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Background 2022: Why?

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%

* Asrequestby ECACIATA 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 AN
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'One-click-away project'
Roadmap

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 4t
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What we checked and what we found

One click Is dedicated
away from | area easy to
home page? @* identify ?

Is the
information
clear and easy
| ‘to
- understand?




What we checked and what we found

Plan, Explore , My
. e o . Bookings, Sign Up ,
One click y ; Is dedicated | i, .
away from  [fowwm. g Yy areaeasyto  andwe scroll:
home page? =~ B identify ? Routes promotions

And we scroll..
Partners and extras

Passengers
Please enter names as they appear on passport or travel documentation I s t h e

Passenger 1 Adult information
Title First name Last name C I ea r a n d
i easy to

& Need special assistance? U n d e I'Sta n d?




ITA Airways - assistance page JAN 2022
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+ bookingschangesrefunds(@itaspa.com, or any purchase, change or refund, of new tckets cn fliahts operated by ITA
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SPECIAL ASSISTANCE v

+ specialassistance @itaspa.com, toreques: Soecial Assstance services (for example, medical assitance, unaccompanied
minors, specizl bzggag,

i3

+ traveli ion@itaspa.com, fori

ht schedule,fares, etc.|

+ complaints@itaspa.com, for complaints

SPECIAL ASSISTANCE

Torequastassistance taiorec {0 your neecs, CONTACT t east 48 hours before ceparture THE TEAM DEDICATED TO TAKING
CARE OF ED MOBILITY by vriting o specielassistznce@itasoa.com or by contacring the toll-fee
numder 80093609 o Italy (Moncay-Friday 05:00-20:00; Saturday, Sunday anc holidays 0300-1700)

e 0B

To better manage your request, please indicate the date of departure and, in the case of amedical assictance, the type of
assistance requested in the subject line of your e-mail.

From Htaly is also available:
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FLY ITAAIRWAYS

o for Ethical fares, Report 2 complaint, Changes and Refunds, Flight status (dzily 06:00-24:001.

v B9340049° The MEDI |uth stamp 2nd signan uvad h&mrpleﬂngdnc‘mmus be senttothe CallCenterat the same timeas the daoking,
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From abroad:

MEDICAL AUTHORIZATION OF FITNESSTOFLY ¥

v +39.06.85960020

+ Resenvations and ticket purchases, changes and refunds,flignt fares, mfomation and English znguage support dally PERSONAL WHFFI
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NEOS - Old assistance page

Neos desidera offrire Il massimo comfort e ridurre qualsiasi tipo di ostacolo possa essere posto alle persone con diversa capacith di spostamento, sla 2 bordo dei propri seromobili che
nelle varie fasi del viaggio In aeroporto, La gestione dell'accoglienza e delle procedure di imbarca delle persone PRM avviene a cura del gestore aeroportuale, che si occupa, in regime
centralizzato, di garantire il supperto adeguato e gliaccessi alle varie aree, compreso poi limbarco sullaeromobile con supporti dedicati. Avendo Neos un amplo ventaglio di destinazion
in diverse parti del mondo, vi preghiamo di tenere conto che iascun aeroporte ha differenti infrastrutture ed equipagaiamenti & che possono fornire un tipo di assistenza diversiicato.
Lobbiettivo del servizio di assistenza & quello di garantire che il passeggero possa imbarcarsi o sharcare dai nostri aeromobili, processo che potré essere effettuato con degl elevatori
sedie a rotelle manual o elettriche oppure con altsf metodi (quali acc bracclo effettuato spedalizatoec E possibile richiedere il se
fase di prenotazione oppure accedendo alla sezione "L A , per qualsiasi necessith la invitiamo.a contattare la Chat di Assistenza Neas.

Aisensi del Reg. (CE) No 1107/2006 ed sllo scopo di offrire alle persone disabili e alle persone a mobilits ridotta la possibilita di viaggiare in aereo, a condizioni simili a quelle deglialtri
tadii, Neos informa circa le procedure efo misure di sicurezza applicate a bordo dei propri aeromobil. In ottemperanza a quanto previsto dagli standard disicurezza,  passeggeri a

fidotta mobilita non potranna essere allocati a bordo in posizioni tali da ostruire i dispasitivi di emergenza “uscite di emergenza'), o da ostruire la rapida evacuazione deglialtri
passeggeri.

P Fine di garantie L Fasi 1 mbarco e shares, sia curante Tl valo,  passegger con mobilth idotta & che necessiting d sssistenze particolzr, devono presentarsi per le operasion di accettazione
simena due ore prima dells partenza delvolo.

Nelpiena rispetto dellanormativa vigente, Neos Imita limbarco df passeggeri riciedents assistenza ad un numiero massime i 10 (¢ i massimo 5 se non accompagnate). Le assistenze di tipo WCHC (immebilits

completa) & limitatoad un imo di2, se n timbarca i cabina i 1 cane guida senzaalcun anere. 5 richece che {animale si2 prowisto 6 b
dotato di museruota.

