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1.

Introduction – why a regulation?

The single market for air transport has brought Europeans important benefits,
including a wider choice of destinations and carriers and lower fares. It has helped
open air transport to most citizens, for whom now it is often indispensable for active
participation in economic and social life. However, people with disabilities and
persons with reduced mobility have not been able to take part of all these
advantages to the same extent as other citizens. Increased competition due to the
opening up of the market has all too often meant low quality travel, and even
discrimination, to disabled people.
The European Disability Forum regularly receives information by our members about
discrimination experienced when travelling – or trying to travel – by air. The reported
discrimination relates to everything from denied boarding or booking because you are
disabled, no or unsatisfactory assistance, charging for assistance or undignified
treatment, to damaged or lost mobility equipment that is not being reimbursed.
The European Disability Forum has been actively lobbying for legislative measures
putting an end to this situation since several years. The European Commission has
also been clear in their intention to ensure equal opportunities for air travel for
disabled people. It first raised this question in 2000 in its Communication on Air
Passengers in the European Union.1 In 2002, the European Commission published a
consultation paper regarding the question on whether any legal measures should be
taken on Community level or not.2 All stakeholders were invited to provide their
comments to questions relating to the situation of disabled people travelling by air. It
was a strong response to the consultation, and there was a wide consensus that
there was a need for community law strengthening the rights of disabled people
travelling by air. Two basic principles were agreed: disabled people should not be
denied boarding and disabled people should receive assistance without additional
charge. The major point of disagreement related to who should be responsible for the
assistance provision: airlines, airports or independent service providers.
Both airports and airlines have signed voluntary commitments on assistance to air
passengers with reduced mobility.3 However, those commitments have failed to put
an end to discrimination of disabled air passengers in Europe. Moreover, the
documents do not treat the question on responsibility for the assistance provision.
A first regulation, establishing common rules on compensation and assistance to
passengers in the event of denied boarding and of cancellation or long delay of
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Consultation document from June 2002:
http://europa.eu.int/comm/transport/air/rights/consult_contract_en.htm
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“Airline Passenger Service Commitment” and “Airport Voluntary Commitment on Passenger Service”
presented to the European Civil Aviation Conference on the 10th of May 2001.
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flights, was adopted by the European Parliament and the European Council in
February 2004.4
Basically, this regulation ensures that all passengers who are subject to delays of two
hours minimum, shall get meals and refreshments, hotel accommodation when
necessary, and shall be allowed to make free phonecalls, or to write e-mails, telex or
fax messages. There is an exception to the right to compensation if the delay is
caused by ‘force majeur’. In cases of overbooking of a flight, leading to denied
boarding, the passenger has the right to re-routing or reimbursement and, in addition,
compensation if the denied boarding is against the will of the passenger. However,
operating air carriers shall give priority to carrying disabled persons and any persons,
or certified assistance dogs, accompanying them. In case of cancellation,
reimbursement in addition to the other rights is the main rule.5
The legislators recognize in this regulation that air operators shall meet the needs of
disabled people and their assistants in case of cancellation or long delay or denied
boarding due to overbooking. This implies, for example, ensuring that transport and
hotel accommodation is accessible.6
Although this regulation is valuable for all passengers, including disabled
passengers, it was obvious after its adoption that there was still a need to tackle the
discrimination faced by disabled air passengers by according them a guarantee to be
treated in an equal way as all other passengers.
Because of this, the European Commission came out with a proposal in February
2005, on the rights of persons with reduced mobility travelling by air.7 This proposal
was applauded by the European Disability Forum, not only because of the urgent
need for legislative measures, but also because this was the first proposal for
disability-specific legislation at European Union level ever.

2.

The EDF lobby campaign

The lobbying campaign was rather short but very intensive. The industry had strong
interests and organizations of disabled people had to fight very hard in order to
obtain a satisfactory result.
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(EC) No 261/2004, Regulation of the European Parliament and of the Council of 11 February 2004
establishing common rules on compensation and assistance to passengers in the event of denied
boarding and of cancellation of flights.
5
For more detailed information about your rights according to this regulation, please check:
http://ec.europa.eu/transport/air/rules/rights/doc/2005_01_19_apr_poster_en.pdf
6
Please see the Articles including the specific rights of disabled people in Annex II
7
COM(2005) 47 final, presented on the 16th of February 2005
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EDF published a position paper on the proposed regulation where it supported the
three fundamental principles of the proposal8:
•
•
•

Disabled passengers must not be charged directly for assistance they
require;
Passengers must not be refused reservation or refused boarding because
they are disabled;
The system must provide uninterrupted (seamless) assistance for disabled
air passengers throughout all stages of the journey, from point of arrival at an
airport to point of departure.

In its position paper EDF commented on the proposal, argued for re-wording of some
Articles and expressed that there is a need for additional rights if equal opportunities
for disabled air passengers is to be ensured.
EDF recommended in particular:
•

•
•
•
•
•
•
•
•
•

Rename the regulation: refer not only to persons with reduced mobility, but
also to disabled people (as some disabled people do not necessarily
experience reduced mobility, but rather eg. reduced orientation or
communication);
Harmonise EU rules in the area of safety requirements – and make these
publicly available;
Reimbursement or rebooking when a disabled person is denied boarding for
security reasons;
Accompanying person to travel free of charge;
Basic information about the airport in accessible formats at designated
points of arrival;
All airports to set quality standards;
Disability awareness and disability equality training of all staff;
Full compensation for lost or damaged mobility equipment;
Assistance dogs to be carried in cabin without time limitation;
Involvement of disabled people in the running of the system.

EDF had close contacts with all stakeholders throughout the legislative procedure.
The outcome is basically a real success-story. Most principal demands from EDF
were accepted by both co-legislators, the European Parliament and the Council of
the European Union. The regulation on the rights of disabled people travelling by air
was finally adopted on 5 July 2006.9
8

EDF response to the proposal for a regulation concerning the rights of persons with reduced mobility
travelling by air, Doc EDF 05/06.
9
The regulation is attached to this toolkit (Annex I)
You will find the full text of the regulation in all languages on:
http://eur-lex.europa.eu/LexUriServ/site/en/oj/2006/l_204/l_20420060726en00010009.pdf

5

3.

The content of the regulation on the rights of disabled air passengers

The legislation adopted is a regulation. This is the strongest legislative act of the
European Union. A regulation does not need any implementation measures at
Member State level, but is directly applicable as such, in all its elements.
The regulation talks about disabled people and persons with reduced mobility (Article
2 (a)). In the definition it is explained that this means any person with reduced
mobility or a sensory impairment, intellectual disability or any other cause of
disability, or age, and whose situation needs appropriate attention and the adaptation
to his or her particular needs of the service made available to all passengers.
An airline shall not refuse, on the ground of reduced mobility or disability, to accept
the reservation of a person or to embark a person (Article 3).
The idea of the regulation is that you shall have the same possibilities to travel by air
as any other person (Article 1 (a)). This includes being provided with un uninterrupted
assistance that is adapted to your individual needs – from the point of arrival at the
airport with the transport mean you have chosen, to the point of departure of the
airport of arrival (Article 7). The assistance should be provided at no additional
charge (Article 8) by a person who has undergone disability awareness and disability
equality training (Article 11).
As the idea is that you shall experience an equal journey as other passengers, you
do not only have the right to be assisted to and from the aircraft, but you also have
the right to bring the mobility equipment and assistive devices you need, to get
essential information in accessible formats, to travel with your guide dog on board, to
move to toilet facilities and so on.10
Should your mobility equipment or assistive devices be lost or damaged during the
trip, you have the right to compensation (Article 12). However, in the regulation it is
only stated that such compensation should be provided in accordance with
international, Community or national law.
Such legislation does not yet exist at national or European level. There is only a
convention at international level, which has a compensation limit. Therefore,
European Commission has launched an external study to examine the possibility of
enhancing the existing rights of air passengers whose mobility equipment or assistive
devices are destroyed, damaged or lost. On basis of this study the Commission will
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The specific rights of disabled people travelling by air are specified in Annexes I and II of the
regulation.
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consider whether any new legislative proposal is necessary in this field, and identify
the necessary provisions.11
There is a possibility to deny a disabled person to travel in order to meet applicable
safety requirements established by national, Community or International law (Article
4). These safety reasons shall be publicly available in accessible formats. It is also
possible to deny a person to travel if the size of the aircraft or its doors makes the
embarkation or carriage of a disabled person physically impossible. In case of denied
boarding the person in question shall be offered re-imbursement or re-routing and the
passenger shall immediately be informed of the reasons for the denied boarding.
If you wish to receive assistance from the staff you should pre-notify your needs at
least 48 hours before the departure of your flight at any of the points of sale of tickets
(Article 7). However, even if you give shorter or no pre-notification, the managing
body of the airport shall make all reasonable efforts to provide the assistance
anyway, but this cannot be guaranteed. The notification given also covers your return
flight.
If a disabled person considers that his or her rights according to the regulation have
been infringed, he or she should contact the managing body of the airport, or the
airline concerned, depending on where and by whom the discrimination occurred
(Article 15).
If the disabled person will not obtain satisfaction in this way he or she can contact
any of the enforcement bodies set up by the Member State, and that body is then
responsible for ensuring that the complaint will be dealt with.

4.

The shortcomings

Although most of the demands of EDF were taken on board by the legislators, there
are also several shortcomings with the regulation.
The most serious problem is a loophole within the legislation, which EDF fought hard
to take out, but without success. The regulation actually opens up a possibility for air
carriers to deny boarding of disabled people for “safety reasons” established by
International, European or National law, as briefly mentioned in the previous chapter.
The latter possibility seriously weakens the regulation, as this means that different
laws might be adopted in different countries, leading to a situation where a disabled
person might be accepted to fly out from his or her country, but not back. EDF fears
that this possibility to establish national legislation could be used in an arbitrary way
as lack of knowledge about disability is the most common reason for denied boarding
today. Very often, air carriers claim that a disabled person is a safety risk just
because they lack knowledge about what disability really is.
11

For more information on this study, please read chapter 4 of this toolkit.
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However, it is important to notice that these safety reasons must be “justified”. In
most cases it will be difficult to justify that a disabled person would be a risk for the
safety. It is also an improvement of the situation that air carriers cannot base their
judgment on their internal policy. This makes the situation more transparent than is
the case today.
At European level, a regulation was adopted on 16 January 2007 (the ‘EU-OPS’
regulation) establishing some rules on the carriage of persons with reduced
mobility.12
The European Civil Aviation Conference, ECAC, is currently drafting an advisory note
on procedures for carrying disabled people and passengers with reduced mobility in
order to respect safety requirements. This will hopefully ensure a common
interpretation of the new EU-OPS regulation throughout the European Union. EDF is
actively contributing to this drafting process, and it seems like the final outcome will
recommend carriers to be very restrictive in refusing disabled people to travel, and
that no general limitation of the number of disabled people travel on the same plane
will be applied. Even though this advisory note is not binding for Member States, it
will hopefully serve as guidelines when national safety legislation is interpreted.
However, the final decision about the carriage of a person is always for the pilot to
take.
If the circumstances in a particular case will lead an air carrier to estimate that there
is a safety risk in carrying a disabled individual, but that this risk could be avoided if
the passenger travels accompanied, then the air carrier can set this as a condition for
transporting the passenger. EDF lobbied strongly in order to ensure that the ticket of
the assisting person should be offered by the air carrier in such situations; however,
unfortunately without success.
Although the regulation states in its Article 12 that a passenger shall be entitled to
compensation if his or her mobility equipment or assistive devices are damaged, it
does not clarify whether this means unlimited (full) compensation or not. Instead it
only states that compensation shall be provided in accordance with International,
Community or national legislation. The relevant international legislation that exists
today is the Montreal Convention, where a maximum amount of compensation for
damaged “luggage” is set. This amount is restricted to 1000 special drawing rights
(about 1400 euros), which is far from sufficient, as mobility equipment and assistive
devices can cost far more than that to repair or replace.
Another shortcoming with the Montreal Convention is that mobility equipment and
assistive devices are under the same rules as ordinary luggage. EDF firmly believes
that mobility equipment and assistive devices should not be considered as luggage,
as they are indispensable tool for independence.
12

Regulation (EC) Nr 1899/2006
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In addition, several air carriers do not respect the provisions in the Montreal
convention. Some air carriers even oblige wheelchair users to sign a “limited release
tag” which make you waiver from your rights to compensation in case of damaged,
destroyed or lost “luggage”. This kind of practice must, according to EDF, become
unlawful. The Article 13 of the regulation also states that no rights under the
regulation can be waivered.
As the regulation does not deal with the question of compensation in a satisfactory
way, the Commission has launched a study in order to see whether there is a need
for enforced rights for disabled people having their mobility equipment or assistive
devices damaged, as briefly mentioned above.13

5.

