
 

 

 

 

PRESS RELEASE 
 

Travelport launches global campaign to encourage more support for 
airline passengers with intellectual disabilities 

 

- Campaign allied to the Special Olympics World Summer Games 2019 targets greater use of the DPNA Special 

Service Request code1, used to alert airlines when a traveler has an intellectual or developmental disability and 

needs assistance 

- Company discovered exceptionally low use of the code across the world in 2018 

- Poll of travel agents revealed just 24% are aware the code exists 

- Code awareness campaign set to reach more than 100,000 travel agents in over 30 countries 

- Content to be displayed over 3.5 million times to travel agents 

- IATA calls for all member airlines to implement correct codes for disabled passengers on their systems 

March 06, 2019: Travelport (NYSE:TVPT), the leading travel commerce platform, today announced it has 
launched a global campaign to improve awareness and use of the DPNA Special Service Request (SSR) 
code, which can be used by travel agents, among others, to alert airlines when a passenger has intellectual or 
developmental disability and needs assistance. 
 
The campaign was initiated after Travelport found evidence of exceptionally low use of the code on bookings 
made through its global distribution system (GDS). GDS are vast hi-tech reservation networks that allow travel 
agents, travel management companies and large corporations, to search and book airline seats, hotel rooms, 
rental cars, and other travel related items. Despite registering more than 250 million flight bookings through its 
GDS globally in 2018, and an estimated 200 million people worldwide having an intellectual disability (2.6% of 
the global population), the code was used just 4,309 times (approximately 0.0015% of total flight bookings). A 
poll of 136 of travel agents, conducted by Travelport, revealed just 24% know the code exists. 
 
Travelport’s six-month long campaign will reach more than 100,000 travel agents in over 30 countries. It 
features electronic direct mails (EDMs) as well as ‘sign on alerts’ and graphical ‘prompts’ delivered through 
the company’s flagship Travelport Smartpoint tool, which is used by travel agents, among others, to search 
and book airline seats, hotel rooms and more. The EDMs and ‘sign on alerts’ are being shown to its travel 
agent partners globally, while the ‘prompts’ are activated when a consultant is at the booking stage of a flight 
to over 30 of the most popular destinations in the world such as London, New York, Sydney and Delhi. 
 
The ‘prompts’ are also being shown when any flight is about to be booked to or from the United Arab 
Emirates, the country hosting the Special Olympics World Summer Games 2019 this month. Travelport has 
also created a campaign webpage (www.travelport.com/travelunified), which provides guidance for travel 
agents on talking to travelers about intellectual disabilities and associated assistance. 
 
The digital media used to reach travel agents during the campaign is typically sold by Travelport to travel 
providers, like airlines and hotels, as advertising space. The company has allocated over USD 100,000 worth 
of slots for the DPNA SSR code awareness campaign, which will run until 31 August 2019. Content from the 
campaign will be displayed to travel agents more than 3.5 million times, making it one of the biggest digital 
media campaigns the company has ever executed. 
 
Gordon Wilson, President and Chief Executive Officer of Travelport, said: “Travel can be a particularly 
challenging time for people who require special assistance, so once we discovered such low use of the DPNA 
SSR code, we decided to take action. Our point of sale, Travelport Smartpoint, with all of its graphical and 
prompted capabilities offers the perfect channel to reach and remind travel agents across the world of the 
existence of this facility, enabling them to work in better partnership with our airline customers in the service of  
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these travelers. We hope this campaign will not only make a difference in the travel industry but act as a 
catalyst for other organizations to investigate how their industry or the industry they serve can better support 
people with intellectual disabilities and make improvements where needed.” 
 
SSR codes are used in the airline industry to communicate traveler preferences or needs, such as requests 
for wheelchair assistance, to airlines. They are delivered through standardized four-letter codes defined by the 
International Air Transport Association (IATA). The DPNA code needs to be accompanied by additional 
descriptive free text, so the airline understands the support required. Once an IATA member airline has 
received the code, a response acknowledging the request is mandatory. 
 
Linda Ristagno, External Affairs Manager at IATA, said: “We introduced the DPNA SSR code to assist 
persons with intellectual and developmental disabilities. We are delighted that Travelport has launched this 
awareness campaign and encourage all our member airlines and travel agents to properly use this and all the 
other IATA disability codes to ensure that the appropriate support to our valued passengers is provided.” 
 
Emma Hawkins, Director of Education at Jigsaw Trust, a registered charity based in the United Kingdom that 
provides facilities, services and resources to educate and support people with autism, has a stepson with 
Autism Spectrum Disorders (ASD). As such, she’s had first-hand experience of the assistance that airlines 
typically provide for passengers with intellectual or developmental disabilities and understands how important 
arranging specialized assistance for these passengers can be. 
 
