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General

Air New Zealand continues its commitment of working to meet the needs of our
customers who have disabilities or access needs, recognising we still have progress
to make across the design and delivery of our products and services.

Accessibility is an ongoing focus across our organisation. Over the past three years,
we have taken steps to better understand the experiences of our customers through
research, direct engagement, and feedback. These insights are helping to shape
how we design, build, and deliver our products and services.

We are working to embed accessibility more consistently across the customer
journey - from digital channels and communications to airport environments, onboard
experiences, and the way our services are delivered. This includes strengthening our
internal capability through training and guidance, improving how we capture and
respond to customer needs, and working closely with industry partners and disability
communities.

We are supported by dedicated teams who provide specialised assistance to
customers requiring additional support, including those with medical or more
complex travel needs. Alongside this, we continue to build awareness and capability
across our organisation through our internal network, which works closely with
communities, maintains key partnerships, and stays up to date with industry
developments. In addition, a focused product team reviews our existing services and
helps our people better understand and consider customers with a wide range of
access needs throughout the design, development, and delivery process.

We recognise that barriers still exist and that experiences are not always consistent.
This plan outlines the actions we are taking to address these gaps, while continuing
to build a more inclusive, reliable, and accessible travel experience over time.

Our approach is grounded in ongoing engagement with customers and communities,
and a commitment to continuous improvement - ensuring that accessibility is not a
one-time initiative, but an integral part of how we operate.

Governance

Actions within this plan have measures set internally and key groups within the
business will collectively manage and monitor progress each year.

Designated person

Below are the names and details of Air New Zealand’s designated person and team
that receive feedback on behalf of the Airline.

- Matt McDonald — Customer Policy Manager
- Team managing on his behalf — Customer Relations Team



Providing Feedback

Below are the details of how the public can provide feedback, request an alternate
format of our accessibility plan, and request an alternate format of the description of
our feedback process.

- Address: Air New Zealand Customer Relations, Private Bag 92007, Auckland
1142, New Zealand.

- Telephone number: 1866 351 9528

- Air New Zealand Feedback Form

- Air New Zealand Anonymous Feedback Form



http://www.airnewzealand.ca/feedback/
http://www.airnewzealand.ca/feedback/anonymous/

1.Information and Communication Technologies
(ICT)

What we’ve done

We have made progress in improving the accessibility of our digital products and
services across web, mobile, customer communications, and operational systems.

Digital design system

e Released a version 2.0, with a number of enhancements including improved
typography that adapts to device settings and user accessibility preferences

Website, booking flow and web content

o Began redesigning and rebuilding our website experience on a new platform,
with accessibility considered from the start, using the research and previous
testing insights to inform the approach

« Began redesign of website content regarding special assistance information,
to simplify and better align with customer needs

Customer communications (emails and notifications)

o Began rebuilding email templates to improve accessibility and consistency

e Introduced improvements to pre-travel communications, that can enable more
personalised informative messaging for customers requiring assistance

« Implemented wheelchair device notifications, informing customers when their
device has been loaded and arrives

Mobile app

o Built the mobile app using design system 2.0 components to support
accessibility

e Improved navigation by adopting native system components, enhancing
compatibility with assistive technologies such as VoiceOver

« Identified and addressed issues with main menu navigation labelling and
assistive technology support

Check-in and kiosks

e Introduced improvements to web check-in, including clearer visuals and
improved support for screen readers

e Introduced a new kiosk platform with core accessibility functionality across
New Zealand with rollout continuing through 2026

o Redesigned both physical and digital check-in experiences to improve
usability



« Investigated online and kiosk check-in for customers with assistance Special
Service Requests (SSRs), increasing self-service capability

Inflight Entertainment and Connectivity

« In 2025, the first of Air NZ's retrofitted 787 aircraft entered into service. This
aircraft has a new Inflight Entertainment system in place. This system
includes integration with a webpage that can be accessed by customers
onboard, via their own device, to control the Inflight Entertainment system,
reducing the need to interact with the touchscreen on the seatback

« Implementation of accessible crew call (enabled by the crew), which can be
triggered by a long press anywhere on the IFE screen, for those customers
with vision or motor issues that would prevent them being able to use the
small crew call button.

