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Message from the Mayor  
Markham is proud to be known as one of Canada’s most diverse communities. That’s why it’s so 
imperative that we make every effort to ensure that all residents feel included. For this reason, 
accessibility is a top priority for us. Recently, we partnered with an external consulting firm to 
conduct an accessibility assessment. This involved extensive engagement with our employees 
and community members. We listened to all feedback received from our community and took it 
to heart. This Multi-Year Accessibility Plan (MYAP) reflects our community’s efforts and desires 
to be fully inclusive of all people, especially persons with disabilities. 

We are proud of our accomplishments so far. We have made extensive efforts in recent years 
to remove barriers to accessibility in areas such as our City facilities, parks and voting platforms. 
We have added thousands of automatic door openers to our buildings and have identified 
many other opportunities to remove known barriers. We have a team of employees and 
councillors who champion the importance of accessibility. We also are proud of the role the 
Markham Accessibility Advisory Committee plays in sharing their experiences and expertise to 
advance accessibility within the community. 

While we are making progress in becoming more accessible, we know there is still work to be 
done. Our Multi-Year Accessibility Plan (MYAP) shares successes we have had in making the City 
of Markham more accessible for persons with disabilities. It also highlights opportunities to 
continue our progress on removing barriers to accessibility. It outlines the steps we plan to take 
to improve accessibility at the City of Markham. The MYAP aligns with our strategic plan 
Building Markham’s Future Together . Additionally, it expands on our goal of making our 
community the best place to live, invest, work and experience rich diversity. 

We welcome feedback on this Plan. Together, we can continue to remove barriers to 
accessibility and create a community where everyone can thrive. 
Sincerely, 

[Insert Signature] 

 
Frank Scarpitti 
Mayor of Markham 

  

https://www.markham.ca/about-city-markham/city-hall/city-plans-strategies/2020-2026-strategic-plan
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Message from the Chief Administrative Officer (CAO)  
As Chief Administrative Officer for the City of Markham, I am delighted to share our 2025-2029 
Multi-Year Accessibility Plan (MYAP). This plan reflects our commitment to creating an inclusive 
community where everyone, regardless of ability, has the opportunity to thrive. 

Accessibility is a fundamental aspect of our vision for a vibrant, diverse, and engaged 
community. It is not only about compliance with the Accessibility for Ontarians with Disabilities 
Act (AODA), but about going beyond to foster a truly barrier-free environment. We have made 
significant progress in recent years, but we recognize that there is more to do. 

The MYAP outlines our strategic approach for the next five years. It is shaped by the insights 
and lived experiences of our residents and employees with disabilities, as well as by valuable 
input from the Markham Accessibility Advisory Committee. 

Our plan focuses on key areas including culture, communication, employment, transportation, 
public spaces, and customer service. It is a testament to our ongoing dedication to enhancing 
accessibility in all aspects of our City services and facilities. We are committed to ensuring 
Markham is a welcoming and inclusive city for all. 

Thank you for your support and commitment as we work together to build a more accessible 
community.  

Sincerely, 
 

[Insert Signature] 

Andy Taylor 
Chief Administrative Officer 
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Message from the Chair of the Markham Accessibility 
Advisory Committee  
The Markham Accessibility Advisory Committee (MAAC) is made up of knowledgeable and 
passionate individuals dedicated to making a difference to persons with disabilities. We share a 
commitment to advancing accessibility in our community. Many Committee Members have 
lived experience of disabilities. They bring with them a wealth of knowledge on disability-
related barriers faced in the community and ways we can work together to become more 
accessible. 

We are proud of the commitment City of Markham employees and community members 
demonstrated towards the development of our new Multi-Year Accessibility Plan (MYAP). The 
phrase “nothing about us without us” is a cornerstone of the disability community. This 
principle underlies the work of the Markham Accessibility Advisory Committee and the creation 
of the MYAP. Employees and community members that identify as having disabilities were 
heavily involved in the creation of this Plan. The experiences and ideas of persons with 
disabilities are at the forefront of the MYAP. 

Special recognition is given to the following committee members for contributing to the MYAP 
development process: Alan Ho (Regional Councillor, Markham), Christina Lee, Jewell Lofsky 
(MAAC Vice Chair), Kim Adeney, Michelle Del Carmen (MAAC Past Chair), Ritch Lau (Ward 2 
Councillor, Markham), Satya Arora, Stephanie Mak and Yoyo Chen (MAAC Vice Chair). A sincere 
thank you to our amazing staff liaison team: Dana Honsberger, Kinya Baker and Laura Gold. 
Their dedication in supporting MAAC has a direct positive impact on our contribution to the 
development of the MYAP and our participation at other City-led accessibility conversations. 

