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These people are all around us....

-

[E 1 PRM HERAFALMEE...]
(U E * EIEE R S IR s o2 3 {7+ Bibiana Audrey Das fi
iflz,Bibiana Audrey Das, Head —~ASQ & Operational Excellence , GMR
Hyderabad International Airport Limited)



=~ e e e

RIS Gl T %70 73 B E 5L B fi 2 Heathrow 355
Y Gatwick 1415 ~ EJFE = H Delhi #35 - E[J Hyderabad 415
FBRUHESL Athens #5835 - AT 4o Riga 1435 ~ 17 ] #BHT5 73 Schiphol
155 ~ B BLHT{E SF R EE Stockholm-Arlanda 13555 » 587 B R ik RS
stk e R S R P ElE £ S ET A\ S5ENEE 15 ADLE -

e LR B S Rk PRM 5 FR0K ~ £T7E PRM IR P 2 St fehe
BB~ IR MR PRM ~ FE A IRAVIEG IS RE R MY IR R 2
Koo =~ IR A EEECK PRM s N SHlI6RE - S
AEmEEVIA - BB PRM > JHE ARG H R AEE - &
BAEAYME T > R EIH SRS S R it - EiERTA AE R DAE EHRAT

MY RERRER -

Roberto Castiglioni
Chairman,

Sara Marchant
Accessibility Manager,

Kristaps Tomass
PRM Trainer,

Tariq Kamal
GM & Head - Terminal
Operations,

o000
L XOLD

Christophe Rubbrecht
Hospitality Coach &
PRM Specialist,

ST T

4
(& 2 2018 fEfEbsEn/ T ErahnE ]
(HUE : EQUIP GLOBAL /] 2018 fEfEmEN AT & &)

Manish Sinha

Chief Operating Officer,

Mohammad Amayreh
Airport Ground
Operations Expert,

Maria Kapralou
Passengers and PRM
Handling Supervisor,

Manon de Ruiter
PRM Manager,

Adam Bouchard
Senior Manager of
Terminal Operations
and Security,

3

Emrah Gurer
HSE Manager/PRM
Manager,

Subir Hazra
Vice President and Head
Strategic Planning,

Nenette Castillon
Head of Terminal
Operations,

llya Gutlin

Former President of Air
Travel Solutions & Airport
Accessibility Expert,

Maria Acrén

PRM Manager
Stockholm-Arlanda
Airport,



|1l

...................................................................................................................... 2
...................................................................................................................... 4
...................................................................................................................... 6
FAIEE PRIM? oo 6
e OO 7
L B T oo 7
KO <12 2 =S 12
13 —RFEEMBIBE(FRE ~ ZHF ~ HEET) o, 14
== 16
2.1 D ~ ST~ FHEE IR oo 18
2.2 BB TR oot 20
ErRl=y 1 00 o = = Y 22
PR A S IR R (B 2= ~ R~ FHESR ) 24
LA (BRI R oo 24
(= =t AU 27
LB BT ccvvvovveeeeeee e 35
(O 42
S T L OO 44
1.6 BHEEZE oo 47
(A= OO 51
T (w53 NG = U 53
2.1 77 N BENGRT AL S B 57
b e L 5 S 61
5EfE PRM B8 o] SR SRHVVBAERIIE ..o, 66
L) PRM Epiiiedh ] 54 s e AR e, 67
L1 AR (HAR WHILL 22F]) s 67

1.2 RERIRER B T APP (SENIRESEIA E] AIRARHAE) .71

4



1.3 ANTRAREIEELRTZE T oo 73

2. BROHIIRE LB S HE TN e 76

2.1 R BBES ~ AERREEER ~ 1A% e 77

3. EBEEEN - HEmEE TS S HAAG k& RS eAsmERT ... 78

g SCMEBETE TS oottt 79
O =5 = L o =y AT 79

I el A= N ) = OO 80

R 3yl = E < TR 81

S L= =< 3 71 N OO 82
= N R 7 i =y )0 . OO 86



AR
— ~ {a[35 PRM?

HEE > ZLSOERAL - SENAEFEZEAIE N R OB A E T
Tﬁbxﬁﬂ’ﬂkﬂaﬁ iEEFEEAREEREEE S - — RS - (URE T HFHE
fABh ) AV - (BRI EEE AR TR B ~ (TP RIS 2 X
RS t*{lﬁﬁﬁﬂ’]{lﬁﬁ/ﬁé T A DA > AREEESE - BHRIE]
[FEEHIIRE 2

( ZHAAG

Heathrow Access Advisory Group

Poor Customer Service 101

¢ Agent only interacts with escort ignoring
the passenger;

¢ Passenger frustration raises;

* From this point onward service perception
will be based on first negative experience.

“HAAG

Heathrow Access Advisory Group

Good Customer Service 101

* Agent interacts with the passenger;
* Passenger anxiety eases;

* From this point onward service perception
will be based on first positive experience.

([E 3 &mH iR FRERE S ARTHE - RS RIS #E PRM B EAMNUAYERR- ]
(HUE : TR e B e ik e i A5 R ) SE B 483 Roberto Castiglioni

Chairman, Heathrow Access Advisory Group)
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PRM - Person with Reduced Mobility » {1 El:E S/ 8hRE SIFT 718y
A ST EHEEE — 9<E] Gatwick 155 Tomass 54z DUT [ IS 12 22
A 7%y PRM #1452 -

[[E 4 #5555 AT PRM AR H
(HVH : TR EE i i 4EH Kristaps Tomass, Operations Delivery
Manager,Wilson James - Gatwick Airport)

1~ BMHRXE

L1~ i fERE

EIET 4 EEESE S A i (2 DRI RS~ RUETR
Bt KA A - E it i A (SR A3t ) PRM IR
B Z RS Nt (o & e R B - T D e oK R I - FE At | (i
B - RIS ) AEEE EAE

o ek g - RSB B BRAvER - /DHk
Fris N B L EhE) SRR N B fatmie R B R 5 5 i E A
2 IEFEmFETR -