The European Civil Aviation Conference documents

The European Civil Aviation Conference (ECAC)14 is an intergovernmental
organization whose objective is to promote the continued development of a safe,
efficient and sustainable European air transport system. In doing this, ECAC seeks to
harmonise civil aviation policies and practices amongst its Member States. ECAC is
not a legislative body. It works by the developments of standards and best practice to
which Member States make voluntary commitments.
ECAC has a working group on Persons with Reduced Mobility. EDF has the status of
observers at the meetings of this working group and we contribute actively to the
discussions and the development of best practice documents within the working
group. Several documents with direct relevance for disabled people have been
adopted by ECAC.
Although ECAC only provides guidance without any legal effect, their documentation
is extensive and the value of ECAC documents increased through the explicit
recognition of ECAC in the regulation on the rights of disabled air passengers
(preamble 10 and Article 9). The Commission also stated in its proposal for this
regulation that it supports the work of ECAC and its documents on disabled people,
notably its comprehensive guide on assistance to disabled people and its code of
good conduct.15 Since the adoption of the regulation, two new documents have been
adopted of great value for the disability movement, treating the issue of training. EDF
was mandated by ECAC to take the lead in the drafting of those documents, although
all major stakeholders were invited to participate in this work. Those documents will
13

For more information on compensation, please see chapter 6 of this toolkit.
ECAC covers the widest grouping of Member States of any European organisation dealing with civil
aviation. Currently it is composed of 42 Member States.
15
All ECAC documents of relevance for disabled people can be found on the website:
http://www.ecac-ceac.org/index.php?content=docstype&idtype=38
under ECAC.CEAC Doc No. 30, Part I
ECAC Policy Statement in the Field of Civil Aviation
14
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hopefully be respected by airlines and airports when providing disability awareness
and disability equality to their personnel.16

6.

The responsibility of EDF for implementation of the regulation

EDF is supporting the work of ECAC in developing detailed guidance on how to
ensure a non-discriminatory and harmonious implementation of the regulation in all
Member States.
EDF also meets regularly with the European Commission in order to monitor the
implementation of the regulation and to provide information on shortcomings in the
implementation as reported by the EDF membership.
EDF provides information on shortcomings in current European and International
legislation on compensation for damaged mobility equipment and assistive devices to
the external consultant, responsible for investigating this matter on behalf of the
European Commission, who has launched this study as a follow-up of the adoption of
the regulation on disabled air passengers. This study will address in particular the
issue of compensation thresholds for damaged or lost equipment and devices. It will
check whether any new legislative proposal is necessary in that field. The study,
awarded to a consortium of Civic Consulting (lead) and NEA transport, research and
training by a call for tender, has started in December 2006. EDF has already been
interviewed by the consultants.
EDF will provide further input to this study and encourages all members to support
the secretariat in this work, by providing examples or ideas.
The consortium will also contact all national members of EDF and ask for an
interview.
EDF encourages all members to facilitate the study by showing the need for
legislation, ensuring full compensation for disabled people having their equipment
destroyed or damaged. There is also a need for training of airport and air carrier staff
on how to deal with mobility equipment and assistive devices.
An additional difficulty seems to be that several airlines ask for disabled people to
take an additional insurance if they wish to have a full right to compensation in case
of damaged equipment guaranteed. This is discriminatory in itself, but further more,
EDF has received several examples showing that insurance companies do not
provide such insurances. One EDF member contacted the Belgian Insurance
Ombudsman concerning this situation, but were explained that there was nothing he
could do, as he cannot force companies to take any risks.

16

Those two documents are annexed to this toolkit (Annex VI).
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It seems that the most logic solution to this problem would be to oblige air carriers
through European legislation to take this kind of insurance themselves – at no
additional charge for the passenger – in order to ensure that disabled people can be
confident in receiving full compensation in case their mobility equipment or assistive
devices would be destroyed or damaged by an air carrier.

7.

The responsibility of National Disability Councils

As assistance can be provided from the point of arrival at the airport, there is an
obligation for airports to designate set down points at the airport, where disabled
people can announce their arrival. Such points shall be designated in cooperation
with representative organizations of disabled people, taking into account local
circumstances. Local organisations of disabled people will therefore have an
important role to play in this procedure. The points of arrival shall be clearly signed
and shall offer basic information about the airport, in accessible formats.
Quality standards for the assistance provided to disabled people shall be set at all
airports with more than 150 000 commercial passenger movements per year. These
quality standards, and resource requirements for meeting them, shall be set in
cooperation with representative organizations of disabled people. As these standards
should be adapted to the specific situation at each airport, the local disability
organisations will have a responsibility in this process too. Even though airports with
less than 150.000 passengers per year do not need to set quality standards, they still
need to respect all other provisions of the regulation. The annexes of the regulation,
where the obligations of the airlines and the airports are specified, will serve as a set
of minimum quality standards in this respect. For airports above this threshold, more
detailed quality standards need to be set. ECAC best practice documents can serve
as guidelines when drafting those standards.
Cooperation has a stronger meaning than consultation, which was the terminology
that was originally used in the draft regulation. Cooperation implies that decisions by
the airport shall somehow be made together with the disability movement.
Cooperation is much more than just taking note of the point of view of the disability
movement. Moreover, it is in the interest of airports to work closely with the disability
movement, as airports will be responsible in case they fail to live up to the assistance
requirements listed in the regulation.
It also seems crucial that representative organisations of disabled people should be
involved in the disability equality and disability awareness training at airports and to
monitor the training in order to ensure that it respects the guidelines adopted by the
European Civil Aviation Committee.
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8.

The responsibility of Member States

Each Member State shall designate a body responsible for the enforcement of the
regulation. The European Commission has recently written to all Member States to
urge them to designate such a body as soon as possible. As long as a Member State
has not designated an enforcement body, any complaints under the regulation can
be sent to the Permanent Representation to the European Union of the Member
State of the complainant.17
Member States also have to inform disabled people of their rights under the
regulation and how to make complaints. It would be useful if national and local
disability organisation provide some guidance to Member States on how to best
inform their disabled citizens about their rights.
Finally, Member States shall lay down rules on penalties relating to infringements of
the regulation and shall take all measures necessary to ensure that those rules are
implemented. Those penalties shall be effective, proportionate and dissuasive. The
Member States shall notify those provisions to the Commission.

9.

Contact persons in each National Disability Council

EDF has sent out a demand for contact persons in each national disability council,
responsible for cooperation with their domestic airports in relation to the regulation
and for coordinating the supervision of the implementation of the regulation at
Member States level. A list of contacts is attached as an annex to this document, but
the list is not yet complete as some National Disability Councils still have to appoint a
contact person. 18
The preliminary list has already been presented to Airports Council International, in
order to help airports to get in touch with the right contact person in each Member
State when getting to the stage in the implementation of the regulation when
cooperation with representative disability organisations is required.
In relation to the airports, the role of the contact person is to be prepared to facilitate
the coordination of the cooperation between national airports and national disability
movement. It will in particular be focused on the obligation of cooperation when it
comes to the location of designated points of arrival and the setting of quality
standards and financing of assistance. In addition, it could be useful to provide
airports and airlines with support relating to disability awareness training, and also to
promote a generous interpretation of the rights in the regulation.

17

The list of the appointed enforcement bodies/persons responsible at the EU permanent
representations is attached to this toolkit (Annexes III and IV).
18
Annex V of this toolkit.
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It is not expected that the contact person shall undertake all this work him- or herself.
Indeed, in most Member States there are several airports, and it seems logic that
local disability organisations are in a better position to cooperate with their local
airport. However, the contact persons could, in cooperation with their national
disability federation, make sure that proper information about the regulation is
provided to local organisations and can support airports in finding a representative
contact person at local level.
In relation to the national enforcement body, the responsibility of the contact person
could be to alert the enforcement body in case infringements of the regulation, or
incorrect interpretation, are suspected.
In relation to EDF, the role of the contact person is to report back on the evolution in
the respective Member State. What meetings have the national disability federation
been invited to? What was the outcome? Are things advancing as they should?
The EDF secretariat will facilitate the exchange of best practice between the national
contact persons and support their work with up-dated information about the state of
play of the implementation at European level. The EDF secretariat is also happy to
answer any questions about the regulation or to support the contact persons in any
other way.

10.

The timeframe

The regulation will apply with effect from 26 July 2008, except Articles 3 and 4, which
shall apply with effect from 26 July 2007.19
Until then an airport is not under a legal obligation to apply the rules of the obligation,
but Members States are not allowed to take any measures that are contradictory with
the spirit of the regulation.
From 26 July 2007 there is a legal obligation for air carriers to accept a reservation
from a disabled person and to embark a disabled person. As mentioned above, there
are exceptions to this obligation, in order to meet non-discriminatory safety
requirements established by international, Community or national law or in order to
meet safety requirements established by the authority that issued the air operator’s
certificate to an air carrier. By this time, air carriers and their agents, must make
available information in accessible formats on these safety rules. This information
shall be available in at least the same languages as information given to nondisabled passengers. They must also make available any restrictions on mobility
equipment due to the size of an aircraft.
Article 3 states that air carriers shall not refuse a disabled person reserve a flight ticket or to embark
a plane. Article 4 implies that derogations to this general rule can be made in order to meet nondiscriminatory safety requirements.