Barriers we know exist
Design system and digital consistency

« Inconsistent implementation of accessibility standards (e.g. ARIA labelling,
component usage) across products

e Legacy design elements (e.g. colour contrast) do not always meet
accessibility requirements

Website and digital journeys

o Accessibility is not yet consistently embedded across all website and booking
flow components due to legacy vs modern platforms

e Some customers are unable to independently complete key self-service
journeys due to system or process constraints

Customer communications

o Email templates and communications are not yet consistently accessible
across all formats

e Information provided to customers with accessibility needs is not always
sufficiently tailored or clear

Mobile app
e Some components do not fully support dynamic type scaling or assistive
technologies
e Inconsistent behaviour across features impacts usability for customers using
assistive technologies

Check-in and kiosks



Not all accessibility features available within kiosk platforms are currently
enabled

Some customers with accessibility-related SSRs are unable to obtain digital
boarding pass independently due to system restrictions

Inflight Entertainment

Blind and low vision customers are currently unable to independently navigate
IFE systems

Touchscreen interaction patterns can create barriers for some customers

A number of our customers have their own bespoke tools they use on their
devices that rely on Wi-Fi connection, and we recognise Wi-Fi is important to
enable the use of these tools on board.

What we will do

Short-term (1 year):

Address known accessibility issues in the mobile app, including navigation
and dynamic type scaling

Complete rollout of accessible email templates for key communications
Continue improvements to web content and booking flows, including
accessibility of special assistance information

Progress rollout of new kiosk platform and unlock additional iOS accessibility
features where possible

Remove selected system restrictions that prevent customers with
accessibility-related SSRs from completing check-in independently (where
safe to do so)

Ensuring standard external engagements meet at least minimum accessibility
standards (e.g. email templates, competition microsites)

Medium-term (2-3 years):

Standardised accessibility implementation across digital products, including
consistent ARIA labelling and component behaviour, as part of an ongoing
commitment to continuous improvement

Develop and go live with an online social story to help support neurodiverse
travellers prepare for travel

Enhancement of onboard Wi-Fi, connectivity speeds & capability, enabling
customers to use their own day to day tools onboard. This would greatly
improve customers experiences who heavily rely on their own devices to
support in day-to-day activities.

Migrate digital products and services to design system 2.0 components
Fully transition to an accessible colour system that meets contrast
requirements

Improve accessibility of end-to-end digital journeys, including booking, check-
in, and disruption management



Enhance personalisation of communications for customers with accessibility
needs

Long-term (3+ years):

Deliver fully accessible, end-to-end digital and operational journeys that
enable customers to independently manage their travel

Continue to evolve digital accessibility practices in line with emerging
technologies and customer needs

Progress enhancements to inflight entertainment accessibility, including text-
to-speech capability (subject to vendor delivery)

How we will do it

Embed accessibility into design, development, and content standards across
all teams, ensuring every feature has had input from users with access needs
Leverage the design system where we can, to ensure accessibility is built into
shared components and consistently applied

Prioritise remediation of known issues alongside delivery of new features
Work with platform providers and vendors to enable and enhance accessibility
features where possible

Align accessibility improvements with broader platform upgrades (e.g. website
platform, kiosk systems, onboard technology)

Target outcomes

Customers can independently access and navigate digital products and
services using assistive technologies

Digital and self-service experiences are consistent, accessible, and easy to
use across all touchpoints

Customers receive clear, accessible, and relevant information throughout their
journey

Accessibility is embedded as a standard part of how digital systems and
operational processes are designed and delivered

Increased confidence and reduced reliance on staff support for customers
with access needs



2.Communications, Other Than ICT

What we’ve done

We have taken steps to improve the accessibility and clarity of how we communicate
with customers across physical, visual, and broadcast channels.

