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page to all WCAG 2.0 Level AA success 
criteria would constitute an undue bur-
den or fundamentally alter the infor-
mation or functionality provided by 
that page. 

(4) You must assist prospective pas-
sengers who indicate that they are un-
able to use your Web site due to a dis-
ability and contact you through other 
channels (e.g., by telephone or at the 
ticket counter) as follows: 

(i) Disclose Web-based discount fares 
to the passenger if his or her itinerary 
qualifies for the discounted fare. 

(ii) Provide Web-based amenities to 
the passenger, such as waiving any fee 
applicable to making a reservation or 
purchasing a ticket using a method 
other than your Web site (e.g., by tele-
phone), unless the fee applies to other 
customers purchasing the same fare 
online. 

(d) As a carrier covered under para-
graph (c) of this section, you must pro-
vide a mechanism on your primary Web 
site for persons with disabilities to re-
quest disability accommodation serv-
ices for future flights, including but 
not limited to wheelchair assistance, 
seating accommodation, escort assist-
ance for a visually impaired passenger, 
and stowage of an assistive device no 
later than December 12, 2015. You may 
require individuals who request accom-
modations using this mechanism to 
provide contact information (e.g., 
name, daytime phone, evening phone, 
and email address) for follow-up by 
your customer service department or 
medical desk. 

(e) As a carrier covered under para-
graph (c) of this section, you must pro-
vide a disclaimer activated when a user 
clicks a link on your primary Web site 
to an external Web site or to third- 
party software informing the user that 
the Web site or software may not fol-
low the same accessibility policies no 
later than December 12, 2016. 

[Docket OST–2004–19482, 73 FR 27665, May 13, 
2008, as amended at 74 FR 11471, Mar. 18, 2009; 
78 FR 67914, Nov. 12, 2013] 

§ 382.45 Must carriers make copies of 
this Part available to passengers? 

(a) As a carrier, you must keep a cur-
rent copy of this part at each airport 
you serve. As a foreign carrier, you 
must keep a copy of this part at each 

airport serving a flight you operate 
that begins or ends at a U.S. airport. 
You must make this copy available for 
review by any member of the public on 
request. 

(b) If you have a Web site, it must 
provide notice to consumers that they 
can obtain a copy of this part in an ac-
cessible format from the Department 
of Transportation by any of the fol-
lowing means: 

(1) For calls made from within the 
United States, by telephone via the 
Toll-Free Hotline for Air Travelers 
with Disabilities at 1–800–778–4838 
(voice) or 1–800–455–9880 (TTY), 

(2) By telephone to the Aviation Con-
sumer Protection Division at 202–366– 
2220 (voice) or 202–366–0511 (TTY), 

(3) By mail to the Air Consumer Pro-
tection Division, C–75, U.S. Depart-
ment of Transportation, 1200 New Jer-
sey Ave., SE., West Building, Room 
W96–432, Washington, DC 20590, and 

(4) On the Aviation Consumer Protec-
tion Division’s Web site (http:// 
airconsumer.ost.dot.gov). 

Subpart D—Accessibility of Airport 
Facilities 

§ 382.51 What requirements must car-
riers meet concerning the accessi-
bility of airport facilities? 

(a) As a carrier, you must comply 
with the following requirements with 
respect to all terminal facilities you 
own, lease, or control at a U.S. airport: 

(1) You must ensure that terminal fa-
cilities providing access to air trans-
portation are readily accessible to and 
usable by individuals with disabilities, 
including individuals who use wheel-
chairs. You are deemed to comply with 
this obligation if the facilities meet re-
quirements applying to places of public 
accommodation under Department of 
Justice (DOJ) regulations imple-
menting Title III of the Americans 
with Disabilities Act (ADA). 

(2) With respect to any situation in 
which boarding and deplaning by level- 
entry loading bridges or accessible pas-
senger lounges to and from an aircraft 
is not available, you must ensure that 
there is an accessible route between 
the gate and the area from which air-
craft are boarded (e.g., the tarmac in a 
situation in which level-entry boarding 
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is not available). An accessible route is 
one meeting the requirements of the 
Americans with Disabilities Act Acces-
sibility Guidelines (ADAAG), sections 
4.3.3 through 4.3.10. 

