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• This presentation is a brief summary of key requirements; not all 

nondiscrimination requirements are addressed here – particularly for 

procedures Title III entities

Notice
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• Sec. 504 of the Rehabilitation Act of 1973 (504)

– 49 CFR §27.7(c)

• Americans with Disabilities Act of 1990 (ADA)

– 28 CFR §§ 35.160, 36.303(c)

Authorities for Effective Communication
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• Must ensure communication with people with disabilities is as effective 

as communication with others

• Required for people with disabilities and companions with disabilities.
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What is Effective Communication



• Must furnish appropriate auxiliary aids and services

• Must furnish aids and services at no charge 

• Examples:

– Qualified sign language interpreter

– Qualified cued-speech interpreter

– Qualified tactile interpreter

– Real-time captioning (CART)

– Video remote interpreting (VRI)

– Written materials

– A printed script

Auxiliary Aids and Service Requirements
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• How to determine auxiliary aide or service needed:

– Required to give requestor’s choice primary consideration

– Evaluate interaction 

• Nature, length, complexity and context

• What not to do:

– Do not require individual to bring their own interpreter

– Do not ask accompanying children or adults to interpret, except in 

emergencies, and no interpreter is available

Effective Communication
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• Fundamental alteration

• Undue burden

Effective Communication Limitations
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Questions
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Contact Information

Airport Disability Compliance Program

2300 E. Devon Avenue, Suite 440

Des Plaines, IL 60018

Phone: (847) 294-7209

Email: 9-AGL-ADA-504@faa.gov

Jonathan Klein (Jonathan.Klein@faa.gov)  

Team Lead, Specialist for Alaskan and Western-Pacific regions

Elisha Luyeho (Elisha.Luyeho@faa.gov) 

Specialist for Southwest and Southern regions

Ty Thomas (Tyrone.Thomas@faa.gov) 

Specialist for Great Lakes, Central, and Northwest Mountain regions

Vacant – contact Jonathan, Elisha, or Ty

Specialist for New England and Eastern regions
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Effective Communication:

A Holistic Approach

Laurel Van Horn, VP Director of Programs

Open Doors Organization

12th Annual FAA National Civil Rights 

Training Conference for Airports, 8/24/2021



ODO Aviation Initiatives

• Universal Access in Airports—since 2006

• ODO/ACI Training—Online & Classroom

• Disability Awareness, Accommodating Passengers 

with Disabilities Worshop

• Airport Audits & Awareness Training

• Airline and Service Company Training – CRO, etc.

• Advisory Boards—Airlines, Airports, TSA, IATA, ACI

• ACRP Research—Wayfinding (Report 177), Innovative 

Solutions to Facilitate Accessibility (Report 210), 

Assessing Airport Programs (01-48)



2020 ODO/Harris Poll Market Study

• Conducted June-July with focus on travel over a 2-year 

period, 2018-19 (pre-COVID)

• Overall, 70% of adults with disabilities traveled long 

distance, the same as in earlier studies (2015, 2005, 2002)

• These 27 million travelers took 81 million trips and spent 

$58.7 billion on just their own travel, up from $34.6 billion 

in 2014-15

• 38% of adults with disabilities took at least one flight, 

spending $11 billion, a $2 billion increase from 2014-15

• Three-quarters of travelers (76%) used the Internet to 

support their travel needs, and 65% used apps/functions 

on mobile devices when traveling



2020 ODO/Harris Poll - Obstacles

• 70% of air travelers encountered major obstacles at 

airports, up from 65% in 2015



Holistic Approach—For Each Touchpoint
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User Needs—Disability +

• Main disability types

• Physical (mobility, dexterity)

• Visual (blind, low vision)

• Auditory (deaf, hard of hearing)

• Cognitive (developmental, autism, 

dementia, etc.)

• Language (foreign language, low 

literacy) – LEP/Title VI

• Older adults—may have multiple 

functional limitations

• Post-COVID—increased anxiety/stress

Hidden disability 

pictogram



Two Main Disability “Typologies”

Require Assistance

• Need help with baggage, 

mobility or wayfinding

• May need assistance 

throughout or only at some 

journey points

• Pre-trip—need to know how 

to book assistance and get 

help on arrival to airport

• Onsite—Communication by 

service staff is key to a 

positive experience

Self-Assisted

• Function independently or 

assisted by companion

• Rely on effective 

communication pre-trip and 

throughout the airport 

journey, esp. for wayfinding

• What amenities/services are 

available to enhance 

independence?