SEDIEAROTELLE

Le sedie a rotelle pieghevoli, 2t seguito del passeggero, verranno trasportate senza alcun onere aggiuntivo rispetto alla normale franchigie applicata al bagaglio. (Per inFormagiont clices auf

TRASPORTO BARELLE

Sul nostri voli non & consentite il trasporto di barelle.

Informiamo che il nostro equipaggio nan pus Fornire assistenza in questi casi:

+ uso deliatoilette

» sollevamento o trasporto dell'ospite

+ somministrazione dei pasti

. inistrazione di farmaci o supervisione di inistrazione di farmaci

@ HELP?

" Do you need j




AIR DOLOMITI

u Disruptive passengers | Civil Avi= X &> Assistenze speciali | Air Dolomiti X +

&< =2 C @ airdolomitiit/informazioni-per-il-viaggio/assistenze-speciali

3 Apps @ CGiti® Commercial C.. @ FASI @ Home - Airline Ho.. @ Home-Blog @ People Performanc.. @ ServiceNow

*®AirDolomii Esplora

Home | Informazioni Per Il Viaggio | Assistenze Speciali

Passeggeri a mobilita ridotta
Sedia a rotelle

Cani guida e animali da assistenza riconosciuti
Documentazione sanitaria

Allergie

H £ Type here to search

@ Summer Camp Lan.

v/

v/

W

v/

@ The Cube - Cargoa

Prenota e Gestisci

~

o

i X
& @ % @ (vedae :

@ Timaticweb Imported From |IE »  [E Reading list

In viaggio @

Assistenze speciali

Puoi avere maggiori informazioni nella

nostra sezione FAQ

2:44 PM E
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The rational & layout of the new web pages

VYV VY
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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 .
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And here how we did it

AGGIORNAMENTI: DOVE E COME VIAGGIARE

neos) cHisiamo conTaTnl DESTINAZION! INFORMAZIONIVOLO AREA AGENZIE

volo wes CHEGKN oRaROVOLO LAMIA PRENOTAZIONE

AIRWAYS *2) &
h

= & seleriona unseroporto diarmivo =

PRENOTA  CHECKIN  IMIEIVOLI

o
Milano MIL

Seleziona destinazione

o

Datapartenza Dataritorno 8

[ vttizzsituoipuntivoLARE. @

Prenota e Gestisci In viaggio.
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ASSISTANCE
If you are a passenger with disabilities or with reduced mobility, you can request assistance when booking your flight or at a later stage by
contacting the ITA Airways Dedicated Team from a landline or mobile phone from ltaly at the toll-free number 800 936090 (Monday- Friday

9am-8pm; Saturday, Sunday and holidays 9am-5pm CET) no later than 48 hours before your flight's departure. To contact us from abroad,
please click here.

The prior request for assistance made to the air carrier you are traveling with is intended to allow the airline to assess the specific needs of the
passenger (toensure their safety) and to monitor the allocation of seats on board designated to passengers with disabilities or reduced
mobility, which under EU regulations may not exceed a set number for it varies according to the type and design of the aircraft.

Please be informed that if the flight is operated by a third-party airline, some assistance services may not be available or may be different (e.g.
wheelchairs on board).

Please contact our Dedicated Team at the above contact numbers and times for more details on your specific flight.

ASSISTANCE FOR PERSONS WITH DISABILITIES OR REDUCED MOBILITY

PASSENGER RIGHTS AND RESPONSIBILITIES

BOOKING AND SEATING ALLOCATION - ACCOMPANYING PERSON

HEALTH DOCUMENTATION AND FITNESS TO FLY

ONLINE CHECK-IN

WHEELCHAIR, SCOOTER AND OTHER MOBILITY AIDS

If you are a passenger with disabilities or with reduced mobility, you can request your assistance when booking your flight or at a
later stage by accessing the "MY BOOKING" section, no later than 48 hours before your Flight's departure.

The aim of the prior request For assistance made to the airline you plan to travel with, is to allow the airline to verify the type of
passenger requiring transport (to ensure her/his safety) and to monitor the availability of the on-board seats dedicated to
passengers with disabilities or reduced mobility, which, in compliance with EU regulations, cannot exceed a set number depending on
the aircraft type and configuration.

You can also contact our Neos Support Chat Box Monday to Friday from 09:00am to 6:00pm (CET) For Further details on your specific
Alight.

Please note that if your Flight is operated by a third-party aircraft, some assistance services (e.g., wheelchairs on board) may
not be available or may be different.

ASSISTANCE FOR PERSONS WITH DISABILITI R WITH RE ED MOBILITY v
PASSENGER RIGHTS AND RESPONSIBILITIES v

BOOKING AND SEATING ALLOCATION - ACCOMPANYING PERSON _~

HEALTH MENTATION AND FITN TOFLY v

ONLINE CHECK-IN v
WHEELCHAIRS, SCOOTERS AND OTHER MOBILITY AIDS v

MAXIMUM DIMENSIONS OF WHEELCHAIRS v

R NIZED ASSISTANCE AND EMOTIONA P RT ANIMAL _~ P
O,
Annd
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STRETCHER TRANSPORT v
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If you are a passenger with disabilities or with reduced
- mgm mobility, you can request your assistance when booking
AI r DOIOm Itl your flight or at a later stage by calling our Sales Center on
0039 045 2886140 or by sending an email to:
salescenter@airdolomiti.it no later than 48 hours before

your flight's departure.

