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PRELIMINARY STATEMENT

Under Disney’s Disability Access System (“DAS”), plaintiff D.M. had the opportunity
to experience and did experience all the same or even more rides and attractions than the
majority of other guests at Walt Disney World (“WDW”) and with much less wait time. Turning
the facts on their head, plaintiff alleges he was discriminatorily denied access to the rides and
attractions for which an accommodation was in fact available -- though plaintiff essentially chose
not to use it -- that provided the very “equal access” required under the Americans with
Disabilities Act (“ADA”). A.L., et al. v. Walt Disney Parks and Resorts U.S., Inc., Case No. 14-
cv-01544, Doc. 234, Order at 10 (“[ DAS] provides patrons with cognitive disabilities equal
access”). Plaintiff visited WDW at least four times under DAS, including twice after filing this
lawsuit, and while he only attempted to use DAS on a single ride, he was able to experience
numerous rides and attractions using his other ride passes. According to D.M.’s mother, C.M.,
on at least two of the four one-day visits to WDW under DAS, D.M. had a “good day.” His
family renewed their annual pass five months after D.M. filed this lawsuit.

Based on this record, plaintiff cannot show he was prevented from accessing anything at
WDW, or that the relief sought is necessary to afford him access, which are required elements of
his claim. In fact, it is undisputed D.M. is capable of waiting long enough to access rides and
attractions at WDW with DAS -- in lines for up to 30 minutes, and several hours to reach a
destination, as he did multiple times on drives of more than two hours. While D.M. purportedly
has to experience rides repeatedly, his mother’s testimony shows that his preferences shift
constantly and are unpredictable. D.M.’s subjective and personal ride preferences and choices
are not based on a medical need or inherent attribute of autism, as plaintiff asserts. Courts have

consistently ruled that persons with disabilities are not entitled to the precise and self-defined



Case 6:14-cv-01895-ACC-GJK Document 51 Filed 06/01/16 Page 3 of 27 PagelD 621

accommodation of their choice, which in this case would come at the expense of equal treatment
of everyone else. See A.L., Order at 11 (“The ADA does not require Defendant to accommodate
Plaintiff’s preference to browse its parks in a specific order.”) (emphasis added).

Even if plaintiff could make a persuasive showing that Disney has to throw out DAS to
afford him access, he would still have to show that his request is “reasonable.” Plaintiff demands
that Disney adopt a version of the prior Guest Assistance Card (“GAC”) system -- a System
never required under the ADA -- which fraud and abuse had made impossible to sustain.
Plaintiff cannot prove that reverting to the disruptive and unworkable GAC is a “reasonable”
accommodation.

Because there is simply no evidence to show that the current DAS system prevented
D.M. from accessing rides and attractions at WDW or that it is in any way a violation of the
ADA, Disney is entitled to summary judgment in its favor.

FACTUAL BACKGROUND

A. The Guest Experience at Walt Disney World

The Walt Disney World Resort features four theme parks: Magic Kingdom, Epcot,
Disney’s Hollywood Studios (“Hollywood Studios”), and Disney’s Animal Kingdom (““Animal
Kingdom™). See https://disneyworld.disney.go.com/destinations/." Throughout the day, guests
at these parks can experience shows, parades, and concerts, without having to wait in a line. See

Def.’s Statement of Undisputed Material Facts (“DSOF”) { 2. There are also numerous shops,

! Each theme park offers a different experience for guests: (1) Magic Kingdom is organized into
six “lands,” comprising 41 rides and other attractions; (2) Epcot has two “realms” -- “Future
World” which comprises of 20 rides and attractions and “World Showcase” which has 14
attractions highlighting the culture of 11 countries; (3) Hollywood Studios features more than 25
rides, shows, and attractions designed to bring movie magic to life; and (4) Animal Kingdom is
divided into six lands featuring more than 2000 animals and nearly 50 rides, shows, and
attractions. Id.
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restaurants and special events located in close proximity to the rides and other
attractions. 1d. The intention is that every guest feel immersed throughout their visit in a
constantly changing fantasy world played out on an enormous three-dimensional stage where
there is always something for guests to do.

