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Background 2022: Why?

2

EC 1107/2006 Art.6 :

Passengers to request the assistance 

service max 48 hrs before departure;

airline to message the airport 36 hrs before 

departure of all assistances

Despite so there are many missed pre-

notifications: This impact passengers and 

airlines

• Average of non-prenotification is + 30%

• As request by ECAC IATA and ENAC to review 

issues on:

1. Improving website assistance area page of 

three Italian carriers ('One-click-away project )

2. Analyze the root cause of non pre notifications 

at FCO and MXP airports



1. Assessing ITA Airways , Neos and Air 

Dolomiti websites information for PRMs 

and PWDs 

2. Consulting with major disabilities 

associations: what do they need?

3. Agreeing on format, content and specific 

terminologies

4. Reading proof with disabilities association 

content

5. 2022: Launched the websites on 3rd Dec

6. 2023: Enhancement / webpage 

monitoring updating 

7. Creation of guidelines 

10 October 20233

'One-click-away project' 
Roadmap



One click 
away from 

home page?

Is dedicated 
area easy to 

identify ?

Does it allow to 
book from the 
dedicated 
area? 

Is the 
information 
clear and easy 
to 
understand?

Is 
prenotification 
mentioned and 

clear?

What we checked and what we found



One click 
away from 

home page?

Is dedicated 
area easy to 

identify ?

Does it allow 
to book from 
the 
dedicated 
area? 

Is the 
information 
clear and 
easy to 
understand?

Is 
prenotification 
mentioned and 

clear?

Plan , Explore , My 
Bookings, Sign Up ,
Log in, Help..
And we scroll :
Routes promotions
And we scroll..
Partners and extras 

What we checked and what we found



ITA Airways - assistance page JAN 2022
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NEOS – Old assistance page
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AIR DOLOMITI



The rational & layout  of the new web pages 
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 Correct terminology and alignment
 Same page layout on website mobile phone and for those airlines with an app we 

configured a link 
 Same order of topics
 Same icon as a reference
 Same location of the one click icon at the top right of the home page
 The One Click icon will link to the main assistance page
 First visible information is what the passenger needs to do to book an assistance
 A clean intuitive layout the user will always remain in the same page when browsing
 Prenotification-and its explanation- is repeated in several sections
 Specified where contact numbers are free toll ones or not
 Referred to the European regulation where pertinent
 Possibility to download the full EC 1107/06
 Clear links for modules to be filled
 Text were highlighted in a harmonised and consistent manner
 Fully accessible to blind users



And here how we did it 



11



12

Air Dolomiti 



Assistance to persons with disabilities  
or reduced mobility

Passenger rights and responsibilities 

Reservation and seat assignment -
companion 

Health and fit to fly documentation

Online check-in 

What the assistance page covers

To continue 



Wheelchairs, Scooter and other 
Mobility Aids

Wheelchairs maximum dimensions

Recognised guide and assistance dogs 

Stretcher transport

Oxygen for medical use 

Continued

To be continued 



Restriction on medical devices 

Assistance on board 

Prevention of refusal for carriage 

Complaint procedure

Autism campaign 

Regulation CE 1107/2006

Updates 

Continued
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Next steps : 
 Agree on the One Click Away adoption 

 Nominate the champions and  be clear who in your organization needs to 
be involved 

 Familiarize with guidelines 

 Engage with CAA & disability associations for local language text & 
project endorsement 

 Define the applicability of the project : Web , Mobile, App (?) 

 Agree timeline : guidelines include  all the topics in English 50% of the 
work is done . 

 Include any national PWD campaigns that either airlines and airports are 
involved 

 Airports to mirror 
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Pre-notification process analysis
Analysis :

 Overall assistances provided vs those non prenotified in 2021 

 Type of assistance requested not prenotified .

 Airlines

 Geographical areas

Outcome :
 Percentage of non-prenotification on arrival  and departure  at both airports is 40% each way.