The MYAP is a testament to our shared goal of removing barriers and creating a fully inclusive 
environment for those who live in or visit our community. The Committee had multiple 
opportunities to provide our input and thoughts on the MYAP development process and on 
drafts of the MYAP. We are confident that the City completed a fulsome assessment of 
accessibility and is making every effort to remove barriers to accessibility. We are excited to be 
a part of a community where accessibility for persons with disabilities is a real priority. 

We encourage you to read through this MYAP and share your feedback. Your input is invaluable 
as we work together to create a more inclusive community. We believe that, with your support, 
we can achieve our goal of making our community more inclusive and accessible for all. 

Thank you for your continued support and engagement. 

Sincerely, 
Edward Lau 
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Introduction  
About the City of Markham  

Markham is one of Canada’s most diverse cities. We are proud of our rich history and our 
diversity. Diversity is our collective strength and drives our community’s vibrancy, success, and 
innovation. We have a rich cultural heritage, outstanding community planning services, and a 
vibrant local environment. More than 357,000 people call Markham home. So do hundreds of 
corporate head offices and more than one thousand high tech and life science companies.  

The City of Markham recognizes that diversity, equity, inclusion and accessibility are integral 
and valuable to the municipality's success and are key strategic priorities. These principles are 
embedded in our strategic plan Building Markham's Future Together.  

We understand that diversity, equity, inclusion, and accessibility look different for everyone. 
The City of Markham strives to create a workplace and community where everyone feels 
welcome, has a sense of belonging, and can live the best life possible.  

 

City of Markham Land Acknowledgement 

We acknowledge the traditional territories of Indigenous peoples and their commitment to 
stewardship of the land. We acknowledge the communities in circle. The North, West, South 
and Eastern directions, and Haudenosaunee, Huron- Wendat, Anishnabeg, Seneca, Chippewa, 
and the Mississaugas of the Credit peoples. We share the responsibility with the caretakers of 
this land to ensure the dish is never empty and to restore relationships that are based on 
peace, friendship, and trust. We are committed to reconciliation, partnership and enhanced 
understanding. 

 

About the Accessibility for Ontarians with Disabilities Act (AODA) 

The Accessibility for Ontarians with Disabilities Act (AODA) became law in 2005. The goal of the 
legislation is to make Ontario fully accessible for persons with disabilities by identifying, 
removing, and preventing barriers. This law applies to government, businesses, non-profit and 
public sector organizations in Ontario, with requirements varying based on the size and type of 
the organization. As a minimum, the City of Markham must comply with all applicable 
requirements in the AODA. 

The Integrated Accessibility Standards Regulation (IASR) sets standards under the AODA, with 
requirements in key areas: 

https://www.markham.ca/about-city-markham/city-hall/city-plans-strategies/2020-2026-strategic-plan
https://www.aoda.ca/the-act/
https://www.ontario.ca/laws/regulation/110191
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• General Requirements: Obligated organizations must create accessibility policies and 
multi-year plans, procure or acquire accessible goods, services, or facilities. They must 
provide training on the IASR and the Ontario Human Rights Code as it pertains to 
persons with disabilities. Organizations must also ensure self-service kiosks are 
accessible.  

• Information and Communication: Organizations must make their information 
accessible to persons with disabilities. This includes providing accessible formats and 
communication supports upon request.  

• Employment: Organizations are required to implement accessible hiring practices and 
workplace accommodations. 

• Transportation: Public transportation services must be made accessible. 
• Design of Public Spaces: New and redeveloped outdoor public spaces must be made 

accessible and maintained. 
• Customer Service: This involves removing barriers for persons with disabilities so that 

they can access goods, services and facilities. This includes developing accessible 
customer service policies and training staff.  

 
The City of Markham must have a Multi-Year Accessibility Plan (MYAP) outlining our strategy to 
meet these accessibility standards and requirements. We must identify, prevent, and remove 
barriers across our programs, services, and facilities. This plan must be updated at least once 
every five years. Additionally, organizations are required to prepare annual status reports to 
track their progress. The accessibility plan and the annual status reports must be posted 
publicly. Accessible formats must be made available upon request. You can find the City of 
Markham’s Accessibility site at Diversity, Equity, Inclusion and Accessibility. 

