16.0 ~ Ramp & Airside Aregs (continued)

16.2.3

16.2.4

16.2.5

16.2.6

716.3

16.3.1

16.3.2

16.3.3

16.3.4

16.35

16.3.6

16.3.7

16.3.8

16.32.9

i6.4

16.4.1

16.4.2

16.4.3

Bus and/or Mobile Lounge seating shall be clean and free of graffiti. {R}

Bus and/or Mobile Lounge windows shall be clean and free of streaks and smudges and free of dirt
and grime. {R}

Bus and/or Mobile Lounge carpet and floors shall be free of debris and stains and shall appear clean.

{R} '
Aircraft loading bridges shall be clean and free of debris and have a freshly washed appearance. (R}
Standards of Ramp Condition

Unserviceable equipment (motorized and non-motorized) shall not be stored at the Air Terminal.
Storage of such equipment is permitted on a temporary basis in cargo and/or compound areas, out
of sight of the general public, while scheduling the equipment’s removal from airport property. (R}

All service roads, as well as walkways and sidewalks shall possess clearly defined pavement markings.

{R}

All fences and barriers shall be well maintained, rust free and properly secured. {R}

All light fixtures shall be in working order with no visible broken parts. {R}

All ramp surface areas shall be smooth and free of potholes and weeds. {R}

All service roads shall be well maintained and free of potholes and weeds. {R}

Guard booths shall present a well-maintained appearance, free of clutter, debris and graffiti. {R}
Trash receptacles shall be in good condition, without dents, marks or peeling paint. {R}

All ramp surface areas shall be clearly marked to support marshalling program of both aircraft and
ground support equipment. {H)

Standards of Equipment Condition
Ground Support Equipment shall be parked and stored in clearly striped, designated areas. {R}

Ground Support Equipment shall be in good condition and in accordance with Port Authority
Police inspections. {R}

Bus and/or Mobile Lounge seating shall be free of rips, tears and broken parts. {R}
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16.0 - Ramp & Airside Areas (continued)

165

16.5.1

16.5.2

1653

16.5.4

16.5.5

16.5.6

16.5.7

16.5.8

16.5.9

76.6

16.6.1

16.6.2

Standards of Equipment Functionality
Buses and/or Mobile Lounges shall be in good working order. {R}

Buses and/or Mobile Lounges heating and air conditioning units shall be in working condition. {R}

Buses and/or Mobile Lounges shall not make excessive noise or give off unpleasant odors and fumes.

{R}
Communication equipment on Buses and/or Mobile Lounges shall be clear and audible. {R}
Ramp equipment and cargo including containers shall be staged in an orderly fashion. {R}

Ground Support Equipment shall be maintained in good working order with no obvious fuel, oil or
grease leaking on the ramp surface. {R}

Aircraft loading bridges shall be in good working order. (R}
Interline baggage transfer equipment shall be in good working order. {R}

Where applicable Terminal Operators shall provide clearly marked walkways from terminal to aircraft
so as to safely deplane and board passengers and flight crews. {R}

Signs, Directions, and information

Handwritten signs shall not be used and any temporary signs shall be consistent with Port Authority
Aviation Signing and Wayfinding Standards. {R}

Gate numbers shall be clearly marked and visible at all times. {R}
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17.0 - Assistance to Stranded Passengers

in order to implement and provide customer service during severe delays, a joint committee consisting of Terminal
Operators, Airlines and the Port Authority will establish an arrangement to house, feed and transport, or provide
cots, blankets and pillows to passengers during late night hours when such services are not usually available.

The Port Authority will arrange for the presence of necessary Port Authority service providers to fumish applicable
services during late night hours.

The Following Defines “Stranded Passengers”

Passengers are considered stranded on board an gircrafi, when an aircraft is delayed at a remote parking
position for more than two (2) hours on departure and one (1) hour on arrival, with no access to lavatories, food,
beverage, medical assistance or communication, or are unable to disembark or unable to be transported to a
terminal building.

Passengers are considered stranded inside a terminal, when a flight is delayed or cancelled and the airline or
terminal operator is unable to provide timely information on the status of the flight or alternate means of
accommadations. Passengers will also be considered stranded inside a terminal when they are unable to
arrange landside transportation for any number of reasons.

The Following Defines “Areas of Responsibility”

Assistance to arriving or departing passengers stranded on board an aircraft shall be the responsibility of the airline.
Assistance to departing or arriving passengers stranded inside a terminal is the responsibility of the airline, and in
some cases the Terminal Operator or the Port Authority. Airlines shall be responsible for providing accurate and up
to date information to the general public. The Port Authority of NY & NJ has pledged to assist airlines during flight
delay situations. PAPRICA (Port Authority Passenger Recovery in Cooperation with the Airlines) is the guideline
airlines shall use during flight delays.

