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General

In Scotiabank’s Accessible Canada Act Accessibility Plan 202 3-
2026, we shared our plans to improve the experience for our clients
and employees with disabilities in Canada. Now, in our second an-
nual Accessible Canada Act progress report, we are pleased to share
our continued progress.

This report applies to Scotiabank’s programs, services, activities and
workplaces in Canada, and shows the accessibility improvements
made in 2024, based on your feedback.

CONTACT INFORMATION

To get a copy of Scotiabank’s Accessibility Plan, Progress Report, and
Feedback process in an alternate format, or to give us feedback on
Scotiabank’s accessibility practices please contact us:

Scotiabank’s Director, Seniors and Accessibility Programs, is respon-
sible for receiving feedback related to accessibility topics for Scotia-
bank.

Mailing address

Scotiabank Head Office

Attn: Seniors and Accessibility Program office
44 King St. West

Toronto, ON

M5H 1H1

Email address
clientaccessibility@scotiabank.com
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Telephone number

1-800-4SCOTIA (1-800-472-6842)
1-800-645-0288 — Designated
accessibility feedback telephone number

Relay Service
1-866-267-4726 (ASL/LSQ)

ACCESSIBILITY FEEDBACK

We welcome feedback from clients, employees and others on acces-
sibility barriers, our Accessibility Plan, and our Progress Reports. To
learn more, see Scotiabank’s Feedback Processes.

ALTERNATE FORMATS

You can find a large print and accessible PDF version of the Progress
Report on our website. Please ask us if you need print, braille, or an
audio recording of our progress report.

ABOUT SCOTIABANK

Scotiabank’s vision is to be our clients’ most trusted financial partner
and deliver sustainable, profitable growth. Guided by our purpose:
“for every future,” we help our clients, their families and their com-
munities achieve success through a broad range of advice, products
and services, including personal and commercial banking, wealth
management and private banking, corporate and investment bank-
ing, and capital markets. With assets of approximately $1.4 trillion
(as at October 31, 2024), Scotiabank is one of the largest banks in
North America by assets, and trades on the Toronto Stock Exchange
(TSX: BNS) and New York Stock Exchange (NYSE: BNS). For more
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information, please visit www.scotiabank.com and follow us on X @

Scotiabank. Scotiabank’s executive offices are in Toronto, Canada.
“We,” “our” and “the Bank” refer to The Bank of Nova Scotia, operat-
ing as Scotiabank.

ACCESSIBILITY COMMITMENT

We are here ‘for every future’.

Scotiabank is committed to treating all people with dignity and in-
dependence. We believe in equitable opportunities for everyone. We
are committed to identifying, preventing, and removing barriers for
people with disabilities.

At Scotiabank, we strive to be the bank and employer of choice by
improving the accessibility of our products, services and facilities for
our clients and employees.

“At Scotiabank, we strive to ensure everyone can access
financial services with dignity and independence. Guided by
our purpose, ‘for every future’, we are committed to the on-
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going journey of improving accessibility by continually iden-
tifying and removing barriers to our products, services and
facilities.”

- Grant Mick (He/Him), Senior Vice President, Internal Controls -
Canadian Banking

Consultations

We value consulting with people with disabilities to address
accessibility needs and remove barriers. This year, our consultations
for the Progress Report included research studies and a public
survey.

RESEARCH STUDIES

We partnered with an accessibility research consulting company to
conduct:

« research every three months on accessibility related topics and

« astudy focused on the experiences of people with cognitive dis-
abilities about banking alerts and notifications. Fourteen people
participated, with the goal of creating a more accessible notifi-
cation system.

PROGRESS REPORT SURVEY

In January 2025, we launched our Accessible Canada Act Progress
Report Survey. |t was available on Scotiabank.com for four weeks.
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The survey was available for Scotiabank clients, employees, the pub-
lic and people with disabilities. An email was also sent to employees
who identified as having a disability and had agreed to be contacted
about inclusion programs.

A total of 503 respondents participated, with:

« 322 identifying as having a disability
o 172 reporting barriers

The breakdown of disability identity among respondents is as
follows:

&)

41% 16% 11% 9% 8%
cognitive  pain-related  mobility hearing vision
disability disability disability disability disability

@ ®» ® @

8% 4% 2% 1%
other flexibility dexterity  preferred not
disability disability to specify

Survey respondents were asked about Scotiabank’s progress on the
Accessibility Plan. Results show:




believe some are unsure see No progress
progress has
been made

Here’s what some survey respondents say we can work on:

« Communication, Technology and Service:
o Improve online banking verification processes,
o Provide more accessible resources for navigating web and
mobile app functionalities, and
o Add more specialized support when reaching out to the
Global Client Experience Centres (contact centres).

Learn more about our efforts addressing these asks in Priority
area 2: The built environment and Priority area 3: Information
and communication technologies.

« Branch:
o Add more seating and parking
o Explore options for touch sensitivity ABM features for seniors
and those with mobility restrictions.