T e (E AV BTERE K - BAETT ~ METIRV AR S BT
B o FARIIRE T - T E AR AN B EMS DA -

DIZE R > BINGETAH T REEEAT ) K " Ry sk s
RREE ) FEM PR SR st RO R SR 2 S Bbe A = BT > A

(58 B R S T I B M W e R Z B SR IR (4 - BT &
F — A HERYEERERE R EEIEAD -



AT e sEE — 75 BT EL Athen 1455 Maria Kapralou 7252 e s [ 6
FEMIET EREFE ZH%Z#EKEA%KEfa HE AR D - B TS E] (UN)
B st AN LREFIALY ~ B (EV) 2 A AR R MR M - BONRMTE 5
(ECAC)FA &I ~ 9“§(U3)7‘3IL7’U g ffEnn A - IR RATAHEE(ICAO)
% 9 SRITEY R BT ZE i o & (IATA)SS 700 SRR B BON AT E
(ECAC)5: 1107 S a s (s — BT Edmfar (E & 00 -

Legal Framework

United Nations (UN) Convention on the Rights of Persons with
Disabilities
Regulation (EC) No. 1107/2006
7 European Commission Interpretative Guidelines on the application
of Regulation (EC) No. 1107/2006
~ ECAC DOC 30 Part 1 section 5
US Air Carrier Access Act 14 CFR 382 and recent updates
ICAO Annex 9 & Manual on Access to Air Transport by Persons with
Disabilities Doc 9984 7‘
IATA Resolution 700 ;: e
(& 5 BHPEAH SR letst A BRI AR s s 5 ]
(HUE = 7l ST PR A5 i 2 B B PR B e 5 = Maria Kapralou iz,

Passengers and PRM Handling Supervisor, Athens International Airport)



Types of wheelchair users in Aviation
(ECAC Doc 30)

“WCHR:

Passenger who can walk up and down
stairs and move about in an aircraft cabin,
but who requires a wheelchair or other
means for movements between the
aircraft and the terminal, in the terminal
and between arrival and departure points on
the city side of the terminal. It is
recommended to include in this category
passengers who only need little
assistance at the airport and no
assistance on-board (e.g. elderly
passengers and others who do not need a
wheelchair but rather a helping hand or
assistance with luggage).

[[E6 WCHR AR TENIKE ]
(HUE © FirfelfE S PR A5 R B B U Pl i 5 s = Maria Kapralou fj 3,
Passengers and PRM Handling Supervisor, Athens International Airport)

WCHR ZH{# Hiimtar > (HEE_E T H8kE R BT & -

Wheelchair - "R" for ramp (Passenger can WCHRascend/descend steps and
make own wayto/from cabin seat but requires wheelchairfor distance to/from
aircraft.)



Types of wheelchair users in Aviation
(ECAC Doc 30)

WCHS:

Passenger who cannot walk up
or down stairs, but who can move
about in an aircraft cabin and
requires a wheelchair to move
between the aircraft and the
terminal, in the terminal and
between arrival and departure
points on the city side of the
terminal.

[[E 7 WCHS #EE 1T B MRk ]
(HUE © FrrfelfE S A5 R B B U P R 5 s = Maria Kapralou fj 3,
Passengers and PRM Handling Supervisor, Athens International Airport)

WCHS ZA{# ity » HANRE B I8 - (HAERIEERET/E 2 H CIEAL -

Wheelchair - "S" for steps (Passenger WCHScannot ascend/descend steps,
but isable to make own way to/from cabinseat; requires wheelchair for
distancet/from aircraft or mobile lounge andmust be carried up/down steps.)
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Types of wheelchair users in Aviation
(ECAC Doc 30)

WCHC:

This category covers a wide range of passengers., It
includes those who are completely immobile, who
can move about only with the help of a wheelchair or
any other means and who require assistance at
all times from arrival at the airport to seating
in the aircraft or, if necessary, in a special seat
fitted to their specific needs, the process being
inverted at arrival. This category also includes
passengers with a disability only affecting the
lower limbs who require assistance to embark and
disembark and to move inside the aircraft cabin but
who are otherwise self-sufficient and can move
about independently in their own wheelchair at the
airport. Specifying the level of autonomy at the time
of booking will avoid the provision of inappropriate
assistance. '

A

© Can Stock Photo

[E 8 WCHC ZEeftAnErAYIkE ]
(HUE © FifelE e R A5 R B B U P R 5 s = Maria Kapralou fj i,
Passengers and PRM Handling Supervisor, Athens International Airport)

WCHC Zi i lmfar HNREH CATE

Wheelchair - "C" for cabin (Passenger WCHCcompletely immobile;
requires wheelchairto/from aircraft/mobile lounge and mustcarried up/down
steps and to/from cabin seat.)
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e ;B Could just anybody push a
HE wheelchair? Should they?

([E 10 (Efa A& A LA PRM IS 2 25 m]» fERZ B BEAHERZ FERY i BAIE 2 ]
(HUE - i BT {51 R JEE- P T2 1S PRM IR s B ACEE Maria Acrén i,

Manager PRM Assistance, Swedavia AB)
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Free buggy service for PRM

Post Security/Retail, PRM
are provided free buggy
service till their respective
boarding gates.
Simultaneously on Arrival,
PRM are ferried in buggy till
immigration drop point

‘oe_n.;ava-.::::__  GAR
Reserved for

Child In Armn

(& 12 20 EERS ] DUA RURES ik 2]
(HUH - B ke =4S H ROHIT UPADHYAYA fij#, Airport
Terminal Manager, Delhi International Airport Limited)
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Manager PRM Assistance, Swedavia AB)
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Not all disabilities
look like this

