Professional Narrative: Comparison of En Route and Return Trips Between Ottawa
International Airport and Gatwick International Airport with Reference to the Hidden
Disabilities Sunflower Program

Context

This narrative provides a subjective comparison of experiences during travel between
Ottawa International Airport and Gatwick International Airport, with a particularfocus on
the use and recognition of the Hidden Disabilities Sunflower Program. The observations are
based on informalinquiries and personal experience, without formalsampling or statistical
analysis.

En Route Trip (Ottawa to Guernsey via Gatwick)
1. Sunflower Recoghnition

o Ottawa displayed minimal awareness: one revolving electronic sign featured the
sunflower logo, but airport staff showed limited recognition of the lanyard’s
meaning. An attendant’s vague understanding did not inspire confidence. Obtaining
a sunflower lanyard in Ottawa appeared more problematic, with less clear
availability or information for travelers seeking one.

e Gatwick demonstrated a more practical and supportive approach: upon arrival,
proactive assistance was provided including transport between terminals without
the need for further disclosure of disability. The process for obtaining a lanyard at
Gatwick appeared more streamlined and accessible.

2. Respect & Dignity

e Bothairports ensured respectful service, maintaining the dignity of the traveler
throughout the journey.

3. Communication

e Clearand compassionate communication was provided in Ottawa, despite limited
awareness of the sunflower program.

o At Gatwick, the treatment appeared consistent with all passengers, enhancing a
comfortable travel experience.

4. Assistance Offered



e Exceptional service was evident at both locations, especially at Gatwick where
additional personalized support was evident.

5. Environment

e Gatwick’s larger, more complex layout posed a navigation challenge but staff helped
eliminate stress. Ottawa was easier to navigate but less engaged with the sunflower
initiative.

6. Staff Confidence

o Ottawa staff seemed uncertain about the lanyard’s meaning but confidentin
delivering required assistance. Gatwick staff provided seamless transition support.

7. Privacy
e Nodisclosure of disability beyond using the lanyard was needed at either airport.
8. Consistency

o Consistency across the trip was not fully assessed until completion of the return
journey.

9. Problem Resolution

e No majorissues encountered; Gatwick’s attentive support addressed navigation
concerns effectively.

10. Overall Experience

e Smooth and stress-free travel with a noted opportunity for Ottawa to provide more
detailed sunflower program awareness to staff.

Return Trip (Gatwick to Ottawa)
1. Sunflower Recoghnition

e Gatwick showed improved awareness and clear directions related to the sunflower
lanyard, including knowledgeable lounge assistance. The process for obtaining a
lanyard was notably easier and more transparent.

e Ofttawa’s recognition was less visible, with no signage observed and limited direct
mention. Lanyard availability continued to appear problematic.

2. Respect and Dignity



e While Gatwick’s cart service limited duty-free shopping options, minor
accommodations were made allowing some access.

o Ottawa’s process was straightforward with little engagement beyond luggage
retrieval.

o Thelevel of respect and dignity was difficult to fully gauge.
. Communication

e Communication was effective on the return trip. Sunflower signage was present at
Gatwick but absentin Ottawa, highlighting a disparity in program visibility.

. Assistance Offered

o Staff at Gatwick offered clear support, especially at the lounge and with directions,
making navigation easier. Ottawa provided the necessary assistance for luggage
pickup but less visible active support.

. Environment

e Gatwick’s environment was more complex but staff efforts, such as cart transport,
helped manage the difficulty. Ottawa was simpler to navigate but lacked additional
comfort measures.

. Staff Confidence

o Gatwick staff showed strong knowledge of the sunflower program and confidencein
assisting. Ottawa staff also demonstrated competence but with less visible
awareness of the program.

. Privacy

e Privacy was maintained, with no need to disclose personal disability details beyond
displaying the sunflower lanyard.

. Consistency

e Thereturn trip showed improvement in sunflower program awareness compared to
the outgoing trip, especially at Gatwick, while Ottawa’s engagement remained
limited.

. Problem Resolution



e No significant problems arose; minor restrictions like duty-free shopping timing
were managed with some accommodation at Gatwick, and luggage handling at
Ottawa was smooth.

10. Overall Experience

e Thereturn trip was comfortable and well-supported at Gatwick, with Ottawa
providing basic but respectful service. Visibility, staff awareness, and ease of
obtaining the sunflower lanyard were better at Gatwick.

Summary

Gatwick International Airport demonstrates a higher degree of engagement with the Hidden
Disabilities Sunflower Program through visible sighage, knowledgeable staff, accessible
lanyard availability, and personalized assistance, offering a seamless and supportive
experience. Ottawa International Airport provides respectful and competent service;
however, awareness, visibility, and accessibility of the Sunflower Program appear limited,
with minimal signage, mixed staff recognition, and more problematic access to sunflower
lanyards. Enhancing training, awareness, and lanyard distribution at Ottawa could improve
the inclusivity and comfort for travelers with hidden disabilities.
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Additional Insights and Recommendations

Staff Training and Awareness: Providing comprehensive training for Ottawa airport
staff on the Hidden Disabilities Sunflower Program could boost their confidence and
ability to identify and assist sunflower lanyard holders effectively.

Visibility Improvements: Implement clear and prominent sunflower signage
throughout Ottawa International Airport—especially near assistance desks,
boarding gates, and lounges—to increase program visibility.

Lanyard Accessibility: Establish clear, easy-to-find points for travelers to obtain
sunflower lanyards at Ottawa International Airport, including online information and
visible distribution desks, like Gatwick.

Consistent Communication: Standardize messages given to sunflower lanyard
holders by staff at Ottawa to ensure compassionate, informed, and supportive
communication comparable to Gatwick’s level.

Enhanced Passenger Experience: Consider dedicated pathways or support
services to navigate more complex airport environments, helping those with hidden
disabilities move through Ottawa as smoothly as at Gatwick.

Feedback Mechanism: Implement a system for travelers with hidden disabilities to
provide feedback on their experience at Ottawa International Airport to continually
improve support services.

By adopting these measures, Ottawa International Airport can significantly enhance the

travel experience for passengers with hidden disabilities and align more closely with the

more developed practices observed at Gatwick International Airport.