Furthermore, organizations must have an accessibility policy and customer service policy in 
place. The accessibility policy must include the organization’s commitment to accessibility. You 
can refer to the City of Markham’s Commitment to Accessibility. 

This MYAP is designed to meet all compliance requirements related to the AODA. It reflects 
how the City is meeting the requirements for a barrier-free Markham and opportunities to go 
beyond the minimum standards. 

 

  

https://www.markham.ca/about-city-markham/diversity-equity-inclusion-and-accessibility
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Maintenance of Accessible Features  

The City of Markham is dedicated to ensuring that all accessible features in public spaces are 
well-maintained and fully operational. 

Reporting issues  
If you notice any problems with accessible features, please report them promptly: 

• Email: customerservice@markham.ca 
• Phone: 905.477.5530 

City staff will immediately log the issue into the City's work order system to ensure timely 
repairs. 

Notifying the public about disruptions  
If an accessible feature is temporarily unavailable, the City will inform the public as follows: 

• Planned Disruptions: Advance notice will be provided whenever possible. 
• Unexpected Disruptions: Notice will be given as soon as possible, depending on 

the situation. 

Disruption notices will include:  
• Reason for the disruption 
• Expected duration, if known 
• Information about alternative accessible options, if available 

Notification methods may include:  
• Posting signs at the affected location 
• Updating the City's website and/or social media channels 
• Other appropriate methods as needed 

 

The Markham Accessibility Advisory Committee 

The AODA requires municipalities in Ontario with 10,000 or more residents to form an 
Accessibility Advisory Committee. Our committee members are appointed by City Council. By 
law, the majority of members must be persons with disabilities. The goal of the committee is to 
advise Council about accessibility standards, accessibility reports, accessibility issues relating to 
site plans, and other matters as requested by Council. The Committee assists staff to identify 
and remove barriers to accessibility for persons with disabilities. They share their experiences, 
informed by lived experiences where possible, to help make things more accessible. This helps 
improve the social, cultural, and economic well-being of people with disabilities. The 
Committee also advocates for accessibility in the community and acts as a key link between the 
community and the City of Markham. 
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Members of the Markham Accessibility Advisory Committee  

Back (L to R): Stephanie Mak, Christina Lee, Kim Adeney, Councillor Ritch Lau  
Front (L to R): Yoyo Chen, Ed Lau, Satya Arora 
Not pictured:   Jewell Lofsky, Regional Councillor Alan Ho 

The City of Markham’s Statement of Commitment  

Markham is committed to ensuring all residents have full and equal access to its programs, 
services, facilities and information. Accessibility makes it possible for people of all abilities to 
take advantage of everything Markham has to offer.  

The City of Markham is committed to making its programs, services and facilities accessible to 
people with disabilities in compliance with the Accessibility for Ontarians with Disabilities Act 
(AODA), 2005 and the Ontarians with Disabilities Act, 2001.  

The City takes its obligations under the AODA seriously and commits to meeting the 
requirements to ensure that City programs, services, and facilities are accessible to all.  
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Accessibility Plan Development Process 

The City of Markham partnered with a consultant in the creation of our multi-year accessibility 
plan (MYAP), which outlines the initiatives the City will take in the next five years to meet, and 
sometimes exceed, the requirements of the AODA. 

Before creating the MYAP, we reached out to employees, community members, persons with 
disabilities, allies, and others at the City of Markham. We invited all employees to provide their 
thoughts on accessibility by completing an anonymous survey. We also reviewed feedback from 
community members gathered through a survey shared via various accessible methods, 
community survey results are included as Appendix A. 

The draft initiatives in this MYAP were shared with our Markham Accessibility Advisory 
Committee and our Inclusion Survey Advisory Committee, who provided their thoughts and 
opinions. Their feedback, along with insights from persons with disabilities, was instrumental in 
shaping our Accessibility MYAP and guiding our key initiatives over the next five years. 

The consultant has extensive knowledge of accessibility. Their team also has lived experience of 
disability. The consultant conducted a fulsome accessibility assessment of the City of Markham. 
This involved:  

• Reviewing employee feedback related to accessibility.  
• Thoroughly reviewing the City’s strategic plans to assess the alignment with accessibility 

and ensure the meaningful inclusion of persons with disabilities. 
• Interviewing key members of the teams responsible for the various sections within the 

AODA. 
• Facilitating three focus group sessions with the Markham’s Accessibility Advisory 

Committee, along with an interview with the Chair of the MAAC.  
• Consulting with persons with disabilities and allies at the City of Markham through the 

use of an anonymous questionnaire to collect input. 
• Consulting with members of the public through a community survey. The survey was 

posted on social media sites and the City of Markham website. Additionally, it was 
shared through newsletters and at City of Markham locations.  

