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General 
 
Labrador Marine Inc. (LMI) is a private transportation company contracted by the 
Newfoundland Government to fulfil a mandate of offering freight and passenger ferry service 
between St. Barbe, Newfoundland and Labrador (NL) and Blanc Sablon, Quebec (QC).  
 
Labrador Marine Inc published its first Accessibility Plan and Feedback Process in 2024, a 
progress report was published in 2025; unless noted the information in the Accessibility Plan 
and Feedback Process remains current and valid. 
 
Labrador Marine Inc strives to prevent and remove barriers for both its customers and 
employees where everyone is treated with dignity throughout their travel experience. This 
pairs with the Company’s vision of being an essential, progressive transportation system that 
people trust to deliver, and to do so with integrity, prioritizing accessibility and safety. 
 

 
 

Feedback and Alternative Formats 
 
LMI welcomes feedback on any accessibility-related items. The Reservations Manager is the 
designated contact to receive accessibility feedback who then informs and involves other 
departments as required by the feedback content. Feedback received via the online survey 
will remain anonymous.  

 
Contact Information: 
Name:  Deborah Bown 
Tel:  709-541-9760 
Email:  dbown@woodwards.nf.ca,  
Address: PO Box 910, 114 Main Street, Lewisporte, NL, Canada, A0G 3A0 

 
This Accessibility Plan and Feedback Process and Progress Report are available in alternative 
formats: print, large print, braille or electronic format. The audio alternative format is available on 
the website, based on the adaptive technology settings of the customer’s personal device(s).  
 
This progress report is available upon request in alternative formats: print, large print, braille, 
electronic format, or audio alternative format available online based on the adaptive technology 
settings of the customer’s personal device(s).  
 
Requests for one of these alternative formats, or the submission of feedback, may be made 
through the contact information on the Company’s website. Alternative formats will be provided 
as soon as practical after the receipt of a request.  
In cases where the feedback survey is submitted to the Company in a method other than online 
via the website, an acknowledgement message of receipt will be sent in the same manner in 
which it was received. 
 

mailto:dbown@woodwards.nf.ca
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The Built Environment 
 
 
Accessible facilities are an important component of LMI’s operational infrastructure and vital 
to supporting the achievement of its mandate. The Company operates two other vessels in 
the province of Newfoundland and Labrador as well as various administration office spaces. 
 
In the ports of departure of St. Barbe, NL, and Blanc Sablon, QC multiple accessible facilities 
are available including parking, entrances to ticket offices and washrooms. There are service 
dog relief areas at the accessible parking lots along with associated directional signage. In 
addition to its terminal facilities, LMI’s office is in Lewisporte and Long Pond, NL, also have 
accessible parking, entrances, and washrooms. 
 
LMI’s vessel the Qajaq W. operates interprovincially and is owned by the Woodward Group 
of Companies and contracted by the NL Government. LMI owns a second passenger vessel 
the Kamutik W, which is a sister vessel to the Qajaq W. This vessel operates along the 
Labrador coast and is a relief vessel when the Qajaq W is removed from service. LMI 
welcomed a third vessel to the fleet in 2024, the Astron W. The Astron W. is contracted for 
ports within the province of Newfoundland and Labrador. Accessibility requirements and 
features were included in the shipyard preparation phase for this vessel prior to commencing 
operation. 
 
Company vessels are maintained to strict regulatory and safety standards and must comply 
with Transport Canada Marine Safety Statutes and Regulations. They are inspected by 
Transport Canada Marine Safety and Det Norske Veritas (DNV), an internationally 
recognized Classification Society, to ensure compliance with these regulations and codes. 
The Safety Management System of the vessels is audited independently by its Classification 
Society, DNV, to verify compliance with the requirements of the International Safety 
Management Code for the Safe Operations of Ships and Pollution Prevention. 
 
Each vessel has various accessibility features including elevators, signage that includes tactile 
and/or braille where applicable, service dog relief areas, accessible public washrooms, and 
seating which can accommodate mobility aids. 
 
Barriers in LMI’s built environment are largely related to older infrastructure that was 
constructed or procured prior to the existence of current accessibility standards. As facilities 
are upgraded or replaced, accessibility requirements receive significant attention. There are 
also some potential barriers related to vessel safety or class requirements that cannot be 
changed. Efforts are made to mitigate the impact of these requirements, often by providing 
assistive devices or individual assistance. 
 
