N
American ¢_

NEWS RELEASE

In settlement with DOT, American Airlines reiterates
commitment to customers traveling with wheelchairs
and mobility devices

2024-10-23

FORT WORTH, Texas — American Airlines today formally reached a settlement with the U.S. Department of
Transportation (DOT) to continue the airline’s significant actions to improve the travel experience for customers

traveling with wheelchairs and mobility devices.

American has a long-standing commitment to serving passengers with disabilities. In 2023, American served more
than 8 million passengers who requested assistance, and transported more than 146,000 wheelchairs and other
personal mobility devices. American provides these services in accordance with all regulations free of charge and in
challenging airport environments around the world where weather, air traffic control, and other complexities can
make travel difficult for all passengers. In recognition of the special challenges passengers with disabilities face, in
2024 alone, American invested more than $175 million in services, infrastructure, training and new technology to

help ease their journey and transport their specialized equipment.

The impact of these investments is clear. In 2023, when American received more than 8 million requests from
customers for wheelchair assistance, less than 0.1 percent (or less than 1 in every 1,000) of these customers
submitted a disability-related complaint to American. Further, customer claims for mishandled wheelchairs and
scooters have declined by more than 20% over the last two years. Despite American’s best efforts, if a wheelchair or
other mobility device is damaged or delayed during a customer’s journey, American pays for or provides repairs,
replacements and loaners. The vast majority of cases are resolved directly with the passenger, without a lawsuit or

the passenger escalating the matter to the DOT for resolution.
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“This year, American invested over $175 million in service, infrastructure and training to improve the travel
experience for customers traveling with wheelchairs or other mobility devices,” said Julie Rath, Senior Vice President
of Airport Operations, Reservations, and Service Recovery at American. “Today’s agreement reaffirms American’s

commitment to taking care of all of our customers.”

AMERICAN'S INVESTMENTS IN
IMPROVING TRAVEL FOR
CUSTOMERS USING WHEELCHAIRS

AND MOBILITY DEVICES

e As aresult of American’s recent investments, the airline has improved its wheelchair and scooter handling
rate by more than 20% since 2022.

e American's disability-related complaint rate for wheelchair assistance services is less than 0.1% - which
means there is less than one complaint for every 1,000 requests for wheelchair assistance. American is
working to get that number to zero.

e American became the first U.S. airline to launch an automated tag for mobility devices, which will ensure
more accurate and consistent information for team members handling the devices and provide enhanced
visibility of the devices throughout the customer travel journey.

e American has delivered wheelchair movers to all of its hubs and gateways and invested in wheelchair lifts at

more than 20 airports, with five more expected to be in place by the end of the year.

Despite these improvements, there are instances where the service the airline provides is disrupted, untimely, or
results in harm to the passenger or their equipment. American takes all these complaints and claims seriously, and
it works hard to remediate them. The airline investigates every complaint, providing customers with written
responses. American routinely provides compensation to dissatisfied customers — including via trip credits, miles,

vouchers and cash — to make the situation right.

You can view a fact sheet on American’s investments in improving travel for people with wheelchairs and mobility

devices.

About American Airlines Group

As a leading global airline, American Airlines offers thousands of flights per day to more than 350 destinations in
more than 60 countries. The airline is a founding member of the ONneworld® alliance, whose members serve more
than 900 destinations around the globe. Shares of American Airlines Group Inc. trade on Nasdaq under the ticker
symbol AAL. Learn more about what's happening at American by visiting news.aa.comand connect with

American @AmericanAir and at Facebook.com/AmericanAirlines. To Care for People on Life’s Journey®.
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https://news.aa.com/news/news-details/2024/American-Airlines-becomes-first-US-airline-to-launch-automated-tag-for-mobility-devices-OPS-OTH-07/default.aspx
http://news.aa.com/files/doc_downloads/Mobility-Device-Handling-One-Pager.pdf
http://news.aa.com/
https://twitter.com/AmericanAir
https://www.facebook.com/AmericanAirlines