Brand, content and broadcast communications

Provided transcripts for all US content and subtitles for local and social
content, including burnt-in captions for scripted dialogue

Established visual guidelines for subtitles, including positioning, reading
speed, and legibility standards

Produced safety videos in multiple languages, prioritised based on customer
travel profiles

Added alt text to social media content across channels

Applied a consistent visual system with defined typography, colour contrast,
and layout principles to improve readability and reduce cognitive load

Wayfinding and physical communication

Introduced a wait-time signage trial at Auckland Airport to improve
transparency for customers requiring assistance

Continued to align visual identity and wayfinding across physical and digital
environments to support intuitive navigation

Customer support communication

Developed an internal employee guide to support our frontline teams in
communicating effectively and respectfully with customers with access needs
Introduced a new NZSL module, bringing total signs to 60 that we teach to our
employees to engage with a customer that may be deaf or hard of hearing
Introduced dedicated seating signage and communication for customers
waiting for mobility devices, informed by customer feedback

Barriers we know exist

Accessibility practices across brand, marketing, and communications are not
yet formalised or consistently applied

Not all content consistently meets accessibility standards (e.g. captions,
transcripts, alt text, readability)

Opportunities exist to improve plain language and clarity across customer-
facing communications

Wayfinding and signage are not always consistent or optimised for customers
with different access needs

Limited standardisation of accessibility requirements across different
communication channels and teams



« Opportunities exist to better leverage emerging tools (e.g. Al) to scale
accessible formats such as translation and captioning

What we will do
Short-term (1 year):

o Define and implement a minimum accessibility standard for all brand,
marketing, and communication outputs

o Ensure consistent use of captions, transcripts, and alt text across all content
formats

e Improve readability across key customer communications

Medium-term (2-3 years):

o Build on learnings from the wait-time signage trial to improve clarity of
information in airport environments

« Review and improve accessibility of wayfinding and signage, including
placement and visibility

o Standardise accessibility requirements across all communication channels,
including broadcast, social, and physical environments

o Expand multilingual and accessible content delivery based on customer
needs

o Considered inclusive representation in casting and storytelling to better reflect
the diversity of customers

« Improve alignment between physical wayfinding and digital communication
systems

e Explore and implement scalable solutions (including Al-enabled tools) to
enhance captioning, translation, and adaptive content formats

Long-term (3+ years):

« Deliver fully inclusive communication experiences that are accessible,
consistent, and easy to understand across all customer touchpoints

o Continuously evolve communication practices in line with emerging
accessibility standards and technologies

How we will do it

o Establish clear accessibility guidelines and standards for brand, content, and
communication teams

« Embed accessibility requirements into content creation, review, and approval
processes

o Align communication design with broader brand and design system principles
(e.g. typography, colour, layout)



« Work across teams to ensure consistency between physical, digital, and
broadcast communications

e Leverage new technologies and tools to scale accessible content production

e Provide guidance and support to employees to ensure accessible
communication practices are understood and applied

Target outcomes

o Customers receive clear, accessible, and easy-to-understand information
across all touchpoints

« Communication is inclusive and considers a wide range of access needs

« Customers can navigate environments and services with greater confidence
and independence

o Accessibility is embedded as a standard practice in how we communicate



3.Built environment

What we’ve done

We have taken steps to improve the accessibility of physical environments across
airports and aircraft where we can, with a focus on improving navigation, comfort,
and independence for customers with access needs.

Auckland Integrated Terminal (in progress)

o Contributing to the design of the integrated domestic and international
terminal, scheduled for completion in 2029

e Using this opportunity to influence the design of a more accessible airport
environment across key customer journeys e.g. increased lift car size to
accommodate changing mobility assistance devices and reduced airbridge
gradients

o Dedicated priority pathway and reduced queuing for customers requiring
assistance

Customer Care Hub (Auckland)

e Designed a centralised Air New Zealand Customer Care Hub to act as a clear
and welcoming first point for customers requiring assistance
« Reframing “Special Assistance” to a more inclusive Customer Care approach
e Designed the space to include:
o Scalable low sensory environment
o Increased space for mobility devices (e.g. wheelchair turning areas)
o Dedicated space for airport wheelchairs and mobility equipment
o Accessible bathroom, shower and changing facilities
o Provision for eMobby device to assist timely conveyance to gate
e Incorporated accessibility considerations into terminal design including
improved spatial layouts and access pathways as described below.

