek 
external support from a qualified advisor or contractor. 
 

Service Disruptions  
In the event of a service disruption, BPL will communicate with the public in multiple 
formats, providing all details required by the AODA. Staff will make every reasonable 
effort to resume affected services as quickly and safely as possible.  
 

Assistive Supports  
People with disabilities may be accompanied by a service animal or support person or 
use an assistive device during their visit to the library. Staff will follow all related laws 
and the City of Burlington Corporate Accessibility Policy to support these customers. 
This includes permitting a support person to attend events at no charge where an 
admission fee is applicable. 
 
Customers with disabilities may grant a support person access to their BPL account 
and/or private account information (including library card number) by providing consent 
under the terms of BPL’s Protection of Customer Privacy Policy.  If a customer is unable 
to follow BPL’s Customer Experience Standards independently, they may be required to 
have a support person with them when visiting branches. Before making a decision to 
require a support person, staff will consult with the person with a disability to 
understand their needs and create a plan that protects the health and safety of the 
individual, other customers, and staff.  



 

Page 5 of 5 

Service animals are welcome in library branches provided they are always kept in 
control and do not impede others from using the library space. They should be readily 
identifiable as a service animal by a visual indicator such as a vest or harness and/or by 
providing documentation from a regulated health professional upon request. 
 
BPL will maintain assistive devices, tools, and reading formats for public use based on 
community demand and availability.  
 
 

 
 

• Effective Date: January 2026 
• Motion #/Date: #26-09, Jan. 22, 2026 
• Projected Review Date: 2029 
• Amended Dates: #9-85, Dec. 2009; #18-39, Apr. 2018; #22-71, Nov. 24, 2022; 

#26-09, Jan. 22, 2026 
• Associated Documents: 

ο Accessibility for Ontarians with Disabilities Act 
ο AODA Integrated Accessibility Standards Regulation  
ο City of Burlington Corporate Accessibility Policy 
ο City of Burlington Accessibility Design Standards 
ο Web Content Accessibility Guidelines international standards  
ο Protection of Customer Privacy Policy 
ο Customer Experience Standards 
 

 

https://www.aoda.ca/the-act/
https://www.aoda.ca/integrated/
https://www.burlington.ca/en/council-and-city-administration/resources/Corporate-Policies/Corporate-Accessibility-Policy.pdf
https://www.burlington.ca/en/community-supports/accessibility-design-standards.aspx
https://www.w3.org/WAI/standards-guidelines/wcag/
https://www.bpl.on.ca/sites/default/files/_content_files/page/PDF/BPLPolicy-Protection-Customer-Privacy.pdf
https://www.bpl.on.ca/sites/default/files/_content_files/page/PDF/BPL-Customer-Experience-Standards.pdf
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