Proposed Recommendations for Service Accessibility
												
1. INTRODUCTION
1.1 Purpose of the Recommendations: 
This document aims to provide clear, actionable guidelines to ensure services across sectors are accessible, respectful, and inclusive for persons with disabilities (PwDs) and their caregivers. Recognizing accessibility as a fundamental right, it emphasizes the importance of creating environments that support not only physical access but also emotional and psychological well-being. 
1.2 Alignment with Legal Mandates 
The Rights of Persons with Disabilities (RPwD) Act, 2016 provides a strong legal basis for ensuring accessibility and equality for persons with disabilities. Sections 40 and 41 prescribe the formulation of accessibility standards for the built environment, transport and information and communication systems. These provisions require the government to ensure inclusive infrastructure, promote universal design and provide accessible  “systems, and other facilities and services provided to the public in urban and rural areas”(sec 40))  to enable the equal participation of persons with disabilities in all aspects of life.
The Act is supported by accompanying rules, including Rule 15, which prescribes accessibility standards. However, the existing rules fall short of their intention. Rule 15 has been criticised for treating accessibility standards as non-binding, recommendatory guidelines rather than enforceable, mandatory requirements. This lack of compulsion undermines the purpose of the RPwD Act, creates gaps in implementation, and leaves accessibility as an aspirational goal rather than a guaranteed right. These recommendations have been developed to address these shortcomings, particularly in relation to services.
1.3 Gaps in Accessibility Frameworks
This document has been developed in direct response to the Supreme Court's landmark judgment in the Shri Rajive Raturi v. Union of India WP(C) 243/2005) case, which underscores the urgent need to enforce accessibility standards for persons with disabilities (PwDs). 
Aligned with the foundational provisions of the Rights of Persons with Disabilities (RPwD) Act, 2016, and the guiding principles of the UN Convention on the Rights of Persons with Disabilities (CRPD), this document draws upon a range of referenced materials to translate legal mandates into actionable measures. These recommendations are designed to bridge the gap between the legal framework and its practical implementation, paving the way for a society where inclusivity is a realized standard rather than an aspirational goal.
1.3.1 Background to Shri Rajive Raturi v. Union of India WP(C) 243/2005) case: Mr. Rajive Raturi, a visually impaired Person, filed a Public Interest Litigation (PIL) in 2005 seeking directives to ensure meaningful access to public spaces for persons with disabilities (PWDs). Despite the enactment of the Rights of Persons with Disabilities (RPwD) Act, 2016, and previous Supreme Court directives in 2017, compliance remained inadequate.

1.3.2 Judgement highlights:
Rule 15 declared ultra vires: The Court held that Rule 15 of the Rights of Persons with Disabilities Rules, 2017, which provided only recommendatory guidelines on accessibility, was ultra vires (beyond the powers of) the RPWD Act. The Court emphasized that accessibility standards must be mandatory to ensure the rights of PWDs are upheld.
"Rule 15, in its current form, does not provide for non-negotiable compulsory standards, but only persuasive guidelines. While the intention of the RPWD Act to use compulsion is clear, the RPWD Rules have transformed into self- regulation by way of delegated legislation. The absence of compulsion in the Rules is contrary to the intent of the RPWD Act While Rule 15 creates an aspirational ceiling, through the guidelines prescribed by it, it is unable to perform the function entrusted to it by the RPWD Act, i.e., to create a non-negotiable floor. A ceiling without a floor is hardly a sturdy structure. While it is true that accessibility is a right that requires “progressive realization”, this cannot mean that there is no base level of non-negotiable rules that must be adhered to. While the formulation of detailed guidelines by the various ministries is undoubtedly a laudable step, this must be done in addition to prescribing mandatory rules, and not in place of it. Therefore, Rule 15(1) contravenes the provisions and legislative intent of the RPWD Act and is thus ultra vires, the Act."
Directive to frame mandatory rules: The Union Government was directed to establish mandatory accessibility standards based on Universal Design principles, as laid down in the RPwD Act, 2016, within three months, in consultation with stakeholders, replacing non-binding guidelines to ensure compliance with accessibility norms.
"This exercise may involve segregating the non-negotiable rules from the expansive guidelines already prescribed in Rule 15. The Union Government must conduct this exercise in consultation with all stakeholders, and NALSAR- CDS is directed to be involved in the process. It is clarified that progressive compliance with the standards listed in the existing Rule 15(1) and the progress towards the targets of the Accessible India Campaign must continue unabated. However, in addition, a baseline of non-negotiable rules must be prescribed in Rule 15,"
Recognition of accessibility as a fundamental right: The Court recognized accessibility as a fundamental right under Articles 14, 19, and 21 of the Indian Constitution, emphasizing its importance for the dignity and equality of persons with disabilities.
“Accessibility is not a standalone right; it is a prerequisite for PWDs to exercise other rights meaningfully.”
Thus, the judgement mandates enforceable accessibility standards, ensuring public spaces, services, and systems are inclusively designed and compliant with the RPwD Act. It underscores penalties for non-compliance, reinforcing the government and service providers' obligation to uphold the dignity, equality, and independence of persons with disabilities.
												