&

Some disabilities =

look like this

[[E 14 AR5 - PRM IR o] H7MNEHE - ]
(HY 5 © SR 25 15 e M R 2 755 4% B Sara Marchantfi&i#, Accessibility Manager,
Gatwick Airport)
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What is a mental disability? %f

Examples:

—anxiety disorders (together, the most common of all mental illnesses)
->mood disorders like depression and bipolar disorder
->schizophrenia and other psychotic disorders

—>attention-deficit / hyperactivity disorder (ADHD), especially in children and
teens, but in adults as well

—>Alzheimer's disease

[fE 15 PR MR R E I 0 HH? ]
(N E : T = v fks = 8 283 Kristaps Tomass, Operations Delivery
Manager,Wilson James - Gatwick Airport)
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Here's the actual sign for comparison:

° help

T
Hie A EIRE

(& 17 e EREE~E]
(HUE - 48r8)
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Sensory impairments %

>
| Vision impairment
| Hearing impairment
| Deaf blindness

(& 18 B Rt 5EH]

(B : e =S v ks #2483 Kristaps Tomass, Operations Delivery
Manager,Wllson James - Gatwick Airport)
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What about Training?

Provision of customized awareness training to:
(as per ECAC Doc. 30)

~All personnel coming in direct contract with the
travelling public

x Parking services personnel

x Sales desk Agents

x Check in and Gate Agents

x Lost & Found Agents

x Luggage handling agents

x Terminal Information Desk Agents
x Security Companies Staff

x Border Control Staff

x Police

x Customs staff
x Cleaning Companies staff
x Retailers 'A
I e e
[lE 20 FEHAHRT T 28 T B AR st 2
(FUE © 7 e L] P25 AR 855 itk 5 AL B O PR i 5 i £ Maria Kapralou i
¥, Passengers and PRM Handling Supervisor, Athens International Airport)
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UN Convention on the Rights of Persons with Disabilities (CRPD)

V Q People are disabled by the

V ) o
\\s 74

(& 21 H‘a’ EEEE N TN AL- NSRS AR5 L EEE ]
(B : e =S v ks #2483 Kristaps Tomass, Operations Delivery
Manager,Wilson James - Gatwick Airport)
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What about Accessibility?

/ Dedicated Parking Facilities

(& 22 7l = 1 5

(HUE © FifelE e PR 5 iR B B s I 5 i = Maria Kapralou fj,
Passengers and PRM Handling Supervisor, Athens International Airport)
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Accessible Parking Lots

ESENBOGA AIRPORT

ADNAN MENDERES AIRPORT

=66 R b &£

(& 23 -+ HEHHHEERIGIEHEE 5. O e 1 5
(HUE © - H G G a5 [ s i 5 (i B e e fi AR Rt e PRM iR B A E
Emrah Gurer ff#, HSE Manager / PRM Manager, TAV Airports Holding Co.
Istanbul Terminal Operation Istanbul Ataturk Airport)

2. Assessing the implications of underperforming PRM services on your
resource allocation and operational efficiency

CAR

Ensuring that the airport is accessible and easy to use for the Persons With
Disabilities (PWD) and PRMs

Recognising the importance of accommodating the needs of PRMs and PWD

Ensuring that, from the first phase of planning, any plans for new construction
and renovation of airport facilities open to the public meet accessibility
standards for persons with disabilities and PRMs.

Seek advice of experts on accessible and universal building design to ensure
accessibility for such passengers.

Creating barrier-free infrastructure and by providing appropriate equipment and
services. However, an airport which only deals with architectural issues would
not be complete and for this reason, focus on operational and organizational
measures are required.

[[E 24 PN SEREES B SR 1 5
(HUH - ENEEER ISR B IR k& H#0{T& Bibiana Audrey Das &
iflz,Bibiana Audrey Das, Head —~ASQ & Operational Excellence , GMR
Hyderabad International Airport Limited)
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PRM friendly car park

» PRM Friendly Parking Slots -
drop point and assistance
zone, At departure forecourt
to cater immediate need of
PRM after arriving at the
airport

[fE 25 ENE¥ R ENE SO EBeE R 1 5
(HUE - BN SN E & 3 4L ROHIT UPADHYAYA fij#g, Airport
Terminal Manager, Delhi International Airport Limited)
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What about Accessibility?

Ramps securing the autonomy of the
wheelchair user

- Aens
[[E 26  7flHE SR G e fEER A 1 5=

(HUE 7 B SR AR 5 R 2 B B O bR A5 e = Maria Kapralou fj,
Passengers and PRM Handling Supervisor, Athens International Airport)
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What about Accessibility?

Designated
points
accessible to
wheelchair
user from
which the
passenger may
request
assistance

services

CfE 27 7Rl A SRS 1 &

(HUE 7B SR PR 5 R 2 B B O bR A5 e = Maria Kapralou ffj,
Passengers and PRM Handling Supervisor, Athens International Airport)

What about Accessibility?

Accessible check-in process

ensuring autonomy

C T

[[E 28 i Hs I R n] T =0 B s & 1 5=
(HUE -+ 7 HaUFE: LR P2 AR 855 ffe o B O P R 5 i £ Maria Kapralou i,
Passengers and PRM Handling Supervisor, Athens International Airport)
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Assistance totems and guidance pavings

SR b8 A

[[E 29 +HEHHHERIGR SR EEE 1 5]
(UE : T EH A R ] S5 [ o i85 (B2 e i AR B ) PRM IR A5 B 4
Emrah Gurer f&#3, HSE Manager / PRM Manager, TAV Airports Holding Co.
Istanbul Terminal Operation Istanbul Ataturk Airport)
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Lift applications where necessary

=66 xR b6 £

[[E 30 - HHEFUHE GRS S BB NUTHFE & 1
(HUH : - HHAP i R E [ ve 5 e e i A 2255 K PRM EE?%%B%&%EE
Emrah Gurer f&#, HSE Manager / PRM Manager, TAV Airports Holding Co.
Istanbul Terminal Operation Istanbul Ataturk Airport)

(T[A]V]
Accessible Telephones, Check-in And Passport Desks

- 4
— ATATURK AIRPORT .