(3) You must ensure that systems of 
intra- and inter-terminal transpor-
tation, including, but not limited to, 
moving sidewalks, shuttle vehicles and 
people movers, comply with applicable 
requirements of the Department of 
Transportation’s ADA rules (49 CFR 
parts 37 and 38). 

(4) Your contracts or leases with air-
port operators concerning the use of 
airport facilities must set forth your 
airport accessibility responsibility 
under this part and that of the airport 
operator under applicable section 504 
and ADA rules of the Department of 
Transportation and Department of Jus-
tice. 

(5) In cooperation with the airport 
operator and in consultation with local 
service animal training organiza-
tion(s), you must provide animal relief 
areas for service animals that accom-
pany passengers departing, connecting, 
or arriving at an airport on your 
flights. 

(6) You must enable captioning at all 
times on all televisions and other 
audio-visual displays that are capable 
of displaying captions and that are lo-
cated in any portion of the terminal to 
which any passengers have access on 
May 13, 2009. The captioning must be 
high-contrast insofar as is feasible. 

(7) You must replace any televisions 
and other audio-visual displays pro-
viding passengers with safety briefings, 
information, or entertainment that do 
not have high-contrast captioning ca-
pability with equipment that does have 
such capability whenever such equip-
ment is replaced in the normal course 
of operations and/or whenever areas of 
the terminal in which such equipment 
is located are undergoing substantial 
renovation or expansion. 

(8) If you newly acquire televisions 
and other audio-visual displays for pas-
senger safety briefings, information, or 
entertainment on or after May 13, 2009, 
such equipment must have high-con-
trast captioning capability. 

(b) As a carrier, you must ensure that 
passengers with a disability can readily 
use all terminal facilities you own, 

lease, or control at a foreign airport. In 
the case of foreign carriers, this re-
quirement applies only to terminal fa-
cilities that serve flights covered by 
§ 382.7 of this part. 

(1) This means that passengers with a 
disability must be able to move readily 
through such terminal facilities to get 
to or from the gate and any other area 
from which passengers board the air-
craft you use for such flights (e.g., the 
tarmac in the case of flights that do 
not use level-entry boarding). This ob-
ligation is in addition to your obliga-
tion to provide enplaning, deplaning, 
and connecting assistance to pas-
sengers. 

(2) You may meet this obligation 
through any combination of facility ac-
cessibility, auxiliary aids, equipment, 
the assistance of personnel, or other 
appropriate means consistent with the 
safety and dignity of passengers with a 
disability. 

(c) As a foreign carrier, you must 
meet the requirements of this section 
by May 13, 2010, except as otherwise in-
dicated in paragraph (a). As a U.S. car-
rier, you must meet the requirements 
of paragraph (b) of this section by May 
13, 2010. 

[Docket OST–2004–19482, 73 FR 27665, May 13, 
2008, as amended at 74 FR 11471, Mar. 18, 2009; 
75 FR 44887, July 30, 2010] 

§ 382.53 What information must car-
riers give individuals with a vision 
or hearing impairment at airports? 

(a)(1) As a U.S. carrier, you must en-
sure that passengers with a disability 
who identify themselves as persons 
needing visual or hearing assistance 
have prompt access to the same infor-
mation provided to other passengers at 
each gate, ticketing area, and cus-
tomer service desk that you own, lease, 
or control at any U.S. or foreign air-
port, to the extent that this does not 
interfere with employees’ safety and 
security duties as set forth in FAA, 
TSA, and applicable foreign regula-
tions. 

(2) As a foreign carrier, you must 
make this information available at 
each gate, ticketing area, and cus-
tomer service desk that you own, lease, 
or control at any U.S. airport. At for-
eign airports, you must make this in-
formation available only at gates, 
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