Each year, millions of guests from around the world visit the four theme parks at WDW.
To experience the attractions, guests generally stand in a line, called the stand-by line, and wait
until they move to the front of the line to enter the attraction. Ex. 1, WDW Guide for Guests
with Cognitive Disabilities (“WDW Guide”) at Disney-AL0000182. The majority of attractions
also have a separate line -- the so-called “FastPass” line -- which typically has a very short
wait. Id. This line is available to guests who take advantage of the FastPass system, whereby
guests receive a designated return time from a ride location, essentially saving their place in line
without having to stand in an actual line.? Ex. 2, Laval Rep. {1 9-10; Ex. 3, Hale Dep. at 57:18-

25; Ex. 4, Laval Dep. at 21:25-23:19. At the return time, guests can enter the FastPass line.
|
.
|

I C . 2, Laval Rep. 11 9-10.

B. The GAC System Led to Widespread Fraud and Abuse

Until October 9, 2013, the former GAC system generally provided guests with disabilities
and their families unlimited, repeated and on-demand access to rides and attractions through

alternative “backdoor” entrances or shorter FastPass lines without requiring them to wait in the

2 As of March 13, 2014, FastPass was replaced with FastPass+, which allows guests to book
return times for three rides prior to their arrival at the parks. Ex. 2, Laval Rep. {{ 14-15; EX. 3,
Hale Dep. at 77:14-22; Ex. 4, Laval Dep. at 69:3-16; Ex. 5, Disney-AL000002.
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regular attraction lines. Ex. 6, Armor Dep. at 30:10-13, 46:13-17.2 GAC had six different tiers
of assistance. Id. at 46:23-47:1. However, through social media and other sources, guests
increasingly learned about the top tier and demanded it, even if they did not need it. Id. at 47:1-
12. Because Disney is not allowed to ask about a guest’s disability -- thus making it difficult for
the employees to effectively filter guests into the various tiers or to deny them GAC cards
altogether -- GAC became an unlimited front-of-the-line pass for anyone asserting a need for it,
which resulted in widespread abuse. 1d. at 46:13-15, 46:23-47:5, 55:17-22, 56:9-11.

Among the abuses: Most commonly, some guests fabricated their need for a pass at all.*
See DSOF { 13. More egregiously, some guests created counterfeit GACs, posted Craigslist ads
offering the use of GACs -- at the cost of thousands of dollars -- for unauthorized “tours” of
WDW, and used the internet to sell unexpired GACs.> Id. This misuse became notorious; in
May 2013, the New York Post, NBC News, Fox News and other media outlets ran stories
documenting accounts of wealthy mothers from New York City paying disabled tour guides to
lead them through WDW so they could skip lines. See Ex. 8, Disney-AL1044366; EX. 9,

Disney-AL1015875-77; Ex. 10, AL,DL001701-3.

!
|
* For example, on at least one occasion, Guest Relations employees at Magic Kingdom

witnessed a teenage boy celebrating with his friends after leaving City Hall with a GAC. EX. 7,
Riggs Dep. at 24:9-18.

> This exaggeration or fabrication of need for GAC reached a point where a ride sometimes had
more guests in the GAC line than in the stand-by line. EXx. 7, Riggs Dep. at 28:14-24.
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I Ex. 6, Armor Dep. at 58:20-59:9.

I Ex. 2, Laval Rep. {1 38.

DAS and Other Services Provided to Guests with Cognitive Disabilities

o

1. Development and Implementation of DAS

In Spring 2012, Disney began considering changes to the GAC system. An Attractions
Access working group was assembled. See Ex. 6, Armor Dep. at 15:22-16:16; Ex. 12, Disney-
AL1011162-3. This group comprised leaders from various departments, including Services for
Guests with Disabilities, Park Operations, Guest Relations, Public Affairs, and Legal, among
others. DSOF { 1. The objective was to reduce the fraud and abuse under the GAC system,
while providing a sustainable, optimal level of service to guests with disabilities who are unable
to wait in a line. Id. The team spent many months analyzing the abuses of GAC (including the
results of the IE Easter Study) and carefully considering how to develop a program that would
provide a complete accommodation to guests with disabilities who could not stand and wait in a
line. Id. The team also consulted various autism organizations and considered their suggestions.