This accessibility assessment identified opportunities to remove barriers to accessibility at the 
City of Markham. It helped shape the initiatives outlined in this plan.  

 

Achieve an Accessible Markham 

The City wants to continue to foster an inclusive culture where accessibility is embedded into all 
aspects of civic life, ensuring that all residents, employees, and visitors feel valued, respected, 
and empowered to participate fully. 
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To continue to achieve an accessible and inclusive Markham, the City wants to achieve the 
following objectives: 

An inclusive and accessible Markham 
Markham will foster an inclusive culture where accessibility is embedded into all aspects of civic 
life, so that all residents, employees, and visitors feel valued, respected, and empowered to 
participate fully. 

Accessibility is everyone’s responsibility 
We will continuously improve accessibility, set goals, monitor and report on our progress. 

Accessibility is part of our work  
Tapping into Markham’s innovative culture, our staff understand what needs to be done and 
are supported and empowered to embed accessibility in the work we do every day.  
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How this Plan is Organized 
This plan outlines the accessibility standards and requirements from the AODA and the 
Integrated Accessibility Standards Regulation (IASR) that the City of Markham will follow over 
the next five years. We have also included a section on Inclusive Culture which, while not an 
official standard or requirement, is included to reflect the feedback we heard from our 
employees and community as well as best practices in accessibility and inclusion.  

The plan covers the following: 

1. Inclusive Culture 
2. General  
3. Information and Communication 
4. Employment 
5. Transportation 
6. The Design of Public Spaces  
7. Customer Service 

Each section is broken down into these sections: 

• Our Recent Efforts: Highlights of our recent work to improve accessibility. 
• Opportunities: Identifies opportunities to remove barriers to improve accessibility 

found through consultations with City staff, the community, and our Markham 
Accessibility Advisory Committee. 

• Key Initiatives: Outlines our planned steps to achieve success in the next five years. 
These actions will guide our yearly status reports, which will be shared on our website. 

 

1. Creating an Inclusive Culture 
The City of Markham is committed to building a strong foundation that ensures accessibility for 
all community members. While the AODA sets important standards, we believe that fostering 
an inclusive culture is crucial for truly embedding accessibility into our everyday work. Through 
various consultations, including one-on-one meetings, a staff questionnaire, community survey, 
and discussions with the Markham Accessibility Advisory Committee (MAAC), we’ve identified a 
gap in how accessibility is currently perceived and prioritized within the organization.  

Employees and community members have shared that advancing accessibility at the City of 
Markham requires more than just compliance. It needs to be integrated into our daily practices 
and mindset. We heard that to make real progress, accessibility can’t be treated as an ‘extra’ 
task. It requires dedicated resources, budget, and ongoing focus. Further, there is a real need 
for increased awareness and additional training. We need to emphasize that accessibility goes 
beyond physical barriers and includes a wide range of disabilities, both visible and non-visible.  
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By making an accessible and inclusive culture a priority in our Multi-Year Accessibility Plan 
(MYAP), we aim to cultivate an environment where inclusivity is a part of everything we do. This 
includes celebrating the diversity of our community, promoting continuous learning, and 
encouraging everyone to contribute to our accessibility initiatives. A strong, inclusive culture 
will ensure that our efforts to remove barriers are effective and sustainable. It will make 
accessibility an important part of our organization’s values and daily operations.  

 

Our Recent Efforts 

• The City of Markham has added an Accessibility Specialist to our staff complement. This 
position is responsible for implementing, monitoring and reporting on this plan and to 
ensure we continue meeting all requirements of the AODA.  

• Our Markham Accessibility Advisory Committee is composed of passionate and forward-
thinking individuals. The Committee actively participated in the development and 
consultation of the 2025 -2029 Multi-Year Accessibility Plan. 

• Accessibility and inclusivity are at the heart of our city’s vision for the future. This is 
reflected in our Strategic Plan “Building Markham’s Future Together” and the Diversity 
Action Plan. 