Check-in and airport spaces

e Progressed improvements to check-in areas, including spatial considerations
to better support accessibility needs

e Introduced dedicated seating near baggage claim at Auckland International
Airport for customers waiting for delayed mobility devices

o Sought tailored accessibility advice for the new Auckland Lounge physical
design to enhance accessibility and support independent use of spaces, going
beyond minimum New Zealand standards

Other airports

« Engaged with airports across New Zealand to influence accessibility
outcomes in spaces where Air New Zealand operates
e Provided input on design considerations such as:
o Need for dedicated waiting areas



Space requirements for mobility devices

Accessibility across key customer touchpoints

Clear signage/wayfinding to a central point for those requiring
assistance

Aircraft environment

e Progressed introduction of Skynest (from 2026) with defined accessibility
guidance for customers

e Planned improvements to 777 Business Class seating (2027—-2029) to better
support customers requiring assistance with transfers and seating access

Barriers we know exist
Airport environment

« Difficulty for customers in identifying where to go for assistance (findability
challenges)

e Inconsistent availability of dedicated waiting spaces for customers with access
needs

« Physical space constraints can limit manoeuvrability for customers using
mobility devices

« Limited understanding and availability of Low Sensory provisions, especially
airside

Check-in and kiosks (physical)

« Physical limitations (e.g. height and footprint) mean not all kiosks are
accessible to all wheelchair users
« Physical design constraints limit full accessibility for some users

Aircraft environment

« Aircraft cabin layouts can limit accessibility and ease of movement. Some
aircraft features and onboard products may present physical accessibility
barriers for customers with reduced mobility or other accessibility needs.
Where aircraft design, certification or safety requirements limit access to a
feature, we aim to provide clear pre-travel information.

[ ]
Consistency across environments

o Accessibility considerations are not always applied consistently across all
airports and environments. This includes a lack of accessible counters in
some customer facing areas which we are ensuring are provided to all new
projects.

e Air New Zealand does not control all infrastructure, limiting ability to
implement changes directly



What we will do
Short-term (1 year):

« Continue influencing the design of the Auckland Integrated Terminal, including
accessibility of key customer areas

e Continue influencing Customer Care Hub design, ensuring visibility,
accessibility, and usability

e Progress rollout of Next Generation Kiosks, improving physical accessibility
where possible

Medium-term (2-3 years):

o Expand availability and visibility of dedicated seating areas for customers with
mobility needs throughout the terminal, including Gate Lounge
e Improve spatial design of check-in and airport environments across major
ports
o Establish and apply aspirational accessibility design standards across all
physical environments
o Work with airport partners to increase availability of:
o Dedicated waiting areas
o Accessible pathways and navigation

Long-term (3+ years):

o Support delivery of the Auckland Integrated Terminal (2029) with embedded
accessibility principles

e Inputinto design of the Next Generation Bag-Drop (Zone A), mitigating
physical accessibility barriers across all impairments, as practicable

e Improve consistency of accessibility across the full end-to-end travel journey

How we will do it

e [Engage early in airport and infrastructure design processes to influence
accessibility outcomes

e Work in partnership with airport operators and external stakeholders

e Align built environment improvements with operational and service design
changes

e Incorporate accessibility considerations into design standards and future
planning

e Balance physical constraints with practical improvements to maximise
accessibility outcomes

Target outcomes



Customers can more easily navigate and access airport environments where
control sits with Air New Zealand

Physical spaces better support a wide range of mobility and sensory needs
Customers experience greater comfort, dignity, and independence throughout
their journey

Accessibility is considered as a core principle in the design of all future
environments



4.Procurement of goods and services

What we’ve done

While consideration of accessibility has occurred in some cases, this has not been
consistent, and accessibility is not yet formally embedded within procurement
processes.

