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Navigating rideshare denials: A guide for guide dog handlers
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[bookmark: _Toc173418390]Introduction
CNIB is committed to ensuring social attitudes shift to universal acceptance of and appreciation for guide dogs. We also provide advocacy support for guide dog handlers across Canada, regardless of where their dogs are trained.

Many guide dog handlers report challenges with accessing rideshare services when accompanied by a guide dog. In fact, a 2023 survey conducted by Guide Dogs for the Blind found that 83 percent of its surveyed alumni in the US and Canada had experienced rideshare denials. This guide aims to provide tips for making your rideshare experience as smooth as possible, as well as information about what you can do if you are denied access.

[bookmark: _Toc173418391]What are my rights?
In all of Canada's provinces and territories, human rights legislation prohibits discriminating against a person with a disability who is working with a guide dog. Discrimination includes denial of access to any premises or service available to the public, including rideshare services. 

Guide dog handlers are entitled to the same level of service as any other customer. This means a rideshare company cannot charge an additional fee because you have a guide dog, including cleaning fees. 

Moreover, a rideshare driver cannot insist that you use a service such as Uber Pet, which is more expensive than a standard ride.

[bookmark: _Toc173418392]Guide dog legislation explained
[bookmark: _Toc173418393]The Human Rights Code
In all of Canada’s provinces and territories, your right to access facilities and services with a guide dog is protected by that region's provincial or territorial human rights code. 

The human rights code is a provincial or territorial law that gives everyone equal rights and opportunities, without discrimination, in areas such as jobs, housing and services. The code's goal is to stop harassment and discrimination based on sex, race, or disability, to name just a few of the seventeen protected grounds. 

Every province and territory has its own code, and all preserve your right to travel with a guide dog.

[bookmark: _Toc173418394]Other provincial legislation
In addition to the human rights code, five provinces have additional legislation that protects your right to travel and access services with your guide dog. These provinces are British Columbia, Alberta, Ontario, Nova Scotia, and Newfoundland and Labrador. 

In these five provinces, additional laws give police the right to investigate and, upon conviction, lay fines of up to $5,000 for denying access to a person because they are accompanied by a guide dog.

For more information about guide dog legislation in your province, visit CNIB's guide dog legislation page. 

[bookmark: _Toc173418395]What about competing rights?
There may be very rare circumstances where, because of a driver’s membership in a group protected by human rights legislation, carrying a service animal would be an undue hardship. 

With that said, drivers with competing rights (like allergies) must have provided written documentation to the rideshare company, like a doctor’s or cleric’s letter, indicating that they belong to a group protected by human rights legislation and how carrying the service animal is an undue hardship. If this documentation has not been provided, drivers are legally obligated to provide service to riders with service animals.

If competing rights are an issue, a compromise needs to be made to maintain the rights of everyone involved. In these situations, it’s important to remember that both people have rights and coming to a satisfactory resolution for both parties may take collaboration or creativity. For example, if a driver is allergic to dogs and unable to take the ride, the driver should still wait with you until another ride arrives. This way, you are still provided with the service you have a right to access. 

A fear of dogs is not a protected right; therefore, a driver cannot deny you access to a ride on these grounds. 

Finally, if a driver refuses you access and claims it’s because of an allergy, this can still be reported as a denial and investigated by the rideshare company. 

[bookmark: _Toc173418396]Tips for ordering a ride
Here are a few helpful tips that may help ensure a smooth rideshare experience:
· After booking, call or text the driver and tell them explicitly where you are located; for example, tell them if you need them to pull into the driveway or parking lot. Providing an exact location can help if the geo-map "pin" showing the driver your location is inaccurate.
· It’s entirely at your discretion whether to disclose that you have a guide dog. Sometimes, this relieves stress, as you know the driver is aware ahead of time, but you are under no obligation to disclose in advance if you choose not to.
· It’s also up to you whether you want to disclose your vision loss. While providing the driver with this information may help them to understand that you cannot locate them visually, this is also up to you. 

[bookmark: _Toc173418397]What do you do if you are denied access?
If you are denied service, the steps you choose to follow will depend on several things, including the rideshare platform you are using, the province you are in, and your personal preferences. This guide will outline several options you can take, but your choice is entirely your decision.