• If a need for assistance 

does arise, how can they 

request it?



Pre-Trip Planning & Communication

• Pre-trip planning is critical for travelers with disabilities 

who need to be sure that their essential needs will be met 

• Websites

• Follow current WCAG Guidelines and test with users

• Ensure content covers all disability types and is easy to 

locate

• Social Media (Facebook, Twitter, etc.) – 2-way exchange

• Call Center

• Provide multiple means to contact: call, text, live chat, social 

media, email, feedback form

• Provide disability awareness training for all agents



Onsite Communication—Touch Points
• Includes communication by other entities—ground transport 

providers, airlines, service providers, TSA, vendors, etc. 

Airport 

touch 

points

+ Emergency & 

Irregular Operations 

Communications



Onsite Assessment—Best Practices

• Conduct “lived experience” exercise to discover gaps in 

communication/services/facilities (PANYNJ, PDX, YWG)

• Seek ongoing input from disability advisory board members 

and employees (ATL, LAX, MSP, PDX, SEA)

• Mine social media for disability-related comments and conduct 

surveys (online, intercept) (ATL, YYZ, LHR)

• Prioritize needed changes (short, medium, long-term) 

• Filling gaps in service and means to request service

• Changes to signage, static and digital

• Auxiliary technologies—Video remote interpreting (VRI), apps, hearing 

loops, etc.

• Environmental/infrastructural changes—lighting, glare, acoustics

• Training for front-line staff, volunteers, first responders

• Contractual requirements and standards for ground transportation 

providers, airlines, service companies and concessionaires



Positive Trends

• Touchless solutions that allow customers to 

use their own devices for check-in, food 

ordering/delivery, inflight entertainment

…but non-tech options are still necessary

• Hearing loops are catching on, esp. at airports 

that serve many retirees like Sarasota and 

Phoenix

• Aira, the wayfinding app for persons with 

vision loss, is now available free at approx. 

30 U.S. airports.

• Awareness of hidden disabilities is growing 

with 26 airports in N. America now offering 

sunflower lanyards that allow travelers to self-

identify 

Sunflower lanyard 

and ID



Challenges to Communication

• Social distancing and masks have 

made communication more difficult, 

esp. for those with hearing, vision and 

cognitive disabilities

• New technologies hold promise…but 

only if all needs are addressed in 

design/installation

• Biometric kiosks

• Food service QR codes, tablets, apps

• At many airports, “accessibility” is still 

siloed, i.e., not an integral part of 

planning, design, IT and customer 

experience

QR codes—hard to 

locate by persons with 

vision loss



Resources: Airport Cooperative Research Program

• ACRP Synthesis 51: Impacts of Aging Travelers on Airports, 

http://www.trb.org/Publications/Blurbs/170493.aspx

• ACRP Report 177: Enhancing Airport Wayfinding for Aging 

Travelers and Persons with Disabilities, 

http://www.trb.org/ACRP/Blurbs/176718.aspx

• Includes digital tool: Wayfinding/Accessibility Audit Checklist

• ACRP Report 210: Innovative Solutions to Facilitate Accessibility 

for Airport Travelers with Disabilities, 

http://www.trb.org/Publications/Blurbs/180345.aspx

• ACRP Report 201: Airport Emergency Communications for People 

with Disabilities and Others with Access and Functional Needs, 

http://www.trb.org/Publications/Blurbs/179335.aspx

http://www.trb.org/Publications/Blurbs/170493.aspx
http://www.trb.org/ACRP/Blurbs/176718.aspx
http://www.trb.org/Publications/Blurbs/180345.aspx
http://www.trb.org/Publications/Blurbs/179335.aspx


Questions?

For additional information:

Open Doors Organization

http://opendoorsnfp.org

www.opendoorsnfp.org laurel@opendoorsnfp.org

773-388-8839 Chicago        773-818-7838 Mobile

Thank You!

http://www.opendoorsnfp.org/
mailto:laurel@opendoorsnfp.org
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An estimated 14% of adults ages 20 to 
69 have some level of hearing loss, 
according to the national Centers for 
Disease Control and Prevention.

Improving the airport terminal travel 
experience for Deaf, Deaf-Blind, and 
Hard of Hearing people



Customer Service & 
Technology

Using technology to communicate is innate 
and natural for people who are Deaf, Hard 
of Hearing, and people with disabilities in 
general. Technology oftentimes is the 
primary way we can communicate to 
others and to reduce misunderstandings. 
As well as independently navigate the 
place we are in without the need to ask for 
help.

