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Executive Summary  

Civida’s mission has always been to provide safe and affordable housing. A key part of 

the mission is to ensure that the housing is accessible to customers. Accessibility refers to 

the absence of barriers that prevent individuals and/or groups from fully participating, 

contributing, and benefiting from all social, economic, cultural, spiritual, and political 

aspects of society. In this case, Civida wants to make sure that its properties and service 

delivery are accessible to their customers.  

Civida’s accessibility policy framework focuses on four principles dignity, collaboration, 

inclusion and adaptability. Civida wants to ensure that the dignity of their customers is 

intact as they navigate issues and circumstances around accessibility.  

Background  

Civida is the largest provider of community and affordable homes in Northern Alberta.    
Civida serves Edmontonians through housing and affordability programming, and is        
committed to providing safe and affordable housing to those in need.  

As an affordable housing organization, Civida recognizes that there is room for growth 

for the organization in the accessibility space. The 2022 tenant satisfaction survey 

revealed that a third of Civida’s tenants self-identify as a person with a disability. Tenants 

have shared with Civida that it needs to improve accessibility within housing and develop 

programming, policies and supports that meet their needs promptly. It is critical that 

housing management bodies, such as Civida, take into consideration the intersectional 

and unique needs of individuals with disabilities. 

Civida is proud to share the beginning of its accessibility approach within the 

organization. Civida recognizes that this framework is the beginning of making 

sustainable and accessible changes within the organization to improve the quality of 

housing and life of customers and employees.  

Disability 

A disability is an impairment or functional limitation that prevents people from fully and 

equally participating in society, when combined with a barrier. Disabilities can be 

temporary, episodic or permanent, and they may also change over time and age. People 

with a disability may experience their disability in different ways, which could include: 

  Physical/mobility 

  Sensory  



Page 3 

 Intellectual/developmental  

 Cognitive 

 Learning 

 Communication 

 Mental Health 

 Addictions 

Disability Models 

There are different models for understanding disability. The predominant models of 

disability include charity, medical and social models. In the charity model, people with a 

disability are viewed as objects of pity that deserve charity and benevolence. This model 

reduces people with disabilities to passive recipients of philanthropy, without agency to 

care for themselves or to control their own circumstances. 

The medical model approaches disability from the idea that disabilities must be 

diagnosed, treated and fixed. From this perspective, the responsibility is placed on the 

individual with a disability to seek appropriate diagnosis and treatment for their 

“condition”. It defers to an external medical authority to decide what is needed to 

remediate the situation. This limits individual independence, choice and control of their 

own lives. Furthermore, the medical model is rooted in ableism. Ableism is the 

discrimination of and social prejudice against people with disabilities. Ableism is rooted 

within society, and manifests in different forms including; developing inaccessible 

websites, buildings without braille on signs or elevators to name a couple. As it stands, 

the medical model disempowers people with disabilities.  

The social model contrasts with the medical model of disability. The social model 

approaches disability from the perspective that disability is the result of the interaction 

between people living with an impairment and environmental barriers. Barriers are things 

that prevent people with disabilities from fully and equally taking part in society, they can 

be categorized into the following: 

 Environment (Physical spaces) 

 Communication  

 Technology  

 Policies, programs and services  

 Attitudes  
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The social model does not look to change the individual with a disability, but instead 

change the environment around them and make it accessible to them. The removal of 

barriers is necessary to ensure persons with disabilities independent participation.  

Accommodation  

According to the Alberta Human Rights Act (1972), accommodation means making 

changes to certain rules, standards, policies, workplace cultures and physical 

environments to ensure all people have equal benefits and access to services regardless 

of a person’s mental or physical disability. The act also indicates that the duty to 

accommodate is a responsibility of the service provider, or landlord to make these 

modifications in order to address any discrimination. In addition, the act states that 

undue hardship occurs if these changes would create significantly onerous conditions for 

a service provider, for example, intolerable financial costs or serious disruption to 

business. Providing accommodation is one way that organizations can improve their 

services or programming to become more accessible to people with disabilities. However, 

sometimes, accommodations are reactive as opposed to proactive, and in the long-term 

do not benefit all individuals who need accommodations.  

Accessibility  

Accessibility refers to the absence of barriers that prevent individuals and/or groups from 

fully participating, contributing, and benefiting from all social, economic, cultural, 

spiritual, and political aspects of society. The term also refers to rights to access, and to 

universal design characters of products, devices, information, programs, services and 

infrastructure that enable independent use, or support when required, and access by 

people with disabilities. As opposed to accommodation, accessibility is proactive and 

ensures that programs and services are designed to be accessible to all. Accessibility 

requires intentional planning, design and effort to ensure barriers are removed.  