You can find more on the actions we are taking in Priority area
2: The built environment and Priority area 3: Information and
communication technologies.
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Some of our employees shared areas we can improve:

« Workplace Accommodations:

o More flexible work options,
o Support on how to have accommodation conversations, and

o Access to more assistive technology that works with internal
platforms.

You can find more on the actions we are taking in Priority area
1: Employment, Priority area 3: Information and communication

technologies and Accessibility awareness and training.

« Training and Awareness:
o Improve people leaders’ understanding of mental and

cognitive disabilities and how it can impact work tasks, and
o Remove stigma for employees who disclose that they are a

person with a disability.

Learn more about our efforts addressing these asks in
Accessibility awareness and training.

CLIENT AND EMPLOYEE ACCESSIBILITY IMPROVEMENTS

Survey respondents noticed and shared areas where Scotiabank has
made notable progress:

« Awareness and Consultations:
o Increased accessibility and disability awareness through we-

binars, guest speakers, newsletters, and marketing materials.
o Provided training and resources on inclusive language and

accessibility to reduce stigma.



More details can be found in Priority area 1: Employment and
Priority area 6:The design and delivery of programs and
services.

« Client Services:

o Significant progress made in offering more documents in
alternate formats and ensuring they’re available in our
branches.

o Implemented more accessible digital technology and easier
access to large print documents for clients with visual
disabilities.

o Consulted with people with disabilities to identify service
gaps and raise awareness for inclusive services.

See Priority areas 2: The built environment, Priority area 3: In-
formation and communication technologies and Priority area 6:
The design and delivery of programs and services for achieved
results.

« Mental Health:
o Increased employee insurance coverage for mental health.
o Raised awareness for inclusive hiring practices.
o Focused on mental health awareness at our internal events
to reduce workplace stigma.

Learn more in Priority area 1: Employment.

« Workplace Accommodations:
o Supported employees with disabilities by providing neces-
sary equipment and ensuring accessible office locations.
o Increased transparency on how employees can get assis-
tance and make tools and technology available to support
accessibility needs.
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Learn more in Priority area 1: Employment.

EMPLOYEE CONSULTATIONS
Global Diversity Survey

In 2024, Scotiabank’s Global Diversity Survey offered employees
from equity-deserving groups to freely self-identify. We used Cana-
dian insights from the survey to help us build a more inclusive work-
place in Canada. We added an option in the survey for employees to
be contacted for future inclusion initiatives.

Employment Equity Committee

The Employment Equity Committee continued to guide Global
Human Resources on taking action, tracking, and reviewing
Scotiabank’s Employment Equity Plans (EEP) for equity-deserving
groups in Canada. The members of the committee represent various
Canadian business lines, job levels, and equity-deserving groups.
They ensure effective teamwork, inclusivity, and management of em-
ployment practices, policies, and systems.

Employee Systems Review

In 2024, we completed an Employment Systems Review to identify,
understand, and remove barriers for employees from equity-deseryv-
ing groups, including employees with disabilities. In this process, we:

« Reviewed more than 500 documents, including policies, train-
ing, and communications, to gauge how inclusion and equity are
included in our practices.

« Gathered feedback from employees through an internal survey.
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We received about 1,600 responses from employees with
disabilities.

« Hosted focus group sessions with equity-deserving employees
to hear their lived experiences and feedback.

« Interviewed about 50 business partners to discuss wins and
obstacles to inclusion.

The findings gathered will be used to develop our next EEP for
people with disabilities.

HOW CONSULTATIONS WILL BE USED

The Accessible Canada Act Progress Report Survey results are
shared in the same way as the accessibility feedback process. Learn
more in our Feedback section.

Feedback

In addition to consultations, from February 1, 2024, to January 31,
2025, we received and reviewed 1,550 pieces of client feedback and
93 pieces of employee feedback related to accessibility.

WHAT OUR CLIENT FEEDBACK SAYS

This past year, we received 93% more pieces of client feedback than
in 2023. Based on the accessibility feedback we received and ana-
lyzed:

« 62% was related to the design and delivery of programs and
services.
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12% was related to physical spaces.

12% was related to information and communication
technologies.

/% was related to communication.

Less than 1% was related to employment.

We didn’t receive feedback related to purchasing goods, services,
and facilities or transportation.

Positive client feedback

Scotiabank has received positive feedback from clients with disabili-
ties, particularly regarding:

« Scotiabank Mobile App: Some clients found the mobile app
accessible, intuitive, and easy to use with assistive technology:.
Clients commented on:

o how the design and layout enhanced the user experience
and
o the mobile chat feature was appreciated.

« Branch Accessibility: We have many branches across Canada
with different building designs. These differences can impact
the accessibility experience for clients. In some of our branches,
the valued features were:

o ramps,

automatic door openers,

seating,

parking,

accessible washrooms, and

Automated Banking Machines (ABMs).

c © © 0 o

Branch employees were also praised for their helpfulness and
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