In ticket offices the public access entrance doors in Blanc Sablon can at times be impacted 
by harsh weather and wind conditions; this potential barrier has essentially been removed 
with the implementation of the MyLMI reservation app. The implementation of this app in the 
fall of 2025 has removed any potential challenges related to the weather with respect to the 
check in process once passengers arrive at the port. The reservation system is a user-
friendly booking platform designed to make travel bookings and check-in more convenient for 
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passengers. It allows customers to create and manage reservations online, join waitlists for 
full departures, and receive automatic notifications via email if space becomes available. The 
system also offers accessibility and travel support features, including the ability to request 
elevator access and declare an ESA or service dog at the time of booking. 
 
Another significant improvement which is in progress is the replacement of the Blanc Sablon 
ticket office with a brand-new facility which has all accessibility features as requirements of 
the fabrication. The new installation is currently in the fabrication stage and is expected to be 
installed by the end of 2026. It will offer accessible washroom facilities, a wheelchair 
accessible ramp, as well as a waiting area for passengers. In the interim there is a temporary 
facility in place that offers accessible entrance and washrooms as well as a small passenger 
waiting area. 
 

 
 
 

Design and Delivery of Services 
 
LMI operates ferry services between St. Barbe, Newfoundland and Labrador and Blanc 
Sablon, Quebec. A second ferry is employed for the Labrador coast ferry and resupply 
service. A third ferry operates in various NL ports as contracted. 
 
LMI transports a diverse assortment of traffic daily, including passengers, passenger 
vehicles, commercial traffic including tractor trailers and their drivers, and many others. From 
shipping large volumes of freight to offering modern passenger amenities, LMI strives to 
provide a safe, reliable, and quality travel experience that is accessible for all. 
 
LMI is governed by various acts and regulations including the Accessible Transportation for 
Persons with Disabilities Regulations (ATPDR), Canada Labour Code, Transportation of 
Dangerous Goods Act and Regulations, International Maritime Dangerous Goods Code, Marine 
Liability Act and Regulations, Canada Shipping Act and Regulations, Financial Administration 
Act, Domestic Ferries Security Regulations, and Sulphur Emission Control Areas Regulations. 
 
A survey of employees with a focus on accessibility-related topics was conducted in Q4 of 2025. 
The goal of the survey was to ascertain the level of knowledge and awareness of the various 
aspects of providing service to all passengers with disabilities, the amount of interaction between 
employees and passengers with disabilities, to identify if barriers exist so that this can be 
addressed. The information received has been utilized to identify any knowledge gaps and used 
to provide benchmarking data for comparison to future employee surveys. 
 
For survey question “Are you confident in your ability to assist passengers with disabilities” there 
was a strong positive Yes selected by 100% of respondents. Of the total respondents, 42% have 
provided assistance to passengers with disabilities traveling onboard in various capacities. 75% 
of crew indicated they were able to independently assist passengers with any challenge without 
requiring assistance from other crewmembers. This confidence and capability reinforces the 
effectiveness of procedures and training for LMI staff. 
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Communication, Other Than Information and Communication Technologies 
 
Communication to internal and external audiences is carried out through various mediums 
depending on the purpose and circumstances with the overall goal of providing the 
information in a manner that is most useful to the intended recipients. 
 
LMI’s accessibility awareness training helps educate shipboard employees about methods to 
communicate that consider the needs of the person they are communicating with, such as 
clear, concise, and plain language, gestures, large print, writing, or various other means 
including electronic options. Employees are educated on the importance of seeking 
information from the person about their preferred method of assistance, whether that is 
alternative forms of communication or any other type of assistance that may be required. 
 
When offering various services to passengers, shipboard crew are prepared with alternatives 
that provide accessible options. For example, the safety announcements publicized during 
each voyage are available upon request in a large text print version. Crew members can also 
provide an in-person, individual safety briefing upon request to ensure all important safety 
information is communicated and questions addressed. LMI has conducted silent voyages to 
accommodate passengers with sensory sensitivities.  
 
A review of onboard signage was conducted for clarity, positioning, and to ensure 
compliance; new signage was developed and installed throughout the vessel. The signage 
text was in the two official languages and contained a pictorial graphic. 
 
