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10-Year Review of the Accessible Customer 
Service Standard Regulation 
This document is available in alternate formats. Please contact the Manitoba 
Accessibility Office at MAO@gov.mb.ca or 204-945-7613 with your request. 

 
Overview 
The Accessibility Advisory Council (council) is conducting a ten-year review of 
Manitoba's Accessible Customer Service Standard Regulation. The standard was 
created in 2015 and sets the minimum requirements organizations must meet to provide 
accessible customer service for people with disabilities. It requires all organizations with 
one or more employees to identify and address barriers, communicate accessibly, 
welcome support persons, allow service animals and assistive devices, maintain 
existing accessibility features, provide ways for people to give feedback and train staff 
on accessibility requirements. Public sector organizations must also ensure public 
meetings, hearings and consultations are accessible. 

This review is required under The Accessibility for Manitobans Act (AMA), which 
requires accessibility standards to be reviewed after five years and again after ten 
years. The first review was completed in 2021 and resulted in the council making 22 
recommendations to improve awareness, implementation, accountability, resources and 
accessibility outcomes. 

Since 2021, the Manitoba government has reported progress on many of these 
recommendations, including strengthening accessibility leadership and coordination, 
expanding accessibility planning and compliance reporting, improving guidance and 
training resources, modernizing AccessibilityMB.ca, establishing complaint-handling 
processes and increasing outreach and stakeholder engagement. 

The council is now seeking feedback from persons with disabilities, businesses, 
municipalities, public sector organizations, community organizations, employees and all 
other interested Manitobans. The review will examine what is working well with this 
standard, what challenges remain and whether changes are needed to strengthen 
accessible customer service in Manitoba. Key topics include awareness and education, 
implementation supports, digital accessibility, accountability and measuring accessibility 
outcomes.   

mailto:MAO@gov.mb.ca
https://accessibilitymb.ca/accessibility/the-accessibility-for-manitobans-act.html
https://accessibilitymb.ca/accessibility-reviews/act-and-standard-review/accessible-customer-service-standard-review.html#currentReview
https://accessibilitymb.ca/accessibility-reviews/act-and-standard-review/accessible-customer-service-standard-review.html#currentReview
https://accessibilitymb.ca/
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How to Participate 
There are several ways to share your feedback. You can complete the survey, send 
written comments to access@gov.mb.ca, join an online Zoom engagement session on 
September 17, 2026, or request a meeting with the Accessibility Advisory Council. 
Written submissions and all other feedback are due to the council by October 9, 2026.  

The council welcomes feedback from individuals, organizations, businesses, community 
groups, municipalities and other interested Manitobans. Feedback will inform the 
council’s recommendations to government on the future of the standard and ways to 
improve accessible customer service in Manitoba.  

Consultation Questions  
Please consider the following questions as you provide your feedback to the council. 

1. Overall Effectiveness: How well is the Accessible Customer Service Standard 
Regulation working? What aspects have been most effective and what barriers or 
challenges continue to affect accessible customer service? 

2. Awareness, Education and Implementation: How effective are the current 
awareness, training, guidance and implementation resources? What additional tools 
or supports would help organizations implement the standard? 

3. Supporting Organizations: What implementation challenges have organizations 
experienced and what additional supports would help organizations meet the 
requirements of the standard? 

4. Digital Accessibility: How can organizations improve accessibility in websites, 
online services, digital communications and other technology-based customer 
services? 

5. Accountability and Measuring Success: How can reporting, accountability or 
performance measurement better support accessibility outcomes? 

6. Looking Ahead: What opportunities, leading practices or emerging issues should 
Manitoba consider when strengthening accessible customer service? 

7. Additional Comments: Is there anything else the council should consider as part 
of this review? 

 

Please contact the Accessibility Advisory Council c/o Manitoba Accessibility Office at 
access@gov.mb.ca or by phone at 204-945-7613 or toll free at 1-800-282-8069 (ext. 
7613) to participate or for more information. 

 

https://forms.cloud.microsoft/r/wV2mauPsCt
mailto:access@gov.mb.ca
https://us06web.zoom.us/meeting/register/YP9Yf-gxRzKhyBZfm35XLQ
https://us06web.zoom.us/meeting/register/YP9Yf-gxRzKhyBZfm35XLQ
mailto:access@gov.mb.ca
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