2. GUIDING PRINCIPLES FOR ACCESSIBILITY
2.1. Key Dimensions of Service Accessibility 
Services are activities or support provided to meet the needs of individuals, organizations, or communities, often involving direct interaction between the provider and the recipient. These services, offered by the government, private businesses, or non-profit organizations, address specific tasks or goals.
Service accessibility ensures that services are designed and delivered in a way that allows all individuals, including persons with disabilities (PwDs), to independently and effectively access, understand, and benefit from them without facing barriers or discrimination. It promotes equal participation, fostering independence and enabling individuals to achieve personal and professional goals while enhancing usability for diverse needs. 
Accessibility reduces dependency, expands workforce and economic participation, and fulfills legal obligations, reflecting a commitment to equality and inclusion. It also builds inclusive communities where everyone can access essential resources and contribute meaningfully to society.

The Service Accessibility Standards are rooted in established best practices, international frameworks like the UNCRPD, and inclusive design principles. 
They include:
· Physical accessibility - ensuring environments are navigable and usable for individuals with mobility challenges.
· Sensory accessibility - providing accommodations like assistive technologies and tactile markers for individuals with visual, auditory, or sensory impairments.
· Cognitive accessibility - simplifying communication, offering clear instructions, and designing services that are easy to understand for those with cognitive or learning difficulties.
· Emotional accessibility - creating welcoming, respectful, and supportive environments that foster dignity, inclusion, and emotional well-being.
Together, these standards address the diverse needs of all users, enabling equitable participation and autonomy in accessing services.
2.2. Guiding Principles from the CRPD for Service Accessibility
The CRPD serves as a foundational international framework advocating for the rights, inclusion, and autonomy of PwDs. Its principles emphasize accessibility, dignity, and the right of PwDs to participate fully in all aspects of life, including accessing services. The core principles from the CRPD that specifically relate to services and their delivery are:
· Respect for inherent dignity, individual autonomy, and independence of persons: Services must respect the autonomy and freedom of choice of persons with disabilities (PwDs) and must be designed to uphold the dignity of PwDs and empower them to make their own decisions. 
· Non-discrimination: Services must be provided equally to PwDs, ensuring they are not excluded or treated unfairly. Non-discriminatory practices should be embedded in service delivery across all sectors.
· Full and effective participation and inclusion in society: Services should promote the active participation of PwDs in all aspects of life. This includes ensuring that services are designed to enable PwDs to engage fully and equally in society.
· Accessibility: Ensuring that all services—whether in education, healthcare, transportation, or public spaces—are physically, communicatively, and technologically accessible to PwDs. This involves removing barriers that hinder PwDs from accessing services.
· Equality of opportunity: Services must provide equal opportunities for PwDs to access the same services and benefits as others. This includes creating an environment where PwDs can achieve their full potential without facing systemic disadvantages.
· Disability is part of human diversity
· Recognition of the evolving capacities of children with disabilities
· Equality between men and women

In alignment with the CRPD, the recommendations for the guiding principles outlined in this document strive to ensure that services are designed with a focus on equality, autonomy, and respect. These recommendations are influenced by the valuable insights and feedback gathered through consultations with stakeholders, including PwDs, caregivers, service providers, and advocacy groups.