Id.

I

. Ex. 11, Disney-AL1010280.

Id.; Ex. 6, Armor Dep. at 58:24-59:9.

. Ex. 11, Disney-AL1010280; Ex. 6,

Armor Dep. at 100:9-16.
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This extensive work led to replacing GAC with the DAS system on October 9,
2013. Id.” As with FastPass, instead of physically standing in line, DAS cardholders may wait
for their entry virtually. 1d. § 2. Unlike with FastPass, however, DAS return times never run out
for the day and can always be requested. Ex. 2, Laval Rep. §17.%2 DAS return times, which are
the posted ride wait times minus ten minutes, are issued at each ride or attraction, although the
first one may be issued at Guest Relations when the DAS card is received. DSOF { 2. Once the
return time arrives and the DAS return time is redeemed, a guest may then obtain another return
time for the same attraction or for any other attraction. Ex. 5, DAS guide and FAQs at Disney-
AL0000002.° While guests are waiting virtually for their return time to arrive, they can avail
themselves of the many other attractions throughout the park -- other rides, shows, attractions,
concerts, characters, restaurants, and stores. See DSOF 2.

Another benefit of DAS is that it actually provides near-immediate access to rides with
short wait times. Id. § 3. If the wait time posted at the attraction is less than 15 minutes, DAS
cardholders are typically given access right away. 1d."® Combined with the FastPass system, this

gives DAS guests the opportunity to experience a very high number of attractions in a single day

” Since its implementation, Disney has not made any changes to the substance of DAS, though it
has changed the DAS technology at WDW to allow employees to authorize DAS for guests and
provide attraction return times by loading the information into their electronic tickets. Ex. 13,
Def.’s Am. Resp. to P1. A.L.’s Interrog. No. 5.

& While FastPass provides guests with return times that expire, DAS return times are valid until
redeemed prior to park closing. See Ex. 5, DAS Guide and FAQs at Disney-AL0000002; Ex. 14,
DAS Fact Sheet at Disney-AL0000102; Ex. 1, WDW Guide at Disney-AL0000182.

° At the return time, DAS cardholders enter the ride through the FastPass line or through an
alternative entrance. See Ex. 6, Armor Dep. at 79:4-14.

10 see, e.g., Ex. 3, Hale Dep. at 85:1-3 (“[For DAS card holders] ten minutes is deducted from
the time. So, typically, if the wait is less than 15 minutes, they are allowed right in.”); see also,
Ex. 7, Riggs Dep. at 109:13-23.
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-- far more than most guests could without DAS. Ex. 3, Hale Dep. at 78:3-79:12; infra Section

1. B.2. - |
I C . 2, Laval Rep.

22, Exhibit 1.

2. Other Guest Services

In addition to DAS, other services are available to assist guests with disabilities. EX. 7,
Riggs Dep. at 61:22-62:10, 68:10-69:8; see also, Ex. 1, WDW Guide. For example, Guest
Relations employees offer guidance to guests with anxiety, such as warning about large crowds
or advising attending nighttime parades, which attract smaller crowds than daytime parades. EXx.
7, Riggs Dep. at 52:13-53:6. They also help guests with itinerary planning based on guests’
interests, providing advice about the best route to follow. Id. at 59:15-62:10. Sometimes DAS
guests and each member of their party also may receive re-admission passes (“re-ads”), which
allow them to immediately enter the shorter FastPass line at any attraction on any given day
without requiring them to stand and wait in a line or even to wait virtually. Ex. 3, Hale Dep. at
79:1-12; Ex. 15, Jones Dep. at 79:14-80:9.