Barriers we know exist

e Accessibility requirements are not yet formally created and embedded into
procurement policies or processes

e Limited formal mechanisms to ensure customer input is systematically
included in procurement

e Reliance on third-party vendors can restrict the ability to fully implement or
control accessibility features

o Accessibility capabilities vary across suppliers, and are not always prioritised
or clearly defined

What we will do
Short-term (1 year):

o Define baseline accessibility requirements for procurement of new products,
services, and systems

e Begin incorporating accessibility considerations into procurement evaluation
criteria

Medium-term (2-3 years):

o Formalise accessibility requirements within procurement policies and
processes

« Ensure accessibility is consistently assessed as part of vendor selection and
solution design

How we will do it

« Work with internal teams to define practical and achievable accessibility
requirements

o Engage with vendors to understand and improve accessibility capabilities

« Align procurement practices with broader accessibility goals across digital,
physical, and service environments




Target outcomes

o Accessibility is consistently considered in procurement decisions
e Products, services, and systems better meet the needs of customers with
accessibility requirements

o Procurement practices support the delivery of a more inclusive end-to-end
customer experience



5.Design & delivery of programs and services

What we’ve done

We have taken steps to improve how our services are designed and delivered to
better support customers with accessibility needs across the end-to-end travel
journey.

Enabling service delivery through training and guidance

Have introduced the first draft of accessibility guardrails within our delivery
framework, ensuring teams consider customer and employee access needs in
all major initiatives
Established clearer pathways for teams to seek guidance and incorporate
accessibility into design
Delivered internal guidance and learning initiatives to support employees in
providing inclusive service, including:
o Neurodiversity awareness training for people leaders
o The employee guide created by our Enable network for supporting
customers with disabilities
o Deaf awareness resources developed in partnership with Deaf
Aotearoa
Continued to build internal awareness of accessibility through initiatives that
support understanding of diverse customer needs
Expanded use of the Hidden Disabilities Sunflower Lanyard program,
including internal adoption to increase awareness and understanding

Special assistance services (SSR) and customer journey

Enabled the online check-in process for customers with Special Service
Requests (SSRs), reducing the need to have to manually check-in at the
airport

Continued to evolve how accessibility needs are identified and supported
across the journey

Customer insight informing service delivery

Introduced access needs related question into the post-travel survey,
providing greater visibility of customer needs and experiences

Enabled teams across the organisation to access these insights to inform
design and improvements to products and services.

Improve internal awareness and capability by translating the NZDEN
accessibility research findings into a usable tool, enabling our internal teams
to explore or filter insights relevant to their roles and apply them in day-to-day
decision-making across operational (including airport-based) and product
teams.

Dedicated focus on accessibility experience



» Established a dedicated internal team with a focus on improving journeys for
customers with accessibility needs and who require assistance. This team
works alongside operational teams to identify and prioritise improvements,
particularly for customers requiring additional support

Operational improvements and equipment

« Review underway of equipment and processes used to support customers in
wheelchairs, including trials of new transfer equipment on turboprop aircraft

« Improved identification and handling of mobility devices by distinguishing
wheelchairs and assistive devices from standard baggage

Specialised service initiatives

« Since the previous progress report, delivered an additional three autism mock
flight experiences in partnership with Autism NZ and Acorn Neurodiversity,
helping customers prepare for travel

« Investigation begun into the potential for a caregiver fare

« Initial introduction, at Auckland International, of airport-based specialised
assistance roles to solely support customers requiring additional support

Barriers we know exist
Service design and consistency

« Accessibility is not yet consistently embedded across all service design and
delivery processes

o Customers may experience variability in service depending on location,
people, or process

Special Service Requests (SSR) and customer information

o Customers must repeatedly provide information about their accessibility
needs across different touchpoints

o Accessibility-related information is not always consistently visible to all staff
involved in the journey

e Some service processes (e.g. check-in and boarding pass restrictions) limit
independence for customers with accessibility needs who have requested
assistance

Customer identification and support

e Services are not always designed to accommodate customers who have not
requested assistance

Operational delivery



Some processes remain manual or reliant on staff intervention, creating
delays or inconsistency

Equipment and processes are not always standardised across all aircraft and
ports

Handling of wheelchairs and mobility devices carries a risk of damage during
travel which can significantly impact customers independence and confidence
when travelling.