66k b6 f

(& 31 LHHEMFHHHEERYE PRM RFEHES 1=
(HUH : - HH AP R E [ ve 5 (R e 2 A 215 K PRM i ac i
Emrah Gurer f&#j, HSE Manager / PRM Manager, TAV Airports Holding Co.
Istanbul Terminal Operation Istanbul Ataturk Airport)
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(& 32 ENfSEENEHIGENSG - B OREH -~ nftEre 1=
(U E : EIEE R S IR s o2 3 {7+ Bibiana Audrey Das fi
#fz,Bibiana Audrey Das, Head ~ASQ & Operational Excellence , GMR
Hyderabad International Airport Limited)
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2. Assessing the implications of underperforming PRM services on your

CAR

resource allocation and operational efficiency

Lack of or inappropriate communication and information can
create unnecessary difficulties for people arriving at,
departing or transiting within an airport, particularly persons
who are deaf, hard of hearing, blind, or partially sighted.

Close cooperation among all stakeholders is needed to fulfil
all necessary requirements for seamless travel for persons
with disabilities and persons with reduced mobility.

All the procedures that form part of an air travel journey—
including reservations, check-in, baggage drop-off,
immigration and customs, security clearance, transfers
within airports, embarkation and disembarkation, departure,
carriage and arrival—should be adapted for access for
persons with disabilities and persons with reduced mobility
to facilitate dignified clearance and air transportation for
them.

All personnel who are in contact with passengers at airports,
including security personnel, border security guards and
porters, concessions (shops and restaurants) staff and ground
handling staff, should be trained to meet the accessibility
needs of persons with disabilities and should complete their
training before taking on such duties. 7

(& 33 ENREE et S EEh xRS R HE A 3C rElE 1 5
(UE © HIEBIE R 5 e s AR B & {7 Bibiana Audrey Das fi
iz,Bibiana Audrey Das, Head —~ASQ & Operational Excellence , GMR
Hyderabad International Airport Limited)
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PRM Check in Assistance

First Check-in counter in
each check in Rows /
Island with lower height
is dedicated to PRM,
helps in comfortable
approach in PRM
Handling with Dignity
and Respect to cater
their needs.

[[E 34 ENE¥EENE S =S HHREES 15
(U E - BN SN E & 340 ROHIT UPADHYAYA fij#g, Airport
Terminal Manager, Delhi International Airport Limited)

Paid PRM assistance

Paid PRM assistance
desk at Departure
forecourt helps PRM
with their Check-In
baggage assistance
and motorised
wheelchair provided
till the boarding
gates

[fE 35  ENREwT e A E B Bhimia (A A s 1 5
(HUE - BN ¥ S E & E 40 ROHIT UPADHYAYA fiig, Airport
Terminal Manager, Delhi International Airport Limited)
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Check-in counters with lower heigh s

Sl

I

[[E 36 SEFREEHHRSEMNHREMES 1 5]
(HUH : JEEFEIEFEHGNUE 2 E 5 5 Nenette Castillon f#z, Head of
Terminal Operations, GMR Megawide Cebu Airport Corporation)

=5e Lk 1 5]
(HUE : SEEREEHERSNE 2 EEE R Nenette Castillon f&#, Head of
Terminal Operations, GMR Megawide Cebu Airport Corporation)
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What about Accessibility?

v Boarding card
control
infrastructure
respecting
wheelchair user’s

autonomy

[[E 38  #AfeUHE s i NEfilEny PRM BAJHEE 1 5
(HUE © 7B S R PS5 Bk 2 B B L B BRI 55 i . Miaria Kapralou 7z,

Passengers and PRM Handling Supervisor, Athens International Airport)
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What about Accessibility?

Security screening
infrastructure
respecting wheelchair

user’s autonomy

O(

I (e e
(630 7SHEAMEs 2o IR PRM SEFL I 1 5]

(HUE 7 HaUFE LR P AR 855 itk o B O P i 5 i £ Maria Kapralou i,
Passengers and PRM Handling Supervisor, Athens International Airport)
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{12t > MR mFEL - 2800 B EE S ERIERAVERE - £+
AR HISREG LRI - STHE AT > IEM R S BIFEAT F8
e (ECHR A~ 728 (400 40) -

What about Training?

Securing that
personnel
performing security
screening has
received special
modaules for
performing security
screening to
wheelchair users
and is aware of

disability issues

[[E 40 FfEHEISint R B S 1 5
(HUE 7 HaUFE L R P AR 855 itk o B O P R 5 i £ Maria Kapralou i,
Passengers and PRM Handling Supervisor, Athens International Airport)
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1. Assessing the implications of underperforming PRM services on the

CMR

security process for PRMs

Congestion

Longer dwell time in the queue
No shows

Complaints

Incident and injury

Flight delays

Attitude of staff/security

0 000 Nk o O A A e

Poor passenger experience

(& 41 EORE S EA A S e (08 FH & e B S e 1 =
(M E : BB R S IR s o2 3 {7+ Bibiana Audrey Das fi
#fz,Bibiana Audrey Das, Head ~ASQ & Operational Excellence , GMR
Hyderabad International Airport Limited)
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Yl [E] 8% Bl ER G S RTIGEE I TR oK » TMERTE NERE
T gEYE FHAYETE (animal relief room - FE[E] 42) o

‘ Challenges facing us

CAR

Increasing passenger numbers

Infrastructure

Persons with disabilities — increasing day by day

Understanding of the needs of various kinds of PRMs and PWDs
Regulation

Ageing population

Greater mobility

Culture

(& 42 ENEEBIEH EHES S IRRTFT K DIREMEREYIRIR 1 5
(UE © HIEEBIE R 5 ik s R B & T Bibiana Audrey Das fi
¥z,Bibiana Audrey Das, Head —~ASQ & Operational Excellence , GMR
Hyderabad International Airport Limited)
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PRM Assistance at Immigration

Immigrations Special
Assistance counters for
PRM at Departure and
Arrivals helps them with
speedy clearance after
long flight.