Accessibility & Affordable Housing Statistics  

According to the Canada Mortgage and Housing Corporation (CMHC), affordable 

housing is when a house costs less than 30% of the household’s gross income. If 

households are spending more than 30% of their gross income on housing they are in 

core housing need. A household is also considered to be the core housing need when 

they are living in a home that is not adequate or suitable for their household make-up. In 

2021, 1 in 10 households were in the core housing need in Canada.  

The National Housing Strategy Act (2019) declared that “the right to adequate housing is 

a fundamental human right affirmed in international law”. Operationally, this includes 
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housing that is secure; affordable; habitable; provides access to basic infrastructure, 

located close to employment, services and amenities; culturally appropriate and 

accessible for all persons including persons with disabilities  

The 2017 Canadian Survey on Disability identified that 5.4% of persons with disabilities 

live in subsidized housing. of the same survey found that 25% of persons with disabilities 

spent more than 30% of their total household income on shelter. It is critical that cities 

have affordable housing and infrastructure that meets the needs of those with 

accessibility needs.  

In 2022, the City of Edmonton conducted an affordable housing needs assessment with 

affordable housing providers and tenants. The needs assessment is a planning tool that 

will be used to assist in identifying specific housing needs within the City of Edmonton. 

The assessment found the following regarding persons with disabilities who live in 

affordable housing: 

 A critical shortage of accessible housing in Edmonton;  

 People with disabilities are currently not being included enough in the planning 

process of affordable housing;  

 Buildings and units are often not located to critical services such as transportation 

or healthcare;  

 Lack of education and clarity on accessibility for landlords  

 Lack of emergency preparation that takes into consideration of the need of 

individuals with disabilities, which leads to these individuals feeling unsafe in their 

own homes;  

 Lack of social support services. 

Developing barrier-free or accessible housing not only improves the quality of life for 

people with disabilities but is also economically beneficial and cost-effective. As noted in 

the City of Edmonton needs assessment, there is a critical shortage of accessible housing 

in Edmonton. The shortage of accessible housing could be attributed to: 

 Lack of funding from the provincial government, as housing management bodies 

receive their operational budgets from the province.  

 Housing management bodies are required to run in a deficit funding model. This 

ensures that the revenue made from renting cannot be utilized for capital 

spending. 
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 The Alberta Building Code only requires 10% of publicly funded housing projects 

to be accessible, which continues also impacts the capital budget granted by the 

provincial government to expand on accessible housing.  

Accessibility & Civida  

In August 2022, Civida launched their tenant satisfaction survey, which measured the 

satisfaction of Civida tenants on topics such as application and move-in experience, 

safety and security and tenant support services. Data was compared between tenants 

who have a disability and those who do not. Evidence found that tenants with disabilities 

had a lower satisfaction rate. Other key findings include: 

 Approximately a third of Civida tenants identified themselves as having a disability 

or having an accessibility need.  

 90% of individuals with disabilities or accessibility needs currently live in 

community housing.  

 Tenants with disabilities or accessibility needs significantly reported having major 

problems with the move-in process with Civida.  

 Tenants with disabilities or accessibility needs significantly reported being 

dissatisfied with the condition of their home and building 

 Tenants reported feeling significantly unsafe while walking around the property 

after dark. 

 Tenants with disabilities or accessibility needs significantly disagree more that 

Civida cares about their well-being.   

Civida is committed to developing accessible units in their buildings. Civida’s housing 

stock currently has 199 accessible units. The accessibility of the suites ranges from being 

barrier free to suites with adaptations (e.g., roll-in showers, grab bar installations, etc.). 

With the implementation of the accessibility framework, Civida is working towards 

adopting new ideas and strategies to work towards increasing accessibility for customers 

and employees.  

Administratively, Civida has shifted its service delivery model to be more accessible by 

having district offices in eight (8) areas of the city. This offers customers the option to 

travel within their neighbourhood to meet with Civida employees instead of traveling to 

the head office.  
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Accessibility Principles & Approach 

Principles  

Civida is committed to improving the experiences of persons with disabilities or 

accessibility needs throughout the organization. The following guiding principles will 

shape how Civida will develop policies, plans and programs. The principles are adapted 

from the United Nations Convention on the Rights of Persons with Disabilities in 

combination with the Accessible Canada Act (2019).  

Dignity: everyone is treated with respect so that they can make choices, meaningfully 

contribute, and participate in facilities, services and programming; and be able to thrive 

through independence.  

Collaboration: Civida will work towards collaborating and engaging meaningfully with 

persons with disabilities or accessibility needs, and other stakeholders, levels of 

government, agency partners, and advocacy organizations to eliminate barriers and 

support innovations towards accessible affordable housing.  

