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§382.91 What assistance must carriers
provide to passengers with a dis-
ability in moving within the ter-
minal?

(a) As a carrier, you must provide or
ensure the provision of assistance re-
quested by or on behalf of a passenger
with a disability, or offered by carrier
or airport operator personnel and ac-
cepted by a passenger with a disability,
in transportation between gates to
make a connection to another flight. If
the arriving flight and the departing
connecting flight are operated by dif-
ferent carriers, the carrier that oper-
ated the arriving flight (i.e., the one
that operates the first of the two
flights that are connecting) is respon-
sible for providing or ensuring the pro-
vision of this assistance, even if the
passenger holds a separate ticket for
the departing flight. It is permissible
for the two carriers to mutually agree
that the carrier operating the depart-
ing connecting flight (i.e., the second
flight of the two) will provide this as-
sistance, but the carrier operating the
arriving flight remains responsible
under this section for ensuring that the
assistance is provided.

(b) You must also provide or ensure
the provision of assistance requested
by or on behalf of a passenger with a
disability, or offered by carrier or air-
port operator personnel and accepted
by a passenger with a disability, in
moving from the terminal entrance (or
a vehicle drop-off point adjacent to the
entrance) through the airport to the
gate for a departing flight, or from the
gate to the terminal entrance (or a ve-
hicle pick-up point adjacent to the en-
trance after an arriving flight).

(1) This requirement includes assist-
ance in accessing key functional areas
of the terminal, such as ticket
counters and baggage claim.

(2) This requirement also includes a
brief stop upon the passenger’s request
at the entrance to a rest room (includ-
ing an accessible rest room when re-
quested). As a carrier, you are required
to make such a stop only if the rest
room is available on the route to the
destination of the enplaning,
deplaning, or connecting assistance
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and you can make the stop without un-
reasonable delay. To receive such as-
sistance, the passenger must self-iden-
tify as being an individual with a dis-
ability needing the assistance.

(c) As a carrier at a U.S. airport, you
must, on request, in cooperation with
the airport operator, provide for es-
corting a passenger with a service ani-
mal to an animal relief area provided
under §382.51(a)(5) of this part.

(d) As part of your obligation to pro-
vide or ensure the provision of assist-
ance to passengers with disabilities in
moving through the terminal (e.g., be-
tween the terminal entrance and the
gate, between gate and aircraft, from
gate to a baggage claim area), you
must assist passengers who are unable
to carry their luggage because of a dis-
ability with transporting their gate-
checked or carry-on luggage. You may
request the credible verbal assurance
that a passenger cannot carry the lug-
gage in question. If a passenger is un-
able to provide credible assurance, you
may require the passenger to provide
documentation as a condition of pro-
viding this service.

§382.93 Must carriers offer
preboarding to passengers with a
disability?

As a carrier, you must offer
preboarding to passengers with a dis-
ability who self-identify at the gate as
needing additional time or assistance
to board, stow accessibility equipment,
or be seated.

§382.95 What are carriers’ general ob-
ligations with respect to boarding
and deplaning assistance?

(a) As a carrier, you must promptly
provide or ensure the provision of as-
sistance requested by or on behalf of
passengers with a disability, or offered
by carrier or airport operator per-
sonnel and accepted by passengers with
a disability, in enplaning and
deplaning. This assistance must in-
clude, as needed, the services of per-
sonnel and the use of ground wheel-
chairs, accessible motorized -carts,
boarding wheelchairs, and/or on-board
wheelchairs where provided in accord-
ance with this part, and ramps or me-
chanical lifts.
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