[E 43 ENREHTE EMSE & PRM HAES 1 5]
(U E - BN S E & E 40 ROHIT UPADHYAYA fij#g, Airport
Terminal Manager, Delhi International Airport Limited)

passenger for faster

security clearance

» Security staff deployed at
PRM passage are trained to
deal with PRM with
respect, dignity and extra
care. Specially in case of

artificial body parts

(& 44 EOREHTEERSS PRM ZigfEr 1 5
(AUE © B A 2 i 4C P ROHIT UPADHYAYA fii;, Airport
Terminal Manager, Delhi International Airport Limited)
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(& 45 JFEREESRSTRERTEMEL R

(HUH : JEEFEIEFEHGNUE 2 E 5 5 Nenette Castillon f#z, Head of
Terminal Operations, GMR Megawide Cebu Airport Corporation)
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ARG TR S E R BEH > WINTTEAEN RS ~ 2247 - ARG
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What about Accessibility?

v Free movement
in the Retail Area

~ Ample space allowing
wheelchair user’'s

autonomy

(& 46 i IR e g 1 &
(HE - AU B PSR R L5 O P AR T P Marla Kapralou f&#y,

Passengers and PRM Handling Supervisor, Athens International Airport)
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Free buggy service for PRM

Post Security/Retail, PRM
are provided free buggy
service till their respective
boarding gates.
Simultaneously on Arrival,
PRM are ferried in buggy till
immigration drop point

(& 47 ENEETTE S E LR ]
(B - BN SN & 4 ROHIT UPADHYAYA fifj, Airport
Terminal Manager, Delhi International Airport Limited)

([ 48 JEEFHMEHMG I EHRIEERK 1 5

(MU E - FEREEEFERISNE S E A5 £ Nenette Castillon f&#, Head of
Terminal Operations, GMR Megawide Cebu Airport Corporation)
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BB BB P (GRE 49 KB 50) D ESiRE N RIE - BN
REENIERBALEHEE] > & S LI T BT EFEEEAE
AR5 - B4 PRI A EEHERRRY -

(T]A]V]

Accessible Toilets

(
\
+

L
L T
; .

ATATURK AIRPORT ESENBOGA AIRPORT

Fmﬁ.m‘\! 6\£ ATATURK AIRPORT

[ 49 +HIHFHTHESERE IR ZHIFT 1 8]
(HUH : - HHAP T R E [ ve 5 (R E e 2 A R0 K PRM &k i
Emrah Gurer f&#j, HSE Manager / PRM Manager, TAV Airports Holding Co.
Istanbul Terminal Operation Istanbul Ataturk Airport)
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[[E 50 SEREMEHHSRERAZHAT 1 5
(HUE : JEEREIEFHISNE 2 E S E £ Nenette Castillon fii#z, Head of
Terminal Operations, GMR Megawide Cebu Airport Corporation)

High visibility & automation | i

[iE 51 JEEREEH SRR AR 1 5
(HUH : FEEEEEZERISNE == 55 & Nenette Castillon f##z, Head of
Terminal Operations, GMR Megawide Cebu Airport Corporation)
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— B (EEE 52) - fEfE 52 o HAERSHEA ZRIFTER 7 kT ~ EEEE S
[ ficE EARBLE S A 5 - FiHiEeE T iR sOUg T - A B8 2% B HEE
(EFEERR MR e EkE T LUEIRES - i EayPKe > 3
SIEIREALMBRE > SUETEE ~ #y > ALATLAEA -

WE ARE THE

GATWICK FAMILY

» Ostomy Friendly
» Both terminals

» Arriving and
departing

YOUR LONDON AIRPORT

Gaterick

(& 52 FEE R e iR A Z R MG 1 5 - ]
(A8 : L E SR %5 TR 2 AR %5 4% 7 Sara Marchantfi#f, Accessibility Manager,
Gatwick Airport)
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AXEES G AR © B ST IR B B S © LR e
AR e T 2= QTR G B SRS - i R s s e e (A S DA
T Ry 2o ~ JILRYENAR - FEERECR HEEEE HRAE R T BT RBP4 - A
THERIRE > LA PRI SE Pl (& BT ESE - ANEIRBEE AT
AYE R E A N TR RS - Fa T infa S BB R S -

What about Accessibility?

Available
infrastructure
enabling access to the

departure Gate

(& 53 7Rl s dmtar (0 AV PR BARIESE 1 &=

(HUE 7 HaUpE LR P AR 855 Btk o B O P i 5 i £ Maria Kapralou i,
Passengers and PRM Handling Supervisor, Athens International Airport)
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What about Training?

v Securing that
personnel
providing
assistance services
is well trained
ensuring the
safety of the
passenger

B W
[[E 54 Apeie it Gimta (0 & R SR E BT 55 )
(B - A R S B PR AR 5 e 2 B B [ i 15 i = Maria Kapralou fi g,
Passengers and PRM Handling Supervisor, Athens International Airport)

What about Training ?