19
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Air carriers are not under a legal obligation to consult with organisations of disabled
people when implementing this Article and it is not specified what formats that are
covered by the scope of it. EDF therefore encourages its membership to advice air
carriers on this matter in due time in order to ensure that information in Braille, large
print, audio formats, easy-to-read etc will be available (on request). EDF will also
ensure that the European associations of airlines are aware of the meaning of
accessible formats (Association of European Airlines, AEA, and European Regional
Airlines, ERA).
The entire regulation will be applied with effect from 26 July 2008. By this time, the
whole system required to ensure non-discrimination must be set up under the
responsibility of airports, airlines and Member States. Disability organisations can
and should facilitate this implementation:
• Awareness training of staff
Representatives of DPOs could propose airports and airlines to provide general
disability- and disability awareness training and could also monitor whether the
training provided is sufficient and appropriate.
• Designation of points of arrival and departure
It is important to ensure that these points are fully accessible for all disabled people
and that they offer sufficient, although basic, information about the airport.
• Quality standards
There is an obvious risk that the managing bodies of the European airports will
contract the provision of assistance to disabled people to the company who offers a
low price of the service, rather than a high quality service. It is therefore crucial that
the quality standards are as ambitious and clear as possible. An active involvement
of representative organisations of disabled people is indispensable in this respect.
Airports can provide assistance themselves or contract out the service provision
through a tender procedure or in any other way. It is important that quality standards
are set before the contract is signed. EDF therefore encourages its members to begin
the cooperation with airports on this point as soon as possible, as airports are already
getting prepared for the implementation of the regulation