Inclusion: Civida will ensure that everyone will have the opportunity to engage in 

programs, services, and facilities to foster a sense of belonging. Civida will ensure they 

are working towards eliminating barriers and creating opportunities to create equitable 

access to programs and resources for all customers and employees. 

Adaptability: Civida understands that disability and accessibility are evolving concepts 

that change as research, services, technology, and attitudes change.  

Approach  

Civida recognizes that to meet accessibility needs of customers and employees, the 

organization must take a two-pronged approach. As guided by legislation, Civida must 

comply with the duty of reasonable accommodation. Accommodations are developed to 

address issues that are identified by customers and employees these are reactive 

interventions. Following the implementation of the accommodation, Civida will be logging 

the requests to inform future decision making. However, accessibility extends beyond just 

reactive interventions; therefore, Civida must be proactive in accessibility planning to 

ensure that the organization is creating an accessible environment within its homes and 

workplace. The second approach to Civida’s accessibility framework is engaging in 

designing anticipatory interventions. Anticipatory interventions will be developed by 

utilizing data collected through the organization and beyond regarding accessibility. 

Further, Civida will continue to engage and connect with other housing management 
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bodies and organizations that support people with disabilities to ensure that its services 

and homes meet the needs of others. Following the implementation of the anticipatory 

intervention, Civida will be logging the information to inform future decision making 

similar to the reactive intervention.  

Areas of Focus  

Customer Service  

Civida is committed to providing respectful and accessible customer service. It is 

important to remember that customer service extends beyond interactions between 

customers and employees at the Civida offices. Customer service is achieved through the 

actions conducted by all levels of the organization and extends to those looking for 

housing, interactions with contractors, the government, and other partners. Civida serves 

many customers per year, and it is critical that Civida develops strong policies, practices 

and procedures that promote accessibility for the wide range of customers that they 

serve. 

The list of considerations below often overlaps and/or complement one another, and so 

should be considered from both an individual and wholistic approach. Through the lens 

of customer service, Civida will consider ensuring that the following areas of customer 

service are reviewed to be accessible: 

 Communication: refers to the various ways that Civida communicates with 

customers. This includes communication with all customers and partners through 

all forms of communication including, but not limited to in-person interactions, 

emails, letters, social media, contracts, etc.   

 Complaints & Appeals: refers to the way Civida customers can file a complaint 

with Civida. Complaints are concerns about employee conduct, policies and 

procedures, rules and regulations, the way services and programs are delivered 

and operated. Customers can also make appeals about policy or program 

decisions made by Civida. Appeals require a higher authority to review a decision 

made by Civida employees. 

 Program Applications: refers to the application process for all the programs Civida 

offers. This includes consideration for the ways applicants can apply for programs 

such as Rent Café, Civida Benefit Portal, paper applications, in person, or any 

combination of those methods. Part of the application process includes eligibility 

for the many programs Civida offers and an understanding of legislative 

regulations. 
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 Advertisement: refers to the various channels of communication Civida uses to 

create awareness of their services and programs to customers and employees.  

 Move-in: refers to the practices and procedures surrounding move-in and move-

out of the buildings and units.  

 Tenancy: is a broad term referring to the duration a customer lives with or is 

receiving a rent subsidy. The term of tenants’ tenancy can comprise of topics such 

as maintenance concerns, social concerns, and concerns over continued program 

eligibility. Anything that happens while a customer utilizes Civida’s services is likely 

to fall under this area of customer service.  

 Housing Programs: refers to the various housing programs Civida has to offer to 

their customers – this includes community housing, near market and mixed 

income housing.  

Built Environment 

Civida is committed to providing safe and accessible facilities, and ensuring reasonable 

accommodations are provided for units, buildings and workplaces. To do this, Civida is 

taking a universal design approach in its new developments and where possible, when 

making accommodations. Civida manages roughly 130 sites, which is approximately 

5,300 residential units across Edmonton. 199 units are deemed accessible. Universal 

design is important not only for the degree of accessibility it offers to tenants but also for 

visitors, employees, and contractors who may be on site. Having guests contributes to a 

greater sense of wellbeing and satisfaction, therefore it is important to examine the built 

environment from a guest accessibility perspective. By ensuring future developments are 

accessible to all people, future visitors, regardless of their reason to visit, will be able to 

access the building and with ease. Universal design also takes into consideration that 

people’s needs change over time and allows tenants to age in place.  

Through the lens of the built environment and universal design, Civida will review the 

following areas of the built environment to be accessible:  

 Capital development and planning: refers to how Civida designs and plans new 

developments and redevelopments. This includes the entire development or 

redevelopment process from decanting (if necessary) to opening.  

 Maintenance: refers to how Civida manages and completes maintenance requests 

by tenants living in Civida housing. This overlaps with how Civida considers the 

accessibility of a customer’s duration with Civida. 