 

Opportunities 

• There is a growing recognition of the need to expand our focus beyond visible or 
physical disabilities to include a more comprehensive understanding of invisible or non-
apparent disabilities. Additionally, there is an opportunity to enhance our efforts in 
mental health awareness, training, and support. 

• The 2025 -2029 Multi-Year Accessibility Plan provides the opportunity to align the MAAC 
roles and responsibilities efforts with the City’s goals enhancing its impact within the 
framework set out by the AODA. 

• There are opportunities for the City to increase public education and awareness 
regarding accessibility for persons with disabilities. 

• The City recognizes the need to undertake a variety of accessibility initiatives to ensure 
sustained and impactful progress in this area. 

 

Key Initiatives 

• We will evaluate and develop a plan for accessibility improvements and initiatives. 

https://www.markham.ca/about-city-markham/city-hall/city-plans-strategies/2020-2026-strategic-plan
https://www.markham.ca/about-city-markham/diversity-equity-inclusion-and-accessibility/diversity-action-plan
https://www.markham.ca/about-city-markham/diversity-equity-inclusion-and-accessibility/diversity-action-plan
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• The City and the Markham Accessibility Advisory Committee will work together to 
ensure they remain effective, well-coordinated, and continue to be in alignment with 
the AODA mandate and the Multi-Year Accessibility Plan. 

• The City will support initiatives to raise awareness and educate both employees and the 
community on accessibility, including opportunities to recognize National Accessibility 
Awareness Week, International Day of Persons with Disabilities, and National Disability 
Employment Awareness Month. The City will also seek opportunities to collaborate with 
other municipalities and organizations when possible.  

 

2. General Requirements 
The general requirements of the AODA consist of the establishment of accessibility policies and 
plans, along with related training. It also includes direction for acquiring goods, services, or 
facilities as well as related mandatory training requirements. 

 

Our Recent Efforts 

• We engaged an external consultancy firm to conduct a comprehensive assessment and 
update the MYAP by the end of 2024. 

• We complete annual AODA status reports that are available on our website. 
• We provide documents in alternative formats upon request.  
• We provide mandatory AODA training to all new and existing employees and volunteers. 
• We require contractors who provide goods, services, or facilities on behalf of the City to 

complete training on the AODA. 
• We use an accessible e-procurement system that meets Web Content Accessibility 

Guidelines (WCAG) 2.0 AA. 
 

Opportunities  

• There is an opportunity to review and update our policies that govern how the 
organization achieves or will achieve accessibility through meeting the AODA 
requirements.  

• There is an opportunity to review and revise our procurement process to support staff 
with an accessibility procurement guideline document. 
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Key Initiatives 

• The City will continue to monitor its compliance with the AODA and post annual status 
reports publicly on our website.  

• The City will regularly review our policies that govern how the organization achieves or 
will achieve accessibility through meeting the AODA requirements. We will ensure they 
are accurate and fully reflect the needs of our community members.  

• We will review our current procurement processes to ensure that the City’s programs, 
services, and facilities are accessible.  

 

3. Information and Communication  
Information and Communication relates to how we communicate with our employees and the 
public. This includes hardware, software, systems, assistive devices, and all other aspects of 
communication and technology. We have a process for receiving community feedback and for 
providing alternate communication formats, we continually review the external website for 
accessibility, and we also review emergency procedures on a regular basis. The City remains 
committed to ensuring all web content is accessible or available in alternate formats. 

 

Our Recent Efforts 

• We have significantly updated our website and included accessible features like high 
contrast mode and a digital accessibility page.  

• We are updating our brand and corporate style guidelines. We are creating new 
document templates to ensure all materials are accessible. 

• Our Elections micro-website and online voting system are accessible, with free 
downloadable software available for additional assistance. The platforms were audited 
to ensure they meet accessibility standards. 

 

Opportunities 

• Although the City provides various templates and resources to our employees for 
internal and external communication, we currently do not include guidance on creating 
accessible communications. There is an opportunity to review and enhance our public 
announcements to communicate emergency response procedures to community 
members with disabilities.   
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Key Initiatives 

• We will ensure employees have clear processes in place for when someone requests 
information in alternate formats. 

• The City will develop a plan to ensure that all information from our website can be 
provided in alternate formats in a timely manner, as requested.  

• The City will review and assess our internal and external communication procedures and 
develop a guideline for accessible communications. 

• We will offer additional training and tools to our staff that develop communications. 
• The City will continue to review and update our procedures for communicating 

emergency responses to reach the community members with disabilities. 

