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Our Mission

To be a trusted partner in delivering safe, reliable and affordable air transportation to Canada’s north and supporting the unique needs of the people we serve.

Our Vision

To be the air service provider of choice for Canada’s north and to be recognized for operational excellence and positive community impact.

Our Values

· Safety - We protect people
· Teamwork - We support people
· Accountability - We take responsibility for people
· Respect - We value people

People are at the heart of everything we do!
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Disability:
As defined under the Accessible Canada Act (ACA), a disability includes any physical, mental, intellectual, cognitive, learning, communication, or sensory impairment — whether permanent, temporary, episodic, or visible/invisible — that, in interaction with a barrier, hinders a person’s full and equal participation in society.
Barrier:
Anything that limits or prevents the full and equal participation of persons with disabilities. Barriers may be physical, architectural, technological, attitudinal, informational, communicational, or may result from policies, procedures, or practices.
Accessibility:
The proactive design and delivery of workplaces, transportation services, facilities, technologies, communications, programs, and policies in a manner that enables equitable access and participation for all individuals, including persons with disabilities.
Canadian Transportation Agency (CTA):
The Canadian Transportation Agency is Canada’s independent transportation regulator and quasi-judicial tribunal responsible for administering and enforcing accessible transportation regulations within the federal transportation network.
Accessible Canada Act (ACA):
The Accessible Canada Act is federal legislation designed to identify, remove, and prevent barriers to accessibility in federally regulated sectors, including transportation, with the goal of achieving a barrier-free Canada by 2040.
Accessible Transportation Planning and Reporting Regulations (ATPRR):
The Accessible Transportation Planning and Reporting Regulations establish planning, reporting, consultation, and feedback process requirements for federally regulated transportation service providers under the ACA.
Accessibility Plan:
A multi-year document outlining the actions, initiatives, and commitments an organization will undertake to identify, remove, and prevent barriers to accessibility.
Feedback Process:
A formal process established to receive, review, and respond to accessibility feedback from employees, passengers, customers, and members of the public.
Progress Report:
A report published between accessibility plan cycles that outlines progress made toward accessibility commitments, barriers identified, and actions taken to improve accessibility.
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The Accessible Canada Act (ACA) is federal legislation intended to create a barrier-free Canada by 2040 through the identification, removal, and prevention of accessibility barriers. The legislation applies to federally regulated organizations, including transportation service providers, and is intended to improve accessibility and inclusion for persons with disabilities in all areas of society.
Under the ACA and the Accessible Transportation Planning and Reporting Regulations (ATPRR), regulated transportation service providers are required to develop and publish accessibility plans, establish feedback processes, and provide regular progress reports outlining actions taken to improve accessibility.
As a federally regulated air carrier overseen by the Canadian Transportation Agency (CTA), North Star Air is committed to fostering an accessible, inclusive, and respectful environment for employees, passengers, and the communities it serves. This Accessibility Plan outlines North Star Air’s ongoing commitments, initiatives, and priorities to identify, remove, and prevent barriers across its operations, services, facilities, communications, and employment practices.

























Statement of Commitment to Accessibility

North Star Air Ltd. is committed to providing an accessible environment for all stakeholders, including our clients, employees, job applicants, suppliers, and any visitors who may enter our premises, access our information, or use our services. This commitment is in accordance with the Air Transportation Regulations and Personnel Training for the Assistance of Persons with Disabilities Regulations.


We strive to provide an accessible and welcoming environment for everyone by identifying and removing barriers in our workplace and ensuring that new barriers are not created. We are committed to meeting the needs of people with disabilities in a timely and inclusive manner that respects their dignity and independence to ensure people with disabilities receive equal opportunities.


In pursuit of this endeavor, North Star Air Ltd. has established accessibility policies, procedures, equipment requirements, training, and practices. We review these policies and practices annually and as organizational changes occur.


Providing an accessible environment is a shared effort, and we are committed to working with the necessary parties to make accessibility for all a reality. For more detailed information on our accessibility policies, plans, and training programs, please contact Email: barrierfree@northstarair.ca or Phone: 1-844-633-6294.






