14

ANNEX I
(REGULATION (EC) No 1107/2006 OF THE EUROPEAN PARLIAMENT AND OF
THE COUNCIL of 5 July 2006
concerning the rights of disabled persons and persons with reduced mobility
when travelling by air
(Text with EEA relevance)
THE EUROPEAN PARLIAMENT AND THE COUNCIL OF THE EUROPEAN UNION,
Having regard to the Treaty establishing the European Community, and in particular
Article 80(2) thereof,
Having regard to the proposal from the Commission,
Having regard to the opinion of the European Economic and Social Committee,
Having consulted of the Committee of the Regions,
Acting in accordance with the procedure laid down in Article 251 of the Treaty,
Whereas:
(1) The single market for air services should benefit citizens in general.
Consequently, disabled persons and persons with reduced mobility, whether caused
by disability, age or any other factor, should have opportunities for air travel
comparable to those of other citizens. Disabled persons and persons with reduced
mobility have the same right as all other citizens to free movement, freedom of choice
and non-discrimination. This applies to air travel as to other areas of life.
(2) Disabled persons and persons with reduced mobility should therefore be
accepted for carriage and not refused transport on the grounds of their disability or
lack of mobility, except for reasons which are justified on the grounds of safety and
prescribed by law. Before accepting reservations from disabled persons or persons
with reduced mobility, air carriers, their agents and tour operators should make all
reasonable efforts to verify whether there is a reason which is justified on the grounds
of safety and which would prevent such persons being accommodated on the flights
concerned.
(3) This Regulation should not affect other rights of passengers established by
Community legislation and notably Council Directive 90/314/EEC of 13 June 1990 on
package travel, package holidays and package tours and Regulation (EC) No
261/2004 of the European Parliament and of the Council of 11 February 2004
establishing common rules on compensation and assistance to air passengers in the
event of denied boarding and of cancellation or long delay of flights. Where the same
event would give rise to the same right of reimbursement or rebooking under either of
those legislative acts as well as under this Regulation, the person so entitled should
be allowed to exercise that right once only, at his or her discretion.
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(4) In order to give disabled persons and persons with reduced mobility opportunities
for air travel comparable to those of other citizens, assistance to meet their particular
needs should be provided at the airport as well as on board aircraft, by employing the
necessary staff and equipment. In the interests of social inclusion, the persons
concerned should receive this assistance without additional charge.
(5) Assistance given at airports situated in the territory of a Member State to which
the Treaty applies should, among other things, enable disabled persons and persons
with reduced mobility to proceed from a designated point of arrival at an airport to an
aircraft and from the aircraft to a designated point of departure from the airport,
including embarking and disembarking. These points should be designated at least at
the main entrances to terminal buildings, in areas with check-in counters, in train,
light rail, metro and bus stations, at taxi ranks and other drop-off points, and in airport
car parks. The assistance should be organised so as to avoid interruption and delay,
while ensuring high and equivalent standards throughout the Community and making
best use of resources, whatever airport or air carrier is involved.
(6) To achieve these aims, ensuring high quality assistance at airports should be the
responsibility of a central body. As managing bodies of airports play a central role in
providing services throughout their airports, they should be given this overall
responsibility.
(7) Managing bodies of airports may provide the assistance to disabled persons and
persons with reduced mobility themselves. Alternatively, in view of the positive role
played in the past by certain operators and air carriers, managing bodies may
contract with third parties for the supply of this assistance, without prejudice to the
application of relevant rules of Community law, including those on public
procurement.
(8) Assistance should be financed in such a way as to spread the burden equitably
among all passengers using an airport and to avoid disincentives to the carriage of
disabled persons and persons with reduced mobility. A charge levied on each air
carrier using an airport, proportionate to the number of passengers it carries to or
from the airport, appears to be the most effective way of funding.
(9) With a view to ensuring, in particular, that the charges levied on an air carrier are
commensurate with the assistance provided to disabled persons and persons with
reduced mobility, and that these charges do not serve to finance activities of the
managing body other than those relating to the provision of such assistance, the
charges should be adopted and applied in full transparency. Council Directive
96/67/EC of 15 October 1996 on access to the groundhandling market at Community
airports and in particular the provisions on separation of accounts, should therefore
apply where this does not conflict with this Regulation.
(10) In organising the provision of assistance to disabled persons and persons with
reduced mobility, and the training of their personnel, airports and air carriers should
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have regard to document 30 of the European Civil Aviation Conference (ECAC), Part
I, Section 5 and its associated annexes, in particular the Code of Good Conduct in
Ground Handling for Persons with Reduced Mobility as set out in Annex J thereto at
the time of adoption of this Regulation.
(11) In deciding on the design of new airports and terminals, and as part of major
refurbishments, managing bodies of airports should, where possible, take into
account the needs of disabled persons and persons with reduced mobility. Similarly,
air carriers should, where possible, take such needs into account when deciding on
the design of new and newly refurbished aircraft.
(12) Directive 95/46/EC of the European Parliament and of the Council of 24 October
1995 on the protection of individuals with regard to the processing of personal data
and on the free movement of such data should be strictly enforced in order to
guarantee respect for the privacy of disabled persons and persons with reduced
mobility, and ensure that the information requested serves merely to fulfil the
assistance obligations laid down in this Regulation and is not used against
passengers seeking the service in question.
(13) All essential information provided to air passengers should be provided in
alternative formats accessible to disabled persons and persons with reduced mobility,
and should be in at least the same languages as the information made available to
other passengers.
(14) Where wheelchairs or other mobility equipment or assistive devices are lost or
damaged during handling at the airport or during transport on board aircraft, the
passenger to whom the equipment belongs should be compensated, in accordance
with rules of international, Community and national law.
(15) Member States should supervise and ensure compliance with this Regulation
and designate an appropriate body to carry out enforcement tasks. This supervision
does not affect the rights of disabled persons and persons with reduced mobility to
seek legal redress from courts under national law.
(16) It is important that a disabled person or person with reduced mobility who
considers that this Regulation has been infringed be able to bring the matter to the
attention of the managing body of the airport or to the attention of the air carrier
concerned, as the case may be. If the disabled person or person with reduced
mobility cannot obtain satisfaction in such way, he or she should be free to make a
complaint to the body or bodies designated to that end by the relevant Member State.
(17) Complaints concerning assistance given at an airport should be addressed to
the body or bodies designated for the enforcement of this Regulation by the Member
State where the airport is situated. Complaints concerning assistance given by an air
carrier should be addressed to the body or bodies designated for the enforcement of
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this Regulation by the Member State which has issued the operating licence to the air
carrier.
(18) Member States should lay down penalties applicable to infringements of this
Regulation and ensure that those penalties are applied. The penalties, which could
include ordering the payment of compensation to the person concerned, should be
effective, proportionate and dissuasive.
(19) Since the objectives of this Regulation, namely to ensure high and equivalent
levels of protection and assistance throughout the Member States and to ensure that
economic agents operate under harmonised conditions in a single market, cannot
sufficiently be achieved by the Member States and can therefore, by reason of the
scale or effects of the action, be better achieved at Community level, the Community
may adopt measures, in accordance with the principle of subsidiarity as set out in
Article 5 of the Treaty. In accordance with the principle of proportionality as set out in
that Article, this Regulation does not go beyond what is necessary in order to achieve
those objectives.
(20) This Regulation respects the fundamental rights and observes the principles
recognised in particular by the Charter of Fundamental Rights of the European
Union.
(21) Arrangements for greater cooperation over the use of Gibraltar airport were
agreed in London on 2 December 1987 by the Kingdom of Spain and the United
Kingdom of Great Britain and Northern Ireland in a joint declaration by the Ministers
of Foreign Affairs of the two countries. Such arrangements have yet to enter into
operation,
HAVE ADOPTED THIS REGULATION:
Article 1
Purpose and scope
1. This Regulation establishes rules for the protection of and provision of assistance
to disabled persons and persons with reduced mobility travelling by air, both to
protect them against discrimination and to ensure that they receive assistance.
2. The provisions of this Regulation shall apply to disabled persons and persons with
reduced mobility, using or intending to use commercial passenger air services on
departure from, on transit through, or on arrival at an airport, when the airport is
situated in the territory of a Member State to which the Treaty applies.
3. Articles 3, 4 and 10 shall also apply to passengers departing from an airport
situated in a third country to an airport situated in the territory of a Member State to
which the Treaty applies, if the operating carrier is a Community air carrier.
4. This Regulation shall not affect the rights of passengers established by Directive
90/314/EEC and under Regulation (EC) No 261/2004.
5. In so far as the provisions of this Regulation conflict with those of Directive
96/67/EC, this Regulation shall prevail.
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6. Application of this Regulation to Gibraltar airport is understood to be without
prejudice to the respective legal positions of the Kingdom of Spain and the United
Kingdom of Great Britain and Northern Ireland with regard to the dispute over
sovereignty over the territory in which the airport is situated.
7. Application of this Regulation to Gibraltar airport shall be suspended until the
arrangements included in the Joint Declaration made by the Foreign Ministers of the
Kingdom of Spain and the United Kingdom of Great Britain and Northern Ireland on 2
December 1987 enter into operation. The Governments of Spain and of the United
Kingdom shall inform the Council of the date of entry into operation.
Article 2
Definitions
For the purposes of this Regulation the following definitions shall apply:
(a) ‘disabled person’ or ‘person with reduced mobility’ means any person whose
mobility when using transport is reduced due to any physical disability (sensory or
locomotor, permanent or temporary), intellectual disability or impairment, or any other
cause of disability, or age, and whose situation needs appropriate attention and the
adaptation to his or her particular needs of the service made available to all
passengers;
(b) ‘air carrier’ means an air transport undertaking with a valid operating licence;
(c) ‘operating air carrier’ means an air carrier that performs or intends to perform a
flight under a contract with a passenger or on behalf of another person, legal or
natural, having a contract with that passenger;
(d) ‘Community air carrier’ means an air carrier with a valid operating licence granted
by a Member State in accordance with Council Regulation (EEC) No 2407/92 of 23
July 1992 on licensing of air carriers (1);
(e) ‘tour operator’ means, with the exception of an air carrier, an organiser or retailer
within the meaning of Article 2(2) and (3) of Directive 90/314/EEC;
(f) ‘managing body of the airport’ or ‘managing body’ means a body which notably
has as its objective under national legislation the administration and management of
airport infrastructures, and the coordination and control of the activities of the various
operators present in an airport or airport system;
(g) ‘airport user’ means any natural or legal person responsible for the carriage of
passengers by air from or to the airport in question;
(h) ‘Airport Users Committee’ means a committee of representatives of airport users
or organisations representing them;
(i) ‘reservation’ means the fact that the passenger has a ticket, or other proof, which
indicates that the reservation has been accepted and registered by the air carrier or
tour operator;
(j) ‘airport’ means any area of land specially adapted for the landing, taking-off and
manoeuvres of aircraft, including ancillary installations which these operations may
involve for the requirements of aircraft traffic and services including installations
needed to assist commercial air services;
(k) ‘airport car park’ means a car park, within the airport boundaries or under the
direct control of the managing body of an airport, which directly serves the
passengers using that airport;
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(l) ‘commercial passenger air service’ means a passenger air transport service
operated by an air carrier through a scheduled or non-scheduled flight offered to the
general public for valuable consideration, whether on its own or as part of a package.
Article 3
Prevention of refusal of carriage
An air carrier or its agent or a tour operator shall not refuse, on the grounds of
disability or of reduced mobility:
(a) to accept a reservation for a flight departing from or arriving at an airport to which
this Regulation applies;
(b) to embark a disabled person or a person with reduced mobility at such an airport,
provided that the person concerned has a valid ticket and reservation.
Article 4
Derogations, special conditions and information
1. Notwithstanding the provisions of Article 3, an air carrier or its agent or a tour
operator may refuse, on the grounds of disability or of reduced mobility, to accept a
reservation from or to embark a disabled person or a person with reduced mobility:
(a) in order to meet applicable safety requirements established by international,
Community or national law or in order to meet safety requirements established by the
authority that issued the air operator's certificate to the air carrier concerned;
(b) if the size of the aircraft or its doors makes the embarkation or carriage of that
disabled person or person with reduced mobility physically impossible.
In the event of refusal to accept a reservation on the grounds referred to under points
(a) or (b) of the first subparagraph, the air carrier, its agent or the tour operator shall
make reasonable efforts to propose an acceptable alternative to the person in
question.
A disabled person or a person with reduced mobility who has been denied
embarkation on the grounds of his or her disability or reduced mobility and any
person accompanying this person pursuant to paragraph 2 of this Article shall be
offered the right to reimbursement or re-routing as provided for in Article 8 of
Regulation (EC) No 261/2004. The right to the option of a return flight or re-routing
shall be conditional upon all safety requirements being met.
2. Under the same conditions referred to in paragraph 1, first subparagraph, point (a),
an air carrier or its agent or a tour operator may require that a disabled person or
person with reduced mobility be accompanied by another person who is capable of
providing the assistance required by that person.
3. An air carrier or its agent shall make publicly available, in accessible formats and
in at least the same languages as the information made available to other
passengers, the safety rules that it applies to the carriage of disabled persons and
persons with reduced mobility, as well as any restrictions on their carriage or on that
of mobility equipment due to the size of aircraft. A tour operator shall make such
safety rules and restrictions available for flights included in package travel, package
holidays and package tours which it organises, sells or offers for sale.
4. When an air carrier or its agent or a tour operator exercises a derogation under
paragraphs 1 or 2, it shall immediately inform the disabled person or person with
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reduced mobility of the reasons therefor. On request, an air carrier, its agent or a tour
operator shall communicate these reasons in writing to the disabled person or person
with reduced mobility, within five working days of the request.
Article 5
Designation of points of arrival and departure
1. In cooperation with airport users, through the Airport Users Committee where one
exists, and relevant organizations representing disabled persons and persons with
reduced mobility, the managing body of an airport shall, taking account of local
conditions, designate points of arrival and departure within the airport boundary or at
a point under the direct control of the managing body, both inside and outside
terminal buildings, at which disabled persons or persons with reduced mobility can,
with ease, announce their arrival at the airport and request assistance.
2. The points of arrival and departure referred to in paragraph 1, shall be clearly
signed and shall offer basic information about the airport, in accessible formats.
Article 6
Transmission of information
1. Air carriers, their agents and tour operators shall take all measures necessary for
the receipt, at all their points of sale in the territory of the Member States to which the
Treaty applies, including sale by telephone and via the Internet, of notifications of the
need for assistance made by disabled persons or persons with reduced mobility.
2. When an air carrier or its agent or a tour operator receives a notification of the
need for assistance at least 48 hours before the published departure time for the
flight, it shall transmit the information concerned at least 36 hours before the
published departure time for the flight:
(a) to the managing bodies of the airports of departure, arrival and transit, and
(b) to the operating air carrier, if a reservation was not made with that carrier, unless
the identity of the operating air carrier is not known at the time of notification, in which
case the information shall be transmitted as soon as practicable.
3. In all cases other than those mentioned in paragraph 2, the air carrier or its agent
or tour operator shall transmit the information as soon as possible.
4. As soon as possible after the departure of the flight, an operating air carrier shall
inform the managing body of the airport of destination, if situated in the territory of a
Member State to which the Treaty applies, of the number of disabled persons and
persons with reduced mobility on that flight requiring assistance specified in Annex I
and of the nature of that assistance.
Article 7
Right to assistance at airports
1. When a disabled person or person with reduced mobility arrives at an airport for
travel by air, the managing body of the airport shall be responsible for ensuring the
provision of the assistance specified in Annex I in such a way that the person is able
to take the flight for which he or she holds a reservation, provided that the notification
of the person's particular needs for such assistance has been made to the air carrier
or its agent or the tour operator concerned at least 48 hours before the published
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time of departure of the flight. This notification shall also cover a return flight, if the
outward flight and the return flight have been contracted with the same air carrier.
2. Where use of a recognised assistance dog is required, this shall be
accommodated provided that notification of the same is made to the air carrier or its
agent or the tour operator in accordance with applicable national rules covering the
carriage of assistance dogs on board aircraft, where such rules exist.
3. If no notification is made in accordance with paragraph 1, the managing body shall
make all reasonable efforts to provide the assistance specified in Annex I in such a
way that the person concerned is able to take the flight for which he or she holds a
reservation.
4. The provisions of paragraph 1 shall apply on condition that:
(a) the person presents himself or herself for check-in:
(i) at the time stipulated in advance and in writing (including by electronic means) by
the air carrier or its agent or the tour operator, or
(ii) if no time is stipulated, not later than one hour before the published departure
time, or
(b) the person arrives at a point within the airport boundary designated in accordance
with Article 5:
(i) at the time stipulated in advance and in writing (including by electronic means) by
the air carrier or its agent or the tour operator, or
(ii) if no time is stipulated, not later than two hours before the published departure
time.
5. When a disabled person or person with reduced mobility transits through an airport
to which this Regulation applies, or is transferred by an air carrier or a tour operator
from the flight for which he or she holds a reservation to another flight, the managing
body shall be responsible for ensuring the provision of the assistance specified in
Annex I in such a way that the person is able to take the flight for which he or she
holds a reservation.
6. On the arrival by air of a disabled person or person with reduced mobility at an
airport to which this Regulation applies, the managing body of the airport shall be
responsible for ensuring the provision of the assistance specified in Annex I in such a
way that the person is able to reach his or her point of departure from the airport as
referred to in Article 5.
7. The assistance provided shall, as far as possible, be appropriate to the particular
needs of the individual passenger.
Article 8
Responsibility for assistance at airports
1. The managing body of an airport shall be responsible for ensuring the provision of
the assistance specified in Annex I without additional charge to disabled persons and
persons with reduced mobility.
2. The managing body may provide such assistance itself. Alternatively, in keeping
with its responsibility, and subject always to compliance with the quality standards
referred to in Article 9(1), the managing body may contract with one or more other
parties for the supply of the assistance. In cooperation with airport users, through the
Airport Users Committee where one exists, the managing body may enter into such a
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contract or contracts on its own initiative or on request, including from an air carrier,
and taking into account the existing services at the airport concerned. In the event
that it refuses such a request, the managing body shall provide written justification.
3. The managing body of an airport may, on a nondiscriminatory basis, levy a specific
charge on airport users for the purpose of funding this assistance.
4. This specific charge shall be reasonable, cost-related, transparent and established
by the managing body of the airport in cooperation with airport users, through the
Airport Users Committee where one exists or any other appropriate entity. It shall be
shared among airport users in proportion to the total number of all passengers that
each carries to and from that airport.
5. The managing body of an airport shall separate the accounts of its activities
relating to the assistance provided to disabled persons and persons with reduced
mobility from the accounts of its other activities, in accordance with current
commercial practice.
6. The managing body of an airport shall make available to airport users, through the
Airport Users Committee where one exists or any other appropriate entity, as well as
to the enforcement body or bodies referred to in Article 14, an audited annual
overview of charges received and expenses made in respect of the assistance
provided to disabled persons and persons with reduced mobility.
Article 9
Quality standards for assistance
1. With the exception of airports whose annual traffic is less than 150 000 commercial
passenger movements, the managing body shall set quality standards for the
assistance specified in Annex I and determine resource requirements for meeting
them, in cooperation with airport users, through the Airport Users Committee where
one exists, and organisations representing disabled passengers and passengers with
reduced mobility.
2. In the setting of such standards, full account shall be taken of internationally
recognised policies and codes of conduct concerning facilitation of the transport of
disabled persons or persons with reduced mobility, notably the ECAC Code of Good
Conduct in Ground Handling for Persons with Reduced Mobility.
3. The managing body of an airport shall publish its quality standards.
4. An air carrier and the managing body of an airport may agree that, for the
passengers whom that air carrier transports to and from the airport, the managing
body shall provide assistance of a higher standard than the standards referred to in
paragraph 1 or provide services additional to those specified in Annex I.
5. For the purpose of funding either of these, the managing body may levy a charge
on the air carrier additional to that referred to in Article 8(3), which shall be
transparent, cost-related and established after consultation of the air carrier
concerned.
Article 10
Assistance by air carriers
An air carrier shall provide the assistance specified in Annex II without additional
charge to a disabled person or person with reduced mobility departing from, arriving
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at or transiting through an airport to which this Regulation applies provided that the
person in question fulfils the conditions set out in Article 7(1), (2) and (4).
Article 11
Training
Air carriers and airport managing bodies shall:
(a) ensure that all their personnel, including those employed by any sub-contractor,
providing direct assistance to disabled persons and persons with reduced mobility
have knowledge of how to meet the needs of persons having various disabilities or
mobility impairments;
(b) provide disability-equality and disability-awareness training to all their personnel
working at the airport who deal directly with the travelling public;
(c) ensure that, upon recruitment, all new employees attend disability-related training
and that personnel receive refresher training courses when appropriate.
Article 12
Compensation for lost or damaged wheelchairs, other mobility equipment and
assistive devices
Where wheelchairs or other mobility equipment or assistive devices are lost or
damaged whilst being handled at the airport or transported on board aircraft, the
passenger to whom the equipment belongs shall be compensated, in accordance
with rules of international, Community and national law.
Article 13
Exclusion of waiver
Obligations towards disabled persons and persons with reduced mobility pursuant to
this Regulation shall not be limited or waived.
Article 14
Enforcement body and its tasks
1. Each Member State shall designate a body or bodies responsible for the
enforcement of this Regulation as regards flights departing from or arriving at airports
situated in its territory. Where appropriate, this body or bodies shall take the
measures necessary to ensure that the rights of disabled persons and persons with
reduced mobility are respected, including compliance with the quality standards
referred to in Article 9(1). The Member States shall inform the Commission of the
body or bodies designated.
2. Member States shall, where appropriate, provide that the enforcement body or
bodies designated under paragraph 1 shall also ensure the satisfactory
implementation of Article 8, including as regards the provisions on charges with a
view to avoiding unfair competition. They may also designate a specific body to that
effect.
Article 15
Complaint procedure
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1. A disabled person or person with reduced mobility who considers that this
Regulation has been infringed may bring the matter to the attention of the managing
body of the airport or to the attention of the air carrier concerned, as the case may
be.
2. If the disabled person or person with reduced mobility cannot obtain satisfaction in
such way, complaints may be made to any body or bodies designated under Article
14(1), or to any other competent body designated by a Member State, about an
alleged infringement of this Regulation.
3. A body in one Member State which receives a complaint concerning a matter that
comes under the responsibility of a designated body of another Member State shall
forward the complaint to the body of that other Member State.
4. The Member States shall take measures to inform disabled persons and persons
with reduced mobility of their rights under this Regulation and of the possibility of
complaint to this designated body or bodies.
Article 16
Penalties
The Member States shall lay down rules on penalties applicable to infringements of
this Regulation and shall take all the measures necessary to ensure that those rules
are implemented. The penalties provided for must be effective, proportionate and
dissuasive. The Member States shall notify those provisions to the Commission and
shall notify it without delay of any subsequent amendment affecting them.
Article 17
Report
The Commission shall report to the European Parliament and the Council by 1
January 2010 at the latest on the operation and the effects of this Regulation. The
report shall be accompanied where necessary by legislative proposals implementing
in further detail the provisions of this Regulation, or revising it.
Article 18
Entry into force
This Regulation shall enter into force on the 20th day following that of its publication
in the Official Journal of the European Union. It shall apply with effect from 26 July
2008, except Articles 3 and 4, which shall apply with effect from 26 July 2007. This
Regulation shall be binding in its entirety and directly applicable in all Member States.
ANNEX I
Assistance under the responsibility of the managing bodies of airports
Assistance and arrangements necessary to enable disabled persons and persons
with reduced mobility to:
— communicate their arrival at an airport and their request for assistance at the
designated points inside and outside terminal buildings mentioned in Article 5,
— move from a designated point to the check-in counter,
— check-in and register baggage,
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— proceed from the check-in counter to the aircraft, with completion of emigration,
customs and security procedures,
— board the aircraft, with the provision of lifts, wheelchairs or other assistance
needed, as appropriate,
— proceed from the aircraft door to their seats,
— store and retrieve baggage on the aircraft,
— proceed from their seats to the aircraft door,
— disembark from the aircraft, with the provision of lifts, wheelchairs or other
assistance needed, as appropriate,
— proceed from the aircraft to the baggage hall and retrieve baggage, with
completion of immigration and customs procedures,
— proceed from the baggage hall to a designated point,
— reach connecting flights when in transit, with assistance on the air and land sides
and within and between terminals as needed,
— move to the toilet facilities if required.
Where a disabled person or person with reduced mobility is assisted by an
accompanying person, this person must, if requested, be allowed to provide the
necessary assistance in the airport and with embarking and disembarking.
- Ground handling of all necessary mobility equipment, including equipment such as
electric wheelchairs subject to advance warning of 48 hours and to possible
limitations of space on board the aircraft, and subject to the application of relevant
legislation concerning dangerous goods.
- Temporary replacement of damaged or lost mobility equipment, albeit not
necessarily on a like-for-like basis.
- Ground handling of recognised assistance dogs, when relevant.
- Communication of information needed to take flights in accessible formats.
ANNEX II
Assistance by air carriers
- Carriage of recognised assistance dogs in the cabin, subject to national
regulations.
- In addition to medical equipment, transport of up to two pieces of mobility
equipment per disabled person or person with reduced mobility, including electric
wheelchairs (subject to advance warning of 48 hours and to possible limitations of
space on board the aircraft, and subject to the application of relevant legislation
concerning dangerous goods.
- Communication of essential information concerning a flight in accessible formats.
- The making of all reasonable efforts to arrange seating to meet the needs of
individuals with disability or reduced mobility on request and subject to safety
requirements and availability.
- Assistance in moving to toilet facilities if required.
Where a disabled person or person with reduced mobility is assisted by an
accompanying person, the air carrier will make all reasonable efforts to give such
person a seat next to the disabled person or person with reduced mobility.
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ANNEX II
REGULATION (EC) No 261/2004 OF THE EUROPEAN PARLIAMENT AND OF
THE COUNCIL of 11 February 2004 establishing common rules on
compensation and assistance to passengers in the event of denied boarding
and of cancellation or long delay of flights, and repealing Regulation (EEC) No
295/91
<<<<<<
Preamble
(19) Operating air carriers should meet the special needs of persons with reduced
mobility and any persons accompanying them
<<<<<<<
Article 1
Subject
1. This Regulation establishes, under the conditions specified herein, minimum rights
for passengers when:
(a) they are denied boarding against their will;
(b) their flight is cancelled;
(c) their flight is delayed.
Article 2
Definitions
For the purposes of this Regulation:
(i) ‘person with reduced mobility’ means any person whose mobility is reduced when
using transport because of any physical disability (sensory or locomotory, permanent
or temporary), intellectual impairment, age or any other cause of disability, and
whose situation needs special attention and adaptation to the person's needs of the
services made available to all passengers;
Article 11
Persons with reduced mobility or special needs
1. Operating air carriers shall give priority to carrying persons with reduced mobility
and any persons or certified service dogs accompanying them, as well as
unaccompanied children.
2. In cases of denied boarding, cancellation and delays of any length, persons with
reduced mobility and any persons accompanying them, as well as unaccompanied
children, shall have the right to care in accordance with Article 9 as soon as possible.
Article 14
Obligation to inform passengers of their rights
3. In respect of blind and visually impaired persons, the provisions of this Article shall
be applied using appropriate
alternative means.
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ANNEX III – list of already appointed enforcement bodies