Around the same time that DAS was implemented, Disney developed in collaboration
with Autism Speaks a guide titled Planning a Trip to the Walt Disney World Resort: A Resource
for Guests with Cognitive Disabilities including Autism Spectrum Disorder (ASD). Ex. 1, WDW
Guide; see also Ex. 3, Hale Dep. at 33:11-21. This guide provides strategies for parents to use

when visiting WDW with a child with a cognitive disability. See Ex. 1, WDW Guide."* As

1 For example, it suggests planning ahead, utilizing a visual schedule, and bringing along a
device or activity to use as a distraction while waiting. Ex. 1, WDW Guide at Disney-
AL0000168. The guide also identifies quiet areas, and includes descriptions of each step of
arrival and a detailed chart highlighting features of rides that may affect a guest with cognitive
disabilities. 1d. at Disney-AL0000170, Disney-AL0000173-81, Disney-AL0000183.
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Disney’s autism expert explained, the strategies identified in the WDW guide are consistent with
evidence-based techniques in the autism literature. Ex. 16, Kelderman Rep. at 4-5.
D. Plaintiff’s Visits to Walt Disney World

This lawsuit involves four one-day visits to WDW between October 16, 2013 and May 5,
2015. DSOF q 5. During D.M.’s first visit, he was given a DAS card and |||
I o1 cach person in his party, for a total of ||| [} S /7. 9 4. Other than a
single attempt to use DAS on one ride where he was waived on to the ride without having to
wait, plamntiff did not attempt to use DAS. Id. 6. Nonetheless, with the extra ride passes he
received, including || N o cach of his two 2015 visits, plaintiff experienced
numerous rides, shows, and other attractions. 7d. ] 4-5. Plaintiff D.M., by and through his
mother, C.M., subsequently filed this lawsuit, alleging that because GAC was replaced by DAS,
D.M. was discriminated against in violation of Title III of the ADA. See Doc. 1, Compl. | 64-
85.

STATEMENT OF UNDISPUTED MATERIAL FACTS

The following are the material facts as to which there is no genuine issue for trial:

1. Disney’s Attractions Access working group, which included leaders from various
departments, spent many months analyzing ways to reduce the fraud and abuse under the GAC
system and carefully considering how to develop a new program that would provide a complete
accommodation to guests with disabilities who could not stand and wait in a line. Ex. 6, Armor
Dep. at 17:24-19:23, 23:7-16, 131:14-132:4, 133:8-134:7, 135:21-136:2. The group consulted
various autism organizations and considered their suggestions. 7d. at 50:6-55:23; Ex. 15, Jones
Dep. at 48:15-53:6. This extensive work led to replacing GAC with DAS on October 9,

2013. Ex. 17, Disney-AL0000001; Ex. 6, Armor Dep. at 24:4-6, 29:18-23, 45:1-46:12.



Case 6:14-cv-01895-ACC-GJK Document 51 Filed 06/01/16 Page 10 of 27 PagelD 628

2. DAS allows guests with autism and other cognitive disabilities to hold a place in
line for rides without standing in the actual line -- thereby giving them time to go to other
attractions while they wait virtually. In general, the return time with DAS is the posted wait time
for that ride or attraction minus 10 minutes. Ex. 5, DAS guide and FAQs at Disney-AL0000004;
Ex. 3, Hale Dep. at 72:14-73:5; EX. 7, Riggs Dep. at 107:2-6. There are many different rides,
attractions, shows, concerts, characters, shops, restaurants and special events located throughout
WDW that guests can experience during their virtual wait. Ex. 5, DAS guide and FAQs, Disney-
ALO0000002-0000006; Ex. 7, Riggs Dep. at 107:2-108:13; Ex. 15, Jones Dep. at 47:2-48:11,
68:14-23; Ex. 3, Hale Dep. at 69:5-10.

3. If the wait time posted at a ride or attraction is 15 minutes or less, DAS
cardholders and their parties are typically given access right away. Ex. 3, Hale Dep. at 72:14-
73:5; EX. 7, Riggs Dep. at 107:2-6.