What we will do

Short-term (1 year):

Embed accessibility guardrails across teams, ensuring accessibility is
considered in all major service and process changes

Deliver four more mock flight experiences in partnership with Autism NZ
Improve use of post-travel survey insights to identify and prioritise
accessibility improvements

Progress development of a customer profile capability to capture and persist
assistance needs or requirements across the journey

Medium-term (2-3 years):

Progress a solution that enables information about support needs to be
shared across the journey (call centre, airport, onboard)

Improve visibility of customer needs to our airport agents and crew enabling
more proactive and consistent support

Conduct a full equipment audit to ensure all pieces are fit for purpose
Standardise key service processes and equipment across aircraft and airport
environments

Continue to improve assistance services to enable greater independence
where safe to do so

Long-term (3+ years):

Deliver a seamless, end-to-end service experience where customers with
accessibility needs are consistently supported without needing to repeatedly
disclose information

Ensure services are designed to be inclusive for all customers, regardless of
whether assistance has been formally requested

Continuously evolve service delivery in line with customer needs and industry
best practice

How we will do it

Embed accessibility using the guardrails into relevant teams, learn from their
use and expand out to more teams over time.



Use customer insights (including post-travel survey data) to inform
prioritisation and decision-making

Work across operational, digital, and support teams to ensure a joined-up
end-to-end journey

Provide teams with guidance and support to deliver accessible and inclusive
services

Target outcomes

Customers experience a consistent and supportive service across the entire
journey

Customers are not required to repeatedly explain or re-confirm their
accessibility needs

Services are inclusive by design and support a wide range of access needs
Customers have greater confidence in travelling independently

Air New Zealand delivers safe, consistent, and accessible service
experiences



6. Transportation

What we’ve done

We recognise that many transportation services (e.g. taxis, transfer buses) are
operated by third parties, and our role is to support accessibility where we can
influence the experience.

« Enabled the use of eMobby mobility devices at Auckland International Airport
to support customer movement between the terminal and the transport hub
that connects them to the domestic terminal

Barriers we know exist

o Transportation between terminals at our hub airport, Auckland International, is
reliant on a third-party provider, limiting direct control over accessibility
outcomes

o Accessibility of transfer journeys can vary across locations and providers

o Customers may require additional support when transitioning between
different modes of transport

What we will do
Short-term (1 year):

« Monitor and evaluate the use of eMobby devices to understand their
effectiveness and limitations

Medium-term (2-3 years):

o Work with airport and transport partners to improve accessibility of transfer
journeys

o Explore additional solutions to support a broader range of customer mobility
needs

How we will do it

o Collaborate with airport operators and third-party transport providers

« Align transportation improvements with broader accessibility initiatives across
the journey

o l|dentify opportunities where Air New Zealand can influence or enhance the
customer experience



Target outcomes

o Customers are better supported when moving between different parts of the
journey

e Transportation experiences are more consistent and inclusive, even when
delivered by third parties

o Customers have greater confidence navigating transfer environments



7 .Provisions of CTA Regulations

Air New Zealand is subject to Part 2 of the Accessible Transportation for Persons
with Disabilities Regulations (SOR/2019-244)

Air New Zealand is committed to meeting applicable accessibility requirements under
Canadian transportation regulations.

We consider accessibility obligations as part of the design and delivery of our
products, services, and environments, including alignment with relevant standards
such as WCAG 2.1 AA for digital accessibility.

As our accessibility programme continues to mature, we will further strengthen how
regulatory requirements are embedded into our policies, processes, and decision-
making.



8.Consultation

Approach to consultation

Air New Zealand recognises the importance of engaging with persons with
disabilities and those with lived experience to inform the development of our
accessibility plan and ongoing improvements.

Consultation is an important part of how we ensure this plan reflects the real
experiences and needs of our customers.

Research partnership with NZ Disability Employee Network (NZDEN)

Between 23 January and 14" July 2025, we partnered with the NZ Disability
Employee Network (NZDEN), Access Advisors and Jones Consultancy who
facilitated research with customers who have lived experience across a range of
disabilities to better understand barriers and opportunities across the travel journey.
This consultation involved approximately 1800 participants and was conducted
through a combination of structured research activities, including community
surveys, ethnographic research and expert workshops. Participants were asked to
share their travel experiences, identify key pain points, and highlight opportunities for
improvement. Insights from this engagement directly informed the identification of
priority accessibility barriers and opportunities, which underpin the focus areas and
actions outlined in this accessibility plan.