Belgium
Civil Aviation Authority
Federal Public Service Mobility and Transport
CCN – Rue du Progrès 80 – Box 5
B-1030 Brussels
Phone : +32 2 277 43 99
Fax : +32 2 277 42 58

Czech Republic
Civil Aviation Authority
Nabrezi Ludvika Svobody 12
PO Box 9, 110 15 Praha 1
Phone: +420 972 231 001
Fax: 420 972 231 032
Germany
Arbeitsgemeinschaft Deutscher Verkehrsflughäfen,
Gertraudenstr. 20
10178 Berlin
Tel : 030 - -31 01 18-0
Fax : 030 – 31 01 18-90
Slovak Republic
1. Slovenská obchodná inspekcia
Ustredny inspektorát
Contact person : Mrs Viera Basová
Tel : +421 21 5827 2217
E-mail : viera.basova@soi.sk
2. Letecky urad SR
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Contact person : Mr Maros Jancula
Tel : +421 2 4857 4000
E-mail : jancula@caa.sk
3. Ministerstvo dopravy, post a telekomunikacii SR
Obdor civilneho letectva
Contact person: Mrs Radmila Valickova
Tel: +421 2 594 94 457
E-mail: radmila.valickova@telecom.gov.sk
Sweden
Luftfartsstyrelsen
Vikboplan 7
SE – 601 73 Norrköping
Phone : +46 11 415 21 00
Fax : +46 11 415 21 59
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ANNEX IV - PERMANENT REPRESENTATIONS TO THE EU
AIR REGULATION – PERSONS RESPONSIBLE
To contact in case an enforcement body has not been designed
Austria
Transport Attché Thomas Glöckel
Permanent Representation of Austria to the European Union
Avenue de Cortenbergh 30
B - 1040 Bruxelles, BELGIUM
Fax:

+32 2 234 53 06

E-mail :

thomas.gloeckel@bmaa.gv.at

Cyprus
Transport Attaché Neophytos Neophytou
Permanent Representation of Cyprus to the European Union
Square Ambiorix 2
B - 1040 Bruxelles, BELGIUM
Fax: +32 2 735 45 52
E-mail:
Cyprus.embassy@skynet.be
________________________________________________________________

Denmark
Transport Counsellor Jakob Karlshoj
Permanent Representation of Denmark to the European Union
73 rue d'Arlon
B - 1040 BRUXELLES, BELGIUM
E-mail:

jakkar@um.dk

__________________________________________________________________
Estonia
Transport Attaché Olev-Erik Leino
Permanent Representation of Estonia to the European Union
Rue Guimard, 11/13
B - 1040 Brussels, BELGIUM
Fax:

+32 2 227 39 25

E-mail:

Erik.leino@eu.estemb.be
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___________________________________________________________________
Finland
Transport Counsellor Jussi Myllärniemi
Permanent Representation of Finland to the European Union
Rue de Trêves 100
B- 1040 Bruxelles, BELGIUM
Fax:

+32 2 287 356 4

__________________________________________________________________
France
Conseiller Transport aérien Thierry Buttin
Permanent Representation of France to the European Union
Place de Louvain 14
B - 1000 Brussels, BELGIUM
Fax: +32 2 229 84 17
E-mail :
thierry.buttin@diplomatie.gouv.fr
________________________________________________________________

Greece
Transport Attaché Anna Livieratou
Permanent Representation of Greece to the European Union
Rue Montoyer 25
B-1040 BRUXELLES, BELGIUM
Fax:

+32 2 551 57 62

E-mail :

Anna.livieratou@rp-grece.be

___________________________________________________________________
Hungary
Transport First Secretary Laszlo Polgar
Permanent Representation of Hungary to the European Union
Rue de Trêves 92-98
B - 1040 Brussels, BELGIUM
Fax: +32 2 372 07 84
___________________________________________________________________
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Ireland
Transport Counsellor Fintan Towey
Permanent Representation of Ireland to the European Union
Rue Froissart 89-93
B - 1040 BRUXELLES, BELGIUM
Fax:

+32 2 282 33 14

E-mail :

fintan.towey@iveagh.gov.ie

___________________________________________________________________
Italy
Transport Attaché Stanislao Ritacco
Permanent Representation of Italy to the European Union
Rue du Marteau 5-11
B-1040 BRUXELLES, BELGIUM
Fax:

+32 2 220 04 94

Email:

trasp@rpue.it

___________________________________________________________________
Latvia
Transport Attaché Kristine Caunite
Permanent Representation of Latvia to the European Union
Rue d'Arlon 39-41
B - 1000 Brussels, BELGIUM
Fax:

+32 2 282 03 69

E-mail:

kcaunite@hotmail.com

___________________________________________________________________
Lithuania
Mr Virgilijus Danilevicius
E-mail.:

Virgilijus.Danilevicius@lt-mission-eu.int

___________________________________________________________________
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Luxembourg
Sam Weissen
Transport Attaché Sam Weissen
Permanent Representation of Luxembourg to the European Union
Avenue de Cortenbergh, 75
B - 1000 Brussels, BELGIUM
Fax: +32 2 737 5610
E-mail:
sam.weissen@mae.etat.lu
___________________________________________________________________
Malta
Transport Attaché Nicolette Camilleri
Permanent Representation of Malta to the European Union
Rue Beliard 65-67
B - 1040 Brussels, BELGIUM
Fax:

+32 2 343 01 06

E-mail:

nicolette.camilleri@gov.mt

___________________________________________________________________

The Netherlands
Transport Counsellor Jan M. van Heest
Permanent Representation of the Netherlands to the European Union
Avenue Hermann-Debroux 48
B-1160 BRUXELLES, BELGIUM
Fax:

+32 2 679 17 78

Email: bre-va@minbuza.nl

___________________________________________________________________

Poland
Lukasz Wojtas
Transport Attache Lukasz Wojtas
Permanent Representation of Poland to the European Union
Av. de Tervuren 282-284
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B - 1150 Brussels, BELGIUM
Fax:

+32 2 777 72 97

E-mail:

lukasz.wojtas@pol-mission-eu.be

___________________________________________________________________

Portugal
Transport Counsellor Ilídio Lemos Vieira
Permanent Representation of Portugal to the European Union
Avenue de Cortenberg 12
B - 1040 BRUXELLES, BELGIUM
Fax:

+32 2 231 00 26 / 36

E-mail :

reper@reper-portugal.be

Slovenia
Transport Counsellor Franc Zepic
Permanent Representation of Slovenia to the European Union
Av. Marnix 30
B - 1000 Brussels, BELGIUM
Fax:

+32 2 512 09 97

Spain
Transport Counsellor Jesus Izarzugaza Uriarte
Permanent Representation of Spain to the European Union
Boulevard du Régent 52
B - 1000 Bruxelles, BELGIUM
Fax:

+32 2 511 10 23

E-mail :

jesus.izarzugaza@reper.mae.es

United Kingdom
Transport Policy Michael Rossell
Permanent Representation of the United Kingdom to the European Union
Avenue d'Auderghem 10
B-1040 BRUXELLES, BELGIUM
Fax: +32 2 287 83 95
E-mail :
Michael.Rossell@fco.gov.uk
___________________________________________________________________
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ANNEX V – EDF list of contact persons
Updated 16th February 2007
(Incomplete)
National Contacts
Austria:
Hedi Schnitzer
MAS (General Manager)
ÖZIV - Österreichischer Zivil-Invalidenverband
Bundessekretariat
A-1100 Wien, Humboldtplatz 6/4
T: +43 (1) 513 15 35-213
H: +43 (0) 699 / 156 60 105
F: +43 (1) 513 15 35-250
www.oeziv.at
Mag. Britta Wagner
Marketing Manager
Hilfsgemeinschaft der Blinden und Sehschwachen Österreichs
Jägerstraße 36
1200 Wien - Austria
T: +43 1 330 35 45/21
F: +43 1 330 35 45/11
E-mail: britta.wagner@hilfsgemeinschaft.at
web: www.hilfsgemeinschaft.at