2.3. Insights from Stakeholder Consultations by CDS NALSAR
The consultations conducted by the Centre for Disability Studies (CDS) at NALSAR University of Law, Hyderabad, provided valuable insights into the specific needs and concerns of PwDs regarding service accessibility. Bringing together a diverse group of stakeholders, including PwDs, caregivers, service providers, and advocacy groups, these consultations emphasized the need for practical, clear, and measurable standards in service delivery. 
The outcomes reinforced the importance of embedding principles such as informed consent, emotional accessibility, and person-centered services into all aspects of service provision. The principles of Respect for Dignity, Informed Consent, Universal Access, Accountability, and Emotional Accessibility emerged as key themes, ensuring that service accessibility standards are aligned with the needs and perspectives of all involved, while prioritizing individual autonomy and informed choices.

Key points consistently highlighted include:
· Person-centered emotionally supportive approach: Prioritizing the human aspect of service provision by going beyond infrastructure or technology. This includes recognizing and addressing individual experiences, emotional well-being, and diverse emotional needs. Ensuring services are empathetic, supportive, and create emotionally safe environments makes them not only respectful and participatory but also humane and inclusive.
· Support to make informed choices through accurate information sharing: Emphasizing a shift in the culture around informed consent, ensuring that services are only provided after PwDs are fully informed about the type and manner of assistance offered, thus maintaining autonomy and preventing unnecessary or inappropriate services. 

· Also, addressing the lack of consistent practices regarding consent and information-sharing across sectors like healthcare, banking, and transportation, ensuring these principles are embedded in all aspects of service delivery.
· Upholding transparency and compliance: Establishing clear rules and accountability mechanisms for agencies providing service, including public and private regulators, Commissions, Tribunals  , responsible for designing and  enforcing standards. Regular compliance assessments, with penalties for non-adherence, help prevent impunity and ensure rights are upheld across all sectors.
· Breaking down lofty concepts for practical use: Defining abstract terms like "dignity" and "respect" in actionable, measurable terms to ensure accountability and clarity in penalties for non-compliance. The focus is on practical measures that uphold dignity and respect in everyday service interactions.
· Balancing standardization with personalisation: Moving away from one-size-fits-all solutions and prioritizing understanding the unique preferences and needs of children and persons with disabilities, Service providers should design services in a way that there is flexibility and room for reasonable accommodations. engage directly with individuals to tailor support that respects their autonomy and specific requirements, rather than imposing pre-determined or generic solutions.
· Aiming for a cultural shift in service delivery: Moving away from creating exhaustive guidelines to fostering a culture that prioritizes respect, dignity, and individualized, participatory services. This shift emphasizes the need for service providers to understand and respond to the unique needs of each person, creating an environment where people with disabilities feel valued, heard, and included in all decisions affecting them.

2.4. Recommended Accessible Service Delivery Framework 
Based on the feedback gathered and in alignment with the frameworks enshrined in the CRPD, the RPwD Act, 2016, and existing guidelines, the following principles have been recommended. These principles are embedded in global and national commitments to inclusion and equality, ensuring that services are designed and delivered in a way that upholds the dignity, autonomy, and active participation of PwDs. They serve as key guidelines to align service accessibility standards with the needs and perspectives of all stakeholders, while prioritizing the rights and well-being of PwDs.
These standards are non-negotiable and represent the baseline for delivering respectful, inclusive, and accessible services. Adherence to these principles is mandatory for all service providers. 
The Accessible Service Delivery Framework outlines key components, including cultivating respect and empathy, ensuring clear communication, recognizing rights and intersectionality, providing reasonable accommodations, developing accessibility standards, and promoting accountability to create inclusive and emotionally supportive services for persons with disabilities.

Section I: Cultivating Respect, Empathy, and Inclusivity
1. Fostering an environment of respect and dignity for all individuals: Treating all individuals with respect and dignity involves a person-centered, emotionally supportive approach that prioritizes their emotional well-being. This creates emotionally safe and inclusive environments where everyone, regardless of ability, feels valued and respected.
2. Creating a culture of empathy and sensitivity: Empathy and sensitivity involve recognizing and validating the emotional needs of individuals, including those with visible and invisible disabilities or mental health challenges.
3. Promoting inclusivity by ensuring emotional safety and avoiding stigma: Promoting inclusivity involves creating welcoming environments where everyone feels valued and respected while addressing barriers to emotional accessibility.