177 Assistance {o passengers stranded on board an aircraft

17.1.1 Passengers shall be informed, in a timely and frequent manner, of existing traveling conditions, whether
a delay or cancellation, and the arrangements to deplane the aircraft when stranded on board an aircraft
for two (2) hours or longer. {H}

1712 Passengers shall be provided with essential needs such as food, water, heat and air conditioning and
restroom facilities on board. {H}
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17.0 - Assistance to Stranded Passengers (continued)

i7.2

17.2.1

172.2

17.2.3

1724

17.3

17.3.1

17.4

17.4.1

Assistance to passengers stranded inside the terminai

Airlines and/or terminal operators shall keep passengers informed of known delays, cancellations and
diversions with frequent announcements as established by each airline. {R}

In accordance with airline’s and/or terminal operator's procedures, food, refreshments, restroom facilities
and medical assistance shall be made available as required. {H}

In accordance with airline procedures, reascnable efforts shall be made to safeguard the travel of
passengers with down line connections and reservations including making alternate arrangements
as required. {R}

Airlines are encouraged to provide passengers with any additional services as required by federal
regulation{R}

Passengers with Reduced Mobility

Special attention shall be provided to passengers with reduced mobility (PRM) or special needs such
as the elderly, disabled, passengers with medical conditions, unaccompanied minors, passengers with
young children and passengers speaking foreign languages. {H}

Arriving fiight information provided to the general public

Airlines and/or terminal operators shall have a responsibility to provide accurate and timely information
to the general public including but not limited to scheduled time of arrival, estimated time of arrival,
notices (or announcements) explaining reason for flight delay, cancellation or diversion, and updating
the arrival information recorded messages and all electronic flight information systems on a timely basis.

{R}
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18.0 - AirTrain Stations and Vehicles

18.1 Standards of Cleaniiness

Stations: Interior

18.1

N

18.1.2

18.1.3

18.14

18.1.5

18.1.6

18.1.7

18.1.8

18.1.9

18.1.

18.1.

18.1.

18.1.

18.1.

18.1.

18.1.

18.1.

10

Seating shall be clean and free of stains. {R}

Floors shall be free of debris and stains and shall appear clean. {R}

All floor mats shall be clean and properly aligned. {R}

Al planters shall be clean and free of dust and debris. {R}

Windowsills shall be free of dust and debris. {R}

Windows and doors shall be clean and free of streaks and smudges. (R}
Trash receptacles shall be clean and not overflowing. {R}

Wialls shall have a clean appearance, free of dirt and marks. {R}

Floors shall be dry, free of spills or water. {H}

Ceilings shall be dust free and unsoiled. {R}

Light fixtures and assemblies shall be clean and free of dust. {R}

Telephones and telephone areas shall be clean and free of debris. (R}
Pictures, frames, directories and advertising shall be clean and free of dust and graffiti. (R}
Heating and air conditioning units shall be clean and free of dust. {R}
Elevator cab walls and floors shall be clean and free of debris and graffiti. {R]
Escalators shall be clean and free of debris and graffiti. {R}

All Flight Information Display System (FIDS) and Train Information Display System (TIDS) monitors shall
be clean and free of dust. {R}
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18.0 ~ AirTrain Stations & Vehicles (continued)

Stations: Exterior

18.1.18

18.1.19

18.1.20

18.1.21

18.1.22

18.1.23

18.1.24

Trains:

18.1.25

18.1.26

18.1.27

18.1.28

18.1.29

18.1.30

18.1.31

18.1.32

18.1.33

18.1.34

18.1.35

Entrance and exit doors shall be clean and free of smudges, dirt and grime. {R}
Windows shall be free of streaks and smudges. {R}

Trash receptacles shall be clean and emptied to prevent the overflow of debris. {R}
Awnings, where present, shall be clean at all times. {R}

Walls shall be clean and free of graffiti. {R}

Light fixtures and assemblies shall be clean and free of dust. {R}

Seating shall be clean and free of stains. (R}

Exteriors shall be clean and have a freshly washed appearance. {R}

Pictures, frames, directories and advertising shall be clean, and free of dust and graffiti. {R}
Seating shall be clean and free of stains. (R}

Walls shall be clean and free of graffiti and scratches. {R}

Ceilings shall be dust free and unsoiled. {R}

Carpet shall be free of holes, rips, worn or frayed areas and flooring shall be free of large gouges, cracks,
gum and stains. {R}

Floors shall be dry, free of spills and water. {H}

Windows shall be free of streaks and smudges. {R}

Doors shall be clean. {R}

Light fixtures and assemblies shall be clean and free of dust. {R}

Passenger Information Display System (PIDS) monitors shall be clean and free of dust. {R}
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18.0 ~ AirTrain Stations & Vehicles (continued)

18.2 Standards of Condition

Stations: Interior

18.2.1  Seating shall be free of missing or broken parts. {R}

18.2.2  Tile and floors shall be free of large gouges, cracks and missing pieces. {H}

18.2.3  Floor mats shall be in good condition, without obvious wear and frays. {R}

1824  Planters shall be in good condition, free of any visible damage. (R}

1825  Windowsills shall be in good condition without any missing or broken pieces. {R}

18.2.6  Glass in windows and doors shall have no broken or cracked panes. {H}

18.2.7  Trash receptacles shall be in good condition with no dents, marks or peeling paint. {R}

182.8  Walls and columns shall be in good condition, free of marks, scuffs, dents or gouges. {R}

1829  Ceilings shall be in good condition, evenly aligned and free of visible damage. {R}

18.2.10  All light fixtures shall be in working order with no visible broken parts. {R}

18.2.11  Telephones and telephone areas shall be in good condition, with no broken pieces. (R}

18.2.12  Pictures, frames and advertising shall be in good condition, free from marks, scratches and missing or
broken pieces. {R}

18.2.13  Heating and air conditioning units shall be in good working condition. {H}

18.2.14  Escalators and elevators shall be in working condition. {R}

18.2.15  Flight Information Display System (FIDS) and Train Information Display Systern (TIDS) monitors shall be
in good condition, with no visible damage. {R}

18.2.16  Unattended baggage carts shall be returned to dispenser racks promptly or located so as not to impede
the flow of passengers or vehicles, and not allowed to collect in an unsightly manner. {R}

