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14 CFR Part 382
Training/CROs/Complaints




Airline Training Requirements under
Part 382
(see 382.141 thru 382.145)

e Airlines must train to proficiency all personnel who deal with the traveling
public, as appropriate to the duties of each employee. Airlines must also
train their contractors’ employees or ensure that the contractors do so.

* An airline must consult with organizations representing persons with
disabilities when developing its training program and its policies and
procedures.

* All personnel required to receive training must receive refresher training
at least once every three years (although CROs must receive annual
refresher training).




Complaints and Enforcement Procedures under Part

382
(see 382.151 thru 382.159)

e Airlines that provide service using aircraft with 19 or more
passenger seats, must designate one or more Complaint
Resolution Officials (CROs), and make the CRO available to

consumers either by phone or in person, on request and at no
charge to the passenger.

e CROs must be thoroughly familiar with Part 382 and have the
authority to resolve complaints promptly, although CROs need
not be given the authority to countermand the decision made
by a pilot-in-command for safety reasons.



Complaints and Enforcement Procedures under Part

382
(see 382.151 thru 382.159 cont.)

e Airlines must send a dispositive written response to
any disability complaint (conveyed either orally or in
writing) within 30 days of its receipt, specifically
admitting or denying a violation of Part 382, and

advising the passenger of his/her recourse to contact
DOT.

e DOT investigates all written disability complaints and
enforces compliance



Complaint recordkeeping and reporting under
Part 382

 U.S. and foreign carriers with at least one aircraft
with a designed seating capacity of more than 60
seats must record all written disability-related
complaints received (only refers to complaints
regarding flight segments to/from U.S. for foreign
carriers)

e Both U.S. and foreign carriers must categorize
complaints by type of disability and nature of
complaint



Complaint recordkeeping and reporting under
Part 382 cont.

 Both U.S. and foreign carriers must submit an
annual report to DOT summarizing such
complaints

 Both U.S. and foreign carriers must retain such
complaint files for three years
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