 Safety: refers to how Civida manages and develops engineered factors to improve 

and increase safety in housing and within the workplace. Safety for built 
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environment means physically engineered aspects of built environment (e.g.: 

lighting, corridors etc.) to balance safety with tenant privacy. 

Workplace  

Civida is committed to providing an accessible workplace. An accessible workplace 

ensures that employees with a disability or accessibility needs are accommodated and 

supported. This includes all aspects of work such as employees being able to perform 

their job tasks and enjoy amenities made available by the employer.  

Through the lens of the workplace, Civida will review the following areas of the workplace 

to be accessible: 

 Software: refers to the software programs that Civida employees utilize to 

complete their work, including third party programs.  

 Professional Development: refers to the different opportunities provided by Civida 

to employees to learn and develop new skills.  

 Human Resources: refers to the policies and procedures set by the Human 

Resources department which all Civida employees must comply with. 

Evaluation  

Civida is committed to ensuring that our customers and employees are able to engage 

with our business in an accessible manner. We believe we must hold ourselves 

accountable to the commitments in this framework. To ensure commitments are upheld, 

we must consistently evaluate our actions. Because this framework is a living document, 

evaluation will occur on an ongoing basis. An internal evaluation plan including the 

biennial Tenant Satisfaction survey and Employee Engagement survey tracks metrics for 

this evaluation. These surveys are an opportunity to measure how well Civida is meeting 

the needs of tenants and employees.  

Acknowledgements 

Civida would like to thank the following organizations and groups of people for their 

support in providing feedback to the Accessibility Framework. We deeply appreciate you 

all taking the time to provide constructive feedback to ensure that we are focusing on our 

mission of providing safe and affordable housing for all of our customers.  

 Voices of Albertans with Disabilities  

 City of Edmonton Accessibility Committee  

 Edmonton Community Legal Centre  



Page 11 

 Tenants at Sir Douglas Bader Towers  

 

  



Page 12 

Glossary  

Ableism: is the discrimination of and social prejudice against people with disabilities. 

Accessibility: refers to the absence of barriers that prevent individuals and/or groups 

from fully participating, contributing, and benefiting from all social, economic, cultural, 

spiritual, and political aspects of society. The term also refers to rights to access, and to 

universal design characteristics of products, devices, information, programs, services, and 

infrastructure that enable independent use, or support when required, and access by 

people with a variety of disabilities.   

Affordable Housing: a broad term that can include housing provided by the private, 

public and non-profit sectors. It also includes all forms of housing tenure: rental, 

ownership and co-operative ownership, as well as temporary and permanent housing. In 

Canada, housing is considered “affordable” when it costs less than 30% of a household’s 

before-tax income.  

Anticipatory Intervention: interventions and strategies focus on improving fundamental 

structures to decrease barriers and improve supports that allow people to achieve their 

full potential.  

Assistive Devices: are devices that are designed, made or adapted to assist a person to 

perform a particular task. People with disabilities may choose to use assistive devices to 

enable them to carry out daily activities.  

Barrier: means anything – including physical, architectural, technological or attitudinal, 

anything that is based on information or communications or anything that is the result of 

a policy or a practice – that hinders the full and equal participation in society of persons 

with an impairment, including a physical, mental, intellectual, cognitive, learning, 

communication or sensory impairment or a functional limitation.  

Core housing need: A household is in the core housing need if it meets two criteria. (1) A 

household is below one or more of the adequacy suitability and affordability standards. 

(2) The household would have to spend 30% or more of its before-tax household income 

to access local housing that meets all three standards.  

Disability: means impairment, including physical, mental, intellectual, cognitive, learning, 

communication or sensory impairment – or a functional limitation – whether permanent, 

temporary or episodic in nature, or evident or not, that, in interaction with a barrier, 

hinders a person’s full and equal participation in society.  
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Duty to Accommodate: means making reasonable changes to certain rules, standards, 

policies, and physical environments to ensure that they do not have a negative effect on 

a person because of the person’s mental or physical disability.  

Reactionary Intervention:  interventions and strategies that focus on providing equitable 

access to care and services to mitigate negative impacts of disadvantage on well-being.  

Undue hardship: occurs if accommodation would create significantly onerous conditions 

for an employer or service provider, for example, intolerable financial costs or serious 

disruption to business. Factors such as financial costs, size and resources of the employer 

or service provider, disruption to operations, morale problems of other employees 

brought about by accommodation, substantial interference with the rights of other 

individuals or groups, interchangeability of work force and facilities, and health and 

safety concerns must be assessed.  

Universal Design: the design of an environment or building that can be accessed, 

understood, and used by all people regardless of their age, size, ability or disability.  
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