18.2.17  Employees’ personal belongings shall not be visible. {R}

18.2.18  Platform bumpers shall be free of tears and missing or broken parts. {H}
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18.0 ~ AirTrain Stations & Vehicles (continued)

Stations: Exterior

18.2.19

18.2.20

18.2.21

18.2.22

18.2.23

18.2.24

18.2.25

18.2.26

18.2.27

18.2.28

18.2.29

Trains

18.2.30

18.2.31

18.2.32

18.2.33

18.2.34

18.2.35

18.2.36

Sidewalks shall be smooth and free of large cracks or missing surface areas. {H}
Entrance and exit doors shall be in good working order. {R}

Windows shall be in good condition with no scratches, chips or broken pieces. {R}

Trash receptacles shall be in good condition, without dents, marks or peeling paint. {R}
Awnings, where present, shall be in good condition with no visible damage. {R}

Walls and columns shall be in good condition, free of marks, scuffs, dents or gouges. {R}

All light fixtures shall be in working order with all visible lamps operating and all burned out lights
replaced. {R}

Only authorized vehicles shall utilize restricted curb areas. {R}

Snow and ice shall be removed from walkways, roadways and guide ways to prevent any safety
hazard. {H}

Roadways shall be well maintained and free of potholes. {R}

Baggage carts shall be readily available. {R}

Exteriors of the frains shall be in good condition, free of visible damage. {R}

Pictures, frames and advertising shall be in good condition, with no marks, scratches or visible damage. {R}
Walls shall be in good condition, free of marks, scuffs, dents or scratches. {R}

Trains shall be in good working order and do not give off unpleasant fumes or noise. {R}

Seating shall be free of tears, rips or graffiti. {R}

Doors shall be in good working order. {H}

Passenger Information Display System (PIDS) shall be in good condition with no visible damage. {R}
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18.0 — AirTrain Stations & Vehicles (continued)

18.3 Standards of Functionality
Stations: interior

18.3.1 Flight Information Display System (FIDS) and Train Information Display System (TIDS), shall be clear,
visible and accurate. {R}

18.3.2  Elevator button lights and switches shall be operational. {R}

18.3.3  Each help phone on the platform and each elevator emergency phone or communication device shall
be in working condition. {H}

1834  Alllighting shall conform to the llluminating Engineering Society of North America (IES) standards as
they pertain to this area and activity. {H}

1835  Public address systems shall be clear and audible. {R}
Stations: Exterior

183.6  Unattended baggage carts shall be retumed to dispenser racks promptly or located so as not to impede
the flow of passengers or vehicles, and not allowed to collect in an unsightly manner. R}

183.7  All lighting shall conform to the Ifluminating Engineering Scciety of North America (IES) standards as
they pertain to this area and activity. {H}

Trains:
18.3.8  Waiting times at EWR shall not exceed:
« Three (3) minutes, between the hours of 1100 and 2000
= Four (4) minutes, between the hours of 0500 and 1100, and 2000 and 2400, and
* Twenty-four (24) minutes between 2400 and 0500
Waiﬁng times at JFK shall not exceed:
= Nine (9) minutes, between the hours of 0600 and 1430
= Nine (9) minutes, between 1430 and 0000

= Thirteen (13) minutes, between 0000 and 0600

Customer Care Airport Standards Manual - Fifth Edition July 2008



18.0 — AirTrain Stations & Vehicles (continued)

18.3.9

18.3.10

18.3.11

18.3.12

18.4

18.4.1

18.4.2

18.4.3

18.44

184.5

18.4.6

18.4.7

18.4.8

Air conditioning and heaters shall be in proper working condition and maintain appropriate
temperatures. (R}

Automated announcements shall be audible and up-to-date. {R}

Public Address systems shall be clear and audible. {R}

Each help phone, emergency phone or communication device shall be in working order. {H}
Signs, Directions, and Information

Route/destination signing shall be clearly posted. {R}

Drop-off and Pick-up points shall be clearly designated. {R}

Clear, visible and accurate signing shall be placed at key decision points and be consistent with Port
Authority Aviation Signing and Wayfinding Standards.{R}

Signing to gates, concourses and services shall be clear, visible and up-to-date. {R}

Flight Information Display System (FIDS), Passenger Information Display System (PIDS) and Train
Information Display System (TIDS) monitors shall be clear, visible and accurate. {R}

Handwritten signs shall not be used and all temporary signs must be consistent with Port Authority
Aviation Signing and Wayfinding Standards. {R}

Telephones and/or call boxes shall be easily identified. {R}

Maps and directories shall be accurate, up-to-date and be consistent with Port Authority Aviation Signing

and Wayfinding Standards. {R}
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18.0 - Assistance to Passengers with Reduced Mobility

Definition of “Passengers with Reduced Mobility”

Passengers with Reduced Mobility include, but are not limited to:

1. Persons with disabilities as defined by the American with Disabilities Act—An individual is “disabled"” if he or
she meets at least any one of the following tests:

He or she has a physical or mental impairment that substantially limits one or more of his/her major
life activities

s+ He or she has a record of such an impairment
¢ He or she is regarded as having such an impairment
2. Passengers traveling with children and infants, or unaccompanied minors.
3. Passengers that do not speak English.
4. Passengers’ requiring/requesting the aid of a mobility assistance representative.

Relevant Standards and Regulations

Relevant standards and regulations for accommodating Passengers with Reduced Mobility include, but are not
fimited to:

= The Air Carrier Access Act and the Department of Transportation rule (Title 14 CFR, Part 382).
*  The Americans with Disabilities Act

The International Civil Aviation Organization (ICAQ) Annex 9 that includes a number of Standards and
Recommended Practices (SARPs) concerning the access to air services and airport facilities by elderly
and disabled persons including revisions by the Facilitation Division (FAL/11).