A live chat on the main 
webpage is also a great 
additional alternative to a 
physical information booth 
since it allows passengers to 
ask information before or 
during their travel and 
reduces misunderstandings

Hearing loop signage at 
information booths to 
indicate they are 
available.

Courtesy phone with 
volume control available 
for use by airport users / 
customers



Masks

Website
Having accessibility 
on the main page 
ensures information 
can be easily found 
and readily accessed. 
This allows a person 
with disability to do 
their research 
beforehand or at the 
airport if they are 
seeking assistance 
such as finding 
SARAs, finding their 
“route” through the 
airport ahead of 
time, or general 
information fact 
finding.

Masks with a clear 
shield around the 
mouth allows people 
who are Deaf, Hard of 
Hearing, or people with 
Hearing Loss to see the 
other person’s mouth to 
try to lip-read. Note: lip-
reading not always an 
effective way of 
communicating.

Information Kiosks
Information kiosks with interactive 
maps that are placed around high 
traffic areas are helpful for 
travelers, especially layover 
travelers to find information on the 
airport and accessibility features 
that are indicated on the map such 
as SARAs room locations, Hearing 
Loops locations, where to find Video 
Remote Interpreting and Video 
Relay Services for people who uses 
sign language.



Hearing Loop System

A hearing loop is a special 
type of sound system for 
use by people with hearing 
aids. The hearing loop 
provides a magnetic, 
wireless signal that is picked 
up by the hearing aid when 
it is set to ‘T’ (Telecoil) 
setting.

The hearing loop consists 
of a microphone to pick 
up the spoken word; an 
amplifier which processes 
the signal, and the loop 
cable, a wire placed 
around the perimeter of a 
specific area to act as an 
antenna that radiates the 
magnetic signal to the 
hearing aid.

Hearing loop being 
installed at the Baggage 
Claim area while 
undergoing renovations

Hearing loop being 
installed at the 
Commission Chambers 
conference room while 
undergoing renovations



General Restrooms

When a restroom is closed for 
cleaning and maintenance, a ribbon 
strip clearly shows the restroom is 
closed and an electronic screen near 
the entrance points out where the 
nearest restroom is. This reduces 
questions for custodial staff and 
provides clear information for 
alternative locations.

The Nursing Mothers / 
Lactation room is locked 
for security reasons.  Staff 
must be contacted to 
access the room.  A TTY 
telephone is available for 
people who uses sign 
language to request 
access and speak with a 
staff member.

Assistance can be 
requested by a push 
of a button and/or 
automatically by 
sensor, and no 
communication is 
required through a 
speaker or phone.

Adult Changing 
Room

Nursing Mothers / 
Lacation Room



Video Relay Interpreting 
(VRI)

Connects a hearing person to a sign language 
interpreter through a computer, tablet, or a phone to 
communicate with a person who uses sign language in 
real time and in-person.

Ideas and Suggestions on How to use VRI:

●At information booths for airport staff to be able 
to assist a person who uses sign language

●At gate areas for communication between the 
traveler / customer and the airline’s gate agent at 
the gate to inform of weather / mechanical delays 
or gate changes.

●At TSA / Custom areas to use during questioning.

American sign language (ASL) has its own grammar 
and syntax structure which makes it unique and 
different from English. A Deaf person or person who 
uses sign language as their primary language may 
struggle with understanding what is being said using 
English language. It is always beneficial and reduces 
misunderstanding and stress while traveling if they are 
able to use their natural and native language to 
communicate with another person.



Visual Paging System 

Suggestions on visual paging screen locations:

●At information booths for travelers to check and see 
messages

●At all arrival & departure information screens so 
travelers can check or see while checking their 
connecting flight information.

●In high traffic areas

The best apps for accessibility usually are found on 
people’s personal devices. People are most 
comfortable using their own apps since they know 
how to use, operate, and troubleshoot them. Apps use 
quite a bit of battery, so charging stations are essential 
for people with disabilities to recharge their devices. 
Ensure the charging station is also accessible for 
people using a wheelchair.

Charging Stations



Customer 
Service 
Programs

Hidden Disabilities Sunflower Lanyards
The internationally known program helps people with 
hidden disabilities discreetly inform others – through the 
use of a Sunflower printed lanyard (or another Sunflower-
branded worn item) – that they have a disability that may 
not be readily apparent. The Hidden Disabilities Sunflower 
indicates to anyone approaching – especially those in 
customer service roles – that the person wearing it may 
need more assistance and that their patience is 
appreciated.