Section II: Pathways for Clear Communication and Compassionate Interaction
1. Using respectful language (Section 39 & Section 21): Language is a powerful tool, and using respectful, non-derogatory language ensures that services are delivered in a manner that values everyone’s dignity. This includes addressing individuals by their preferred names, titles, and pronouns and avoiding terms that might be dismissive, patronizing, or overly medicalized. Respectful language helps create a participatory, humane, and empathetic environment.
· Listen attentively to individuals’ concerns without interruption.
· Validate their feelings and respond thoughtfully to build positive connections
· Use person-first or identity-first language based on individual preferences (e.g., “person with a disability” or “disabled person”).
· Address individuals by their preferred names, titles (e.g., Dr., Mr., Ms.), or pronouns (e.g., he, she, they) to respect their identity.
· Avoid derogatory, dismissive, or overly medicalized terms.
2. Ensuring clear and compassionate communication (Section 42): Clear and compassionate communication ensures that everyone can understand and engage with the information provided. This involves using simple, jargon-free language and an approachable tone. Listening attentively, validating emotions, and providing thoughtful responses help build trust and enable individuals to make informed decisions about their needs and services.
· Use clear, simple, and jargon-free language in verbal and written communication.
· Employ a friendly and approachable tone to foster trust and understanding.
· Ensure that communications requirement of a person ie sign language are met. With due regard to the evolving capacities of children and their right to give their views on all matters affecting them, all services for children will inform the child and the caregiver/parent of the nature of the service, their rights and how they can use it.

3. Avoiding assumptions (Section 3(2)): This standard highlights the importance of not making assumptions about an individual’s abilities, needs, or preferences based on their appearance or initial impressions. Instead, service providers should directly engage with individuals to understand their unique circumstances and requirements. This approach balances standard procedures with personalized care, ensuring services are tailored to the person’s specific needs
· Avoid making assumptions about an individual’s abilities, needs, or preferences based on appearance.
· Engage directly with individuals to understand their unique requirements.
· Take informed consent before deciding about the service requirement 
· Take consent before holding or touching a child or person. Do not assume that they do not understand what is happening.
 Individuals and caregivers must have the right to receive information about therapy, health services, and other resources in accessible formats.

4. Building cultural competence (Section 21): Cultural competence involves understanding and respecting the personal and cultural differences that influence communication and interaction. This principle encourages training and awareness-building to enhance understanding of diverse needs. By respecting these differences, services can provide personalized and culturally sensitive care that aligns with the individual’s values and preferences.
· Respect cultural and personal differences influencing communication and interaction.
· Provide training to enhance awareness of diverse needs and experiences.
5. Resolving conflict calmly (Section 31): The ability to address conflicts calmly and empathetically aligns with the overarching goal of creating an emotionally safe environment for PwDs, where misunderstandings are resolved respectfully. Conflicts or misunderstandings can arise in any interaction, but these standard stresses the importance of addressing them calmly and empathetically. Using de-escalation techniques and a respectful tone, service providers must prevent further emotional distress and work towards resolving issues in a way that upholds the individual’s dignity. This creates an emotionally safe environment for all involved.
· Address misunderstandings or conflicts calmly and empathetically.
· Employ de-escalation techniques to prevent further emotional distress.

Section III: Recognizing Rights and Intersectionality
1. Recognizing the right to family and community life: The right of persons with disabilities, including children, to live with their families and within the community must be proactively upheld by all concerned services. This is a fundamental principle enshrined in Section 2(l) of the RPwD Act, 2016. Services must ensure the dignity, inclusion, and support necessary for individuals to continue living in their chosen environments.
2. Intersectionality between services: Effective service delivery requires seamless coordination between sectors. For instance, if the police encounter a PwD wandering in the streets, they must refer/facilitate access of the  individual to appropriate health, social, or shelter services. 
Structured follow-up mechanisms are critical to safeguarding their well-being. Police training must incorporate the knowledge of intersecting services, ensuring that vulnerable individuals are provided with safety, security, and the necessary resources.