Belgium:
Philippe Bodart
Secrétaire Général ACIH AAM asbl
Mouvement social de personnes malades, valides et handicapées
Chaussée de Haecht, 579 BP 40
1031 Bruxelles
T: 02/246.47.85
F: 02/246.49.88
E-mail: philippe.bodart@mc.be
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Please copy the following e-mail address into all correspondence:
bdf@minsoc.fed.be

Czech Republic:
Mr Vaclav Krasa
Czech National Disability Council chairman
c/o Veronika Půrová
Zahraniční odbor
Národní rada osob se zdravotním postižením ČR
Partyzánská 1/7, 170 00 Praha 7
Tel: 266 753 423, 736 751 215 fax: 266 753 420
E-mail: v.purova@nrzp.cz AND v.krasa@nrzp.cz

Cyprus:
Mikis Florentzos
President of Cyprus Confederation of Organizations of the Disabled (CCOD)
P.O. Box 23513, 1684 Nicosia – Cyprus
T: +357 22 318465
F: +357 22 318463
E-mail: ccod-kysoa@cytanet.com.cy
Denmark:
Lena Nielsen
Holtevej 10
4571 Grevinge
Denmark
T: +45 59 65 95 86
Mobile:+ 45 40 30 95 86
Email: lena.nielsen@city.dk
Stig Langvad
Kløverprisvej 10B
2650 Hvidovre
Denmark
T: +45 36 38 85 28 / +45 86 12 38 40
Mobile: +45 40 38 06 36
Email:sl@handicap.dk
Carsten Graversen
Kløverprisvej 10B
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2650 Hvidovre
Denmark
T: +45 36 75 17 77
Dir.T: +45 36 38 85 14
Mobile: +45 30 68 31 50
E-mail: cag@handicap.dk

France:
Bruno Gaurier
17 boulevard Auguste Blanqui
F - 75013 PARIS
Tel. : 33/1/40/78.27.25
Fax : 33/1/40/78.69.33
E-mail: bruno.gaurier@apf.asso.fr

Germany:
Dr. Siegried Arnade
JoB. - Medienbüro
Krantorweg 1
D - 13503 Berlin
T: +49 (0)30/4317716
F: +49 (0)30/4364442
e-mail: HGH-Si@t-online.de
Christiane Link
Walddörferstr. 46
22041 Hamburg
Germany
Phone: +49-40-5406577
Mobile: +49-172-4576698
Email: Christiane@ortegalink.com

Ireland:
Frank Mulcahy
2 Castle Village Court,
Celbridge,
Co. Kildare
Ireland
T: +353 (0)1 627 1314
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Mobile: +353 (0)87 2344 934
E-mail:
fmulcahy@iol.ie or frankmulcahy2005@yahoo.co.uk

Italy:
Luisa Bosisio Fazzi
Via dei Boschi 8
20058 Villasanta (MI) Italy
T: +39 347 2560866
E-mail: lbfazzi@tiscali.it
or
Consiglio Nazionale sulla Disabilità
Piazza Giovine Italia, 7
00195 Roma
T: +39 06 37350087
F: +39 06 37350758
E-mail: sede.legale@aism.it

Latvia
Gunta Anca
Nicgales iela 26
LV- 1035 RIGA
Tel. : 371/7/59.04.37
Tel. : 371/9/41.14.88
Fax : 371/7/59.04.37
E-mail G. ANCA : gunta.anca@sustento.lv

Luxemburg:
Fabienne Feller
Coordinatrice en Accessibilité
E-mail : info@iha.lu
Info-Handicap
Avenue de la Gare, 65 - L-1611 Luxembourg
t: +352 366 466 / fax: +352 360 885
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The Netherlands:
Maarten van Ditmarsch
Postbus 169
NL - 3500 AD UTRECHT
Tel. : 31/30/291.66.00
Fax : 31/30/297.01.11
E-mail : mvanditmarsch@cg-raad.nl

Norway :
Berit Therese Larsen
Advisor
FUNKSJONSHEMMEDES FELLESORGANISASJON
Sandakerveien. 99 - Postboks 4568 Nydalen, 0404 Oslo
E-mail : berit.larsen@ffo.no
T: +47 22 79 91 00 Direct T : +47 22 79 91 16
Web : www.ffo.no

Poland:
Jaroslaw Wójtowicz
English:
Polish Disability Forum
street Konwiktorska 7
00-216 Warsaw
e-mail: biuro@pfon.org.pl
T: +48 22 848 03 44;
Mobile: +48 516 187 213
Polish:
Polskie Forum Osób Niepelnosprawnych
ul. Konwiktorska 7
00-216 Warszawa
e-mail: biuro@pfon.org.pl
T: +48 22 848 03 44;
Mobile: +48 516 187 213

Portugal
José Esteves Correia
Presidente da Direccao Nacional Associacao dos cegos e ambliopes de Prtugal
39

R de S. José no 86, 1 andar
1150-324 Lisboa
Tel: +351 21 324 45 00
Fax: +351 21 342 85 18
E-mail: dn@acapo.pt

Slovak republic
Ms. Marcela Rukovanska
Unia nevidiacich a slabozrakych Slovenska
Slovak Blind and partially Sighted Union
Sekulska 1, 84250 Bratislava
Slovak republic
Tel: +421-2-65420796, 65420844
Fax: +421-2-65420842
Slovak disability Council (Narodna rada obcanov so zdravotnym postihnutim),
Zabotova 2,
81104 Bratislava,
Tel/Fax: +421-2-52491325
m.rukovanska@unss.sk and sekretariat@nrozp.sk

Spain:
Francisco García Aznárez
Company VÍA LIBRE (FUNDOSA ACCESIBILIDAD)
T:+ 34 91-435 04 42 .
E-MAIL: Fgarcia.accesibilidad@fundaciononce.es

Sweden
Karin Westlund
Förbundsordförande De Handikappades Riksförbund, DHR
Tel: +46 70 674 24 63

United Kingdom:
Monica Wilson
Chief Executive
Disability Action
189 Airport Road West
40

Belfast BT3 9ED
Tel: +44(0)28 9029 7880
Fax: +44(0)28 9029 7881
Text: +44(0)28 9029 7882
Douglas Gilroy
Disability Access Auditor & coordinator
> Inclusion Scotland
5A Sir James Clark Building
Abbey Mill Business Centre
Seedhill
PAISLEY
PA1 1TJ
T: +44 0141 887 7165
E-mail: access@inclusionscotland.org
Specific Disability Groups
Arthritis:
Robert Johnstone
14 Hazel Lane
Skelmersdale
WN8 6UN
UK
T: +44 (0)1695 733 928
email: robertjohnstone@onetel.com

Blindness:
Mokrane Bossaid
58 avenue Bosquet - 75007 Paris
Tel : +33 1 47 05 38 20
Fax : +33 1 47 05 38 21
E-mail : ebu_uea@compuserve.com

Deafblindness:
Lucy Drescher
The European Deafblind Network
E-mail: Lucy.Drescher@sense.org.uk
T: +44 (0) 207 561 3400.
Hard of Hearing:
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Dr. R. van Hardeveld
Stationstraat 5
6191 BA Beek
Netherlands
Email: erveha@xs4all.nl
T: +31 46 4379613
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ANNEX VI