< Transportation Security Administration Training.

Areas of Responsibility

a. For Passengers with Reduced Mobility requiring or requesting assistance, the airline and/or terminal
operator shall assist arriving Passengers with Reduced Mobility deplaning an aircraft and/or requiring
assistance from the aircraft to the curb/ground transportation center or another assistance provider.

b. The airline and/or terminal operator shall assist departing Passengers with Reduced Mobility requiring
assistance from the ticket counter and/or to board the aircraft.

Customer Care Airport Standards Manual « Fifth Edition July 2008 &9



9.0 - Assistance fo Passengers with Reduced Mobility (continued)

19.2

19.2.1

19.2.2

19.2.3

1924

18.25

19.2.6

19.2.7

19.2.8

19.2.9

i8.3

19.3.1

19.3.2

19.3.3

c. For Passengers with Reduced Mobility requiring or requesting assistance, the Port Authority shall
facilitate departing or arriving Passengers with Reduced Mobility between parking facilities and the
terminal buildings or between terminals.

d. The terminal operator shall provide amenities (concessions, restrooms, telephones, etc.) directories
of accessible areas, and clearly marked signing to facilities to accommodate Passengers with
Reduced Mobility.

Assistance to Passengers with Reduced Mobility by an Airline or Terminal Operator

Passengers with Reduced Mobility shall receive assistance in getting to and boarding the aircraft and
deplaning and getting to the curb in addition to making connections to other flights. {H)

Passengers with Reduced Mobility shall not be left unattended at any AirTrain platform or station. {H}

Employees shall receive the necessary training to assist in moving and transporting Persons with
Disabilities. {R}

Employees shall receive training in handling mability aids and assistive devices (electric wheelchairs,
respirator equipment, etc.) used by Persons with Disabilities. {R}

Airlines may require up to 48 hours advance notice to accommadate certain mobility aids and assistive
devices that require preparation time for transport (e.g, respirator hook-up or transportation of an electric
wheelchair on an aircraft). {R}

Unaccompanied minors shall not be left unattended. {H}

Employees shall be available to assist Passengers with Reduced Mobility who are unable to move
independently. {H}

Passengers with Reduced Mobility being dropped off shall be able to obtain assistance at the curbside
within five (5) minutes. {H}

Each terminal operator shall ensure that telephones equipped with telecommunication devices for the
deaf (TDD's) are provided and are clearly marked on directories and above the telephones. {R}

On-Airport Assistance to Passengers with Reduced Mobility

The Port Authority will make available para-transit or other special transportation services to Persons with
Disabilities who cannot use fixed route bus/rail service between terminal buildings. (R}

The fixed route bus/rail services shall be accessible as required by the Americans with Disabilities Act. {R}

The Ground Transportation Information and/or Help Centers shall provide information to Passengers
with Reduced Mobility using bilingual or multilingual brochures with internationally recognized symbols
and/or interactive display systems. {R}
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18.0 - Assistance to Passengers with Reduced Mobility (continued)

19.3.4

19.3.5

9.4

19.4.1

19.4.2

19.4.3

Unaccompanied minors shall not be left unattended in any parking facility or in an AirTrain station. {H}

Passengers with Reduced Mobility, who cannct move independently, shall not be left unattended in any
parking facility or in an AirTrain station. {H}

Provision of Wheelchairs to Passengers with Reduced Mobility

Each terminal shall provide wheelchairs to assist in the movement of Persons with Disabilities.
Wheelchairs shall meet the industry standards. {R}

Airlines shall each provide boarding wheelchairs and rams or mechanical lifts for boarding an aircraft not
affixed to a loading bridge. {R}

All wheelchairs may be subject to an inspection of:

a. Armrests—sharp edges, cracks, burrs on screw heads, protruding screws, secure fit and locks engage
squarely, all fasteners are present and tight;

b. Wheelchair back—upholstery for rips, tears and tautness; all attaching hardware is present and tight;
handgrips are tight and do not rotate on post; back-post brace joints are not cracked, bent or
damaged; safety belts are checked for fraying and hardware functionality;

c. Seats, cross braces and frames—upholstery for rips, tears and tautness; attaching hardware is present
and tight; check for stripped screws and burrs on screw heads; folding chairs should be checked for
sticking; cross braces are checked for bent rails or cracks and the center pin nut is present; front post
slides are straight; seat rail guides are present;

d. Wheel locks—securely engage the tire surface and prevent the wheel from turning; rubber tip
is present;

e. Large wheels—no wobbling or side-play indicating worn bearings; tires do not have excessive wear or
cracks; axles and axle-lock nuts are functioning properly;

f. Casters—check for signs of bending on sides and stems of forks and be sure stem is firmly attached to
fork; check stem bearings for excessive play both up and down as well as back and forward; check for
excessive wobble in bearings; check tire for excessive wear or cracks; and,

g. Footrest/leg rest—check frame for damage and confirm secure fit of locking mechanism; check for
sharp edges in foot plates and foot plate springs; proper operation for length adjustment hardware, all
hardware is present and proper tightness; foot rest bumpers are present.
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19.0 - Assistance o Passengers with Reduced Mobiiity (continued)

19.44

19.4.5

19.4.6

19.4.7

19.4.8

19.4.9

18.5

18.5.1

All wheelchairs shall be well maintained and in good condition. {R}

Each airline shall ensure that an adequate number of wheelchairs are available to meet the required
demand. {R}

All airline terminals shall provide an adequate number of electric carts to meet the required demand.

