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(e) The agreement must ensure that 
all lifts and other accessibility equip-
ment are maintained in proper working 
condition. 

(f) All carriers and airport operators 
involved are jointly and severally re-
sponsible for the timely and complete 
implementation of the agreement. 

(g) You must make a copy of this 
agreement available, on request, to 
representatives of the Department of 
Transportation. 

[Docket OST–2004–19482, 73 FR 27665, May 13, 
2008, as amended at 74 FR 11471, Mar. 18, 2009] 

§ 382.101 What other boarding and 
deplaning assistance must carriers 
provide? 

When level-entry boarding and 
deplaning assistance is not required to 
be provided under this subpart, you 
must, as a carrier, provide or ensure 
the provision of boarding and deplaning 
assistance by any available means to 
which the passenger consents. How-
ever, you must never use hand-carrying 
(i.e., directly picking up the pas-
senger’s body in the arms of one or 
more carrier personnel to effect a level 
change the passenger needs to enter or 
leave the aircraft), even if the pas-
senger consents, unless this is the only 
way of evacuating the individual in the 
event of an emergency. The situations 
in which level-entry boarding is not re-
quired but in which you must provide 
this boarding and deplaning assistance 
include, but are not limited to, the fol-
lowing: 

(a) The boarding or deplaning process 
occurs at a U.S. airport that is not a 
commercial service airport that has 
10,000 or more enplanements per year; 

(b) The boarding or deplaning process 
occurs at a foreign airport; 

(c) You are using an aircraft subject 
to an exception from the lift boarding 
and deplaning assistance requirements 
under § 382.97 (a)–(c) of this subpart; 

(d) The deadlines established in 
§ 382.99(c) have not yet passed; and 

(e) Circumstances beyond your con-
trol (e.g., unusually severe weather; un-
expected mechanical problems) prevent 
the use of a lift. 

§ 382.103 May a carrier leave a pas-
senger unattended in a wheelchair 
or other device? 

As a carrier, you must not leave a 
passenger who has requested assistance 
required by this subpart unattended by 
the personnel responsible for enplan-
ing, deplaning, or connecting assist-
ance in a ground wheelchair, boarding 
wheelchair, or other device, in which 
the passenger is not independently mo-
bile, for more than 30 minutes. This re-
quirement applies even if another per-
son (e.g., family member, personal care 
attendant) is accompanying the pas-
senger, unless the passenger explicitly 
waives the obligation. 

§ 382.105 What is the responsibility of 
carriers at foreign airports at 
which airport operators have re-
sponsibility for enplaning, 
deplaning, and connecting assist-
ance? 

At a foreign airport at which enplan-
ing, deplaning, or connecting assist-
ance is provided by the airport oper-
ator, rather than by carriers, as a car-
rier you may rely on the services pro-
vided by the airport operator to meet 
the requirements of this subpart. If the 
services provided by the airport oper-
ator are not sufficient to meet the re-
quirements of this subpart, you must 
supplement the airport operator’s serv-
ices to ensure that these requirements 
are met. If you believe you are pre-
cluded by law from supplementing the 
airport operator’s services, you may 
apply for a conflict of laws waiver 
under § 382.9 of this part. 

Subpart H—Services on Aircraft 

§ 382.111 What services must carriers 
provide to passengers with a dis-
ability on board the aircraft? 

As a carrier, you must provide serv-
ices within the aircraft cabin as re-
quested by or on behalf of passengers 
with a disability, or when offered by 
carrier personnel and accepted by pas-
sengers with a disability, as follows: 

(a) Assistance in moving to and from 
seats, as part of the enplaning and 
deplaning processes; 

(b) Assistance in preparation for eat-
ing, such as opening packages and iden-
tifying food; 
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(c) If there is an on-board wheelchair 
on the aircraft, assistance with the use 
of the on-board wheelchair to enable 
the person to move to and from a lava-
tory; 

(d) Assistance to a semi-ambulatory 
person in moving to and from the lava-
tory, not involving lifting or carrying 
the person; or 

(e) Assistance in stowing and retriev-
ing carry-on items, including mobility 
aids and other assistive devices stowed 
in the cabin (see also 382.91(d)). To re-
ceive such assistance, the passenger 
must self-identify as being an indi-
vidual with a disability needing the as-
sistance. 

(f) Effective communication with 
passengers who have vision impair-
ments or who are deaf or hard-of-hear-
ing, so that these passengers have 
prompt access to information the car-
rier provides to other passengers (e.g. 
weather, on-board services, flight 
delays, connecting gates at the next 
airport). 

[Docket OST–2004–19482, 73 FR 27665, May 13, 
2008, as amended at 75 FR 44887, July 30, 2010] 

§ 382.113 What services are carriers 
not required to provide to pas-
sengers with a disability on board 
the aircraft? 

As a carrier, you are not required to 
provide extensive special assistance to 
qualified individuals with a disability. 
For purposes of this section, extensive 
special assistance includes the fol-
lowing activities: 

(a) Assistance in actual eating; 
(b) Assistance within the restroom or 

assistance at the passenger’s seat with 
elimination functions; and 

(c) Provision of medical services. 

§ 382.115 What requirements apply to 
on-board safety briefings? 

As a carrier, you must comply with 
the following requirements with re-
spect to on-board safety briefings: 

(a) You must conduct an individual 
safety briefing for any passenger where 
required by 14 CFR 121.571(a)(3) and 
(a)(4), 14 CFR 135.117(b), or other FAA 
requirements. 

(b) You may offer an individual brief-
ing to any other passenger, but you 
may not require an individual to have 

such a briefing except as provided in 
paragraph (a) of this section. 

(c) You must not require any pas-
senger with a disability to demonstrate 
that he or she has listened to, read, or 
understood the information presented, 
except to the extent that carrier per-
sonnel impose such a requirement on 
all passengers with respect to the gen-
eral safety briefing. You must not take 
any action adverse to a qualified indi-
vidual with a disability on the basis 
that the person has not ‘‘accepted’’ the 
briefing. 

(d) When you conduct an individual 
safety briefing for a passenger with a 
disability, you must do so as incon-
spicuously and discreetly as possible. 

(e) The accessibility requirements for 
onboard video safety presentations 
that carriers must meet are outlined in 
section 382.69. 

§ 382.117 Must carriers permit pas-
sengers with a disability to travel 
with service animals? 

(a) As a carrier, you must permit a 
service animal to accompany a pas-
senger with a disability. 

(1) You must not deny transportation 
to a service animal on the basis that 
its carriage may offend or annoy car-
rier personnel or persons traveling on 
the aircraft. 

(2) On a flight segment scheduled to 
take 8 hours or more, you may, as a 
condition of permitting a service ani-
mal to travel in the cabin, require the 
passenger using the service animal to 
provide documentation that the animal 
will not need to relieve itself on the 
flight or that the animal can relieve 
itself in a way that does not create a 
health or sanitation issue on the flight. 

(b) You must permit the service ani-
mal to accompany the passenger with a 
disability at any seat in which the pas-
senger sits, unless the animal obstructs 
an aisle or other area that must re-
main unobstructed to facilitate an 
emergency evacuation. 

(c) If a service animal cannot be ac-
commodated at the seat location of the 
passenger with a disability who is 
using the animal, you must offer the 
passenger the opportunity to move 
with the animal to another seat loca-
tion, if present on the aircraft, where 
the animal can be accommodated. 
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