3. Support for high-need groups: People with high support needs, including children, women, may  require specialized attention and supports for longer periods of time. Comprehensive services must enable informed decision-making and ensure individuals can remain integrated within their communities.
4. Service responsiveness: When a child or person attempts to access a service which may not be available with a particular service provider (for example, a family seeking admission to a school where the admission quota is full), the concerned service must respond with respectful reception and appropriate referral. The concerned service must give a written explanation on why the service cannot accommodate the child/person with disabilities. 
5. Time limits : There are clear time limits prescribed in service mandates so that timely provision of services is ensured to the child/person with disabilities.
6. Violence, Abuse, exploitation:

Section IV: Developing Standards and Training
1. Updating accessibility standards: Accessibility standards must be periodically reviewed and updated by technical committees in specialized areas. For reference, this process can align with examples like Canadian Standards (Page 11). A body such as the proposed Accessibility Standards India (Page 13) can oversee these updates, potentially functioning under the powers conferred to the Chief Commissioner for Persons with Disabilities (CCPD).
2. Mandatory department of disability affairs: The Ministry of Social Justice and Empowerment must allocate funds to coordinate efforts through a cell. Every state must establish a dedicated Department of Disability to ensure coordinated service delivery.
3. Role of commissions: The Commissioner’s functions, as outlined in Section 80 of the RPwD Act, include ensuring compliance, advocacy, and coordination across sectors. Other relevant commissions, including the National Commission for Women and NCPCR, must proactively implement the law. 

Section V: Personal Assistance and Reasonable Accommodation
1. Availability of personal support: Personal assistance services, such as aides to help children attend school or individuals access police stations, must be available. Training programs for school ayahs and attendants must include disability-specific care.
Reasonable accommodation and flexibility: Services must adopt a person-centered approach, ensuring reasonable accommodations in information sharing, intervention, and service delivery. 

· Services/schemes need to designed in a way that flexibility is written into the rules and regulations of the service and not a one size fits all.

· Service Provider organisations, service regulators and others in the public and private domains must develop training and certification programs for attendants and aides to ensure quality care.



Section VI: Emergency Response and Accessible Information
1. Emergency Services: Emergency response systems must include provisions for persons with disabilities, ensuring safety and access during crises.
Section VII: Regulator Responsibilities
1. Regulators must ensure accountability for compliance with accessibility standards, monitor the implementation of the law, and address grievances effectively.

Section VIII: Strengthening Organizational Support to Ensure Accessibility
1. Policies Against Discrimination (Section 3(3))
· Implement and enforce policies to prevent discrimination, harassment, or exclusion based on personal characteristics.
2. Support Systems (Section 8)
· Provide trained staff and designated spaces (e.g., calming rooms) for individuals experiencing emotional distress.
· Clearly inform individuals about available accommodations and how to request assistance.
3. Utilize user friendly feedback mechanisms (Section 44)
· Establish user-friendly systems for collecting feedback on emotional service delivery.
· Regularly review feedback to improve practices and address concerns.
Section IX: Developing Standards and Training
1. Updating Accessibility Standards
· Periodically review and update accessibility standards through technical committees and oversight bodies (e.g., Accessibility Standards India).
· Ensure standards align with diverse needs and contexts across the country.
2. Mandatory Department of Disability Affairs
· Allocate funds through the Ministry of Social Justice and Empowerment to establish a Department of Disability in every state.
· Coordinate efforts to ensure accessible service delivery.
3. Role of Commissions
· Ensure compliance, advocacy, and inter-sectoral coordination as outlined in Section 80 of the RPwD Act.
· Actively involve commissions like the National Commission for Women and NCPCR and others in monitoring and implementing the law.

Section XI: Emergency Response 
1. Emergency services
· All services to have emergency response plans that include clearly the actions to be taken for children and persons with disabilities 
· Train emergency responders in providing assistance to PwDs during crises.
2. Accessible information
· Ensure individuals and caregivers receive information about therapy, health services, and other resources in accessible formats (e.g., Braille, audio, sign language, vernacular languages).

Section XII: Training and Accountability
· Building staff competence through training - Section 39: Ongoing staff training on disability awareness, empathy, and inclusive practices directly addresses the stakeholder recommendation to foster a cultural shift in service delivery, ensuring that staff are equipped to provide personalized, respectful, and emotionally supportive services
· Train all personnel on disability awareness, emotional accessibility, and inclusive practices.
· Provide ongoing opportunities for skill-building in empathy, cultural competence, and conflict resolution.
· Monoitoring Adherence and Evaluating Compliance - Section 48: Regular monitoring and evaluations to ensure adherence to these principles and taking corrective actions align with the emphasis on upholding transparency, compliance, and accountability across sectors.
· Regularly assess adherence to the code of conduct through feedback and performance evaluations.
· Take corrective action when guidelines are not followed, ensuring accountability at all levels.
												