 

4. Employment 
Employment covers an employee’s entire experience at the City of Markham. It starts from the 
recruitment and onboarding process and ends when the individual leaves the organization. It 
also includes accommodation planning for employees who have been absent from work due to 
a disability. We have established procedures for accessible recruitment, assessment, and 
selection processes. We offer and provide accommodation for job applicants when requested 
and notify successful job applicants of our policies for accommodating employees with 
disabilities. Employees are provided accessible formats and individual accommodation plans as 
needed. The City has emergency response protocols and return-to-work processes in place. 
Performance management, career development, and redeployment are supported by practices 
designed to ensure equal access and opportunities for all employees. 

 

Our Recent Efforts 

• All employees complete the mandatory AODA training. Participation is tracked to ensure 
everyone completes the training. 

• Candidates are offered accommodation options during recruitment, onboarding and are 
available if the need arises anytime during their employment with the City. 

• Managers receive bias-free recruitment training.  
• We have well-defined HR policies and procedures in place to support our employees 

throughout their time as an employee.  
• A Staff identity and Inclusion Survey was completed in October 2024.  The results of this 

survey will inform future changes to policies and procedures. 
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Opportunities 

• While we currently provide accessibility training that meets AODA requirements, there 
is an opportunity to expand AODA training and offering it more frequently to ensure 
accessibility remains a priority for everyone and our employees are always up to date on 
best practices. 

• We recognize the need to collect more detailed and ongoing feedback from our 
employees about accessibility within the workplace. This will help us better understand 
the challenges they face and make informed decisions on how to improve our practices. 

• We can review our recruitment programs to identify supports required in the workplace 
to support persons with disabilities to help us create a more inclusive workforce. 
 

Key Initiatives 

• We will review the outcome of our Staff identity and Inclusion Survey and develop goals 
and strategies to ensure an inclusive environment. 

• We will continue to update our accessibility training to ensure it is fully accessible and 
regularly provided to all employees. 

• We will offer additional training for managers and senior managers. This will equip them 
with the skills to effectively support employees with various disabilities. 

• We will review our recruitment programs to ensure they are accessible for persons with 
disabilities. 

• We will continue to strive to develop an inclusive culture of accessibility within our 
employees. 

 

5. Transportation 
We are committed to ensuring that persons with disabilities have access to reliable and 
accessible taxicabs. The City of Markham’s obligations under the AODA are limited to accessible 
taxi services.  

 

Our Recent Efforts 

• The City has had an accessible taxi policy since 2016. This policy aligns with AODA 
requirements. 

• Given the challenges the entire province is facing in obtaining accessible taxi services, 
the City has been actively monitoring solutions and best practices implemented by other 
municipalities.  
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Opportunities 

• There is an opportunity to continue to work with taxicab providers to address challenges 
such as long wait times, limited accessible stops, and complex routes that contribute to 
mobility barriers for persons with disabilities.  
 

Key Initiatives 

• We will continue to receive and monitor feedback from persons with disabilities about 
accessible taxicabs.  

• We will continue to work proactively with taxi companies, other municipalities, 
government agencies, and service providers to ensure compliance with AODA 
requirements of accessible taxicabs. We will collaborate, learn from best practices, and 
innovate to improve accessible services.  

• During the pandemic, we observed a shift in how accessible services are provided. More 
people are opting for private arrangements to meet their specific needs. We plan to 
engage with the private providers to ensure they understand and comply with AODA 
regulations and know the necessary licensing requirements for operating within the 
City. 
 

 

6. The Design of Public Spaces 
The Design of Public Spaces refers to the requirements for making public spaces accessible for 
persons with disabilities. Some key areas covered under the design of public spaces include 
recreational trails, outdoor public use eating areas, outdoor play spaces, exterior paths of 
travel, and accessible off-street parking. It also includes service counters, fixed queuing guides, 
and waiting areas as well as the procedures for the maintenance and communicating 
disruptions to the accessible elements in public spaces.  

 

Our Recent Efforts 

• We continually work to meet all accessibility requirements under the Building Code and 
the Integrated Accessibility Standards when building and improving our public spaces. 

• City staff consult with the Markham Accessibility Advisory Committee for the review of 
site plans and drawings. 
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• Our Parks Team regularly holds public open houses to gather input on new park 
developments and consults with the Markham Accessibility Advisory Committee. 

• Our Urban Design Team has developed age-friendly guidelines to support developers, 
designers and city staff in development application reviews. 