ECAC Doc 30 - Annex K
GUIDELINES ON GROUND HANDLING FOR PERSONS WITH REDUCED
MOBILITY
Introduction
Member States should ensure that the necessary measures are put into place at airports for
"seamless" assistance to be provided to PRMs by staff trained and qualified to meet their
needs. Particular attention should be given to raising staff awareness of the specific needs of
different groups of people with disabilities - physical, sensory (hearing and visual), hidden, or
intellectual. The utmost consideration should be given to ensuring that PRMs are treated with
respect and dignity and that they are able to maintain their independence, assistance should
be available from the designated arrival area at the airport to the point at which the PRM is
seated on board the aircraft and vice versa. Appropriate equipment to assist the PRM should
be available and provided when necessary. Organisations representing different groups of
people with disabilities should be consulted in the development of training programmes,
policies and procedures.
1. Minimum standards of services
1.1 Scope of services
The services to which this section applies should include assistance and provisions as
outlined in “Annex J. 1.4 Scope” of this Document. The scope of services should also
include:
(a) appropriate assistance in locating facilities, including (but not limited to) toilets, baggage
delivery, money exchange, connecting modes of transport, arrival meeting points, telephone
or other accessible means of communication;
(b) appropriate assistance with transporting luggage to and from the designated set down
points of the airport.
1.2 Quality of service
1.2. 1 Minimum Service Requirements
The requirements, to be followed by the provider of assistance to PRMs, shall be agreed
following consultation with stakeholders including organisations of PRMs, airlines, and the
airport authority. This consultation will also determine the designated arrival and set down
points for PRMs. These requirements should form the basis of Service Level Agreements
(SLA).
1.2.2 Standard Operating Procedures and Protocol
Service providers should have Standard Operating Procedures (SOPs), including normal,
contingency and emergency procedures laid down in a Protocol.
1.2. 3. Conditions
In addition to Annex J, special attention should be given to the following:
(a) Staff at the airport have a responsibility to ask each PRM about the most appropriate
way to provide assistance to them (e.g. how do they like to be guided or escorted, what
causes them pain or discomfort etc).
(b) Lifting a passenger with a physical disability from one wheelchair to another and from or
into an aircraft chair should always be carried out by two staff members. The transfer should
be performed with the greatest consideration for the dignity, safety and comfort of the PRM.
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(c) Under no circumstances should staff assisting a person with a physical disability manually
carry him/her in order to provide boarding or deplaning assistance. The only exception is
where no alternative is available for aircraft with 19 seats or fewer and health and safety and
manual handling issues have been fully considered.
(d) The service provider should not leave a passenger with a disability unattended for more
than 30 minutes, unless otherwise agreed with that passenger.
1.2.4 Complaints Handling
Service providers must designate staff, who are specially trained and whose responsibility is
to investigate and resolve complaints and disagreements.
1.3 Equipment
For optimal assistance the following specifications are recommended. However they are not
intended to be exclusive or restrictive or to inhibit the development of new designs:
(a) Wheelchairs (preferably of the non-folding type and capable of being selfpropelled) with
a rigid seat, high backrest, detachable armrests, adjustable leg-rests, movable footrests and
an adequate brake.
(b) Boarding wheelchairs, which would be used to transport PRMs to and from their seat in
the aircraft. These should be provided with folding armrests, a solid seat and back-support,
an adequate braking system and safety belts
(c) Mini-carts/buggies (electrically powered carts) to transport PRMs in the airport building
where required by the airport layout. Use of these vehicles has to be in accordance with
airport authority regulations.
(d) Accessible vehicle(s) to transport PRMs between terminals and between a terminal
building and remote aircraft stands where other passengers are transported by bus. If the
buses provided for other passengers are not accessible to PRMs (wheelchair users),
specialised vehicles should be provided which are available on the same basis. Unless they
are low floor vehicles on which wheelchair securing is not required, the vehicles must be
equipped with a system that securely locks wheelchairs into place and fitted with passenger
restraint systems, in accordance with the standards for such a system in the given country.
They must also be equipped with a boarding device - ramp or lift - to enable the PRM
(wheelchair users) to board and alight from the bus. The vehicles must be designed for the
transport of persons.
(e) Lifting vehicle(s) capable of taking a PRM/wheelchair user up to the threshold of the
aircraft door when the aircraft is on a remote stand. These vehicles should adhere to all
existing standards and regulations on safety. Such equipment should only be used for those
PRMs who need it. Equipment used for the assistance of PRM passengers should undergo
regular safety inspections and maintenance. Maintenance records should be kept up-to-date
at all times.
2. Staff training
The training principles listed below are by no means exhaustive. These list only the basic
essential principles and should, in time, be supplemented by a detailed training manual. The
training must be tailored to the employee's functions. Organisations representing different
groups of people with disabilities should be consulted in the development of training
programmes.
2.1 Training of staff who deal directly with the travelling public
All airport and airline personnel who deal directly with the travelling public, including security
personnel, guards and porters, should be trained to be made aware of and, where
appropriate, be able to meet the needs of PRMs.
This training should be focused on disability awareness training, including training on:
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(a) awareness and appropriate responses to passengers with physical, sensory (hearing
and visual), hidden or learning disabilities, including how to distinguish between the different
abilities of individuals whose mobility, orientation, or communication may be reduced;
(b) barriers faced by PRMs, covering attitudinal, environmental/physical and organisational
barriers;
(c) assistance dogs, including the role and the needs of an assistance dog;
(d) dealing with unexpected occurrences;
(e) interpersonal skills and methods of communication with deaf and hearing impaired
people, visually impaired people, speech impaired people and people with a learning
disability;
(f) general awareness of ECAC, IATA and EU guidelines and legislation on air passenger
rights including ECAC Document 30, Section 5 and its relevant Annexes including this one;
(g) how to handle wheelchairs and other mobility aids carefully to avoid damage, (for all staff
who are responsible for baggage handling). Staff should receive refresher training at least
every two years and attendance at the training should be recorded.
All new recruits should be given disability-related training when starting work.
2.2 Training of staff assisting PRMs
In addition to the areas of training listed in Section 2.1 above, all staff assisting PRMs at an
airport should also be capable of distinguishing between different types of disabilities (and
the corresponding IATA code) and should have knowledge of the most appropriate form of
assistance for each, including:
(a) how to help wheelchair users make transfers into and out of a wheelchair;
(b) skills for providing assistance to PRMs travelling with an assistance dog, including the
role and the needs of those dogs;
(c) techniques for escorting blind and partially-sighted passengers and for the handling and
carriage of guide dogs and other assistance dogs;
(d) an understanding of the types of equipment which can assist PRMs and knowledge of
how to handle such equipment;
(e) the use of the boarding and deplaning assistance equipment used and knowledge of the
appropriate boarding and deplaning assistance procedures that safeguard the safety and
dignity of PRMs;
(f) sufficient understanding of the need for reliable and professional assistance. Also
awareness of the potential for certain disabled passengers to experience feelings of
vulnerability during travel, because of their total dependence on the assistance provided.
(g) first aid.
On a yearly basis, as an absolute minimum, staff should receive refresher training sessions
on assisting PRMs. Attendance at the training sessions should be recorded in each staff
member’s personnel file.
All new recruits should be given disability-related training when starting work.
___________________________
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ECAC Doc 30 - Annex N
GUIDELINES ON AWARENESS AND DISABILITY EQUALITY FOR ALL AIRPORT
AND AIRLINE PERSONNEL DEALING WITH THE TRAVELLING PUBLIC
Introduction
1. Disability awareness and disability equality training for airline and airport personnel is
crucial in order to ensure that passengers with disabilities receive the assistance they may
need and that they are treated with respect.
2. Personnel who have an understanding of disability and its diversity, and the types of
barriers people with disabilities experience in society, will be better able to provide a high
quality service that respects the safety, independence and dignity of each passenger.
3. These guidelines are intended to be a source of information to identify best practice for
personnel employed in the air passenger transport industry dealing directly with the traveling
public. They focus mainly on the attitudinal barriers that disabled people are facing in air
travel, and they offer solutions to some of those.
4. These guidelines need to be complemented with general information on ECAC
recommendations, IATA guidance and relevant EU legislation in order to acquire
comprehensive knowledge on the rights of disabled air passengers and how to best provide
assistance to those passengers.
5. Training must cover the full range of disabilities. These guidelines provide information on
how best to interact with and provide assistance to people with varying special needs.
Training should be provided to all employees dealing with the general public, including
refresher training when appropriate. Passenger feedback should be constantly analysed and
any necessary improvements fed into training programmes. The most important thing to
remember when interacting and assisting disabled passengers and people with reduced
mobility is to be respectful - what counts is to provide a high quality customer service, rather
than necessarily to follow these guidelines word for word.
General Disability Awareness
6. Disabled people make up approximately 10 % of the population in Europe. Disabled
people have the same right to non-discrimination and equal treatment as all other citizens
and have the right and need to participate fully in all aspects of life, including air travel.
7. Disabled people are just like everybody else. It is important to remember that a person
may have a disability, but the person himself or herself is not the disability. Therefore, the
first thing to remember when interacting with a disabled person is to focus on the person
instead of the disability.
8. Disabled people are a diverse group. They include people with reduced mobility, people
who are blind or partially sighted, deaf or hard of hearing, people who have a learning
difficulty or people with a mental health problem. There are also many people who have an
invisible disability or a chronic illness. Other people have a combination of two or more types
of disabilities. It is important to recognize this diversity.
9. When you are communicating with disabled people, it is important to communicate directly
with the person, whenever possible, and not via a personal assistant, a sign language
interpreter or any other accompanying person or assistant. However, some people may feel
intimidated or anxious when you speak directly to them. In those cases, it might feel better
for the passenger if you communicate via the accompanying person. It is important to respect
a person’s privacy when giving assistance. Remember that the specific needs of an
individual passenger with a disability are not always visible and may not be covered by a
code, such as IATA’s classification on disability. When appropriate, you should therefore
encourage the disabled passenger to explain about his or her individual needs for assistance
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when travelling by air. The majority of disabled people are experts in their own needs and are
familiar with this procedure.
Providing assistance to disabled air passengers
10. In order to allow disabled air passengers to enjoy a “seamless” travel experience in the
same way as non-disabled passengers, your assistance may be needed. Seamlessness is a
concept that aims at providing a comfortable, safe and uninterrupted journey, with the
provision of assistance that is adapted to the needs of each individual.
11. Most disabled people, irrespective of their disability, are capable of acting for themselves
and/ or travelling on their own. Asking for, or receiving, practical assistance from you means
that your action can enable the person to retain his or her independence. Always ask the
person if he or she needs the assistance and what kind of assistance he or she actually
needs in connection with travelling by air in order to understand their capabilities. Bear in
mind that the disabled person might have experienced similar situations before.
12. Remember that information about a person’s disability is personal. Some passengers are
also reluctant to explain their needs in detail and this should be respected. Seek feedback
from the disabled person to ensure that you are providing appropriate assistance.
13. Think of your assistance to a disabled person as providing professional service, to which
the person is entitled, and avoid giving the impression that you are acting out of compassion
or that you are doing them a favour. This could for example be done by avoiding giving the
person with a disability special treatment apart from what is needed due to the disability.
14. Remember that some people will not be familiar with a particular airport and/or language
and might therefore have difficulty in knowing what their needs are at that airport. Your
support and information is needed and appreciated in such cases.
15. Remember also that unexpected occurrences – late gate change, delayed flights,
emergency evacuations of an aircraft or of an airport etc – are already stressful for the nondisabled passenger, but are often particularly difficult for disabled people. Be prepared to
respond to the individual needs of disabled people in these situations.
16. In order to provide assistance corresponding to the needs of the individual passenger,
you and the passenger will also benefit from a better understanding of the different barriers
that disabled people face.
17. There are different kinds of barriers and these barriers affect people with different types
of disabilities in different ways. You will find some examples of barriers for people with
specific impairments in the following section. However, this is not an exhaustive list and is
given only as a guide to the challenges you may face.
18. Common for all is the attitudinal barrier, which is perhaps the most difficult obstacle for
disabled people to overcome. A person does not feel equal unless you treat him or her as an
equal. Negative attitudes towards disabled people exist everywhere, starting at a very early
stage in life.
19. When we meet people who are different from what we are used to, we feel unsure about
how to react and think. The attitude we have to life, to ourselves and our surroundings,
influences our behaviour. If we are able to change our attitude we are able to change our
behaviour.
20. Research studies show that non-verbal communication has a significant impact on how
people feel they are being treated. Spoken words are only a part of the experience that the
passenger will have when interacting with you.
The diversity of disability
21. As disabled people form a heterogeneous group, the specific assistance needs will vary
considerably from one individual to the other. In this section you will however find some basic
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information about the needs of people with some common types of impairment. Keep in mind
that you are dealing with individuals and that these guidelines may not always be
appropriate. Also, health and safety requirements may in a limited number of cases oblige
you to avoid giving a certain kind of assistance to an individual.
Wheelchair users
22. Wheelchairs can be manual or electric and have various functions and dimensions.
Wheelchair users rely on their chairs, which are often adapted to their individual needs. The
wheelchair is the most vital part of the independence and dignity of the user. Therefore it is
important to let the person stay in his or her individually adapted chair as long as possible
during the journey. As an example, in order to be able to use an accessible toilet before the
departure of the flight, many wheelchair users depend on their own chair. Be aware that the
vast majority of wheelchair users are unable to use the small toilets which are provided in
aircrafts.
Useful hints:
Look directly at the wheelchair user. For long conversations, kneel down to the height of
the wheelchair user or bring a chair in order to allow for a more comfortable conversation.
Do not lose eye contact when standing up.
If the height of a check-in or ticket office desk is not adapted to the needs of wheelchair
users, think about coming around to their side of the desk.
Offer to help opening heavy doors or picking up things that might have fallen on the floor.
Ask if the person wants help with luggage or to reach anything that is at a non-accessible
level.
Do not lean on or push the wheelchair without asking first.
23. Be aware that the design of the airport infrastructure or the aircraft may prevent
wheelchair users from moving around independently. This is the case for example if there
are steps in the airport environment or if a ramp is too steep.
People with walking difficulties
24. Many people with walking difficulties use walking aids, like sticks, crutches or zimmer
frames, but some will not use any aids at all.
25. Some people with reduced mobility prefer to sit down. Others prefer to stand because of
pain when sitting or difficulties to get up from the seated position.
Useful hints:
Whenever possible, offer a seat.
Offer help with coats, bags or other belongings.
Offer to open heavy doors, to pick up items that might have fallen on the floor etc.
People who have walking aids may find it difficult to use their hands when they stand up.
Many diseases cause pain that can severely limit mobility. They can make holding and
grabbing difficult or impossible. Weakness in limbs makes it difficult to move and maintain
balance.
People with amputated limbs, arthritis etc may have an increased sensitivity to touch and
also to pain. The pain may increase in hot or cold conditions. Unskilled assistance may also
hurt.
Therefore, always ask prior to doing anything.
Be aware that many people with walking difficulty will prefer to use a lift, where available,
rather than an escalator or steps. Walking long distances at the airport can also be difficult or
impossible.
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People who are deaf or hard of hearing
26. Some people are deaf. Very many people are hard of hearing. This is an invisible
disability.
27. People who have been deaf since birth or childhood often use sign language as their
mother tongue. Those people normally rely on visual communication modes. Sometimes
their literacy skills may have been affected – it is difficult to learn to write and read a
language which you have never heard spoken, and, in addition, is not your mother tongue.
Sign language is completely different from a spoken language and has its own grammar,
lexicon and idioms. Spoken language is therefore for many deaf people their second or even
third language.
28. People who have become deafened at a later stage in life more often use lip or speech
reading, written messages or basic signs when communicating. Those people have
developed and used the spoken language.
29. People who are hard-of-hearing often use a hearing aid and/or use lip or speech reading.
A hearing aid can also be used together with other listening devices such as induction loop
and desk loop.
Some people who are deaf or hard of hearing use hearing dogs.
Useful hints:
The best thing is to ask how an individual prefers to communicate rather than guessing.
People with a slight hearing loss can often manage without a hearing aid, but they are
dependent on certain conditions for communication: good acoustics, no background noise,
good lighting and clear speech. However, it may not always be possible to ensure such
conditions in an airport environment.
People who have a severe hearing loss and those who have lost their hearing as adults
can benefit from supportive signs and information in written form if such information is
available.
Other kinds of visual information might also be useful in some cases.
You may need to attract the attention of a person who has reduced hearing by lightly
touching his or her shoulder or indicating with your hand.
Do not shout when speaking, but use a normal speaking tone. This is important as it is
more difficult to lip-read when a person is shouting, nor does not make the message clearer,
just louder. Speak rather slowly, looking at the person, and use other words if the person has
difficulties understanding what you mean. Use signs and body movements to make yourself
understood.
Face the light and keep your hands away from your mouth.
You can also write down shorter messages if this makes the conversation easier.
Deaf people and people who are hard of hearing need the same range of information as all
other passengers.
Be aware that people who are hard of hearing will have difficulties if important information
is only communicated by audible means or if there are no induction loops at the main
facilities of the airport. In the same way, a person who is hard-of-hearing will have difficulties
following important video information on board, such as safety information, if there is no
subtitling and/or sign language interpretation.
People who are blind or partially sighted
30. A person with a visual impairment may be totally blind or partially sighted. They might
need guiding and assistance for orientation purposes, including directions to important
services. Although people who are partially sighted may have some useful vision, they may
still need help to find their way.
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31. Many, but not all, people who are blind or partially sighted use a mobility aid, mainly a
white cane or guide dog. The mobility aid is also a distinctive symbol that a person is blind or
partially sighted. Some partially sighted people use special glasses rather than having a
mobility aid.
32. Most blind or partially sighted people need to be guided in airports, from the point of
arrival in the airport to their seats on board an aircraft as well as from the aircraft seat to the
point of departure from the airport.
33. People who are blind or partially sighted may have problems with orientation, but not with
mobility as such. Assistance given to them should be geared to their specific needs, for
example a wheelchair would not be appropriate, unless a person specifically asks for one.
Useful hints:
When addressing a person who is blind or partially sighted, introduce yourself by
explaining your position and speak to him or her directly. Say when you are leaving otherwise he or she could find himself or herself talking to an empty space.
Always ask a person who is blind or partially sighted if he or she wants help. Some may not
need any assistance. Never grab someone and take charge.
Always ask a person who is blind or partially sighted how he or she would like to be guided.
Some people may prefer to take your arm or may feel more comfortable if you take theirs.
Some people, in particular those with partial sight, may only need oral guidance.
A guide dog in harness is a working animal and should never be distracted. Do not feed or
tend to a guide dog without first asking the owner if he or she minds. If a person has a guide
dog you should approach him or her from the side opposite the dog. Do not take hold of the
harness or lead as the person with sight loss needs these to control the dog. Some guide
dog owners prefer to walk at your side without holding your arm. In some situations you can
also walk in front – the dog will follow you.
Warn about changes in ground surface and gaps, and explain loud noises which may
alarm a person who is blind or partially sighted. If there are steps, let the person know if they
go up or down. When approaching a door, say which way it is opening and on which side.
Also, say if it is a revolving or a sliding door.
Never back a person who is blind or partially sighted into a seat. Describe the seat to him
or her (e.g. dining chair, low sofa) and place their hand on the back, arm or seat of the chair,
whichever seems best. Also tell the person which way the chair is facing.
When leaving a person who is blind or partially sighted, give some indication as to how
long you will be away. If you have to be away for a longer period of time, give information
about where assistance can be found during your absence. Schedule changes and other
unexpected information must be communicated to him/her as soon as possible.
When handing something over to a person who is blind or partially sighted (e.g. passport,
ticket), specify what it is and place it in the hand – do not simply leave it on the counter or
desk.
Be aware that a person who is partially sighted may find it difficult to get around
independently when, e.g. signs are not in large, clear and well contrasted print, lighting is not
adequate, or transparent doors not clearly marked with contrasting coloured strips.
Blind people and people who are partially sighted rely on audio information, information in
Braille for those who read it, large print, or websites that are accessible for blind people (for
example websites designed in accordance with the WAI guidelines1). Also, blind people
cannot read websites if computers do not have screen reader software installed. Therefore,
you should not assume that they are aware of all relevant information if that information was
not provided in those formats, and you should be prepared to communicate this information
in an accessible way.