4, Since the implementation of DAS, plaintiff D.M. and his mother, C.M., have
visited WDW at least four times between October 16, 2013 and May 5, 2015. Ex. 18, P1.’s Resp.
to Def.’s Interrog. No. 8; Ex. 25, C.M. Dep. at 64:19-65:3. D.M. was issued a DAS card and five
re-admission passes for each person in his party during the October 16, 2013 visit and ten re-
admission passes for their visits in April and May 2015. Ex. 18, Pl.’s Resp. to Def.’s Interrog.
No. 8; Ex. 25, C.M. Dep. at 49:15-50:15, 52:8-10. D.M. renewed his annual pass in April 2015,
five months after this lawsuit was filed. Id. at 89:19-22.

5. During his visits to WDW under DAS, D.M. successfully accessed numerous

rides and attractions:

e QOctober 16, 2013 - D.M. rode approximately 12 rides at Magic Kingdom and
“ended up having a good day.” EX. 25, C.M. Dep. at 50:13, 53:21-22, 54:2-8. He
accessed most rides using re-admission passes (which his mother refers to as
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FastPasses), and only used DAS for Barnstormer, where he was granted
immediate access. Id. at 52:8-25, 54:12-15.

e December 11, 2013 - D.M. visited Hollywood Studios where he rode Toy Story,
attended shows (Little Mermaid, Beauty and the Beast, Muppets), and went on the
Great Movie Ride and Rock ‘n’ Roller Coaster. Ex. 18, P1.’s Resp. to Def.’s
Interrog. No. 8; Ex. 25, C.M. Dep. at 55:4-11. He did not suffer a meltdown
during this visit and “had a good day.” 1d. at 55:12-14.

e April 2015 - D.M. visited Hollywood Studios. Ex. 18, P1.’s Resp. to Def.’s
Interrog. No. 8. There is no evidence or allegation that D.M. suffered a meltdown
during this visit.

e May 5, 2015 - D.M. visited Magic Kingdom and rode Winnie the Pooh, It’s a
Small World, Space Mountain, and Pirates of the Caribbean. Ex. 18, P1.’s Resp.
to Def.’s Interrog. No. 8; Ex. 25, C.M. Dep. at 59:16-21. Although D.M. suffered
two meltdowns during this visit, neither one was related to DAS. 1d. at 60:7-61:9,
61:23-62:7; Ex. 18, PL.’s Resp. to Interrog. No. 8.

6. After using it once during his first visit to WDW under DAS (Ex. 25, C.M. Dep.
at 65:4-16), D.M. never subsequently tried to use his DAS card. Id. at 54:24-55:1, 58:24-59:4,
59:11-15.

7. Contrary to plaintiff’s allegations (Doc. 1, Compl. § 71), there is no evidence that
D.M. must follow a routine of going on rides in a particular order or must experience rides
repeatedly. Rather, his preferences are unpredictable and shift constantly. See Ex. 25, C.M.
Dep. at 128:11-14 (“And then one day we went and he didn’t even ride [Tea Cups] once. It’s
always different. But, | mean he loves like Space Mountain and Thunder Mountain. But it is
different at different times.”), 32:13-16 (“I mean, it was always different. But we would always
let [D.M.] lead. He picks on his iPad what he wants to go to or he just pulls us to the ride.”),
129:9-12 (regarding D.M.’s preferred rides, “He likes them all.”).

8. D.M. suffers approximately three or four meltdowns per week at “numerous

places,” including stores like Publix and Target, doctor and therapist offices, and during his

home schooling and behavior analyst sessions. Ex. 25, C.M. Dep. at 15:5-7, 15:17-25, 16:1-4,

10
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16:23-17:8, 17:25-18:9, 22:16-22. C.M. is “sure” D.M. experienced meltdowns at WDW under
GAC. Id. at 34:11-17.

9. Within the past five years, D.M. has gone on multiple vacations requiring him to
spend more than two hours in a car, including drives from his home in Lakeland, Florida to
Daytona Beach and Hammock Beach, Florida. See Ex. 18, Pl.’s Resp. to Def.’s Interrog. No. 10.

10.  The inability to wait or the need for immediate gratification is not a diagnostic
criteria or requirement of autism spectrum disorder (“ASD”). Ex. 16, Kelderman Rep. at 6; EX.
19, Kelderman Dep. at 71:5-11; Ex. 24, James Dep. at 210:18-211:3.

