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(ii) The carrier’s procedures, con-
sistent with this part, concerning the 
provision of air travel to individuals 
with a disability, including the proper 
and safe operation of any equipment 
used to accommodate individuals with 
a disability. 

(2) The carrier shall also train such 
employees with respect to awareness 
and appropriate responses to individ-
uals with a disability, including per-
sons with physical, sensory, mental, 
and emotional disabilities, including 
how to distinguish among the differing 
abilities of individuals with a dis-
ability. 

(3) The carrier shall consult with or-
ganizations representing persons with 
disabilities in developing its training 
program and the policies and proce-
dures concerning which carrier per-
sonnel are trained. 

(4) The carrier shall ensure that per-
sonnel required to receive training 
shall complete the training by the fol-
lowing times: 

(i) For crewmembers subject to train-
ing required under 14 CFR part 121 or 
135, who are employed on the date the 
carrier’s program is established under 
§ 382.63, as part of their next scheduled 
recurrent training; 

(ii) For other personnel employed on 
the date the carrier’s program is estab-
lished under § 382.63, within 180 days of 
that date; 

(iii) For crewmembers subject to 
training requirements under 14 CFR 
part 121 or 135 whose employment in 
any given position commences after 
the date the carrier’s program is estab-
lished under § 382.63, before they as-
sume their duties; and 

(iv) For other personnel whose em-
ployment in any given position com-
mences after the date the carrier’s pro-
gram is established under § 382.63, with-
in 60 days of the date on which they as-
sume their duties. 

(5) Each carrier shall ensure that all 
personnel required to receive training 
receive refresher training on the mat-
ters covered by this section, as appro-
priate to the duties of each employee, 
as needed to maintain proficiency. 

(6) Each carrier shall provide, or re-
quire its contractors to provide, train-
ing to the contractors’ employees con-
cerning travel by individuals with a 

disability. This training is required 
only for those contractor employees 
who deal directly with the traveling 
public at airports, and it shall be tai-
lored to the employees’ functions. 
Training for contractor employees 
shall meet the requirements of para-
graphs (a)(1) through (a)(5) of this sec-
tion. 

(7) Current employees of each carrier 
designated as complaints resolution of-
ficials, for purposes of § 382.65 of this 
part, shall receive training concerning 
the requirements of this part and the 
duties of a complaints resolution offi-
cial within 60 days of the effective date 
of this part. Employees subsequently 
designated as complaints resolution of-
ficers shall receive this training before 
assuming their duties under § 382.65. All 
employees performing the complaints 
resolution official function shall re-
ceive annual refresher training con-
cerning their duties and the provisions 
of this regulation. 

(b) Each carrier operating only air-
craft with 19 or fewer passenger seats 
shall provide training for flight crew-
members and appropriate personnel to 
ensure that they are familiar with the 
matters listed in paragraphs (a)(1) and 
(a)(2) of this section and comply with 
the requirements of this part.

§ 382.63 Carrier programs. 
(a)(1) Each carrier that operates air-

craft with more than 19 passenger seats 
shall establish and implement, within 
180 days of the effective date of this 
part, a written program for carrying 
out the requirements of this part. 

(2) Carriers are not excused from 
compliance with the provisions of this 
part during the 180 days before carrier 
programs are required to be estab-
lished. 

(b) The program shall include the fol-
lowing elements: 

(1) The carrier’s schedule for training 
its personnel in compliance with 
§ 382.61; 

(2) The carrier’s policies and proce-
dures for accommodating individuals 
with a disability consistent with the 
requirements of this part. 

(c)(1) Major and National carriers (as 
defined in the DOT publication Air Car-
rier Traffic Statistics), and every U.S. 
carrier that shares the designator code
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of a Major or National carrier (as de-
scribed in 14 CFR 399.88), shall submit 
their program to the Department for 
review within 180 days of the effective 
date of this part. 

(2) The Department shall review each 
carrier’s program, which the carrier 
shall implement without further DOT 
action at the time it is submitted to 
the Department. 

(3) If the Department determines 
that any portion of a carrier’s plan 
must be amended, or provisions added 
or deleted, in order for the carrier to 
comply with this part, DOT will direct 
the carrier to make appropriate 
changes. The carrier shall incorporate 
these changes into its program and im-
plement them. 

(d) Other carriers shall maintain 
their programs on file, and shall make 
them available for review by the De-
partment on the Department’s request. 
If, upon such review, the Department 
determines that any portion of a car-
rier’s plan must be amended, or provi-
sions added or deleted, in order for the 
carrier to comply with this part, DOT 
will direct the carrier to make appro-
priate changes. The carrier shall incor-
porate these changes into its program 
and implement them.

§ 382.65 Compliance procedures. 
(a) Each carrier providing scheduled 

service shall establish and implement a 
complaint resolution mechanism, in-
cluding designating one or more com-
plaints resolution official(s) (CRO) to 
be available at each airport which the 
carrier serves. 

(1) The carrier shall make a CRO 
available to any person who complains 
of alleged violations of this part during 
all times the carrier is operating at the 
airport. 

(2) The carrier may make the CRO 
available via telephone, at no cost to 
the passenger, if the CRO is not present 
in person at the airport at the time of 
the complaint. If a telephone link to 
the CRO is used, TDD service shall be 
available so that persons with hearing 
impairments may readily communicate 
with the CRO. 

(3) Each CRO shall be thoroughly fa-
miliar with the requirements of this 
part and the carrier’s procedures with 
respect to individuals with a disability. 

(4) Each CRO shall have the author-
ity to make dispositive resolution of 
complaints on behalf of the carrier. 

(5) When a complaint is made to a 
CRO, the CRO shall promptly take dis-
positive action as follows: 

(i) If the complaint is made to a CRO 
before the action or proposed action of 
carrier personnel has resulted in a vio-
lation of a provision of this part, the 
CRO shall take or direct other carrier 
personnel to take action, as necessary, 
to ensure compliance with this part. 
Provided, That the CRO is not required 
to be given authority to countermand a 
decision of the pilot-in-command of an 
aircraft based on safety. 

(ii) If an alleged violation of a provi-
sion of this part has already occurred, 
and the CRO agrees that a violation 
has occurred, the CRO shall provide to 
the complainant a written statement 
setting forth a summary of the facts 
and what steps, if any, the carrier pro-
poses to take in response to the viola-
tion. 

(iii) If the CRO determines that the 
carrier’s action does not violate a pro-
vision of this part, the CRO shall pro-
vide to the complainant a written 
statement including a summary of the 
facts and the reasons, under this part, 
for the determination. 

(iv) The statements required to be 
provided in paragraph (a)(5) of this sec-
tion shall inform the complainant of 
his or her right to pursue DOT enforce-
ment action under this section. This 
statement shall be provided in person 
to the complainant at the airport if 
possible; otherwise, it shall be for-
warded to the complainant within 10 
calendar days of the complaint. 

(b) Each carrier shall establish a pro-
cedure for resolving written complaints 
alleging violation of the provisions of 
this part. 

(1) A carrier is not required to re-
spond to a complaint postmarked more 
than 45 days after the date of the al-
leged violation. 

(2) A written complaint shall state 
whether the complainant has contacted 
a CRO in the matter, the name of the 
CRO and the date of the contact, if 
available, and include any written re-
sponse received from the CRO.
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