“Not all intellectually disabled people need to get on a flight first with noisy or crying children, and not all need 
to get on last,” said Emma. “In my stepson’s case, once he’s with an established group, he wants the group to 
stay together. We are a big family and can often arrive at the airport in a group of six or eight. If that’s the 
case, he wants us all to stay together. So, when the airline says my stepson plus one can get on the plane, 
can go through security and passport control without queueing, that is no good to us.” 
 
"There is no 'one-size-fits-all' solution that airports and airlines can apply that is going to improve the travel 
experience for people like my stepson. This is why the ability to enter specific details of both the passenger’s 
intellectual disability and the assistance needed when booking a flight goes a long way to setting expectations 
upfront," said Emma. 
 
Linda Celestino, Vice President, Guest Service and Delivery, Etihad Airways, said: “As the official airline 
partner of the Special Olympics World Summer Games 2019, we are proud to support the use of the DPNA 
Special Service Request to enhance visibility for our Airport and Cabin Crew teams when assisting People of 
Determination. In preparation for Special Olympics team travel across the Etihad network, our teams have 
received additional training on how to best support guests with intellectual disabilities.” 
 
Asim Arshad, Group Chief Executive Officer at Orient Travel and Tourism Agency said: “We fully support 
Travelport’s campaign. SSR codes play an important role in ensuring that our customers receive the best 
possible flight experience and all need to be considered in the booking process. We are happy to act on this 
initiative and ensure that all of our consultants, as a standard part of the booking discussion, ask customers if 
any of the traveling party has an intellectual or physical disability and needs special assistance from the 
airline. Asking the question is the first step to ensuring appropriate support is provided. We encourage all 
travel agents across the world to follow suit.” 
 
The Special Olympics World Summer Games 2019, which starts on Thursday 14 March and runs until 
Thursday 21 March, celebrates the abilities and accomplishments of people with intellectual disabilities and 
aims to foster a new global vision of acceptance. The event is on par with the traditional Olympics in terms of 
nations represented, number of athletes competing, quality of competition venues, and scope of involvement 
by the host country and city. The 2019 Games will feature 7,000 athletes representing a record 170 countries. 
They will come to Abu Dhabi to demonstrate their skill and determination on the field of play in 24 sports,  
 



 

 

 
 
while more than 500,000 spectators cheer them on and millions more fans around the globe are connected to 
every race and event. 
 
Dr. Yousef Al Hammadi, Chief Intelligence Officer at Special Olympics World Games Abu Dhabi 2019, said: 
“We are excited to see companies such as Travelport getting inspired by the values of the Special Olympics 
movement and creating innovative solutions to help improve everyday experiences and quality of life for 
People of Determination. The World Games are a catalyst for change, and this initiative is a wonderful 
example of how we can build a legacy of inclusion long after the Closing Ceremony.” 
 

-ENDS- 
 
About Travelport (www.travelport.com) 
 
Travelport (NYSE: TVPT) is the technology company which makes the experience of buying and managing 
travel continually better.  It operates a travel commerce platform providing distribution, technology, payment 
and other solutions for the global travel and tourism industry. The company facilitates travel commerce by 
connecting the world’s leading travel providers with online and offline travel buyers in a proprietary business-
to-business (B2B) travel marketplace.   
 
Travelport has a leadership position in airline merchandising, hotel content and distribution, car rental, mobile 
commerce and B2B payment solutions. The company also provides critical IT services to airlines, such as 
shopping, ticketing, departure control and other solutions. With net revenue of over $2.5 billion in 2018, 
Travelport is headquartered in Langley, UK, has approximately 3,700 staff and is represented in 180 countries 
and territories. 
 
About ITQ (itq.in)  
 
InterGlobe Technology Quotient (ITQ), a strategic business unit of InterGlobe Enterprises is a large Indian 
conglomerate holding leadership positions in Aviation, Hospitality and Travel related services. Established in 
1989 and headquartered in Gurugram, InterGlobe through its various businesses employs more than 22,000 
professionals globally.  
 
ITQ is an official distributor of Travelport in 6 markets across Asia Pacific region including India, Sri Lanka. 
Headquartered in Gurgaon, the company provides cutting edge travel technology solutions with unmatched 
inventory options to its customers helping them increase their productivity and business efficiency.  
 
With an extended network nearly 400 cities having 19 dedicated offices and 14 REPs, InterGlobe Technology 
Quotient reaches out to over 36,000 agency terminals, with two nationalised service centres and 16 training 
centres having state-of-the-art infrastructure and facilities matching international standards. 
 
Travelport Media Contacts: 
 
Julian Eccles (based in the UK) 
Vice President, PR and Corporate Communications 
Tel: +44 (0)7720 409 374 
julian.eccles@travelport.com 

 

Henry Jakins (based in the UAE) 
Head of Communications, Europe and APACMEA 
t +971 50 107 0018 
Henry.Jakins@travelport.com 
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For Further information please contact: 
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Taruna Soni | ITQ | +91 124 428 4800 | marketing@galileo.co.in 
 
 