[bookmark: _Toc173418398]Safety first
No matter what decision you make when you are denied service, ensure that you and your dog always remain safe. If a driver becomes confrontational and you feel unsafe, you are not obligated to continue the discussion. You should report any confrontational or aggressive behaviour exhibited by a driver to the rideshare company.

[bookmark: _Toc173418399]Keep calm
Try to initiate a respectful conversation with the driver. The driver may not know the laws and regulations regarding guide dogs. Even if the driver has had some training, they may have forgotten or be new to the situation.

By calmly and respectfully explaining your rights, you may be able to resolve the issue without further escalation.

While this can be a frustrating discussion to have, it can result in the driver changing their position and can help educate about the rights of guide dog handlers. 

[bookmark: _Toc173418400]Take video or screenshots
While most rideshare companies can see a rider’s history once a ride is completed or cancelled, taking screenshots or videos, if you’re able to do so, of your communication or interaction with the driver may be helpful if you want to launch a complaint with the company or the human rights tribunal in your province.

[bookmark: _Toc173418401]Register a complaint with the company
Most rideshare services have a complaint process that can be used to let the company know if a driver has denied you access. 

[bookmark: _Toc173418402]Filing a complaint with Uber
[bookmark: _Toc173418403]Reporting in the app
1. Open the Uber app. In the bottom right-hand corner, select "Account.”
2. Select "Help." 
3. Under the “All Topics” heading, select “Accessibility.”
4. Select "I want to report a service animal issue."
5. Provide Uber with as much information as possible about your trip, including the time of day the incident occurred. An Uber representative will follow up with you and will be able to access details such as the driver's name and vehicle information.

[bookmark: _Toc173418404]Reporting by phone
Uber's safety team has received some training and can take complaints about guide dog denials. To reach Uber's safety team, call 1-833-715-8237 24 hours a day in Canada and the United States.

[bookmark: _Toc173418405]Filing a complaint with Lyft
[bookmark: _Toc173418406]Reporting in the app
1. Open the Lyft app. In the top left-hand corner, under the menu heading, select "Help.”
2. Under the "All Help" heading, select "Lyft Ride and Payment Issues."
3. Under the ride issues section, select "Service Animal Denied.”
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Lyft has a service animal hotline, which can be reached at 1-844-554-1297.

[bookmark: _Toc173418408]Other steps you can take
If you aren't satisfied with the response from the rideshare company or if you would like to take further action, here are some things you may wish to consider.

[bookmark: _Toc173418409]Contacting your city's bylaw office
In some cases, the rideshare driver who has denied you service may be licensed through the city. In these cases, bylaw enforcement officers may be able to help.

[bookmark: _Toc173418410]Contacting the police (in some provinces)
If you are in one of the five provinces with specific legislation protecting guide dog handlers (British Columbia, Alberta, Ontario, Nova Scotia, and Newfoundland and Labrador), the police have the authority to investigate the situation. 
If you contact the police, you should contact the non-emergency number for assistance. Here are some things to keep in mind: 

· You do not need to call the police as soon as the incident occurs; you can contact them once you are back home or at your destination.
· You may reach a staff member who is not familiar with the legislation in your province. If this happens, politely ask if they can check with someone else because you know they can help.
· Police will meet with you and the officer to take down the report.
· The officer will investigate the situation and follow up with you if any action is to be taken.

If you need support at any time during this process, please email advocacy@cnib.ca or call 1-800-563-2642.

[bookmark: _Toc173418411]Launching a human rights complaint
In all of Canada's provinces and territories, you can initiate a human rights complaint under the human rights code in that province. While this can be a lengthy process, it can result in a business providing you with compensation or other sanctions. 

Most provinces will have an information helpline, which you can use to initiate the complaint and to get more information about the process. If you need support or additional information, you can reach out to CNIB for help as well.
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Coping with access denials can be frustrating but remember that we are always here to help. If you want to discuss your options or need more information, you can reach out to us by email at advocacy@cnib.ca or by phone at 1-800-563-2642.
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