{R)

Al electric carts shall be in good condition, free of dents, ripped seating and any visible damage or
broken parts. {R}

All electric carts shall be equipped with an audible and visual alert signal to alert passengers to its’
presence. {R}

All electric carts shall operate in a safe manner that at no point compromises the safety of pedestrians in
the terminal. {H}

Signs, Directions and Information

All facilities and devices for Persons with Reduced Mobility shall be clearly marked and be consistent
with Port Authority Aviation Signing and Wayfinding Standards. {R}
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20.0 - Public Circulation and Queue Management

The Following Defines “Circulation Areas”

Circulation areas are comprised of publicly accessible areas inside or outside the terminal buildings occupied by
persons walking or standing, exclusive of those spaces required for organized passenger queuing. Circulation areas
include, but are not limited to, ticket lobbies, passenger waiting areas, food court concession areas, concourses,
corridors and hallways, sidewalks, escalators and moving walkways, and pedestrian bridges.

The Following Defines “Queuins Area”

Queuing areas are comprised of publicly accessible areas inside or outside the terminal building dedicated to the
organization of passengers waiting for service. Queuing areas include, but are not limited to, those areas dedicated
to accommodate passengers approaching ticket counters, security screening areas, Customs and Border Protection
areas, concessions, self-serve ticket kiosks, gate areas, information kiosks, and ground transportation areas.

Areas of Responsibility

20.1.2

a. Airlines shall manage the dirculation and queuing activity in their lease areas including boarding areas,
ticket counters, self-serve ticket kiosks, baggage offices, and other areas that are used by passengers to
queue for airline services which include areas that may fall outside an airline’s lease line.

b. Concession tenants shall manage the circulation and queuing activity within their respective
lease areas.

¢. The Terminal Operator and/or Airline shall manage circulation and queuing activity at passenger and
baggage security screening checkpoints,

d. The terminal operator or the Port Authority shall manage the circulation and queuing activity in all
public spaces not included in the lease areas of the airlines or other tenants.

e. Airline employees shall inquire of passengers at check-in queues regarding departure times and
destinations and shall assist passengers in resolving problems when lines are lengthy.

f. The terminal operator and/or airline shall manage and control the circulation and queuing activity in
their lease areas of the FIS with input from Customs and Border Protection.

Standards for Managing Passenger Circulation

Unattended baggage carts shall be returned to dispenser racks or removed so as not to impede the flow
of passengers. {R}

Objects shall not be placed or installed in a permanent or temporary manner that will obstruct circulation
requirements of persons with reduced mobility. (Refer to Standard 19.0). (R}
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20.0 - Public Circulation and Queue Management (continued)

20.1.3

20.1.4

20.1.5

20.1.6

20.1.7

20.1.8

20.1.9

20.2

202.1

20.2.2

20.2.3

202.4

2025

20.2.6

Objects shall not be placed or installed in a permanent or temporary manner that will obstruct primary
public flow paths, doorways, elevator/escalator entrances, and other public circulation areas. {R}

Objects shall not be placed or installed in a permanent or temporary manner in areas where passenger
flows must be maintained for purposes of providing public safety, including but not limited to stairways,
escalator deboarding areas, roadway curbsides and emergency exit lanes, corridors or access points. (R}

Objects shall not be placed or installed in a permanent or temporary manner that promotes the
development of a crowd that results in decreased public mability or an unsafe condition. {R}

Lighting in public circulation areas shall be provided in accordance with lluminating Engineering Society
of North America (IES) standards. {H}

Preventative maintenance of facilities, cleaning, or other routine activities shall be performed so as to not
interfere with primary public circulation paths. {R}

Provide and maintain adequate way finding to promote efficient public circulation. {R}

Objects shall not interfere with the public's visual field so as to affect public orientation and
understanding of designated flow paths. {R}

Standards for Managing Passenger Queuing Areas

Organized queuing procedures shall be developed and formalized queuing areas shall be provided in
locations where public queuing is likely to result in unsafe conditions, service stoppage, or an
impediment to adjacent passenger flows. (R}

Designated queuing areas shall be properly sized based on anticipated passenger use in each terminal
and shall be maintained to accommodate future public circulation and queuing demands. {R}

Public queues for a facility shall not extend beyond the tenant’s designated lease area unless authorized
by the Port Authority. {R} :

The Port Authority or terminal operators shall be notified if public queues are anticipated to obstruct or
are actually obstructing adjacent passenger flows in a manner that decreases public mobility or results in
an unsafe condition. {R}

The tenant shall actively manage public queues at locations where the massing of people could result in
an unsafe condition (e.g, adjacent to an escalator deboarding areas or curbside roadways) or impede
primary public flow patterns. {R}

Public queues shall not extend or be formed outside a terminal building where shelter is not available.