50

Deafblind people
34. If a person has difficulty hearing and seeing he or she can be called deafblind or ‘dual
sensory impaired’. A person is regarded as deafblind if his or her combined hearing and
vision loss causes difficulties with communication, mobility and access to information’. Some
deafblind people can be identified by the red and white cane they use to navigate their way
around.
35. The different degrees of hearing and vision loss that deafblind people experience mean
that their individual needs will vary from person to person. The needs of a deafblind person
are also affected by when he or she loses his or her hearing and sight. A person who is born
deaf and then loses sight will have different experiences and needs to a person who is blind
or partially sighted and then loses his or her hearing. A person who is born totally deaf and
blind will have limited communication and may often rely on touch to communicate.
Useful hints:
The hints on communication given in the section on people who are deaf or hard of hearing
and on communication with and the guiding of people who are blind or partially sighted are
also useful when you are assisting a deafblind person. However, there are also some
specific steps you can take when communicating with a deafblind person.
For example:
Lightly touch the deafblind person’s shoulder to attract his or her attention.
Ask the person how he or she communicates and take time to make sure he or she
understands to help lessen possible anxiety.
If the person communicates using lipreading, speech or sign language you will need to
make sure that you are in a good position for them to see you before you start to
communicate and that the lighting is on your face.
If the person prefers to communicate using written messages make sure that they are
written in large print with a thick felt tip pen in a colour that contrasts with the paper.
Some people use a Braille alphabet card which they will hold out to you so that you can
place their fingertip on the Braille version of the letters.
Some people may travel with a support worker, friend or family member who will be able to
help you to communicate.
People with impaired speech
36. Many people have speech or language difficulties for various reasons. Do not assume
that the person has a learning difficulty, as this is often not the case.
Useful hints:
Concentrate on the communication and be patient and respectful. If you do not understand
completely, tell the person that you do not understand, or repeat what you did understand in
order to let the person fill in the gaps.
Do not fill in the end of the phrases if a person speaks slowly. Let the person take his/her
time to speak.
If the person finds it difficult or tiring to speak, try only to ask questions that need a short
answer, preferably just a nod or a shake of the head.
Be aware that speaking a foreign language can be a barrier for any passenger, but in
particular for a person with speech impairment.
People with learning difficulties
37. Remember first and foremost that a person with a learning difficulty has a wide range of
skills and abilities which should be respected. Many of these people can live very
independent lives and will need help only in some very precise areas of life (for example
some can read but have difficulties with numbers, some can count and calculate but have
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difficulties reading the time on a clock, etc). Be patient when speaking to a person with a
learning difficulty. Explain things easily and slowly and encourage the communication without
patronising.
Useful hints:
When you want to explain something:
o Do not assume any previous knowledge of what you are talking about.
o Use concrete expressions. Try to avoid metaphors and explain the ones you use.
o Use familiar and short words, explain difficult words and avoid professional vocabulary or
dialect. Avoid using directional terms, like right-left, east-west. Use words that relate to things
you both can see.
o Try always to use the same word for the same idea or concept.
o Try to avoid negatives, but if you have to use negatives, accompany it with a shaking of
your head.
o One sentence should not contain more than one idea.
o Do not give too much information at once. Try to present only the most important
information.
o Give instructions in the order a person needs to follow them.
o Do not assume that the person is not listening just because you do not get oral or visual
feedback. Rather ask if the person understands what you mean.
When you need to get information or answers from a person with a learning disability:
o Ask one question after another,
o Give them time to answer,
o Be reassuring.
People with learning difficulties can find it difficult to read notices. So it helps to explain the
notice in an accessible way. Important information should also be provided in easy-to-read
format, but remember that some people will need an explanation orally.
Make sure that you have made yourself understood before leaving the passenger. If you
are told that you were not understood, it might be because of:
o A difficult word: try to explain this word or to use another word that is more easily
understood;
o Too much information: go through the different parts of the information separately;
o Any other reason: try to find out what created the misunderstanding.
Remember that most people with learning disabilities speak only one language. It might be
reasonable to ask for help from a person who speaks the native language of the passenger.
Be aware that a person with an intellectual disability may not be aware of important
information communicated before the journey, if this information was not provided in easy-toread format. Therefore, be prepared to communicate this information in one of the ways
explained above.
Invisible disabilities
38. A high proportion of disabilities are not visible or observable in other ways. However, an
invisible disability can have implications for an air passenger to the same extent as a visible
disability. You should, therefore, always be open to needs related to disabilities that you can
not observe. An open attitude will be an important element in encouraging people with
invisible disabilities to tell you about their needs.
39. Bear in mind that it is not always easy for a person to talk about an invisible disability,
since people living with such disabilities are often met with doubt or even suspicion.
Therefore, a passenger with an invisible disability will in many instances expect you to be
discreet e.g. in relation to other passengers or staff members.
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40. The widely varying needs of people with invisible disabilities will demand different kinds
of assistance. It is important to remember that a passenger with an invisible disability might
need to bring specific assistive devices, medication or other material in order to be able to
travel.
41. Mental health problems may cause anxiety, restlessness and even panic attacks.
Medication may cause drowsiness and slower reaction.
Useful hints:
People with mental health problems usually appreciate kindness, consideration and
encouragement. Calm and reassuring behaviour makes the passenger feel safe. However,
over friendly and enthusiastic service may seem aggressive.
Here again, offer your help, but do not impose it.
Other disabilities
42. It is impossible to cover all types of disabilities in a document like this. In this section
some of the most common impairments have been mentioned, but there will of course be
many people who experience other kind of disabilities, visible or invisible, that are not
mentioned above, but which will also need particular attention in an airport environment. Let
the person express their needs if he or she wishes to do so, and do your very best to meet
the individual needs.
43. Remember also that older people, with or without disabilities, might need particular
consideration.
The role of assistance dogs
44. Guide dogs assist blind and visually impaired people by avoiding obstacles, stopping at
kerbs and steps, and negotiating traffic. The harness and U-shaped handle fosters
communication between the dog and the blind partner. In this partnership, the human's role
is to provide directional commands, while the dog's role is to insure the team's safety even if
this requires disobeying a command that the dog judges to be unsafe.
45. Hearing dogs assist deaf and hard of hearing individuals by alerting them to a variety of
sounds such as a door knock or doorbell, alarm clock, telephone, baby cry, name call or
smoke alarm. Dogs are trained to make physical contact and lead their deaf partners to the
source of the sound. Hearing dogs are identified by an orange collar and leash and/or vest.
46. Assistance dogs give support to physically disabled people by retrieving objects that are
out of their reach, by pulling wheelchairs, opening and closing doors, turning light switches
off and on, barking for alert, finding another person, assisting ambulatory people to walk by
providing balance and counterbalance and many other individual tasks that may be needed
by a disabled person. Assistance dogs can sometimes be identified by a backpack or
harness.
47. Remember that assistance dogs will need particular attention in the case of long delays,
cancellations or other exceptional situations. As an example, these dogs might need to drink
or be given a run during a delay or at the arrival of a long haul flight.
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