Accessibility Governance 

North Star Air recognizes that effective accessibility governance is essential to ensuring accountability, continuous improvement, and compliance with the Accessible Canada Act (ACA) and related regulations established by the Canadian Transportation Agency (CTA).
Accessibility is a shared responsibility across the organization and is supported through collaboration between leadership, operational departments, customer service teams, human resources, safety personnel, and other key stakeholders. North Star Air is committed to integrating accessibility considerations into decision-making processes, operational planning, service delivery, employee support practices, and facility improvements.
The organization’s designated accessibility official is responsible for overseeing accessibility initiatives, coordinating the accessibility feedback process, monitoring progress against accessibility commitments, and supporting regulatory compliance requirements. This role also supports communication and engagement with employees, passengers, and external stakeholders regarding accessibility-related matters.
To strengthen accountability and support continuous improvement, North Star Air is committed to:
· Reviewing accessibility goals, initiatives, and feedback on a regular basis. 
· Monitoring compliance with applicable accessibility legislation, regulations, and internal practices. 
· Encouraging collaboration between departments to identify and remove barriers to accessibility. 
· Incorporating accessibility considerations into operational planning, procurement, communications, and facility development activities. 
· Promoting awareness and understanding of accessibility responsibilities throughout the organization. 
· Using feedback, consultations, and operational reviews to inform ongoing accessibility improvements. 
North Star Air recognizes that accessibility is an ongoing journey requiring proactive planning, engagement, and continuous evaluation. Through strong governance and organizational accountability, we remain committed to fostering an inclusive, respectful, and barrier-free environment for employees, passengers, and the communities we serve.


[bookmark: _Toc229566312]General Overview
North Star Air is committed to providing safe, reliable, and accessible transportation services. This progress report outlines the actions taken to implement our Accessibility Plan and the progress achieved during the 2023 reporting period.
[bookmark: _Toc229566313]Contact Information
· Designated Official: Jeff Stout, President and Chief Operations Officer 
· Mailing Address: 2051 Derek Burney Dr, Thunder Bay, Ontario, P7K 0A1
· Phone: 1-844-633-6294 
· Fax: 807-475-8040 
[bookmark: _Toc229566314]Feedback Acknowledgement
North Star Air will acknowledge receipt of all accessibility-related feedback using the same communication method through which the feedback was received, including email, telephone, or written correspondence, where contact information is provided.
All feedback is reviewed and considered as part of the organization’s ongoing efforts to identify, remove, and prevent barriers to accessibility across our operations, services, communications, and facilities.
[bookmark: _Toc229566315]Accessibility Feedback Summary 
During the reporting period, North Star Air maintained processes to receive accessibility-related feedback from employees, passengers, customers, and members of the public. Feedback may be submitted through the designated accessibility email, telephone, written correspondence, or other available communication channels.
Feedback received during the reporting period focused primarily on the following areas:
· Accessibility of passenger communication and service information 
· Availability of assistance during boarding and travel processes 
· Clarity of signage within operational facilities 
· General opportunities to improve the customer experience for persons with disabilities 
· Accessibility feedback trends are monitored to help identify recurring barriers, support corrective actions, and inform long-term accessibility planning initiatives.
North Star Air reviews accessibility feedback on an ongoing basis to help identify barriers, improve service delivery, and support continuous improvement initiatives. 
Feedback received is shared with appropriate operational and leadership teams where necessary to support corrective actions, operational reviews, or future accessibility planning.
Where no formal accessibility feedback has been received during a reporting period, North Star Air remains committed to maintaining accessible feedback mechanisms and encouraging ongoing engagement from employees, customers, and stakeholders.
[bookmark: _Toc229566316]Alternative Formats
Upon request, this Accessibility Plan will be made available in the following alternative formats to ensure accessibility for all individuals:
· Print format 
· Large print (increased font size) 
· Braille (a tactile reading system used by individuals who are blind or have low vision) 
· Audio format (a recorded version of the document read aloud) 
· Electronic formats compatible with adaptive technologies such as screen readers 
North Star Air is committed to ensuring that all individuals can access this information in a format that best meets their needs.
