• We are in the process of a four-year project to refurbish 105 existing playgrounds to 
include AODA requirements. Some improvements include the removal of sand, changes 
to curbing and the first wheelchair-accessible swing has been installed. All new parks are 
now designed to include AODA requirements. 

• Approximately 6,000 touchless sensors have been installed on doors, faucets, soap 
dispensers, hand dryers, and toilets across City facilities since the COVID-19 pandemic, 
improving health & safety and accessibility. 

• Our swimming centres have accessible change rooms and most have additional features 
such as pool ramps, water wheelchairs or pool lifts. 

• The Civic Centre’s Council Chamber has recently been updated with accessible features 
that include the addition of new handrails and high contrast flooring on the stairs. 

• We now have a Markham Accessibility Advisory Committee representative on the 
Cycling and Pedestrian Advisory Committee to offer an accessibility lens to their work. 

• We routinely notify the public and prioritize repairs when city-owned accessible 
elements in public spaces are not in working order. 

 

Opportunities 

• While the City meets required accessibility standards, there is an opportunity to strive 
for a higher level of accessibility in all projects. 

• Auditing, upgrading, and constructing accessible spaces will be prioritized to maintain 
progress. It's important to ensure that accessibility is designed for from the start and 
prioritized to maintain progress. 

• Opportunities identified through community feedback include increasing accessibility 
across the city’s sidewalks, trails and parks, including ramps, parking spots and increased 
maintenance of automated door openers. 

 

Key Initiatives 

• We will develop a plan to review opportunities for accessibility audits of our public 
spaces to identify areas for improvement and to enhance the accessibility and 
inclusiveness. Return audit intervals will be considered where applicable. 

• We will apply our accessibility design guidelines to applicable new projects and will 
engage the Markham Accessibility Advisory Committee early in planning large projects 
to ensure their input shapes the project from the outset. 
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• We will provide universal design training to key staff throughout the organization.  

 

7. Customer Service 
This requirement ensures that the City of Markham serves everyone’s needs with dignity and 
independence. It includes proactively considering accessibility while programs, services, and 
facilities are being designed. It also holds us accountable for reviewing and updating our 
programs and services. It helps us make changes based on feedback from persons with 
disabilities. We have well-established policies that align with AODA standards, including the use 
of service animals and support persons, temporary disruption notices, and providing alternate 
document formats. Additionally, we have a feedback process in place to support our 
commitment to accessibility in customer service. 

 

Our Recent Efforts 

• The public can access our services via chat, social media, phone, email, or in-person. 
Online options help to reduce barriers to information and services.  

• Our City Council meetings are held in hybrid format with closed captioning provided.  
• We have hired a corporate Accessibility Specialist to support our accessibility work.  
• Our recreation staff work with families to provide necessary supports for children 

participating in recreational activities. Accommodations are provided to children as 
needed.  

• Our Integrated Leisure Master Plan (ILMP) includes provisions for persons with 
disabilities.  

• Our adaptive swimming program offers one-on-one support with an instructor. 
• For residents with mobility issues, our Assisted Collection Service allows waste to be 

collected from the front door of residents’ homes once they have enrolled in the 
service. 

• In 2003, we became the first city in Canada to offer remote online voting. We offer 
multiple voting methods and provide free assistive technology on our election website.  

• The Fire Services team works with the community to ensure safe evacuation plans for 
people with disabilities and provides staff training for emergency support. 

 

Opportunities 

• There is a need to enhance training about disability and accessibility for our staff and 
service providers. 

https://www.markham.ca/neighbourhood-services/recycling-garbage/assisted-collection-service
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• There is an opportunity to review the provision of recreational programs for people with 
disabilities with intent to increase dedicated resources, reduce waitlists and increase the 
variety of options. 

• An opportunity exists to increase accessibility supports and awareness at City-run 
outdoor events and festivals such as accessible parking, ease of travel, ASL interpreters, 
and accessible washroom locations.  

 

Key Initiatives 

• We will develop clear protocols for handling feedback related to accessibility issues at 
privately owned facilities and spaces not operated by the City of Markham. This will 
enable the Customer Service Team to provide appropriate guidance and support.  

• We will incorporate scenario-based training into our accessibility training to help 
employees practice and understand how to manage various accessibility related 
customer experiences and feedback effectively. 

• The City will determine the best approaches to offer additional accessible programs and 
services for persons with disabilities. 

• We will learn about how other cities and spaces are making outdoor events and festivals 
more accessible for persons with disabilities. We will consider how to improve our 
services to ensure that everyone is included. 