 Geographical areas : East Europe MENA  AFR  US  Italy (south)  Spain France 

 Airlines collaboration in MXP : W6  TK EK ZB 

 Airline collaboration in FCO:  AZ

 Assistances requested and not notified overall majority   : WCHS and WCHR 

 Increase in 2022 of deliberate wrong booking  i.e WCHR iso WCHS or WCHC to avoid refusal due to limitation capacity

Of WCHC/S on board 

Action : 
 Based on a one flown week sample identify the origin of the booking (direct-online or Travel Agent /Tour Operator )

Outcome : 
 Lack of information in the booking whether from the website or travel agency/tour operator

 Missing messaging from the airline /handler due to  incorrect sita address or malpractice 

 Missing information due to different regulations (US)  
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Actions & Outcome

Two webinars organized to raise awareness / 
educate  among travel agents and tour 
operators.

Topics were:

 Role of the regulator 

 Disability and reduced mobility and the 
assistance 

 Application of IATA codes for a correct 
booking 

 Impact of non prenotifications to airports and 
airlines operations

 Lithium batteries & WCLB what is important 
to know  

In July we analyzed one month of PRM bookings 
among the three airlines considering six months 
of One Click Away Implementation and the two 
educational webinars vs 2022 :

 Substantial improvement of DPNA 
prenotifications +50%

this was probably due to the extensive Autism 
campaign  through the webinar / airlines ‘ 
websites

 Between 5/10% WCHS

 Between 3/5 %   WCHR 
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Why it matters: 1.8 BIL in the world 

Accessible and inclusive aviation is not just about people with disabilities or older people, it is 
about everyone.  We want to bring the freedom to travel to more people.
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Regulatory landscape



What does this mean for aviation?
o For states 

 Disconnect between aviation regulations and civil aviation requirements 

 Developing countries don’t have funds to develop and implement their own policies, so will 

simply apply regulation from other countries (e.g. EU, US and Canadian regulation)

 Enforcement challenges when regulations are extra-territorial

o For passengers

 Confusing rules (sometimes subject to 2 conflicting rules even for the same flight) 

 Rules not always designed with potential costs to passengers in mind, i.e inflation is rising and so 
are costs to citizens, so regulation can result in more costs for passengers at a time when they can 
least afford them

 All this leads to the perception of needs not being met and rights not being protected 

o For airlines

 Compliance issues and huge operational costs from inconsistent rules and when standards are 

not followed

 Increase in immediacy of social media on the limited number of negative incidents to ‘go viral’, 

thus quickly creating a perception that airlines are bad guys

 Airports not held accountable even when clearly responsible 
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Advancing accessibility 
globally

ICAO Resolution:

 Prioritizing accessibility  as a key issue in the 
ICAO regulatory agenda

 Creating an ad hoc work program on 
accessible air transport  

Objectives: 

 Outcome focused  long -term strategy  
supported by  a work plan

 Core policy principles  for use by States when 
developing, benchmarking  or amending 
accessibility  regulations

 Guidance for accessible process and 
procedures

Benefits: 

 Coherent global regulatory framework

 Greater inclusion

 Demand stimulation and increased load factor

Milestone Resolution 



IATA - Safe Transport of Mobility
Aids

Free webinar was hosted on the 28th September
and will be soon available on the IATA website  . 

The scope was to :

Examine and develop solutions in these areas:

• Rethink passenger and its mobility aid 
journey

• Support passengers with information along 
the travel chain 

• Outlines for mobility devices handling training 

• Job aids examples at booking, preparation, 
loading/ unloading and securing



Advancing accessibility
– Perception change:

▪ Accessibility event at the WPS ( Chicago 25/26 October) 

▪ Advocacy/engagement campaign at local, regional and 
global level

– Advocating for better regulations 
▪ Constant dialogue with regulators and the disability 

community to change the narrative on bad airlines 

▪ Position on critical issues, ie misuse of wheelchair 
assistance

▪ Prioritizing accessibility  as a key issue in the ICAO 
Council regulatory agenda



Advancing accessibility
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- Sharing evidence and guidance:
▪ Economic/ policy analysis to evidence: 

▪ Cost of accessibility regulation/undue 
burden to operators 

▪ Quantify benefits to airlines of tapping into 
this market segment

- More inclusive approach to policy and 
Recommended Practices

▪ Mobility Aids Guidance

▪ Resolution 700 – recently updated

▪ Universal Design Approach- ADRM

▪ Service accommodation TF

▪ Service Dogs TF
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Thank you 

Stefania Tomasini
tomasinis@iata.org
Regional Manager Ground Operations  Europe 