Progress Achieved During Reporting Period 

During the 2023-2026 reporting period, North Star Air continued to advance its commitment to accessibility through the review of operational practices, employee awareness initiatives, customer service improvements, and ongoing identification of accessibility barriers. While accessibility improvement is an ongoing process, several initiatives were completed or initiated to support a more inclusive and accessible environment for employees, passengers, and stakeholders.
Progress achieved during the reporting period includes:
[bookmark: _Toc229566318]Operational Improvements
· Implemented updated boarding procedures within the new hangar facility to support accessibility and operational efficiency. 
· Introduced updated wheelchair assistance procedures, including operational training related to lift equipment and passenger support processes. 
· Improved signage visibility and wayfinding within operational areas to support accessibility and navigation. 
· Conducted accessibility reviews related to the new Charter Lounge and customer-facing environments.

Human Resources and Employment Initiatives
· Continued review and support of workplace accommodation processes for employees requiring accessibility-related support. 
· Reviewed recruitment and hiring practices to support inclusive and accessible employment opportunities. 
· Improved onboarding practices to better support accessibility and employee inclusion. 
· Continued support for return-to-work and workplace accommodation initiatives. 
· Introduced ergonomic workplace equipment, including adjustable workstations, to support employee accessibility and wellbeing.


North Star Air recognizes that accessibility improvement is an ongoing process and remains committed to continuing operational reviews, employee engagement, and barrier reduction initiatives across all areas of the organization.
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Information and Communication Technologies (ICT)
Information and communication technologies (ICT) refer to the various tools, systems, and platforms used to create, store, process, and share information, including websites, software applications, internal systems, online services, and digital communications. These technologies play an important role in supporting accessibility and inclusion for persons with disabilities.
North Star Air recognizes that barriers may unintentionally exist within certain digital platforms or technologies due to limitations in accessibility features or design. We are committed to identifying, removing, and preventing these barriers to ensure that employees, passengers, and stakeholders can access information and services in an inclusive and equitable manner.
To support this commitment, North Star Air has established the following goals and actions:
1. Enhance Website Navigation and Usability
Improve website navigation by maintaining a clear, consistent structure, meaningful headings, accessible forms, and intuitive labels to support ease of use for all individuals, including persons with disabilities. 
2. Improve Readability and Visual Accessibility
Ensure appropriate colour contrast, font readability, and scalable text options across digital platforms to improve accessibility for individuals with visual impairments or low vision. 
3. Strengthen Accessible Customer Support Channels
Review and improve customer support services, including telephone, email, and online communication channels, to ensure accessibility for individuals with disabilities and provide effective assistance when required. 
4. Improve Accessibility of Internal Systems and Portals
Review and enhance internal websites, portals, and employee systems to ensure accessible navigation, properly structured content, and compatibility with assistive technologies. 
5. Promote an Inclusive Digital Workplace
Encourage employees to create and share information in accessible formats by using proper heading structures, alternative text for images, accessible documents, and captions or transcripts for multimedia content where appropriate.
6. Support Ongoing Improvement and Awareness
Continue to evaluate emerging technologies, gather feedback from employees and customers, and promote awareness of digital accessibility best practices throughout the organization.

[bookmark: _Toc229566320]Communication (other than ICT)
Inclusive and accessible communication is essential for both customers and employees. At North Star Air, we believe that everyone—regardless of ability—should have equal access to the information shared by our organization. We are committed to ensuring that all communication is developed and delivered with accessibility in mind, across both internal and external channels.
This includes internal documents, operational communications, customer correspondence, website content, and social media platforms. We recognize that clear, accessible communication is fundamental to ensuring individuals can understand, engage with, and benefit from the information we provide.
By embedding accessibility into our communication practices, North Star Air aims to meet the diverse needs of persons with disabilities and foster an environment where everyone feels included, supported, and empowered to access information effectively.
The following goals guide our approach:
1. Develop clear and concise communication materials
Ensure that customer-facing communications, including emails, letters, notices, and brochures, are written in plain, clear, and easy-to-understand language to support comprehension for all individuals. 
2. Provide training on inclusive communication
Offer training and guidance to employees on inclusive communication practices when interacting with colleagues and customers with disabilities, promoting respectful, empathetic, and effective communication. 
3. Support assistive technology needs
Provide resources and support for employees who require assistive technologies, such as screen readers, speech-to-text software, or other adaptive tools, and ensure these tools are available, accessible, and properly configured to meet individual needs.