Navigating MSP
A regional program which helps people with disabilities or 
a fear of flying feel comfortable with traveling prior to 
travel day. Airport staff simulates the process, including 
check in, going through security, navigating MSP airport to 
the gate, and finally boarding an aircraft.

Navigating MSP also offers an app, using the traveler’s 
personal phone or tablets to help them become familiar 
with the airport while at home and for reminders at the 
airport.



•For people with Low Vision and people 
who are Blind

•Connects to a live sighted person who 
sees through a camera in a “glasses” 
device and relays information to the 
wearer

•Allows users to navigate on their own 
without requesting assistance from the 
airport passenger service companies

•Paid service / subscription
•Free to use on MSP airport property
•In use since 2019



Promoting Equitable 
Access for All Airport 

Users

CONNECTING WITH OUR CUSTOMERS

State Services for the Blind

(SSB)

Minneapolis Advisory 

Committee on People with 

Disabilities

Muscular Dystrophy Association
Minnesota Office

Deaf and Hard of Hearing 

Services (DHHS)

Confucius Institute 

St. Cloud State University



Andrew 
Palmberg

Questions, Comments, Thoughts?

andrew.palmberg@gmail.com

Improving the airport terminal travel 
experience for Deaf, DeafBlind, and 
Hard of Hearing people
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	line staff, volunteers, first responders


	•
	•
	•
	Contractual requirements and standards for ground transportation 
	providers, airlines, service companies and concessionaires
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	Positive Trends
	Positive Trends


	•
	•
	•
	•
	•
	Touchless solutions that allow customers to 
	use their own devices for check
	-
	in, food 
	ordering/delivery, inflight entertainment



	…but non
	…but non
	-
	tech options are still necessary

	•
	•
	•
	•
	Hearing loops are catching on, esp. at airports 
	that serve many retirees like Sarasota and 
	Phoenix


	•
	•
	•
	Aira
	, the wayfinding app for persons with 
	vision loss, is now available free at approx. 
	30 U.S. airports.


	•
	•
	•
	Awareness of hidden disabilities is growing 
	with 26 airports in N. America now offering 
	sunflower lanyards that allow travelers to self
	-
	identify 
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	Sunflower lanyard 
	and ID
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	Challenges to Communication


	•
	•
	•
	•
	•
	Social distancing and masks have 
	made communication more difficult, 
	esp. for those with hearing, vision and 
	cognitive disabilities


	•
	•
	•
	New technologies hold promise…but 
	only if all needs are addressed in 
	design/installation


	•
	•
	•
	•
	Biometric kiosks


	•
	•
	•
	Food service QR codes, tablets, apps



	•
	•
	•
	At many airports, “accessibility” is still 
	siloed
	, i.e., not an integral part of 
	planning, design, IT and customer 
	experience
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	QR codes
	QR codes
	QR codes
	—
	hard to 
	locate by persons with 
	vision loss
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	Resources: Airport Cooperative Research Program


	•
	•
	•
	•
	•
	ACRP Synthesis 51: Impacts of Aging Travelers 
	on Airports, 
	http://
	http://
	Span
	www.trb.org/Publications/Blurbs/170493.aspx



	•
	•
	•
	ACRP Report 177: Enhancing Airport Wayfinding for Aging 
	Travelers and Persons with Disabilities, 
	http://www.trb.org/ACRP/Blurbs/176718.aspx
	http://www.trb.org/ACRP/Blurbs/176718.aspx
	Span



	•
	•
	•
	•
	Includes digital tool: Wayfinding/Accessibility Audit Checklist



	•
	•
	•
	ACRP Report 210: Innovative Solutions to Facilitate Accessibility 
	for Airport Travelers with Disabilities, 
	h
	Span
	ttp://www.trb.org/Publications/Blurbs/180345.aspx
	ttp://www.trb.org/Publications/Blurbs/180345.aspx
	Span



	•
	•
	•
	ACRP Report 201: Airport Emergency Communications for People 
	with Disabilities and Others with Access and Functional Needs, 
	http://www.trb.org/Publications/Blurbs/179335.aspx
	http://www.trb.org/Publications/Blurbs/179335.aspx
	Span






	Slide
	Span
	Questions?
	Questions?
	Questions?


