


DOT shall:
– review, and if necessary revise, applicable regulations
– to ensure that passengers with disabilities who request assistance 

while traveling in air transportation receive dignified, timely, and 
effective assistance at airports and on aircraft from trained personnel

– The assistance referred to in subsection (a)(1) may include requests 
for assistance in boarding or deplaning an aircraft, requests for 
assistance in connecting between flights, and other similar or related 
requests, as appropriate. 

The FAA Reauthorization Act of 2018
Section 440(a)(1)
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What We Found from the “No Violation” 
Complaints 

• Passenger Expectations do not always align with regulatory 
requirements. 
• Long wait at the gate
• Curbside
• Wait to deplane

• Passengers with a disability unfamiliar with how to better 
prepare for travel :

• SSR codes (WCHR, WCHS, WCHC)
• Assumption of level entry
• Tight Connection
• Self-identification
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2017 GAO Report on Airline Training Programs

GAO Review 
–12 carriers (including foreign, regional, low cost, and 

large network carriers)
–wheelchair assistance companies, disability advocacy 

groups, government agencies
–DOT passenger complaint data, investigative 

processes, and enforcement cases
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2017 GAO Report on Airline Training Programs 
(continued)

Summary of Findings
Carriers
–All 12 carriers have training programs that include 

initial and recurrent training as required by the ACAA
–quality assurance programs
–disability boards
DOT
–51 disability-related enforcement cases since 2005 (of 

which, 13 involved training-related corrective actions)
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Examples of DOT Enforcement
Order 2004-08-19
– Found CRO training class to be substantially deficient (2 hours, 

lacked in-depth review of rules)
– Carrier later expanded class to 8 hours (including in-depth 

review, sensitivity training, and written test)
Order 2017-1-11
– Improper handling of service animal and related seating 

accommodations reflected a lapse in training
– Carrier ordered to provide supplemental training to 

reservations and gate agents regarding service animal requests
20