/Securing that
personnel
providing
assistance services
has been trained
on disability
awareness issues

o

B T
(& 55 iRttt T P E s NABE fr A B fmfa (LA 1 2
(BUH - AU st B PR ARIS ik S5 L st IR P i £ Maria Kapralou 4,

Passengers and PRM Handling Supervisor, Athens International Airport)
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« Swedavia 5
© Airports

PRM Assistance at Stockholm-Arlanda

e\ 0~ \\ ST
LA - B

Operated by
(7 eurowings

[[E 56 St of i - R A S i R P 2 8 ~ DIk ]
(HUE * T BT EF A - Pl B 22 125 PRM IR s E04€ 2 Maria Acrén fifj#,
Manager PRM Assistance, Swedavia AB)

Improving Accessibility

New trials New advisory group

([E 57 B2 s sy <26 PRM Rk
(HUE - R TS R ok o e B A A€ 2 Ciara Thornfij#z, Special

Assistance Manager, Heathrow Airport)
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Automation

Bag drop accessibility — low level access for
printing bag tags / reading screen / voice
activation

Access for wheelchair users — width / low
level cameras / boarding card scanners

Tactile signage for customers with visual
impairments

Considered approach to lighting for those
with sensory impairments

(& 58 LRl fmZc s s =76 PRM Rk ]

(HUH © EE B SR IR i ) B B &CH Ciara Thornfij#z, Special
Assistance Manager, Heathrow Airport)
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1.7 HAth

R T R A R A S R LAY > SE AR~ B AT REFE
SRAVERTE > KE B SRS REE Kristaps Tomass B —20 5 -
FEXEIIEGEOE BT PRM JREHY - Zons AR AV EREIER > B A B2V
B~ B~ AMEERYEDE - W PUBC DA FR KAV MR -

SIMESHEENSRRT  HHE S EZER - IR 1 B A D
fRsEI MR 2R = - BAVEIL D aiiES > BRI A SR EE S
ARIEH A ORMERRAIRE SR PN RS NRRIBITSE I E T
APATHI AR N BB iR s iT BAS [ B BTy 2R o > PR A SR
A HZ NRIEEI -

PRERTIGERE - B LA EE S - R T 2R - DORETEREY)
R A2 OCHAEB R &) - HEAMEIRET - EEHAS T
ATHGIRIL T - REMZEAFBERZEE RV FRER - Rt
Tomass I ERIEZ AL S IEIGA T HI S B2 Y S E IR - 25
ZE [ G F SR T N B R e -

Facilities N

>
“ ) Availability of information before the flight

Quiet routes to the boarding gates

> I

—

) Sensory rooms
\

/\Z 1
] Trained and skilled staff

b
1B 59 sind iy 7 S22 Rl ]

(N E : TEE = v fks 2 8 283 Kristaps Tomass, Operations Delivery
Manager,Wilson James - Gatwick Airport)
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Service dogs/animals %

\ Types of service

) dogs/animals SERVICE
\ Accommodation of ANIMAL
service dog/animal RELIEF

gi/\ AREA
) Relief areas

[[E 60 Thaett: - 1S4 aR HREYIIERF B ]
(B : e =S vtk #2833 Kristaps Tomass, Operations Delivery
Manager,Wilson James - Gatwick Airport)

‘ Challenges facing us G/R

Increasing passenger numbers

Infrastructure

Persons with disabilities — increasing day by day

Understanding of the needs of various kinds of PRMs and PWDs
Regulation

Ageing population

Greater mobility

Culture

[[E 61 EfEEER RS TR HYEY R R ]
(HUE : HIEEER RS IR s 2 #0{T & Bibiana Audrey Das f
#z,Bibiana Audrey Das, Head —~ASQ & Operational Excellence , GMR

Hyderabad International Airport Limited)
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ABFEf g o 8GR iR AT BN AL Y IR S B i B A AR S
Roberto Castiglioni #7535 » S EU i i 8 5 B 2 EIPARSE RS 3 TS -
FUE B ILA 5 B HAMERE S BRI AV i B 5] SRR @ S HB AR -
PRI A& S AL R I

5 R T B B BT s A5 ik & s A T S5 B (HAAG) 4Rk Roberto 56t
B [FEFTA A A LOPEE MRS S EAR > I8 - AR
ARG IR IR R EE(HAAG)YS [ | > Al R 5 — (5 |
A EBI(UN) & S8 i SRS - SRR 2 S B350 K -

for R (UN)AT B E 4 B A B AR A 22 B SC-4ERF B A (Vitruvian: Man)
SEREBIARGE G - HAGCIEURERAEENA - AV - IR
AVREFEHE - WREGIFTA A

ZHAAG

Heathrow Access Advisory Group
{0 | In 2018, on recommendation of the HAAG, Heathrow airport
W ) was the first airport in the world to adopt the United Nations

symbol of accessibility.

Assistance

The goal is to trigger a cultural change by replacing the old ISO
symbol of accessibility with one that symbolizes inclusion for
people with disabilities, everywhere. It also symbolizes hope
and equal access for all.

(& 62 FHHTEH55 | S RIS - RECU b EE e - ]
(HUE - S e s i i IR s A S5 B Sk Roberto Castiglioni fiij#,

Chairman, Heathrow Access Advisory Group)
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B MBS - A 7500 EAIURE - HHA 130 EE PRM
Jik# - 1F 2020 FEFHEFZEHE 200 & PRM JiRE R EAHN &L - BIEART
SR 5 (ENUE (B AT 3 UEEFARET) > W - s - AJI&JET
SRR LR - TR o AR 3 - B A S B R
PRI BRI EACHE Ciara Thom 43 =2 T & 500 TAER M IE H R AR
HEY -

Accessible Heathrow

oane @ ‘( e .
1.3 million ol Good’ rating
passengers with reduced in latest Civil Aviation Authority
mobility so far in 2018 oI, report on airport accessibility

2 million

passengers with
reduced mobility
expected by 2020

colleagues

(& 63 Spfmsom A& THET 2020 42 PRM R RR 2 200 S A - ]
(HUE © EE B SR IR ) B B &CH Ciara Thornfij#z, Special
Assistance Manager, Heathrow Airport)
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Understanding our passengers

Working with the experts Focused insights

....................