	For additional information:
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	Open Doors Organization
	Open Doors Organization

	http://opendoorsnfp.org
	http://opendoorsnfp.org

	www.opendoorsnfp.org
	www.opendoorsnfp.org
	www.opendoorsnfp.org
	Span

	laurel@opendoorsnfp.org
	laurel@opendoorsnfp.org
	Span
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	An estimated 14% of adults ages 20 to 
	An estimated 14% of adults ages 20 to 
	69 have some level of hearing loss, 
	according to the national Centers for 
	Disease Control and Prevention.
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	Improving the airport terminal travel 
	experience for Deaf, Deaf
	-
	Blind, and 
	Hard of Hearing people
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	Technology
	Span


	Using technology to communicate is innate 
	Using technology to communicate is innate 
	Using technology to communicate is innate 
	and natural for people who are Deaf, Hard 
	of Hearing, and people with disabilities in 
	general. Technology oftentimes is the 
	primary way we can communicate to 
	others and to reduce misunderstandings. 
	As well as independently navigate the 
	place we are in without the need to ask for 
	help.


	A live chat on the main 
	A live chat on the main 
	A live chat on the main 
	webpage is also a great 
	additional alternative to a 
	physical information booth 
	since it allows passengers to 
	ask information before or 
	during their travel and 
	reduces misunderstandings


	Hearing loop signage at 
	Hearing loop signage at 
	Hearing loop signage at 
	information booths to 
	indicate they are 
	available.


	Figure
	Figure
	Courtesy phone with 
	Courtesy phone with 
	Courtesy phone with 
	volume control available 
	for use by airport users / 
	customers
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	Span
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	Having accessibility 
	Having accessibility 
	Having accessibility 
	on the main page 
	ensures information 
	can be easily found 
	and readily accessed. 
	This allows a person 
	with disability to do 
	their research 
	beforehand or at the 
	airport if they are 
	seeking assistance 
	such as finding 
	SARAs, finding their 
	“route” through the 
	airport ahead of 
	time, or general 
	information fact 
	finding.


	Figure
	Masks with a clear 
	Masks with a clear 
	Masks with a clear 
	shield around the 
	mouth allows people 
	who are Deaf, Hard of 
	Hearing, or people with 
	Hearing Loss to see the 
	other person’s mouth to 
	try to lip
	-
	read. Note: lip
	-
	reading not always an 
	effective way of 
	communicating.


	Information Kiosks
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	Information Kiosks
	Span


	Information kiosks with interactive 
	Information kiosks with interactive 
	Information kiosks with interactive 
	maps that are placed around high 
	traffic areas are helpful for 
	travelers, especially layover 
	travelers to find information on the 
	airport and accessibility features 
	that are indicated on the map such 
	as SARAs room locations, Hearing 
	Loops locations, where to find Video 
	Remote Interpreting and Video 
	Relay Services for people who uses 
	sign language.
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	Hearing Loop System
	Span


	A hearing loop is a special 
	A hearing loop is a special 
	A hearing loop is a special 
	type of sound system for 
	use by people with hearing 
	aids. The hearing loop 
	provides a magnetic, 
	wireless signal that is picked 
	up by the hearing aid when 
	it is set to ‘T’ (
	Telecoil
	) 
	setting.


	The hearing loop consists 
	The hearing loop consists 
	The hearing loop consists 
	of a microphone to pick 
	up the spoken word; an 
	amplifier which processes 
	the signal, and the loop 
	cable, a wire placed 
	around the perimeter of a 
	specific area to act as an 
	antenna that radiates the 
	magnetic signal to the 
	hearing aid.
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	Hearing loop being 
	Hearing loop being 
	Hearing loop being 
	installed at the Baggage 
	Claim area while 
	undergoing renovations
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	Hearing loop being 
	Hearing loop being 
	installed at the 
	Commission Chambers 
	conference room while 
	undergoing renovations
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	General Restrooms
	General Restrooms
	Span


	When a restroom is closed for 
	When a restroom is closed for 
	When a restroom is closed for 
	cleaning and maintenance, a ribbon 
	strip clearly shows the restroom is 
	closed and an electronic screen near 
	the entrance points out where the 
	nearest restroom is. This reduces 
	questions for custodial staff and 
	provides clear information for 
	alternative locations.


	The Nursing Mothers / 
	The Nursing Mothers / 
	The Nursing Mothers / 
	Lactation room is locked 
	for security reasons.  Staff 
	must be contacted to 
	access the room.  A TTY 
	telephone is available for 
	people who uses sign 
	language to request 
	access and speak with a 
	staff member.