11. D.M. has shown that he can wait in lines for between 25 to 30 minutes. Ex. 25,
C.M. Dep. at 55:15-18, 111:10-14.

12. During D.M.’s visit to Magic Kingdom on January 16, 2014, | ! 211
rides and attractions had posted wait times of |} ]I EXx. 26, Wait Time Report
(Disney-DMO0000075).

13.  There were various forms of documented abuse of the GAC system, including
that some guests fabricated their need for a pass, created counterfeit GACs, posted Craigslist ads
offering the use of GACs -- at the cost of thousands of dollars -- for unauthorized “tours” of
WDW, and used the internet to sell unexpired GACs. Ex. 6, Armor Dep. at 9:1-15; 9:21-10:15,
55:13-14, 17-22; Ex. 20, Disney-AL1017248; Ex. 21, Disney-AL1040009-11; Ex. 22, Disney-
AL1014901-04.

14.  Disney’s IE team conducted a two-week study in April 2013, I INNENENEGEGEGEGE
e
e
Il Ex. 6, Armor Dep. at 58:18-59:17; Ex. 23, Disney-AL1010281-2.
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15. | —
e
.|
I . 2, Laval Rep. 11 37-39,
Exhibit 4; see also Ex. 4, Laval Dep. at 87:15-92:11, 97:7-98:17.

16. |
N Cx.
2, Laval Rep. 1 11; Ex. 4, Laval Dep. at 20:15-21:24.

17. |
I E. 2, Laval Rep. 11 30-

31, 41.
ARGUMENT

Summary judgment is appropriate where, as here, “the movant shows that there is no
genuine dispute as to any material fact and the movant is entitled to judgment as a matter of
law.” Fed. R. Civ. P. 56(a). A disputed fact is “material” only if its resolution could affect the
outcome of the suit, and it is “genuine” if the evidence is such that a reasonable jury could return
a verdict for either party. Anderson v. Liberty Lobby, Inc., 477 U.S. 242, 248 (1986). The party
seeking summary judgment bears the initial burden of demonstrating the absence of a genuine
issue of material fact through affirmative evidence or by showing that there is an absence of
evidence to support the nonmoving party’s case. Celotex v. Catrett, 477 U.S. 317, 323 (1986);
Porter v. Ray, 461 F.3d 1315, 1320 (11th Cir. 2006). However, when the non-moving party
bears the burden of proof on an issue, the moving party need not support its motion with

affidavits or other material negating the opponent’s claim but instead may simply point out the

12
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lack of evidence supporting their case. Denney v. City of Albany, 247 F.3d 1172, 1181 (11th Cir.
2001). If the “evidence is merely colorable, or is not significantly probative, summary judgment
may be granted.” Earley v. Champion Intern. Corp., 907 F.2d 1077, 1080-81 (11th Cir. 1990).
When the burden shifts to the non-moving party to designate specific facts showing that
there is a genuine issue for trial, the non-moving party cannot rely on “a mere scintilla of
evidence” supporting its position. Walker v. Darby, 911 F. 2d 1573, 1577 (11th Cir.
1990). Rather, for a court to find a genuine issue for trial, the non-moving party must establish,
through the record presented to the court, that it is able to prove evidence sufficient for a
reasonable jury to return a verdict in its favor. Cohen v. United Am. Bank, 83 F. 3d 1347, 1349
(11th Cir. 1996). No such circumstances exist here. As set forth below, Disney is entitled to
summary judgment because plaintiff cannot show that his requested modification is both
“reasonable” and “necessary” to afford access to WDW, and even if he could meet this burden,
Disney has a complete defense because the requested modification would increase the wait times
for T all guests and fundamentally alter their ride experience.