The prior request for assistance submitted to the carrier

with whom you are travelling is intended to allow the airline

to verify the type of passenger it will need to transport (to

ensure their safety) and to monitor the availability of seats
Prevention of refusal of carriage on board the specific flight, reserved for use for disabled
passengers or passengers with reduced mobility, which
under Community regulations may not exceed a set
number that varies according to the type and configuration

‘ the aircraft.

Complaint procedure

Regulation (EC) No 1107/2006

Y
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What the assistance page covers

Assistance to persons with disabilities
or reduced mobility

s for the Gz : S

S BIE Passenger rights and responsibilities
=5 1% NCW Iy
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To continue



Continued

Wheelchairs, Scooter and other
Mobility Aids

Wheelchairs maximum dimensions

@‘ Recognised guide and assistance dogs

Stretcher transport

Oxygen for medical use

To be continued



Continued
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'‘One Click Away' Best Practices
First Edition Table of Contents

Introduction

A team approach to identify solutions
What is the ‘One Click Away' project?

Objective of the project

Analysis and touch points

Airline website information

Airline homepages
Communication

Passenger rights and responsibilities

W 0 ~N NN o o o R

Appendix A - Example of language used in the Italian Project

—
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Appendix B - Other Considerations




Next steps:

>
>

YV VY

YV VY

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

' ' _2E
Airports to mirror A



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 ltaly (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 §=§§=E
18 » Missing information due to different regulations (US) IATA



Actions & Outcome

Two webinars organized to raise awareness / In July we analyzed one month of PRM bookings
educate among travel agents and tour among the three airlines considering six months
operators. of One Click Away Implementation and the two
Topics were: educational webinars vs 2022 :

» Substantial improvement of DPNA

> Role of the regulator prenotifications +50%

» Disability and reduced mobility and the

assistance this was probably due to the extensive Autism

campaign through the webinar / airlines’
» Application of IATA codes for a correct websites

booking > Between 5/10% WCHS

» Impact of non prenotifications to airports and > Between 3/5% WCHR

airlines operations

» Lithium batteries & WCLB what is important
to know

19 IATA



Why it matters: 1.8 BIL in the world

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

Why accessibility matters

POSITIVE Y@,

ﬂ LIVING w58
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Only US+EU represent a $70 bln market Not all disabilities
<= |ook like this.
of worldwide ®
illi [y LY Some
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people) lives with of the giobal )\\\ will be likely to have _ AN
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disability over 65 by 2050 disability

Baby boomer generation in US controls
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Regulatory landscape

* X %
w w
* *
* *

T kg%

European
Commission

(k
ANAC

AGENCIA NACIONAL
DE AVIACAQO CIVIL

SOUTH AFRICAN
CIVIL AVIATION
AUTHORITY

-~
SUSTAINABLE <

DEVELOPMENT e O
Ga:ALS

21 Ministry of Land 5 Infrastfuctu re Ministry of Land, Infrastructure and Transport and Tourism

and Transport

Canadian
Transportation
Agency

CA%Y

T Minisry of Civil Aviation
42 Government Of India




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

— Allthis 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 inimmediacy 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

22



Advancing accessibility
globally

Milestone Resolution

ICAO Resolution:

. Zinac

++ Prioritizing accessibility as a key issue in the S NSTIUTO NAGONAL DEEROWATCA Cl
ICAQ regulatory agenda

% Creating an ad hoc work program on
accessible air transport

Fhrale (TDanadian Sﬁice
. . T ransportation es transports
Objectives: WDel  Agency du Canada

R/

% Outcome focused long -term strategy
supported by awork plan

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

% Guidance for accessible process and
procedures

AVIACION CIVI]
Benefits: . perbesigibMiy

R/

< Coherent global regulatory framework

LD

Annd

% Greaterinclusion —\/—

K/

++ Demand stimulation and increased load factor IATA




IATA - Safe Transport of Mobility

. AT
=
Aids =
Free webinar was hosted on the 28t September Guidance on the Transport of Mobility
and will be soon available on the IATA website . Aids

First Editi
The scopewas to: Irst Edition

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

RACE TEAM URAY
' CETEAM AKA
i A :,,l \




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 7_
community to change the narrative on bad airlines m : »

= Position on critical issues, ie misuse of wheelchair ) > B . -

MOBILITY

assistance

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

N
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Advancing accessibility

- 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 P
=2FE
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@ ®
Accessibility
Thank you

®
Stefania Tomasini R
tomasinis@iata.org

Regional Manager Ground Operations Europe

- £9.):
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