[bookmark: _Toc229566321]Procurement of Goods, Services, and Facilities
Accessibility is a key consideration in the procurement of goods, services, and facilities at North Star Air. We recognize that incorporating accessibility requirements early in the procurement process is essential to reducing barriers and ensuring that all products, services, and infrastructure can be used effectively by employees, customers, and other stakeholders.
We are committed to working with suppliers and service providers who share our dedication to accessibility and who comply with applicable accessibility standards. Where possible, we also seek input and feedback from persons with disabilities to better understand potential barriers and continuously improve the accessibility of goods and services provided through third-party vendors.
By embedding accessibility into procurement practices, North Star Air aims to promote inclusivity, accountability, and equitable access across all areas of operations. The following objectives guide this commitment:
1. Integrate accessibility into procurement processes
Ensure that accessibility requirements are consistently included in procurement planning, evaluation, and decision-making processes so that purchased goods and services are accessible to all users, including persons with disabilities. 
2. Include accessibility requirements in contracts
Incorporate clear accessibility expectations and standards into procurement agreements and contracts to ensure suppliers are responsible for delivering accessible products and services. 
3. Support continuous improvement in accessibility standards
Regularly review procurement practices to ensure alignment with evolving accessibility standards and best practices, and to strengthen accountability in supplier performance.










