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(c) Information Pass Through. Equip-
ment used for advanced communica-
tions services, including end user 
equipment, network equipment, and 
software must pass through cross-man-
ufacturer, nonproprietary, industry- 
standard codes, translation protocols, 
formats or other information necessary 
to provide advanced communications 
services in an accessible format, if 
achievable. Signal compression tech-
nologies shall not remove information 
needed for access or shall restore it 
upon decompression. 

(d) Information, documentation, and 
training. Manufacturers and service 
providers must ensure that the infor-
mation and documentation that they 
provide to customers is accessible, if 
achievable. Such information and doc-
umentation includes, but is not limited 
to, user guides, bills, installation 
guides for end user devices, and prod-
uct support communications. The re-
quirement to ensure the information is 
accessible also includes ensuring that 
individuals with disabilities can access, 
at no extra cost, call centers and cus-
tomer support regarding both the prod-
uct generally and the accessibility fea-
tures of the product. 

§ 14.21 Performance Objectives. 

(a) Generally. Manufacturers and 
service providers shall ensure that 
equipment and services covered by this 
part are accessible, usable, and com-
patible as those terms are defined in 
paragraphs (b) through (d) of this sec-
tion. 

(b) Accessible. The term accessible 
shall mean that: 

(1) Input, control, and mechanical 
functions shall be locatable, identifi-
able, and operable in accordance with 
each of the following, assessed inde-
pendently: 

(i) Operable without vision. Provide at 
least one mode that does not require 
user vision. 

(ii) Operable with low vision and lim-
ited or no hearing. Provide at least one 
mode that permits operation by users 
with visual acuity between 20/70 and 20/ 
200, without relying on audio output. 

(iii) Operable with little or no color per-
ception. Provide at least one mode that 
does not require user color perception. 

(iv) Operable without hearing. Provide 
at least one mode that does not require 
user auditory perception. 

(v) Operable with limited manual dex-
terity. Provide at least one mode that 
does not require user fine motor con-
trol or simultaneous actions. 

(vi) Operable with limited reach and 
strength. Provide at least one mode 
that is operable with user limited 
reach and strength. 

(vii) Operable with a Prosthetic Device. 
Controls shall be operable without re-
quiring body contact or close body 
proximity. 

(viii) Operable without time-dependent 
controls. Provide at least one mode that 
does not require a response time or al-
lows response time to be by-passed or 
adjusted by the user over a wide range. 

(ix) Operable without speech. Provide 
at least one mode that does not require 
user speech. 

(x) Operable with limited cognitive 
skills. Provide at least one mode that 
minimizes the cognitive, memory, lan-
guage, and learning skills required of 
the user. 

(2) All information necessary to oper-
ate and use the product, including but 
not limited to, text, static or dynamic 
images, icons, labels, sounds, or inci-
dental operating cues, [shall] comply 
with each of the following, assessed 
independently: 

(i) Availability of visual information. 
Provide visual information through at 
least one mode in auditory form. 

(ii) Availability of visual information 
for low vision users. Provide visual in-
formation through at least one mode to 
users with visual acuity between 20/70 
and 20/200 without relying on audio. 

(iii) Access to moving text. Provide 
moving text in at least one static pres-
entation mode at the option of the 
user. 

(iv) Availability of auditory informa-
tion. Provide auditory information 
through at least one mode in visual 
form and, where appropriate, in tactile 
form. 

(v) Availability of auditory information 
for people who are hard of hearing. Pro-
vide audio or acoustic information, in-
cluding any auditory feedback tones 
that are important for the use of the 
product, through at least one mode in 
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enhanced auditory fashion (i.e., in-
creased amplification, increased signal- 
to-noise ratio, or combination). 

(vi) Prevention of visually-induced sei-
zures. Visual displays and indicators 
shall minimize visual flicker that 
might induce seizures in people with 
photosensitive epilepsy. 

(vii) Availability of audio cutoff. Where 
a product delivers audio output 
through an external speaker, provide 
an industry standard connector for 
headphones or personal listening de-
vices (e.g., phone-like handset or 
earcup) which cuts off the speaker(s) 
when used. 

(viii) Non-interference with hearing 
technologies. Reduce interference to 
hearing technologies (including hear-
ing aids, cochlear implants, and assist-
ive listening devices) to the lowest pos-
sible level that allows a user to utilize 
the product. 

(ix) Hearing aid coupling. Where a 
product delivers output by an audio 
transducer which is normally held up 
to the ear, provide a means for effec-
tive wireless coupling to hearing aids. 

(c) Usable. The term usable shall 
mean that individuals with disabilities 
have access to the full functionality 
and documentation for the product, in-
cluding instructions, product informa-
tion (including accessible feature infor-
mation), documentation and technical 
support functionally equivalent to that 
provided to individuals without disabil-
ities. 

(d) Compatible. The term compatible 
shall mean compatible with peripheral 
devices and specialized customer prem-
ises equipment, and in compliance with 
the following provisions, as applicable: 

(1) External electronic access to all in-
formation and control mechanisms. Infor-
mation needed for the operation of 
products (including output, alerts, 
icons, on-line help, and documentation) 
shall be available in a standard elec-
tronic text format on a cross-industry 
standard port and all input to and con-
trol of a product shall allow for real 
time operation by electronic text input 
into a cross-industry standard external 
port and in cross-industry standard for-
mat. The cross-industry standard port 
shall not require manipulation of a 
connector by the user. 

(2) Connection point for external audio 
processing devices. Products providing 
auditory output shall provide the audi-
tory signal at a standard signal level 
through an industry standard con-
nector. 

(3) TTY connectability. Products that 
provide a function allowing voice com-
munication and which do not them-
selves provide a TTY functionality 
shall provide a standard non-acoustic 
connection point for TTYs. It shall also 
be possible for the user to easily turn 
any microphone on and off to allow the 
user to intermix speech with TTY use. 

(4) TTY signal compatibility. Products, 
including those providing voice com-
munication functionality, shall sup-
port use of all cross-manufacturer non- 
proprietary standard signals used by 
TTYs. 

Subpart D—Recordkeeping, Con-
sumer Dispute Assistance, 
and Enforcement 

§ 14.30 Generally. 
(a) The rules in this subpart regard-

ing recordkeeping and enforcement are 
applicable to all manufacturers and 
service providers that are subject to 
the requirements of sections 255, 716, 
and 718 of the Act and parts 6, 7 and 14 
of this chapter. 

(b) The requirements set forth in 
§ 14.31 of this subpart shall be effective 
January 30, 2013. 

(c) The requirements set forth in 
§§ 14.32 through 14.37 of this subpart 
shall be effective on October 8, 2013. 

§ 14.31 Recordkeeping. 
(a) Each manufacturer and service 

provider subject to section 255, 716, or 
718 of the Act, must create and main-
tain, in the ordinary course of business 
and for a two year period from the date 
a product ceases to be manufactured or 
a service ceases to be offered, records 
of the efforts taken by such manufac-
turer or provider to implement sec-
tions 255, 716, and 718 with regard to 
this product or service, as applicable, 
including: 

(1) Information about the manufac-
turer’s or service provider’s efforts to 
consult with individuals with disabil-
ities; 
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