/6\ . Getting 1o know our Hidden Disability Passengers - -
w HMG Accessible Transport Forum [ I I I I I I .
Gein gt i

GUIDE loal o] ool @
- r % DOGS b E — 0 i i
@ MNISERY gwuer Force c""’ﬂ“ms"l‘ E‘QEDS t? éﬂg 800000 i- I J
o ' N ) we ARE -~ o . - l _ s l
Thotdornido dz bo-i] KT S A o i — _
L) NSNS ™ . . - -~ W e ™

Identifying our Making a better
knowledge gaps tomorrow

Progress to date

[[E 64 BRI B & sy TR I X A A ik AR A -
EBEEEEE  BaminSSIRE B EE(HAAG) - E5RE -
Pef 22BN B & ~ SRR RE A S AR T ]

(W E  FE B & R ok i B e 2 B 4C #H Ciara Thornfi#z, Special
Assistance Manager, Heathrow Airport)
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ZHAAG

Heathrow Access Advisory Group

Lessons learned

v’ Target customer service excellence to improve passenger
experience, PAX flow, and commercial return;

v Promote awareness and inclusion among your workforce;

v Promote PAX independence by means of assistive technology;

v’ Keep innovation at the forefront of thinking;

v' Ensure your services are promoted in an accessible format;

v Knowledge is everything. Share best practice with other operators.

(& 65 Sl B i s IR i ia = - ]

(HUE : S o s A it s M s e i 5 B4Rk Roberto Castiglioni f&j#y,
Chairman, Heathrow Access Advisory Group)

[[E 66 I Ui (e o /i e - B s & i R LURE IR B o2 5
(HUE * i BT EF A - Dol B 22 1255 PRM IR s B0 4528 Maria Acrén fifj#,
Manager PRM Assistance, Swedavia AB)
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Ceaiahay A - HARBEEIRE - 1 2AEREE PRM BHIENCET
FERS ARV 2 (518 66) - tLIENAIEE - B H PRM RBHIAA - fEESFE 67
Bl R A - SRR IEMERR R R > HEIEIE A E UL ERNIEERGE
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UN Convention on the Rights of Persons with Disabilities (CRPD) %

People are disabled by the
environment

[ 67 WiaElSME N LRI AL E S0 E B RS [ 58
AR N - R TRERAVERES - ]
(B : Ui e e 2 1 4K Kristaps Tomass, Operations Delivery
Manager,Wilson James - Gatwick Airport)

:E» .iweda\;la = -
1— -
Enjo t shows! —

y what.you do, it

!

==

- Hire for attitude,
train for skills!

e st I,

i

[[E 68 EERRREIEMRENRE AR  ARraiELEZ b - ]
(AUE = T ST EF A R -] T 22 A5 PRM IR B 4838 Maria Acrén fifi#y,
Manager PRM Assistance, Swedavia AB)
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PRM ﬁ&%

o

[[E 69 PRM HEATERHIEGEE - ]
(HUE T LT EF B EE -] T 22 1 55 PRM 5 E04E ] Maria Acrén fj gz,
Manager PRM Assistance, Swedavia AB)

BIEARE5 —REEIRE IR N & - BB R R A S et Bl
st > AR R B EMC B IR PRM JREFHIFEK

Accessibility vs Universal design

ACCESSIBILITY UNIVERSAL DESIGN

Accessibility is the design of ...an environment so that it can

products, devices, services, or be accessed, understood and

environments for people with used to the greatest extent

disabilities possible by all people
regardless of their age, size,
ability or disability

[ 70 fmefmnst A 355 at Bl am F e TRt - ]
(H g : st &g ot = 4K Kristaps Tomass, Operations Delivery
Manager,Wilson James - Gatwick Airport)
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‘ Training and sensitizing

Ask before you help
+ Just because someone has a disability, don’t assume they need help.
+ If the setting is accessible, people with disabilities can usually get around fine.
* Adults with disabilities want to be treated as independent people.
Offer assistance only if the person appears to need it.
* A person with a disability will oftentimes communicate when he or she needs help.
* And if they do want help, ask how before you act.

Sensitive about physical contact

Some people with disabilities depend on their arms for balance. Grabbing them, even if your intention is
to assist, could knock them off balance. Avoid patting a person on the head or touching his wheelchair,
scooter or cane. People with disabilities consider their equipment as part of their personal space. Think of
people who have disabilities as individuals—your friends, your co-workers and your neighbours.

Think before you speak

Always speak directly to the person with a disability, not to his companion, aide or sign language
interpreter. Making small talk with a person who has a disability is great; just talk to him as you would
with anyone else. Respect his privacy. If you ask about his disability, he may feel like you are treating him
as a disability, not as a human being. However, many people with disabilities are comfortable with
questions about their disability after getting to know someone.

Don’t make assumptions

People with disabilities are the best judge of what they can or cannot do. Don’t make decisions for them
about participating in any activity.

[E 71 F—&sAEHA - ]
(HUE : ENERER ARG IR AR B 1T+ Bibiana Audrey Das fifj#,
Bibiana Audrey Das, Head —~ASQ & Operational Excellence , GMR Hyderabad
International Airport Limited)
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Training and creating awareness

[ 72 ENEBEERS A SRR - ]

(HUE © BIEBIE R SR AR s (T Bibiana Audrey Das f&j#y,

Bibiana Audrey Das, Head ~ASQ & Operational Excellence , GMR Hyderabad
International Airport Limited)

Training Activities

Social and Professional Etiquette for Sign Language
serving to people with disability

R 5
4 ATATURK AIRPORT ‘

G R b & A
[E 73 THHEFHUHEESEEES N EFIS%ES - ]
(B E - - B HAPHE s [ re 5 (R e 2 i AR IR R . PRM IR #5580 453
Emrah Gurer f&#3, HSE Manager / PRM Manager, TAV Airports Holding Co.
Istanbul Terminal Operation Istanbul Ataturk Airport)
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WE ARE THE