[bookmark: _Toc229566322]Design and Delivery of Programs and Services
North Star Air is committed to ensuring that the design and delivery of its programs and services are inclusive, accessible, and responsive to the needs of all individuals. We believe that every passenger should have the opportunity to travel with dignity, independence, and comfort, regardless of ability.
We recognize that barriers to accessible travel may include physical constraints within airport and operational facilities, communication challenges, limitations in assistive supports, and varying levels of disability awareness among service providers. By proactively identifying and addressing these barriers, we aim to continuously improve the overall travel experience for passengers with disabilities and ensure equitable access to our services.
The following goals guide our approach to accessible program and service design and delivery:
1. Engage with disability advocacy organizations
Collaborate with local and regional disability advocacy groups and community organizations to gain meaningful insight into lived experiences. This engagement will help identify barriers, inform improvements, and support the development of practical, user-informed accessibility solutions. 
2. Review and enhance accessibility practices and standards
Regularly monitor, review, and update internal accessibility guidelines to align with evolving industry best practices, regulatory requirements, and guidance from accessibility authorities. This ensures continuous improvement in service delivery. 
3. Improve the accessibility of passenger services
Evaluate and enhance processes related to passenger support, including booking, boarding, in-flight (where applicable), and post-travel services, to ensure they are accessible and responsive to diverse needs. 
4. Strengthen staff training and disability awareness
Provide ongoing training to employees on accessibility awareness, inclusive service delivery, and appropriate assistance for persons with disabilities to ensure consistent and respectful support across all touchpoints. 
5. Support continuous feedback and improvement
Encourage and incorporate feedback from passengers with disabilities to identify service gaps and inform ongoing improvements in accessibility across all programs and services. 
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As a carrier, transportation is central to the operations of North Star Air. We recognize the diverse needs of passengers with disabilities and are committed to integrating accessibility into every stage of the travel experience, from reservation and check-in through to boarding, in-flight services (where applicable), and arrival.
We acknowledge that accessibility barriers may arise at various points in the journey, including within passenger terminals, during boarding processes, and in the availability of assistive supports. Our commitment is to proactively identify, remove, and prevent these barriers to ensure a safe, respectful, and dignified travel experience for all passengers.
We place strong emphasis on clear communication, accessible facilities, reliable assistive equipment, and well-trained staff to support passengers with disabilities. Through ongoing engagement with industry partners, accessibility stakeholders, and passenger feedback, we continue to strengthen accessibility across our operations and improve the travel experience at every stage.
The following objectives guide our approach to accessible transportation services:
1. Improve clarity and visibility of terminal signage
Enhance signage throughout terminals and operational areas using high-contrast colours, large and legible fonts, and universally recognized symbols to support navigation for passengers with visual, cognitive, or other accessibility needs. 
2. Maintain and replace assistive equipment as required
Implement routine inspections and preventative maintenance to ensure all assistive equipment remains safe and functional. Equipment that is outdated, damaged, or no longer effective will be repaired or replaced in a timely manner. 
3. Enhance boarding assistance processes and equipment
Explore and implement improvements to boarding procedures, including the acquisition or upgrade of lift devices and the development of standardized practices that ensure safe, efficient, and dignified assistance for passengers with mobility challenges. 
4. Improve accessibility and availability of assistive supports
Ensure assistive equipment is strategically located, clearly identified, and readily accessible when needed. Processes will be refined to support timely access and consistent availability across all operational areas.
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Built Environment
A well-designed built environment is essential to ensuring an inclusive and accessible travel experience for all passengers and employees of North Star Air. The built environment, as defined under the Accessible Canada Act and guidance from the Canadian Transportation Agency (CTA), includes all physical spaces and infrastructure within the transportation system. This encompasses boarding areas, ticketing and check-in counters, aircraft access points, ramps, lifts, hangars, offices, and any other facilities used during the travel journey.
We recognize that barriers within the built environment can significantly impact independence, dignity, and mobility. These barriers may include insufficient or unclear signage, limited accessibility in pathways and doorways, lack of ramps or lifts, inadequate seating for individuals with mobility needs, and limited visual or auditory communication supports for persons with sensory disabilities.
To address these challenges, North Star Air is committed to applying inclusive design and universal accessibility principles in all aspects of facility planning, construction, and renovation. Our goal is to ensure that accessibility is embedded from the outset, rather than retrofitted, and that all individuals can access and navigate our spaces safely and independently.
The following goals guide our commitment to improving the built environment:
1. Conduct a comprehensive accessibility review of facilities
Undertake a detailed assessment of all North Star Air facilities, including hangars, offices, and operational spaces, to identify physical accessibility barriers. This review will evaluate key areas such as parking, entrances, pathways, signage, washrooms, seating lounges, and customer service areas. 
2. Apply accessible design and universal design standards
Ensure that all new construction, renovations, and facility upgrades incorporate recognized accessibility standards and universal design principles. This includes designing spaces that are usable by all individuals, regardless of ability, from the earliest stages of planning. 
3. Increase physical accessibility within facilities
Identify and remove physical barriers by improving access points, widening pathways where feasible, and ensuring the availability of ramps, lifts, and accessible entrances and exits across all operational locations. 
4. Enhance accessible amenities and waiting areas
Improve the availability of accessible seating, rest areas, and customer service points to better support individuals with mobility limitations and other accessibility needs. 
5. Support continuous facility improvements
Regularly review and update facility accessibility features to ensure ongoing compliance with evolving standards and to respond to feedback from employees and passengers with disabilities.
[bookmark: _Toc229566325]Barriers Identified 
During the reporting period, North Star Air continued to review its operations, services, communications, and facilities to identify barriers that may affect persons with disabilities. Through operational reviews, employee discussions, accessibility planning activities, and feedback processes, several opportunities for improvement were identified.
Barriers and areas requiring continued attention include:
· The need for ongoing review of passenger assistance procedures to ensure consistent and accessible customer support experiences. 
· Opportunities to enhance visibility and clarity of signage within operational and customer-facing environments. 
· Certain operational facilities present physical accessibility challenges due to infrastructure limitations associated with existing building layouts.
North Star Air recognizes that identifying barriers is an essential part of continuous improvement. The organization remains committed to reviewing these areas, prioritizing improvements where feasible, and advancing accessibility throughout all aspects of its operations.






