{H)
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20.0 - Public Circulation and Queue Management (continued)

20.3

20.3.1

20.3.2

2033

20.3.4

20.35

20.3.6

20.3.7

20.3.8

Stanchion Appearance and Locations
Placement of floor stanchions shall not interfere with public circulation, queuing or wayfinding. (R}

Stanchion belts should not exceed 7' in length between posts, be less than 2" in width, be less than
0.0275" thick and the post should not be less than 2" in diameter. {R}

Stanchion posts shall not exceed 40" in height, the bases shall not exceed 14" in diameter and any
stanchion post weight shall not exceed 28 Ibs. (R}

Stanchion belts and posts shall match in color, type and quality. The use of a combination of various
stanchions, ropes, belts, etc. is not permitted. {R}

Stanchion belts or ropes should never be tied together. {R}
Stanchions, ropes, “tensa barriers” shall be well maintained and in good repair. {R}

Stanchions, ropes, “tensa barriers” shall be arranged in a neat and orderly fashion and not stored in
public view. {R}

Stanchions, ropes, “tensa barriers” shall be clean and free of dust, tape and smudges. {R}
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21.0 - Orderly Evacuation and Resumption of Services

Definition of “Emergency Situation”

2111

21.1.2

21.1.3

21.1.4

21.15

21.1.6

21.1.8

a. An emergency situation is defined as any event that threatens, or has the potential to threaten, the life,
health, and safety of individuals at the airport. Emergency situations include, but are not limited to,
(a) fire, (b) security, () power outage, and (d) natural disaster.

b. Security emergencies include, but are not limited to, security breaches, threats against a specific facility
or airling, acts of violence in pre- or post-security areas, bomb threats, unattended baggage or parcels
and biological or chemical threats.

Airline Assistance

All airline employees and airline contractors shall be knowledgeable in terminal emergency and
evacuation procedures.

All aifline employees shall be familiar with airport emergency procedures.

In case of fire, power outage or natural disaster emergency, airline employees shall follow terminal
operator and Port Authority Police instructions for emergency procedures.

In case of a security emergency, airline employees and contract employees shall at the direction of the
Port Authority Police and the Transportation Security Administration (TSA) clear gates, boarding areas,
and holding areas of all people (passengers, employees and other airport visitors) in a safe orderly, and
efficient manner, and direct them to the nearest security checkpoint exit (or to the nearest emergency
exit.in the event of a fire emergency).

In case of a gate emergency involving an aircraft with passengers on board, airlines and FAA emergency
procedures shall apply.

Airlines shall at all imes have an on-duty employee designated as an “Emergency Representative” who
shall communicate effectively with the Port Authority Police, the TSA, the terminal operator and
customers and as applicable with Customns and Border Protection (CBP) to coordinate a safe orderly and
efficient evacuation in the event of an emergency situation.

The Emergency Representative shall communicate and coordinate effectively with the TSA, CBP, terminal
operators, and the Port Authority Police to inform airport customers of the nature of the emergency and
to ensure airport customer essential needs are met.

After a departure emergency situation subsides, the Emergency Representative shall provide the Port
Authority Police and the TSA flight departure information to effectuate an orderly and efficient re-
screening of passengers according to the priority of departing flights.
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21.0 - Orderly Evacuation and Resumption of Services (continued)

21.1.9

21.1.10

21.1.11

27.2

21.21

2122

21.2.3

21.24

21.25

21.3

21.3.1

21.3.2

21.3.3

After an arrival emergency situation subsides, the Emergency Representative shall provide the Port
Authority Police, terminal operator and as applicable Custom and Border Protection, arrival information to
effectuate an orderly and efficient deboarding and clearance of passengers, and what is being
communicated to other airport customers waiting in the baggage claim area.

Interational arriving passengers and flight crewmembers that have been cleared through Federal
Inspection Services (FIS), shall be directed to proceed with all other customers and employees when
evacuating the premises, as established in the CBP Continuity of Operations Plan. (COOP).

International arriving passengers and flight crewmembers that have not yet been cleared through FIS,
shall be evacuated in a manner established by the CBP's COOP. The Port Authority will be provided
with such plans, by the CBP, on an annual basis.

Airport Tenant Responsibilities
All airport tenants shall be knowledgeable in terminal emergency and evacuation procedures.
All employees of airport tenants shall be familiar with airport emergency procedures.

In case of fire, power outage or natural disaster emergency, airport tenant employees shall follow Port
Authority Police, or terminal operator instructions for emergency procedures.

In case of a security emergency situation, airport tenants shall clear their leased space of all customers
and employees in a safe, orderly, and efficient manner, and direct them to nearest security checkpoint
exit (or to the nearest emergency exit in the event of a fire emergency).

Airport tenants shall at all times have an on-duty employee designated as an “Emergency
Representative” who will communicate effectively with Port Authority Police, TSA, CBP, the terminal
operator and airport customers to coordinate a safe, orderly, and efficient evacuation of the airport
tenant’s leased space in the event of an emergency situation.

7SA Responsibilities
The TSA employees shall be knowledgeable in terminal emergency procedures.

All TSA employees shall be knowledgeable of all airport emergency procedures. Given that TSA
employees may work at a number of security checkpoints throughout the Port Authority Airport system,
TSA employees must be familiar with the airport emergency procedures at all terminals for each airport

In case of a security emergency situation, TSA employees shall coordinate with the Port Authority Police
and direct all airport customers and employees through the security checkpoint exit (or to the nearest
emergency exit in the event of a fire emergency) in a safe, orderly, and efficient manner.
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21.0 - Orderly Evacuation and Resumption of Services (continued)

2134

2135

21.3.6

- 21.4

21.4.1

2142

2143

2144

2145

21.4.6

21.4.7

In case of fire, power outage or natural disaster emergency, the TSA shall coordinate emergency
procedures with the Port Authority Police and the terminal operator to ensure an efficient and orderly
evacuation and re-screening of airport customers and employees and follow departure service -
resumption process. (See Standard 21.8)

TSA employees shall communicate effectively with airlines, terminal operators, and the Port Authority
Police to inform airport customners of the nature of the emergency and to ensure airport customer
essential needs are met.

After the emergency situation subsides, TSA employees shall communicate effectively with airline
Emergency Representatives, terminal operators, and the Port Authority Police to effectuate an orderly
and efficient security checkpoint re-screening process according to the pricrity of departing flights.