GATWICK FAMILY

Hidden Disabilities

YOUR LONDON AIRPORT

[[E 74 SR Z1SE e G e B S 58 E IE R B M T oK BRI - ]
(B : TR E 1S e 15 Tk & Ak s 45 3 Sara Marchantfii iz, Accessibility Manager,
Gatwick Airport)

G HEEEE RO B B A BT BB AR — B MR R B AR E
NEHEHCHERE  HEEFRREHEEFREED - Sato/AE (8B EHY
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WE ARE THE -
GATWICK FAMILY

Hidden Disability
Lanyard

YOUR LONDON AIRPORT
| Gnteoick
CIE 75 JLEEfS RS e m H 2550 - ]
(A E : L& 15 E e 5 ik & Ak 755 4% Sara Marchantfi#z, Accessibility Manager,
Gatwick Airport)

WE ARE THE

Launch of the lanyard
Not all disabilities ¢
look like this t 6

e

e — as

YOUR LONDON AIRPORT

[[E 76 F=EIZE1SE MG HER = H 25k hE MERHRE
(AN B : R E SIS R IR 7545 Sara Marchantfi#f, Acce53|b|I|ty Manager,

Gatwick Airport)
62



EAIRBE A TR LA RO - FREAERRMETR KE SR
BN SHIEREL - BRIt KE o] LI g - s N SR R 8 B Q] 17
BRIt > (TEETA Ry 2

Introducing
our hidden
disability

sunflower
lanyards

“HAAG

Heathrow Access Advisory Group

NO-TECH innovation to help
' maximise PRM PAX flow

The lanyard scheme for invisible disabilities launched by Gatwick
airport in 2016 is making a true difference for passengers with
hidden conditions traveling by air.

The scheme has now been adopted by other major domestic and
international airports and is being adopted by one of the UK’s largest
supermarket chains, Sainsbury’s.

(& 77 S B s s ik i s = - ]
(HUE : TR e s i ik e i s R SE B 483 Roberto Castiglioni iy,

Chairman, Heathrow Access Advisory Group)
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(l & 78 AR EEVIRGE A S » AREEE UL - ]
(AUE = T ST EF A R -] T 22 A5 PRM IR B 4838 Maria Acrén fifj#y,
Manager PRM Assistance, Swedavia AB)
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WE ARE THE

GATWICK FAMILY

Gatwick

Aiming to be the most accessible airport in the UK,
where everybody has an equal opportunity to fly.

YOUR LONDON AIRPORT
g‘ahoé:‘k.

(& 79 & GRS R S ARS8 B I BB MR KRB RS - ]
(B : T E 1S e 15 ik & AR 55 45 3 Sara Marchantfii#, Accessibility Manager,
Gatwick Airport)
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Improving Accessibility

New trials New advisory group New team

[[E 80 FraEmE BRIMrHIA BT &S ER T IR0E - ]
(B FE B i & R Ik i B e 22 B 4C # Ciara Thornfi#z, Special
Assistance Manager, Heathrow Airport)
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Main Summit Day One - Tuesday, 27 November 2018

830 am REGISTRATION & WELCOME COFFEE

WELCOME ADDRESS BY CHAIRPERSON
Maria Kapralou,
Passengers and PRM Handling Supervisor,
Athens International Airport

8.55am

Nenette Castillon,
Head of Terminal Operations,
GMR Megawide Cebu
Airport Corporation

Improving Collaboration Between Stakeholders
9.00 am to Set the Fundamentals of a Successful PRM
Strategic Management

[[E 81 2018 fEfERENT &5 1 K26 1 555 ]
(HUH : EQUIP GLOBAL /15 2018 FEfEBEIR S & &)

skt Ve« (HEFEEAVAERDI A AW &8 — KAV E—(#
i 0 IERHIEEREMESHRGIG &S BT ey - ] 3
Stakeholders - HIE{EH B - EH - SIEHVE B RIEILE PRM IF% ?
AR FEAFIERE > 127 PRM S5 s ER R R ~ B HIATT
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The world can be complex. Using Aira is simple.

Aira is a service that connects blind and low-vision people to highly trained,
remotely-located agents. Through an app on your smartphone, or through an
optional pair of Horizon Smart Glasses, Aira delivers instant access to visual
information at the touch of a button — enhancing everyday efficiency,
engagement, and independence. Straightforward and simple
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Joining Aira has its perks

On-demand access to agents, a supportive
community, and free offers

From the moment you set up your Aira account, you have all
you need to explore the world with enhanced efficiency and
confidence. Access agents on-demand for almost any task
take advantage of rideshare integration to get you where you
need to be, and use one of our ever-growing list of free Aira
Access offers to save you money while doing it. Daily tasks
are a breeze when you have vision in your pocket, and when
you're part of an expanding community of supportive
Explorers
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Worry-free support and constant
innovation

Not only do you get training, ongoing support, and a growing
list of offers that provide free access to our service, but we're
also constantly looking for new ways to enhance the Aira
experience. Like Chloe, our Artificial Intelligence agent
Chloe is capable of handling basic tasks like reading, and is
always learning more. When you sign up with Aira, you'll
have the opportunity to purchase the Horizon Kit, preloaded
with Chloe - and ready to provide the ultimate hands-free

service
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Aira for Veterans

Enhance independence and empower Veterans to accomplish goals

@ United States Military Vetegans Talk About Their Aira Experiences
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° OBSTACLE-FREE AIRPORT - PRACTICES
Ongoing Activities
iBeacon System Application in Ataturk Airport

* iBeacon Project and design has been completed and Installation has

started
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Emrah Gurer f&#3, HSE Manager / PRM Manager, TAV Airports Holding Co.
Istanbul Terminal Operation Istanbul Ataturk Airport)
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Heathrow Access Advisory Group

"It matters that you don’t give up. Unleash your
imagination. Shape the future.”

Stephen Hawking
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Parking spaces for pregnant women and drivers with children
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