BHDCA questionnaire on the treatment of passengers with reduced mobility (PRM) at the international airports in Bosnia and Herzegovina
1. If your mobility is reduced, did you receive adequate assistance at the airport during your trip?
☐ Yes   
☐ No   
If the answer is negative, please state the name of the airport.
	


2. Did the airport have disability aids available for you?
☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


3. Did the airport operator provide you with the necessary assistance up until boarding the aircraft?
☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


4. Does the airport's website contain information about the assistance available at the airport and how this assistance can be provided?
☐ Yes 
☐ No
If the answer is negative, please state the name of the airport.
	


5. Were you allowed to be accompanied by your assistance dogs at the airport? 

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


6. Did you receive the necessary assistance at the airport in such a way that you were able to:
a) pre-notify your arrival at the airport and request assistance at designated points inside and outside the terminal building: 

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


b) move from a designated point to the check-in counter:

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


c) check in and register your baggage:

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


d) move from the check-in counter to the aircraft, with completion of emigration, customs and security screening:

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


e) board the aircraft with the provision of lifts, wheelchairs or other assistance needed, as appropriate:

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


f) go from the aircraft to the baggage hall and retrieve baggage, with completion of immigration, customs and security procedures:

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


g) go from the baggage hall to a designated point:

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


h) reach connecting flights when in transit, with assistance on the air and land sides:

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


i) reach the toilet, as needed;

☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


7. Please mark the types/categories of services that you were not satisfied with.
The booking process (denied booking, assistance with arrangements, lack of information, etc.)

☐  Lack of assistance/inadequate assistance at departure airport

Name of the airport:

	


☐ Lack of assistance/inadequate assistance at arrival airport
Name of the airport:

	


☐ Lack of assistance/inadequate assistance on board the aeroplane
Name of the airport:

	


☐ Denied boarding
Name of the airport:

	


☐ Loss of, or damage to, mobility equipment at the airport
Name of the airport:

	


☐ Assistance dogs
Name of the airport:

	


Other (please specify) or additional information:
	


8. In cases of ‘Denied boarding’ – what is the reason for this? Please mark all applicable answers.
☐ The mobility or other equipment belonging to the passenger exceeded the allowed limitations and/or was rejected.
☐ Inadequate or no assistance at the departure/arrival airport
☐ Change of aeroplane
☐ Assistance dog was denied boarding
Other (please specify) or additional information:
	


9. Were you able to use the following facilities without difficulty at the airport:
☐ Toilets
☐ Restaurants
☐ Shops 

☐ Communication equipment
☐ Check-in counters and check-in kiosks
If the answer is negative, please state the name of the airport.

	


10. Did you have priority when boarding the aircraft? 

☐ Yes 

☐ No
11. Are there parking spaces provided for you at the airport that are located in the first line and are therefore closest to the passenger terminal?
☐ Yes 

☐ No
If the answer is negative, please state the name of the airport.
	


12. Are you satisfied with the service at the international airports in Bosnia and Herzegovina? 
☐  Yes
☐  No
 If the answer is negative, please state your reasons.
	


13. Is there a case that you would like to comment on, share experiences about, or suggest a way to improve the service with regards to passengers with reduced mobility?
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