 

Conclusion 
We are excited to introduce our Multi-Year Accessibility Plan, built on feedback from our 
community, people with disabilities, Markham Accessibility Advisory Committee and employees 
to ensure their voices are heard. We acknowledge the work ahead and are fully committed to 
making progress. We will develop a detailed implementation plan to achieve the key initiatives 
to meet the desired outcomes. 

The City of Markham is committed to advancing accessibility through the implementation of 
this Multi-Year Accessibility Plan. We will continually track our progress on meeting the 
commitments in this plan and report regularly to the Markham Accessibility Advisory 
Committee and through the posting of the Annual Status report.  
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Feedback 
The City of Markham welcomes feedback on accessibility, especially from persons with 
disabilities. Your feedback will help inform our actions taken to create an inclusive community 
where everyone, regardless of ability, has the opportunity to thrive at the City of Markham. 
 
To request a copy of this multi-year accessibility plan in another format or to send us your 
comments or questions, please contact us at the City of Markham: 

Email:   customerservice@markham.ca 

Mail:  Contact Centre 
Markham Civic Centre 
101 Town Centre Boulevard 
Markham, Ontario, L3R 9W3 

Phone:  905-477-5530  
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Definitions 
Accessibility 

Accessibility refers to how services, technology, locations, devices, environments, and products 
are designed to accommodate persons with disabilities. Accessibility means giving people of all 
abilities equal opportunities to take part in life activities. According to the Ontario Human 
Rights Commission, the term implies conscious planning, design, and/or effort to make sure 
something is barrier-free to persons with disabilities. Accessibility also benefits the general 
population by making everything more usable and practical for all people. 

 

Alternative Formats 

Alternative formats refer to print, audio, or video materials that have been modified from their 
original format. Alternative formats present information in other ways so that everyone has 
equal access to the information. This can be very beneficial to persons with disabilities. Some 
common types of alternative formats are audio recordings, captions, braille, descriptive video, 
and large print. Alternative formats are sometimes referred to as accessible formats. 

 

Assistive Technologies/Devices 

Assistive technology/devices include products, equipment and systems have been developed 
with features specifically helpful for people with disabilities. 

 

Barrier 

According to the Accessibility for Ontarians with Disabilities Act (2005), a barrier “means 
anything that prevents a person with a disability from fully participating in all aspects of society 
because of his or her disability, including a physical barrier, an architectural barrier, an 
information or communications barrier, an attitudinal barrier, a technological barrier, a policy 
or a practice; (“obstacle”).” 

 

Disability 

According to the Accessibility for Ontarians with Disabilities Act (2005), disability is defined as: 

• 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, includes diabetes mellitus, epilepsy, a brain injury, any degree of paralysis, 
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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 

• a condition of mental impairment or a developmental disability 
• a learning disability, or a dysfunction in one or more of the processes involved in 

understanding or using symbols or spoken language 
• a mental disorder, or 
• an injury or disability for which benefits were claimed or received under the insurance 

plan established under the Workplace Safety and Insurance Act, 1997 (“handicap”). 

 
Diversity 

The Government of Canada defines Diversity as “the variety of identities found within an 
organization, group, or society. Diversity is expressed through factors such as culture, ethnicity, 
religion, sex, gender, sexual orientation, age, language, education, ability, family status, or 
socioeconomic status”. 

 

Equity 

The Government of Canada defines Equity as “the principle of considering people’s unique 
experiences and differing situations and ensuring that they have access to the resources and 
opportunities that are necessary for them to attain just outcomes. Equity aims to eliminate 
disparities and disproportions that are rooted in historical and contemporary injustices and 
oppression”. 

 

Inclusion 
 
The Government of Canada defines Inclusion as “the practice of using proactive measures to 
create an environment where people feel welcomed, respected, and valued, and to foster a 
sense of belonging and engagement. This practice involves changing the environment by 
removing barriers so that each person has equal access to opportunities and resources and can 
achieve their full potential”.  

 

Statement of Commitment 

According to the Government of Ontario, a statement of commitment “establishes your 
organization’s vision and intention to achieve accessibility. It is an important first step in the 
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development of accessibility policies and plans.”  
 

Web Content Accessibility Guidelines (WCAG) 

The Web Content Accessibility Guidelines or WCAG are technical standards on web 
accessibility. WCAG covers a wide range or recommendations to make websites fully accessible.  
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