Terminal Operator Responsibility

All terminal operator and Port Authority employees shall be knowledgeable with terminal emergency
procedures.

All terminal operator and Port Authority employees shall be knowledgeable with airport emergency
procedures relating to their terminal.

In case of fire emergency, power outage or natural disaster emergency, the terminal operator and Port
Authority employees shall coordinate evacuation procedures with Port Authority Police, airlines, TSA,
airport tenants, CBP to ensure an efficient and orderly evacuation and resumption of services.

In the event of extended terminal services disruption caused by fire, power outage or natural disaster,
the terminal operator and the Port Authority shall implement contingency plans in coordination with Port
Authority Police, TSA, airlines, CBP and airport tenants.

In case of a security emergency situation, terminal operator and Port Authority employees shall at the
direction of the Port Authority Police direct all airport customers and employees through the security
checkpoint exit {or to the nearest emergency exit in the event of a fire emergency) in a safe, orderly, and
efficient manner.

The terminal operator or Port Authority shall at all imes have an on-duty employee designated as the
“Emergency Representative” who will coordinate with Port Authority Police, TSA, airline, CPB and airport
tenant emergency representatives during an emergency situation.

The terminal operator shall make frequent public announcements using the public address system (or
an alternative method if a public address system is unavailable) to inform airport customers of the
nature of the emergency and the steps airport customers must take to remain safe during the
emergency period.
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27.0 - Orderly Evacuation and Resumption of Services (continued)

21.4.8

21.4.9

21.4.10

21.4.11

271.5

21.5.1

21.6

21.6.1

21.662

21.6.3

21.64

When the emergency situation subsides and clearance has been given to terminal operator to re-enter
the terminal, the terminal operator shall immediately inform customers of the process to return safely to
the terminal areas.

When applicable, airlines, terminal operators, Port Authority and airport tenants shall keep airport
customers and employees informed by other communication methods, including but not limited to
Flight Information Display System (FIDS), website, emails and mobile phones.

By the end of January each year, terminal operators shall submit the most up-to-date safety and
evacuation plan for the terminal to the Port Authority, including the emergency contact listing, name,
phone and title.

Terminal operator's safety and evacuation plans shall be terminal specific to meet the needs of
customers, employees, airlines and tenants operating in that facility.

Communication and Public Announcements

Terminal operators shall keep airport customers informed during emergency situations. Terminal
operators shall maintain clear and effective communication with airport customers during emergency
situations by, among other methods, frequent public announcements, FIDS and other communication
methods as to the nature and seriousness of the emergency, the steps airport customers must take to
get to safety, and the steps airport customers must take to reenter the building/terminal when the
emergency situation subsides.

Directions and Assembly Locations

Terminal operators and the Port Authority shall identify all entry and exit points in the terminals, parking
garages, and AirTrain stations where airport customers and employees are to assembly in case of an
emergency.

Emergency evacuation markings are to be consistent with Port Authority sign and building code
standards.

Airport employees shall be aware of emergency situation assembly locations as delineated in
emergency evacuation plans and shall give airport customers clear and concise directions to assembly
locations during emergency situations.

In the event of an alarm for fire, all customers and tenants must exit the terminal building as directed by
the appropriate emergency response representative until the arrival of the Port Authority Police incident
commander at the nearest terminal exit. It is noted that the nearest terminal exit may place passengers
and employees on the tarmac and Emergency Representatives should work with the Port Authority
Police to ensure that passengers and employees remain in a safe location on the airside.
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21.0 - Orderly Evacuation and Resumption of Services (continued)

21.65

2166

2167

21.7

21.71

21.8

21.8.1

21.8

21.8.1

2182

21.70

21.10.1

21.10.2

If the nearest terminal exit places passengers and employees on public roadways, an Emergency
Representative should work with the Port Authority Police to ensure the assembly areas are safe for
passengers and employees to remain and allow for adequate access for emergency vehicles.

In the event of power outage or natural disaster requiring immediate evacuation of the terminal or a
portion thereof, clear and frequent instructions shall be communicated to the customers and employees
until the affected premises have been fully evacuated.

In the event of a security emergency, all customers and tenants must exit the sterile area. Customers
and tenants may therefore remain in non-secure areas such as ticketing and domestic baggage claim
areas rather than exiting the terminal building.

Departure Service Resumption Process

When the emergency situation subsides to the point where departure service resume, employees and
departing customers must be re-screened at the security checkpoint before re-entering the sterile area of
the terminal. Employees and passengers shall be re-screened n an orderly and efficient manner.
Employees that are essential for service to resume shall be re-screened according to the priority of
departing flights.

Departure Service Resumption Process

When the emergency situation subsides to the point where arrival service resumes, airline and airport
tenant employees should return immediately to their workstations to expedite the processing of arriving
passengers that could have been waiting for extended periods of time on an aircraft.

Passengers Needing Assistance
* Persons with Reduced Mobility are defined in Standard 19.0

Airport employees shall give pricrity assistance to persons with reduced mobility while exiting the
terminal/airport during emergency situations and upon re-entry to the terminal/airport when the
emergency situation subsides.

When required, public announcements shall be made in foreign language(s) and all uniformed airport
employees should come to the assistance of Persons with Reduced Mobility in need of specil
assistance during the evacuation and resumption of services.

First Aid Assistance

Airport employees shall give priority assistance to people requiring first aid and/or medical attention
outside the danger area.

Airport employees shall be knowledgeable of first aid stations in the terminal, and of medical facilities at
the airport and shall provide appropriate assistance to airport customers needing medical attention.
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22.0 - Cargo Services

In addition to the standards listed below, some elements of Ramp and Airside Areas, Standard 16.0 may apply to
the Cargo Services area.