3. SERVICE-SPECIFIC ACCESSIBILITY STANDARDS AND REASONABLE ACCOMMODATIONS
Note: This section will be shared as a separate annexure, after the main document has been finalised

												
4. TRAINING AND AWARENESS
To foster an inclusive, accessible, and supportive environment, all newly hired employees undergo mandatory disability sensitization and awareness training as part of their onboarding process. This training is designed for employees at all levels, regardless of their job designation, and tailored to the scope of their work, ensuring that every employee understands their role in creating and sustaining a disability-friendly workplace. Additionally, all in-service personnel are regularly sensitized and trained to reinforce their awareness and commitment to inclusivity.
All employees must receive certification upon completing the training, with periodic renewals to ensure sustained education and awareness.
4.1 Mandatory Training Programs
4.1.1 Mandatory Training for All New Recruits:
All employees, regardless of the level or designation of their role, must undergo disability sensitization training as part of their induction process upon joining the organization.

The training should cover key aspects of disability, including:
· Understanding different types of disabilities (physical, mental, sensory, etc.)
· Awareness of the Rights of Persons with Disabilities Act (RPWD Act), 2016, and other relevant legal frameworks.
· The organization’s disability inclusion policies, accessibility measures, and reasonable accommodations.
· Sensitivity towards colleagues with disabilities and inclusive communication practices.
· Digital accessibility principles 
· Assistive technology awareness 
· Universal design concepts 
· Emergency response protocols for PwD
· The training should be tailored to the scope of the employee’s work. For example:
· HR staff would need detailed knowledge about recruitment, workplace accommodations, and grievance mechanisms.
· Managers and supervisors should focus on disability-inclusive leadership, performance management, and inclusive team-building practices.
· General staff would focus on general disability awareness and creating a respectful environment.
4.1.2 Completion of Training Within Six Months:
· The training must be completed within six months of joining the organization to ensure that all employees are immediately sensitized to disability inclusion.
· There must be clear timelines set by the organization, ensuring that all newly hired employees are enrolled in the training programs as soon as they join.

4.2 Refresher Courses and Continuous Education:
· All in-service personnel in all sectors must undergo continuous training on accessibility and emotional support techniques. 
· The training progress should be tracked and documented, with periodic updates to maintain relevance.
· Regular refresher courses must be implemented to keep employees up-to-date with new standards, technologies, and best practices related to accessibility and service delivery. 
· Sector-specific workshops should be organized to educate service providers on emotional accessibility. These workshops should incorporate practical tools such as case studies, role-playing, and real-world scenarios to facilitate effective application of principles.
4.3 Training Accountability 
4.3.1 Employee Accountability
· Employees must demonstrate their understanding of the training through assessments or other evaluation methods.
· Failure to complete the training within six months may result in: 
· Delayed promotions or career advancements.
· Reduction in benefits or allowances related to progression.
· Mandatory re-training, potentially at personal expense.
4.3.2 Organizational Accountability
· The organization must ensure: 
· Certified trainers, accessible training materials, and a structured curriculum are in place.
· Compliance is regularly assessed by senior management.
· Records of completed trainings are maintained and available for auditing.
4.4 Penal Sanctions for Non-Compliance
· For Employees:
· Sanctions for non-compliance include delayed promotions, suspension of additional responsibilities, or re-training requirements.
· Clear maximum penalty limits should be specified to maintain fairness.
· For the Organization:
Non-compliance may lead to: 
· Fines or penalties by government bodies.
· Audits or investigations by relevant authorities, such as the Ministry of Social Justice & Empowerment.
· Legal action under the RPWD Act for failing to ensure an inclusive environment.
· Public disclosure of non-compliance or potential withdrawal of business licenses for repeated violations.
4.5 Corrective Measures for Non-Compliance
· Immediate corrective actions must include: 
· Organizing required training within the next quarter.
· Designating a responsible team to oversee training and compliance.
· Establishing clear reporting mechanisms to senior management to track progress.
· Board-level reporting on disability inclusion.
· External third-party verification of compliance.
· Annual reporting of disability inclusion performance metrics.
												