Co-design workshops for next-generation kiosks

On Tuesday 30" Sept 2025, we conducted in-person sessions with wheelchair users
and blind or low vision customers (6 participants) to inform the design of next-
generation airport kiosks (both physical and digital). These sessions were delivered
in-person and participants were recruited through Blind Low Vision and independent
advocates who had reached out to us to take part in sessions like these. It focused
on gathering feedback on usability, accessibility, and design preferences.
Participants were asked to interact with early concepts and provide input on
navigation, physical reach, interface design, and overall experience. Feedback from
these sessions informed design improvements to kiosk accessibility where possible,
identified barriers that could be addressed in future and reinforced the importance of
inclusive design at early stages of product development.

Moderated usability testing across customer groups

Between 19" and 22" of August 2025, we conducted a series of moderated concept
testing sessions online with customers with access needs, including wheelchair
users, blind and low vision customers, Deaf and hard of hearing customers, and
neurodivergent customers (8 participants). These sessions involved structured
testing of concepts across digital and service experiences. Participants were asked
to provide feedback on the value of these concepts, how it would help their
experience and identify barriers. Insights from this testing informed better
understanding of what we should be prioritising (for example, a way to capture and



communicate the needs of customers with our staff) which has been highlighted in
this plan.

Inclusive early-stage testing using unmoderated tools

On 13" June 2025 and 25" Sept 2025 we included participants with access needs in
unmoderated research conducted via our digital tool (Ballpark). The purpose was to
test the tool itself to ensure it could be used by customers who rely on assistive
technology, to align to our goal or running more representative research. We had a
total of 12 participants from Blind Low Vision and Blind Citizens NZ and allowed
customers to provide feedback on the tool itself as use it to better understand the
accessibility of our online booking flow. This initiative reinforced the value of scalable
and inclusive testing methods and informed our commitment to embedding
accessibility into standard research practices across all teams.

Multi-team engagement session on visual accessibility

On Tuesday 5™ August 2025, we held a dedicated engagement day working with
Blind Low Vision connecting customers with visual access needs directly with
internal product teams, including website, mobile app, kiosks, accessibility, and
baggage teams. 8 participants were involved. This session was conducted as a
collaborative workshop and discussion forum, where participants shared their
experiences navigating Air New Zealand'’s digital and physical touchpoints.
Feedback provided direct, cross-functional insights that informed prioritisation of
improvements across multiple product areas and reinforced the importance of
coordinated engagement across teams.

Observation of assistive technology use

On Monday 30" March, we conducted in-person contextual sessions involving
customers using assistive technologies (e.g. screen readers and other tools) to
navigate the new design of flight search to evaluate the improvements made based
on earlier feedback. 6 participants were involved and recruited through Blind Low
Vision.

Airport seating consultation for mobility device users

On Tuesday 2" December engaged customers with mobility needs and NZDEN (4
people total) to consult on airport seating arrangements for customers waiting for
mobility devices. This consult involved understanding the suitability of allocated
seating in the baggage claim area for customers waiting for their mobility devices in
the case of any delay. Feedback sought was to ensure the suitability of the seating,
with additional learnings for improvements that were passed on to the Airport
company.

Disability Advocate sessions with ground staff
On Wednesday 121" November and Tuesday 18" November, we introduced a trial

Disability Advocate sessions at Auckland Airport, where 2 customers who are reliant
on wheelchair or mobility devices engaged directly with our frontline people. These



sessions were conducted in-person and focused on sharing lived experiences,
challenges, and expectations when travelling with a wheelchair. Participants
provided insights into service delivery and interaction quality. This initiative informed
staff awareness, training priorities, and improvements to customer service practices.
This has informed the need to run these more continuously.

Post-travel survey enhancements

From 20th October 2025 onwards, we introduced an accessibility-specific question
into our main post-travel survey, enabling customers who complete the survey on
their travel experience to indicate whether they have access needs (approximately
15,000 respondents as of 12th May 2026). This consultation method uses digital
surveys to gather ongoing, scalable feedback. Customers are asked about barriers
encountered, support received, and overall experience. Insights from this data have
created an ongoing CSAT metric, informed identification of issues, informed
prioritisation of improvements, and identified the need to strengthen how feedback is
translated into action across teams.