An information distribution is planned to LMI employees and to LMI customers via LMI social 
media platforms to provide information and promote National AccessAbility Week scheduled 
for May 31st to June 6th, 2026.  

 
 
Externally focused 
 
The LMI website was redesigned to ensure compliance with WCAG Level AA guidelines. 

 

Schedule advisories and notifications are available online via the following:  

• LMI website includes 511 (www.NL511.ca) embedded for live updates 

• telephone 511 

• LMI Facebook page. 
 
LMI provides telephone access to customers via a toll-free line. An email address is an 
additional option available. 
 
Public announcements in terminals and onboard vessels are made using pre-recorded 
announcements. In the terminal passengers can receive information about the 
announcement from a staff member at the ticket counter including in large print. This 
procedure is described for passengers on the LMI website. The text of all announcements is 
made available in accessible formats such as large print. 
 
 

https://511nl.ca/map
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Information and Communication Technologies (ICT) 
 
LMI utilizes numerous information and communication technologies both internally and 
externally. In general, the Company’s telecommunication, computer and network systems 
use industry standard equipment and software. 
 
The implementation of a new app for booking online reservations has been successfully 
implemented with positive feedback. The online reservation app is designed to provide 
customers with an accessible and user-friendly method of booking and managing travel 
arrangements. Features include: online booking and modification of passenger and vehicle 
reservations, accessibility related booking options (elevator, ESA/Service Animal), waitlist 
functionality that allows a customer to join for full departures and receive notification when 
space becomes available, automated reservation confirmations and travel advisory notification 
sent via email and text, travel reminder emails 7 days and 2 days prior to departure, integration 
with telephone reservation service which allows staff to assist customers who may be unable to 
use the online system independently. It is a user-friendly interface designed to provide clear 
navigation and straightforward booking steps, as well as ongoing system updates aimed at 
improving accessibility, usability, and communication with passengers. 
 
This enhancement to the reservation process has proven to be an efficient procedure for 
passengers booking travel and requesting any additional services. It has streamlined the 
check-in process immediately prior to boarding the vessel and allows persons with disabilities 
to embark without having to leave their vehicle.  Other methods of making reservations are still 
available. 

 
Another upgrade was the implementation of a new telephone system in Q4 of 2025 for 
creating reservations online as an alterative to the app. This telephone system is designed to 
support accessible and effective communication for all users. Features include: direct access 
to reservation and customer service agents during operational hours, simplified automated 
menu prompts and recorded information, staff assistance for individuals who may require 
additional support completing reservations or obtain travel information. LMI has also recently 
started providing access to bilingual staff who are available to assist French speaking 
individuals by telephone and email communications. 
 
The impact of this improvement will be reviewed following a full year of use, especially 
related to the extent it benefits customers with accessibility needs and how they can request 
options that best suit their needs. 
 
Onboard the vessels, a television-based entertainment system is provided in public and 
employee areas. In main passenger lounges, several large screens display different 
entertainment content with closed captioning & descriptive video options available upon 
request; an electronic device is available upon request with written passenger safety 
announcements as well as for alternate entertainment options. No challenges were 
encountered relating to this service. 
   
In crew cabin’s users can control the choice of channel, audio options, as well as start, stop 
and pause playback.  
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Internet and connectivity 
 
There is now wifi access available to passengers on the dock in both St. Barbe and Blanc 
Sablon with the implementation of Starlink systems. There is limited internet connectivity 
onboard the vessels while at sea, which eliminates streaming content to individual devices 
as a viable option. 
 
 
Transportation Services 
 
LMI’s first priority is the safety and security of our passengers, crew and vessel; and is 
committed to providing all customers with a comfortable and enjoyable journey regardless of 
any physical or sensory impairment. Over the years, the Company has incorporated 
accessibility into its services so that all customers are treated equitably, and it continues to 
look for new and innovative ways to provide a barrier-free service as much as possible.  

 
Priority boarding for reserved passengers with disabilities is available upon request as is 
assistance through all stages of the check-in process and will be accommodated where 
possible due to loading sequence.  
 
Passengers can maintain the possession and use of their mobility aids at all points during 
their journey, meaning there is no time that a mobility aid must be disassembled or packaged 
or removed from the passenger for storage. Wheelchairs are available for customer use 
onboard all vessels and in terminals. Extra space is available for service dogs or mobility aids 
in general lounge areas onboard vessels. 
 