[bookmark: _Toc229566326]Provisions of CTA Accessibility-Related Regulations
This section outlines the applicable accessibility-related regulatory requirements established by the Canadian Transportation Agency (CTA) that apply to North Star Air.
As defined by the CTA, North Star Air is classified as a small carrier. As such, we are required to comply with specific accessibility-related regulations designed to support the needs of persons with disabilities and ensure accessible air transportation services.
The applicable regulations include:
1. Air Transportation Regulations (ATR), Part VII
This regulation applies to air carriers not subject to the Accessible Transportation for Persons with Disabilities Regulations (ATPDR). It outlines the minimum requirements and obligations for small carriers to provide accessible air transportation services. This includes expectations related to service delivery, accommodation of passengers with disabilities, and the removal of barriers within the scope of operations. 
2. Personnel Training for the Assistance of Persons with Disabilities Regulations
This regulation applies to all transportation service providers not covered by the ATPDR. It requires carriers to establish and maintain training programs for employees and contractors. The purpose of this training is to ensure personnel are equipped to appropriately assist persons with disabilities and provide consistent, respectful, and effective support throughout the travel experience. 
North Star Air is committed to meeting and maintaining compliance with these regulatory requirements while continuously improving accessibility across all aspects of our operations.
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North Star Air recognizes that meaningful consultation is essential to building and maintaining an effective accessibility plan. Engaging directly with persons with disabilities ensures that lived experience is reflected in the identification of barriers and the development of practical, effective solutions to improve accessibility for both customers and employees.
During the development of this Accessibility Plan, we sought input from individuals with disabilities who have firsthand experience using our services. Their feedback provided valuable insight into real-world challenges and helped shape the priorities and commitments outlined in this plan.
We understand that consultation is not a one-time activity, but an ongoing process. North Star Air is committed to maintaining open, respectful, and collaborative relationships with individuals, advocacy groups, and organizations that represent persons with disabilities. These relationships are essential to ensuring continuous improvement and accountability in our accessibility efforts.
Moving forward, we will continue to strengthen our consultation approach by:
· Engaging persons with disabilities on an ongoing basis to better understand barriers and identify opportunities for improvement in our services and facilities. 
· Building partnerships with disability organizations and community groups to support informed decision-making and inclusive service design. 
· Incorporating feedback into continuous improvement processes to ensure accessibility considerations remain central to operational planning and service delivery. 
· Promoting open dialogue and trust through consistent communication and meaningful engagement with stakeholders. 
Through continued consultation and collaboration, North Star Air is committed to advancing accessibility in a way that reflects the diverse needs of the people we serve.











Future Accessibility Priorities 

North Star Air recognizes that accessibility is an ongoing commitment requiring continuous evaluation, engagement, and improvement. As part of our continued efforts to identify, remove, and prevent barriers, North Star Air has identified several key accessibility priorities that will guide future planning and operational initiatives.
Over the next reporting cycle, North Star Air intends to focus on the following priorities:
[bookmark: _Toc229566328]1. Strengthen Accessibility Awareness and Training
Continue enhancing accessibility and inclusive service training opportunities for employees, particularly those in customer-facing and operational roles, to support respectful, consistent, and informed interactions with persons with disabilities.
[bookmark: _Toc229495567][bookmark: _Toc229566329]2. Improve Accessible Communications
Continue reviewing customer-facing and internal communications to promote the use of plain language, accessible formatting, and compatibility with assistive technologies across digital and non-digital platforms.
[bookmark: _Toc229495568][bookmark: _Toc229566330]3. Enhance Passenger Assistance Processes
Continue evaluating passenger assistance procedures, boarding supports, and operational practices to improve accessibility, consistency, and the overall travel experience for passengers with disabilities.
[bookmark: _Toc229495569][bookmark: _Toc229566331]5. Review and Improve Physical Accessibility
Continue assessing facilities and operational spaces to identify opportunities for improved accessibility related to signage, pathways, seating areas, entrances, and other customer and employee environments.
[bookmark: _Toc229495570][bookmark: _Toc229566332]6. Maintain and Improve Assistive Equipment
Continue monitoring the availability, condition, and effectiveness of assistive equipment and explore opportunities for equipment upgrades or process improvements where appropriate.
North Star Air remains committed to fostering an accessible, respectful, and inclusive environment for employees, passengers, and the communities we serve. These priorities will help guide our ongoing accessibility efforts and support continuous improvement across all areas of our operations.
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