Industry and community engagement

Between June 2025 to May 2026, we engaged with a wide range of organisations,
industry groups, and communities, including Autism New Zealand, Acorn
Neurodiversity, Deaf Aotearoa, Disability Connect NZ, Whaikaha (Ministry for
Disabled People), and the NZ Disability Employee Network. Engagement methods
included meetings, workshops, advisory discussions, and participation in industry
forums.

We have also engaged with global airline workshops with airport partners and
aircraft manufacturers, including Boeing in November 2025, Airbus in August 2025,
and JetZero in August 2025, to share best practice and collaborate on improvements
across the travel journey.

We also contributed to industry-wide initiatives, including chairing a national review
of accessible aviation in New Zealand on 19" March 2026 and participating in the
monthly IATA Accessibility Working Group, most recently on 22" April. This was in
consultation with Auckland Airport, Disabled Persons Organisations, Access Matters
Aotearoa and focused on sharing best practice, identifying systemic barriers, and
aligning on improvements across the travel ecosystem.

For the investigation and development of a potential caregiver fare, we have been
regularly meeting with Disability Connect NZ, with the most recent meeting on 20t
May 2026.

Employment and community partnerships
We maintained partnerships with organisations such as Will & Able (20 year

partnership) and Project Employ, supporting them through a fundraising dinner on
the 215t March 2026.



We supported Deaf Awareness Week (week commencing May 4" 2026) in
collaboration with Deaf Aotearoa and worked directly with them to develop the
internal deaf awareness video, alongside 2 interpreters for the filming of the video.
These partnerships provided valuable insights into lived experience and accessibility
needs, which inform our organisational approach and contribute to the development
of more inclusive products, services, and customer experiences.

On the 4" December 2025, our internal network held the annual Christmas markets,
partnering with 25 social enterprises from around Auckland. Each had a stall and
was able to showcase their business to our people as well as other members of the
disability community.

Ongoing commitment

Air New Zealand is committed to ensuring that consultation with persons with
disabilities and representative organisations is embedded into our accessibility
planning and reporting processes.

Barriers we know exist

o Engagement activities are currently distributed across teams and are not
always coordinated or consistently applied

« Not all initiatives systematically include customers with access needs in
testing and design

o Representation across different types of disabilities and access needs can be
inconsistent

« Opportunities exist to strengthen how post-travel feedback (e.g. survey data)
is translated into actionable improvements

o Customers are not always aware of how their feedback has influenced
change

What we will do
Short-term (1 year):

« Embed accessibility screening questions into all research recruitment to
ensure consistent inclusion and representation of customers with access
needs

o Establish a centralised panel of customers with access needs who have opted
into ongoing research and testing

o Strengthen the use of survey data across teams, including accessibility-
specific insights, to identify trends, inform training, and prioritise
improvements



Medium-term (2-3 years):

o Ensure all major initiatives include representative customer testing or consult
before release

e Increase use of in-context testing (e.g. airports, onboard, digital journeys) to
better reflect real-world experiences

Longer-term (3+ years):

o Establish continuous co-design practices, where customers with access
needs are embedded throughout the design and delivery lifecycle

o Develop a centralised system to track engagement insights, actions taken,
and resulting improvements

o Create transparent feedback loops so customers can see how their input has
led to improvements

How we will do it

« Embed accessibility engagement into standard research, design, and delivery
frameworks across all teams
« Continue to involve representative sample in a combination of practices:
o Moderated research (in-person and remote)
o Unmoderated testing tools
o In-context trials and operational testing
o Post-travel surveys
« Develop internal guidance and tools to support teams in engaging confidently
and effectively with customers
« Embed guardrails to ensure standardisation and requirements are met for
accessibility engagement
o Establish processes to ensure insights are captured, shared, prioritised, and
actioned

Target outcomes

o Customers with access needs are consistently and meaningfully involved in
shaping our products and services

o Continued partnerships with communities and governing bodies

o Accessibility barriers are identified earlier and reduced before impacting
customers

o Feedback from customers is systematically used to drive measurable
improvements



Customers have greater confidence that their voices are heard and acted
upon

Air New Zealand delivers more inclusive, intuitive, and accessible travel
experiences
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