Employee Services 
 
Employees are widely dispersed given the nature of shore-based employees providing 
service in multiple locations, including onboard working vessels.  
 
Delivery of programs to employees, including employment information, training, employee 
support programs, job information, etc., takes many forms including in-person, online 
connections, printed items, and various electronic means.  
 
Support and alternatives are provided on an as-needed basis to employees accessing any 
program or service. LMI provides all employees with an Employee Family Assistance 
Program, a confidential support service that can help employees and their family with a wide 
range of challenges relating to physical/mental health, wellness, diversity and much more, at 
no cost to employees. 
 
During vessel operations employees are encouraged to submit proposals for equipment or 
amendments to procedures which would result in more ergonomic and efficient work 
practices for those performing the tasks.  
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Feedback 
 
The LMI Reservations Manager processes inquiries and requests relating to accessibility; the 
Reservations team receives up to one hundred inquiries annually related to accessibility 
onboard.  
Most of the requests for information pertain to traveling with a service dog or an emotional 
support animal. Other common subjects that information is requested on prior to sailing are 
parking and elevator availability. The Reservations team accommodate all information requests 
by outlining the facilities and options available for travel with a service dog or emotional support 
animal within Company Policy. 
 
The majority of requests are approved; it is rare for requests to be rejected. Many additional 
inquiries and requests were also received and handled in the moment by the Reservations 
team.  
 
LMI outlines the procedure onboard to ensure passengers have the access needed to all 
facilities with their animal as well as to confirm the legitimacy and proper training and health of 
the animals in advance of travel. 
 
Following travel the Reservations Manager communicates with customers who had accessibility 
requests included in their reservation; this is part of the Company’s process to communicate 
directly on a one on one basis and learn about the customer’s travel experience. Topics include 
the parts of travel which worked well, any challenges encountered, the resolution of such 
challenges, how to address any items to improve the process. 
 
As part of the Company’s commitment to providing exemplary and inclusive service there is a 
Customer Feedback Survey for passengers to complete after travel. LMI’s Customer Feedback 
Survey offers an opportunity for passengers to provide information and indicate their level of 
satisfaction of their voyage. There is an entire portion of the survey dedicated to accessibility; 
the respondent data is analyzed as part of LMI’s Feedback Process. 
 
The response data received in 2025 has been reviewed; of all feedback submitted by 
passengers there was only one accessibility related item, there are options in place to address 
this. 
 
The Company has implemented an automated email which is sent to all customers with a link to 
the Customer Feedback survey. This message would be distributed within 24 after the date of 
travel. The goal is to reach more passengers directly so as to increase the opportunity for the 
customers to complete the survey. 
 
Survey results indicate that 13% of survey respondents travelled with a support person, support 
animal, or with the use of a mobility device such as a wheelchair, walker, cane, scooter, or 
crutches. 
 
When asked how Labrador Marine Inc could improve, the majority of people didn’t answer or 
had nothing specific to add for accessibility related items. 
 
Of the responses provided, the most common feedback included the distance to the elevator 
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from vehicles, the times of port arrivals and departures, the time change between provinces as it 
relates to arriving for check in at the appointed time, food available onboard. 
 
 

Consultations 
 
Consultations with persons with disabilities and organizations were conducted as an integral 
portion of the Feedback Process to ensure continuous improvement. The most substantial 
response over all forms of data collection was received and analyzed through Q3 2025 to Q2 
2026; subsequent data will be included for analysis in preparation for the publishing of the 
2027 Accessibility Plan and Feedback Process.  
 

 External organizations 
 
External organizations were consulted in the development of the Accessibility Plan Progress 
Report with a focus on assessing if any barriers were encountered during travel by any persons 
that the organizations provide support and services to. Feedback was gathered via virtual 
meetings and telephone conversations. 
 
The external organizations with which the most meaningful consultations occurred include 
Easter Seals NL and EmpowerNL. In-depth discussion was conducted with representatives 
from both organizations which provided insight into concerns that their members experience 
with respect to travel, but not any particular areas of opportunity for LMI with respect to 
accessibility or other areas. 
One suggestion which was put forth was to post the a QR code onboard to allow passengers 
to complete the Customer Feedback survey during their travel. This is being considered for 
implementation during Q3 2026. 
 