												
5. ENFORCEMENT MEASURES
To ensure compliance with accessibility standards, a robust framework for monitoring, auditing, and penalizing non-compliance is necessary.
5.1 Monitoring and Compliance Framework
· Periodic review of the accessibility mandate: The CCPD, in exercise of the power conferred under the RPwD Act, shall review the general and service-specific sector guidelines at the interval every three years and shall prepare the special report that has to be submitted to the DoEPwD.  The special report shall be put out in the public domain within 6 months of its submission by the CCPD to the DoEPwD. The CCPD shall consult the Central and State Advisory Board in its review and shall record their submission in writing, which shall be included in the special report. (Rule 83)
· Formulation of sector-specific sub-groups for accessibility: In consultation with the Central and State Advisory Board, the department shall constitute the sector-specific sub-groups to submit their recommendation on accessibility compliance with the accessibility rules under Rule 15. These groups shall consist of people from the disability sector who are either persons with disabilities or possess expert knowledge on the subject matter. 
5.2 Periodic Audits and Assessments
· Scheduled Audits: Service providers shall undertake  biannual periodic audits ( to assess adherence to accessibility standards, including evaluations of infrastructure, service delivery, staff training, and feedback from PwDs. The findings of such audit shall be mandatory included in the Annual Report of the service provider. 
· Random social Audits: Anonymous audits should be conducted by the domain regulator on any entity wherein the regulator has reasons to believe that there exists some degree of non-compliance and in the absence of domain regulator by individuals with disabilities as authorised by the DoEPwD possessing expert knowledge in the domain of operation of the service provider, to assess emotional accessibility and shall prepare a report of their findings that shall be duly submitted to the DoEPwD with suggestions to improve services. 
5.3 Penalties for Non-Compliance
· In case of non-compliance with any non-negotiable as provided in the service accessibility rules, the service provider shall be liable to be punished under the Section 90 of the RPwD act wherein the penalty shall be imposed on the following basis:
· For the first Breach: A fine of Rs 5 Lakh to be be paid by the company and any person associated with the company shall be punished as per the S. 89 and 90 of the RPwD Act
· For continuing offence: In case, after the due notice given to the service provider, the breach continues, the penalty of Rs 10,000/day shall be imposed for 1 year. In case the non-compliance continues beyond 1 year, a penalty of Rs 25,000/day shall be imposed and the domain regulator and, in the absence of such regulator, the concerned ministry shall suspend the activities of the service provider till the “Certified Accessible Service” certificate is submitted by the service provider. 
(Note: The s. 90 doesn’t prescribe the maximum penalty. Hence, the rules are a good opportunity to clarify this.) 
· Compensation for Affected Individuals: Service providers should compensate individuals who suffer emotional distress or psychological harm due to service inaccessibility based on the severity of the harm and the provider’s negligence. The amount of compensation shall not be less than 1/3 of the penalty imposed on the service provider.5.4 Incentives for Compliance
· Certification and Recognition: Service providers who meet accessibility standards will receive a “Certified Accessible Service” certification, which can be publicly displayed to promote inclusivity.
· Financial Incentives: Tax breaks or government grants should be offered to service providers that invest in accessibility infrastructure and training.
												
6. PUBLIC REPORTING AND ACCOUNTABILITY
To promote transparency and hold service providers accountable, public reporting mechanisms must be put in place.
6.1 Open Feedback Channels
· Accessible Complaint Systems: PwDs should have access to multiple channels to report instances of non-compliance, including a toll-free helpline, an online portal, or in-person offices. Complaints should be handled swiftly, with clear timelines for investigation and resolution.
· Transparency Reports: Regularly publish reports detailing the number of complaints, actions taken, and the resolutions to ensure transparency.
6.2 Public Disclosure of Violations
· Public Database of Non-Compliance: A publicly accessible database should list service providers who have violated accessibility standards, detailing the nature of the violation and corrective actions taken.
												
7. ENFORCEMENT TIMELINES
Setting realistic timelines for the implementation of accessibility measures ensures that service providers are gradually equipped to meet the standards.
7.1 Immediate Actions (3-6 months)
· Baseline Inspections: Service providers must begin making immediate improvements to their accessibility practices, with monitoring bodies conducting baseline inspections within this period.
7.2 Short-Term Actions (1-2 years)
· Infrastructure Improvements: Within 1-2 years, basic accessibility infrastructure improvements should be made, and initial staff training must be provided.
7.3 Long-Term Actions (3-5 years)
· Full Integration: By 3-5 years, all service providers should fully integrate accessibility practices into their operations, with continuous monitoring and evaluation to ensure sustained progress.

