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Guiding Principles

* Goals
— SEA most accessible airport in the USA
— Exceed accessibility requirements
— Innovative leader in aviation accessibility
— Align with SEA brand promise

* Areas of Focus
— Facilities
— Customer Service
— Engagement




Accessibility is Continuous Improvement Process
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* Interdepartmental effort since
2018 following Open Doors
Organization Evaluation

* Ongoing engagement with SEA
Accessibility Advisory Committee

e 70% of recommendations are
complete or in progress
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FACILITY UPDATES



Sensory Room Opened April 2021

| am consistently overwhelmed by all of
the very intense and persistent sensory O
feedback involved in travel. | also have a
very hard time with standing all the time,
and sitting in hard chairs. The sensory
room is genuinely incredible. The first
time | found it was an accident, and |
called three of my disabled friends to let
them know that it existed. Two of them
have since let me know that it was
immensely helpful in easing their travel.”

- Passenger feedback



Sensory Room

| just want to say how amazing It is that this room exists. | have been autistic all my life, and at 19, this was of the very
first time | ever felt accommodated in the world. It is a wonderful, necessary room and | am so, so thankful that it exists.
| found it on accident, because | am often looking for a quiet dark spaces away from everyone. | loved being able to
takeoff my shoes, wear my headphone ear protection without people staring judgmentally, and rock and stim as
needed. Thank you so much.” — Passenger feedback




Service Animal Relief Areas

e New Indoor and Outdoor Facilities
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WHEELCHAIR AND

SCOOTER USERS

To ﬂnfi your luggage, look for your airline
a|_1d flight number on the Baggage Information
Display monitors near each carousel.

®
&&)) Ground Transportation Information, Call

The Port of Seattle strongly recommends Accessible - i 1 206-787-5906
that all wheelchairs and scooters be secured Loadi"_g Zoge L : 4 ] : ol @ For Wheelchair Taxi, Call 206-432-9030 J
. O R B s e = f y. i A
while the vehide is in motion. Skybridg - ~ Tl Dot Sl
For Wheelchair = y - il Security Checkpoint 2
5 g ; ; A“fg;ﬁ';;;g;g o - © All Gates
Driver is trained to secure wheelchairs and scooters. ‘ ’ . ! Nearest to: € Gates OO

O,‘,:LEAR © SEA SPOT SAVER
There is increased risk of tipping when riding on a
scooter while the vehicle is in motion, even when
secured. Passengers able to sit independently on

bench seating are encouraged to do so.

Wheelchair
Assistance

Contact your Airline or Prospect

at (206) 246-1550 to request assistance.

Port =

of Seattle




Accessible Seating
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CUSTOMER SERVICE UPDATES



Customer Service Background

» Systematic approach

At Seattle-Tacoma International

Airport (SEA), we promise to

T Programs + Services create through a passionate
. . service culture, an elevated travel
— Staff Tram'ng experience that’s inspired by the
original nature of the
— Customer Pacific Northwest

Communication
— Customer Feedback
— Quality Assurance




* Programs + Services
— Sunflower Lanyards
— Wheelchair Service

e Staff Training
— E-learning
— Digital Staff Training

Programs + Staff

EXCELLENT CUSTOMER SERVICE
FOR PEOPLE WITH DISABILITIES




Customer Communication + Feedback

e Customer Communication
— Leveraging technology
— Pre-visit and on-site resources

e Customer Feedback
— QR Code Surveys

— Business Intelligence
Wheelchair Study

Seattle-Tacoma Care

E International
PN airport

HOME SEAAIRPORT ~ MARITIME ~  BUSINESS ~ COM

INITY ABOUT ~

SEA Airport /| Accessibility at Sea-Tac Airport / Accessible Transportation

Accessible Transportation

A COVID-19 and travel at SEA Airport  More Information ©
pono=Ea

Personal Vehicle Drop-Off

Loading areas are marked with blue signs and located along the drives. The curbs along
the upper and lower drives at SEA for departures and arrivals are being updated to meet
current code requirements for accessibility, both by creating curb cuts or eliminating the
curb altogether. More parking information is available on our accessible parking page

Ifin need of wheelchair service to the ticketing counter, please contact Prospect Airport
Services at (206) 246-1550 upon your arrival. For wheelchair service from the ticketing
counter to your gate, please contact your airline directly to make a reservation prior to
your arrival at the airport. Visit the Airline Accessibility Page for airline contact
information. Airlines coordinate wheelchair services from ticket counters to departure gates, and from arrival gates to the
baggage claim.

Accessible Taxi Services

e Taxi and flat rate vehicle services to and from the airport offer wheelchair
accessible vans. SEA has expanded the fleet to include five additional licenses for
wheelchair-accessible taxis.

Taxi and flat rate vehicle services to and from the airport offer wheelchair
accessible vans. Taxis drop off on the departures level, or a location most
convenient for the passenger. To request a wheelchair taxi, please contact ABM

Taxi Service at (206) 432-9030.

Sunflower Lanyards

Sunflower Lanyards

Sunflower lanyards discreatly signal to
airport staff that the wearer, or a membaer in
the group. has a hidden disability and may
need additional support and patience.

The optional and complimentary program
provides staff with the opportunity for more
targeted supporl. Sunflower lanyards are
recognized at a growing number of US
airports, including Miami (MIA),
Minneapolis-St. Paul (MSP). Orlando
(MCO), San Jose (SJC), and many more!

More details on this growing program at
www.hiddendisabilitiesstore.com

Other
Accessible
Airport
Amenities

Visit SEA's Sensory Room al the train
station level under the A concourse. This
calming space is for those who may feel
overwhelmed, overstimulated, or need lo
recanter.

Step-by-step directions available at
www.portseattle.org/maps

@ SEA

Security Screening and
Social Story Resource

Prepare for your travels 72-hours in advance
with TSA Cares, a helpline that provides
travelers with disabilities, medical conditions,
and other special circumstances additional
assistance during the security screening
process. You can call TSA cares at (B855)
T87-2227

And, check-out SEA’s Social Story, aimed
al the autism community, and other
accessibility resources at bit. ly/SEAccess

Share your story!
We're eager to elevate E
[

your experience.

Connect with our
Customer Care team to i
share your feedback

with us!




Quality Assurance Program

* Supports SEA Customer
Service Standards Manual Welcome to SEA *’;'/"Q
¥/

Curbside

* A tool to evaluate customer

S Claim Ticketing 2
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ENGAGEMENT UPDATES



Disability Community Engagement

e SEA Accessibility Advisory
Committee

* Regular outreach with
disability community
members and organizations

e External Relations initiatives




Aviation Industry Advocacy

* Sunflower Lanyard
Working Group leadership

* Conference participation

HIDNEN 2%

* Podcast participation S '* aisabnivies O

* Aviation industry
publications AIRPORT

COOPERATIVE
RESEARCH

PROGRAM 'T:..?EP!?.[‘?!E'_.?




Conclusion and Next Steps

* Ongoing commitment to becoming most -
accessible airport in the nation

— 2021 FAA Civil Rights Partner award
— 4 Star Skytrax recognition

* Looking forward to in 2022

— Increasing awareness of programs and amenities

International

— Expanding volunteer roster ; = AT

Airport

— Auditing terminal facility ' Your 4-Star Airport

*

— Continued engagement with SEA AAC and
disability community
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