One on one consultations 
 
For privacy reasons the consultations with individual travelers with disabilities who travelled 
onboard were conducted on a one-on-one basis. 
 
One on one consultations occurred with passengers who had traveled that had an 
accessibility related item included in their reservation, whether the reservation was created 
online, by telephone, or via the Reservations team. 
 
One on one consultations were conducted not only with individual travelers but also with a 
support person who frequently accompanies others that are not able to travel alone.  This 
provided valuable information from a direct observer and companion for people with different 
types of disabilities. 
 
One passenger who travels not only herself but frequently travels as a Personal Care 
Assistant for elderly passengers traveling to medical appointments was consulted. 
Discussion covered entire process of travel including the reservation process, embarking the 
vessel by vehicle, parking, the movement from vehicles to the passenger spaces, the 
onboard experience. There were no items discussed that were experienced as barriers, a 
suggestion for improvement was presented during one voyage which was responded to 



 
 
 
 
 

Labrador Marine Inc.                                                                                        Accessibility Progress Report 2026 
 

P a g e  11 | 12 
 

promptly by crew onboard. Highlights of positive aspects of the travel were the ease of 
communication with the Reservations team in creating a reservation via telephone and that 
the crew were knowledgeable and accommodating of all person’s needs “wonderful crew”.  
 
Other one on one consultations provided meaningful feedback to Labrador Marine Inc. There 
were concerns around the quantity of designated accessible parking available with direct 
access to the elevator and the demographic of the aging population of the province. All 
respondents spoke positively about the crew assistance especially during embarking, 
parking and disembarking.  
 
One on one consultations were also conducted with passengers who did not require 
assistance but who legitimately utilized accessible facilities such as women in late-stage 
pregnancy or with very young children. No barriers were encountered by such passengers; 
the most common item of feedback received was that the availability of the elevator helped 
make their travel a smoother experience.   
 
As part of continuous improvement information is gathered where one on one consultations 
occur between shore staff (reservation agents) and persons with disabilities if assistance is 
required outside of the online reservation process. In those cases, telephone conversations 
are conducted to accommodate those who are unable to access the online reservation 
system as well as when clarification is needed for any reservation. The frequency of these 
interactions is unpredictable due to the use of adaptive technology and travel companions; 
the adaptive technology allows persons with disabilities to create reservations independently 
or a travel companion coordinates the arrangements for travel.  
 
Continuous information gathering takes place onboard via all shipboard crew; what is 
considered live experience. Any feedback is reported in case action is required or 
procedures to be reviewed. In this manner consultations between persons with disabilities 
and ship staff occur during travel onboard on a one-on-one basis. The frequency of 
interactions is greater when a person with a disability is traveling alone without a companion 
as the person traveling may require assistance from onboard staff. The communication is 
typically regarding parking onboard, assistance to transfer from the parking deck to the 
saloon/passenger deck, what assistance may be required during the voyage. Consultations 
with the travel companions of persons with disabilities are conducted as needed, the 
frequency of which is unpredictable. 
 
The resultant feedback gathered was overall favorable; there were no instances requiring 
amendment of procedures or facilities, nor were there any barriers identified that required 
attention.  
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Provision of CTA Accessibility-Related Regulations 
 

Labrador Marine Inc is a federally regulated marine transportation service provider and is 
subject to the Accessible Transportation for Persons with Disabilities Regulations* (ATPDR) 
which has the goal of removing barriers to transportation for person with disabilities.  

Labrador Marine Inc aims to ensure an accessible transportation system and to eliminate 
undue barriers to the mobility of persons with disabilities so that they have equal access to 
LMI transportation services. The objective is to ensure all persons with disabilities are 
accommodated and their needs are met. 

* As the Company is both a carrier and a terminal operator, sections of the regulations 
applicable to LMI include: 
1-10, 15-25, 28, 30-34, 35 (applicable sections), 37-39, 42, 46, 48-52, 54-59, 60-61, 134-
137, 141, 142-146, 153, 157, 163, 164, 178, 179. 

Information on the activities and services covered by these sections has been presented in the 
preceding sections. LMI maintains an open dialogue with representatives of the CTA and 
participates in its ongoing consultative processes.  

https://laws-lois.justice.gc.ca/eng/regulations/SOR-2019-244/index.html