	Assistance can be 
	Assistance can be 
	Assistance can be 
	requested by a push 
	of a button and/or 
	automatically by 
	sensor, and no 
	communication is 
	required through a 
	speaker or phone.


	Figure
	Textbox
	P
	Span
	Adult Changing 
	Room
	Span
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	Nursing Mothers / 
	Nursing Mothers / 
	Span
	Lacation
	Span
	Room
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	Video Relay Interpreting 
	Video Relay Interpreting 

	(VRI)
	(VRI)


	Connects a hearing person to a sign language 
	Connects a hearing person to a sign language 
	Connects a hearing person to a sign language 
	interpreter through a computer, tablet, or a phone to 
	communicate with a person who uses sign language in 
	real time and in
	-
	person.


	Ideas and Suggestions on How to use VRI:
	Ideas and Suggestions on How to use VRI:
	Ideas and Suggestions on How to use VRI:
	Span

	●
	●
	●
	●
	At information booths for airport staff to be able 
	to assist a person who uses sign language


	●
	●
	●
	At gate areas for communication between the 
	traveler / customer and the airline’s gate agent at 
	the gate to inform of weather / mechanical delays 
	or gate changes.


	●
	●
	●
	At TSA / Custom areas to use during questioning.




	American sign language (ASL) has its own grammar 
	American sign language (ASL) has its own grammar 
	American sign language (ASL) has its own grammar 
	and syntax structure which makes it unique and 
	different from English. A Deaf person or person who 
	uses sign language as their primary language may 
	struggle with understanding what is being said using 
	English language. It is always beneficial and reduces 
	misunderstanding and stress while traveling if they are 
	able to use their natural and native language to 
	communicate with another person.
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	Visual Paging System 
	Visual Paging System 


	Suggestions on visual paging screen locations:
	Suggestions on visual paging screen locations:
	Suggestions on visual paging screen locations:
	Span

	●
	●
	●
	●
	At information booths for travelers to check and see 
	messages


	●
	●
	●
	At all arrival & departure information screens so 
	travelers can check or see while checking their 
	connecting flight information.


	●
	●
	●
	In high traffic areas




	The best apps for accessibility usually are found on 
	The best apps for accessibility usually are found on 
	The best apps for accessibility usually are found on 
	people’s personal devices. People are most 
	comfortable using their own apps since they know 
	how to use, operate, and troubleshoot them. Apps use 
	quite a bit of battery, so charging stations are essential 
	for people with disabilities to recharge their devices. 
	Ensure the charging station is also accessible for 
	people using a wheelchair.
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	Charging Stations
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	Customer 
	Service 
	Programs
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	Hidden Disabilities Sunflower Lanyards
	Span

	The internationally known program helps people with 
	The internationally known program helps people with 
	hidden disabilities discreetly inform others 
	–
	through the 
	use of a Sunflower printed lanyard (or another Sunflower
	-
	branded worn item) 
	–
	that they have a disability that may 
	not be readily apparent. The Hidden Disabilities Sunflower 
	indicates to anyone approaching 
	–
	especially those in 
	customer service roles 
	–
	that the person wearing it may 
	need more assistance and that their patience is 
	appreciated.
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	Span

	A regional program which helps people with disabilities or 
	A regional program which helps people with disabilities or 
	a fear of flying feel comfortable with traveling prior to 
	travel day. Airport staff simulates the process, including 
	check in, going through security, navigating MSP airport to 
	the gate, and finally boarding an aircraft.

	Navigating MSP also offers an app, using the traveler’s 
	Navigating MSP also offers an app, using the traveler’s 
	personal phone or tablets to help them become familiar 
	with the airport while at home and for reminders at the 
	airport.
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	•
	•
	•
	•
	•
	For people with Low Vision and people 
	who are Blind


	•
	•
	•
	Connects to a live sighted person who 
	sees through a camera in a “glasses” 
	device and relays information to the 
	wearer


	•
	•
	•
	Allows users to navigate on their own 
	without requesting assistance from the 
	airport passenger service companies


	•
	•
	•
	Paid service / subscription


	•
	•
	•
	Free to use on MSP airport property


	•
	•
	•
	In use since 2019
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	Promoting Equitable 
	Access for All Airport 
	Users
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	Minneapolis Advisory 
	Committee on People with 
	Disabilities
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	Deaf and Hard of Hearing 
	Services (DHHS)
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