22.1

22.1.1

22.1.2

22.2

22.2.1

2222

22.3

22.3.1

2232 -

2233
22.4

22.4.1

2242

224.3

Standards of Cargo Condition

All cargo, both import and export, must be adequately protected from weather-related elements during
the offloading process and subsequent drayage to the cargo warehouse. Plastic sheets are
recommended where applicable.

All import cargo must be delivered to the cargo warehouse and shall not remain on the ramp areas.
Standards of Equipment Functionality

Aircraft handling equipment should be positioned behind designated demarcation lines and safety areas
at least thirty (30) minutes prior to aircraft arrival on blocks.

Al aircraft handling equipment should be in good working order.
Standards of Ramp Unit Load Device (ULD) Handling

All ULD's shall be stored off the tarmac, preferably on ULD storage racks in a designated cargo
equipment area.

ULD's shall never be directly fork lifted at any time.
Slave dollies and loading vehicles and equipment shall be used when transporting ULD's.
Import Warehouse Operations

All cargo shall be processed and made available for customer pick-up within designated time frames but
no longer than four hours.

All cargo shall be stored in designated areas that are menitored to ensure prevention of theft
or pilferage.

All cargo shall be stored in designated areas that will facilitate the expeditious delivery to consignees.
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22.0 - Cargo Services (continued)

22.5.

2251

22.5.2

2253

22.6

22.6.1

2262

2263

22.6.4

22.6.5

22.7

2271

2272

22.73

2274

22.8

22.8.1

22.8.2

22.83

Export Warehouse Operations
All cargo must be checked-in and verified by supervisory staff.
All cargo must be staged or stored n areas designated for export cargo

Plastic sheets shall be used for export cargo loaded on non-structured ULD's to ensure protection from
weather related elements.

Dangerous Goods Handling
Warehouse dangerous goods areas shall be separated from other cargo handling areas.
Warehouse dangerous goods areas shall be clearly marked.

The handling of dangerous goods cargo shall be in accordance with IATA and ICAO current dangerous
goods regulations. '

Designated dangerous goods areas should have sub-areas segregated by class of dangerous goods.
Qualified personnel shall perform the acceptance of dangerous goods.

Valuable Cargo Handling

Locked vaults and similar type facilities shall be designated for high value goods.

Valuable cargo shall require a minimum of one (1) supenvisory warehouse staff and one (1) security
staff when handled for delivery, acceptance or handling.

Surveillance cameras or security staff shall monitor valuable cargo areas at all times.
Valuable cargo shall be handled in accordance with industry standards and best practices.
Vulnerable Cargo Handling

Locked cages and similar type facilities shall be designated for vulnerable cargo.

Vulnerable goods shall require a minimum of one (1) supervisory warehouse staff and one (1) security
staff when handled for delivery, acceptance or handling.

Surveillance cameras or security staff shall monitor vulnerable goods area at all times.
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22.0 - Cargo Services (continued)

22.8

22.9.1

22.9.2

2283

22.9.4

22.70

22.10.1

22.10.2

22,717

22.11.1

22.11.2

22.72

22121

22.12.2

22.13

22131

22.13.2

22.13.3

22.13.4

Perishable Cargo Handling
Perishable cargo shalf be handled in accordance with IATA Perishable Handling Regulations.

Refrigeration and climate control specifications must be maintained according to shipper or consignee
requirements.

Perishable cargo shall be stored in designated areas of the cargo warehouse.

Qualified personnel shall perform the acceptance of perishable cargo.

Live Animal Handling

Live animals shall be handled in accordance with IATA Live Animal Handling Regulations.
Live animals shall be handled in designated areas of the cargo warehouse.

Import Operations

All documents shall be processed in a timely manner when picking up cargo but not later than fifteen
(15) minutes.

All irregularities shall be documented.
Export Operations

Documentation shall be accepted and checked-in a timely manner, but not longer than fifteen
(15) minutes.

Cargo shall be manifested according to specific instruction provided prior to flight manifesting time
frames. '

Cargo Public Areas

All public areas shall be clean, well maintained and free of unpleasant odors.

All public areas shall be well lit with all light fixtures in working order with no visible parts.
Counters shall be neat, organized and clean.

Floors shall be clean and free of debris.
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22.0 - Cargo Services (continued)

22.714

22.14.1

22.14.2

22.14.3

22.14.4

22.15

22.16

22.17

22.17.1

22172

22.173

22.174

22.175

22.176

22177

22.78

22.18.1

22.18.2

Signs, Directions and Information

Handwritten signs shall not be used and all temporary signs shall be consistent with the Port Authority
Aviation Signing and Wayfinding Standards.

Muminated signs shall be in proper working order.
There shall be no unauthorized postings.

Airline and general tenant names shall be clearly posted and be consistent with the Port Authority
Aviation Signing and Wayfinding Standards.

Signs shall clearly identify location of sevices provided.

All signs shall be clearly visible to customers,

Landside Parking

An adequate number of custorners parking shall be provided based on facility specifications.
All designated customer parking shall be well marked.

Customer parking areas shall be in good‘ condition, free of potholes and debris.

All designated truck parking shall be well marked.

Truck parking areas shall be in good condition, free of potholes and debris.

Truck parking shall be free of object that may impede the flow of goods into the warehouse.
All striping demarcations shall be visible.

Landside Truck Docks

All truck dock doors shall be well fist with all light fixtures in good working order with no visible broken
parts.

All truck dock doors sh<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>