. PLAINTIFF CANNOT SATISFY TITLE III’S “NECESSARY” REQUIREMENT

A Numerous Courts Have Applied the Supreme Court’s Rule in Title ITI Cases
and Denied Requested Modifications As Not “Necessary”

To prevail on his claim under Title 111, plaintiff must show that a reasonable modification
of Disney’s policy is necessary to afford access to WDW, unless doing so would fundamentally
alter the nature of the goods, services, facilities, privileges, advantages, or accommodations
offered at WDW. 42 U.S.C. § 12182(2)(A)(ii); PGA Tour, Inc. v. Martin, 532 U.S. 661, 688
(2001). In order to show that changing DAS is “necessary,” plaintiff must prove that it is
“beyond [D.M.’s] capacity” to access the rides at WDW with the DAS system in place. 532 U.S.

at 682. It is not sufficient under Martin for plaintiff to demonstrate that using DAS would be

13
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“uncomfortable or difficult” for D.M. 1d. Because the undisputed facts and record evidence
show that D.M. can access the rides at WDW under the DAS system, plaintiff cannot prevail as a
matter of law.

Numerous federal courts applying Martin have held that a requested modification is not
“necessary to afford access” to defendant’s facilities under Title III if there are other available
means of ensuring access. Judge Presnell followed the rule in Martin in another case involving
the same legal issue, Ault v. Walt Disney World Co., 2009 U.S. Dist. LEXIS 92911, at *27 (M.D.
Fla. Oct. 6, 2009), concluding “[a]lthough some individuals may, with good reason, not want to
use [mobility devices available at WDW] and instead prefer to use a Segway, that preference --
standing alone -- is not essential to accessing Disney’s Parks.” 1d. at *27 (emphasis added)
(rev’d on other grounds); see also Ault v. Walt Disney World Co., 2011 U.S. Dist. LEXIS 45268,
at *8 (M.D. Fla. Apr. 4, 2011).*?

Similarly, in Logan v. Am. Contract Bridge League, 2006 U.S. App. LEXIS 5914, at *2
(3d Cir. Mar. 9, 2006), a person with a vision impairment sought to modify a bridge league’s
policy of prohibiting him from using a special deck of playing cards. The Third Circuit affirmed
the district court’s decision, finding that the plaintiff’s contention that “he can’t play to the

maximum of [his] potential” without the requested modification failed to set forth a meritorious

12 See also Coleman v. Phoenix Art Museum, 2009 U.S. Dist. LEXIS 38905 (D. Ariz. Apr. 21,
2009) (citing Martin and holding that the plaintiff failed to meet his burden of showing that his
own hip chair device was necessary to accommodate his disability when the museum offered to
provide two different kinds of wheelchairs), aff’d 372 Fed. Appx. 793 (9th Cir. 2010); Dryer v.
Flower Hosp., 383 F. Supp. 2d 934, 941 (N.D. Ohio 2005) (plaintiff’s requested modification of
the hospital’s policy prohibiting visitors from using its oxygen ports was not “necessary’”’ under
Martin because she was allowed to bring her own oxygen tank into the hospital); Larsen v.
Carnival Corp., 242 F. Supp. 2d 1333, 1344 (S.D. Fla. 2003) (finding that plaintiff’s Title I1I
claim failed because he could not establish that “it was necessary for Plaintiffs to carry on, rather
than check in, the Bi-Pap [which is a breathing machine used while sleeping] in order to fully
participate in the cruise”).

14
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claim under Title I1I. 1d. at *8-9. Applying Martin, the court reasoned that although the special
cards enhanced plaintiff’s ability to play bridge, the requested modification was not necessary to
afford access to the bridge games and tournaments in light of the alternative accommodations.
Id.; see also Murphy v. Bowl, 2005 U.S. App. LEXIS 21788, at *5-6 (9th Cir. Oct. 5, 2005)
(citing Martin, the Ninth Circuit held that the requested modification of allowing a companion to
accompany an individual with a cognitive disability on a ski bike was not necessary to improve
her skills because there were alternative methods available).

B. GAC Is Not Necessary to Afford D.M. Access to Disney’s Parks

1. D.M. Is Capable of Waiting

Like the requested modifications in Ault, Coleman, Dryer, Larsen, Logan and Murphy,
plaintiff’s request for front of the line, unrestricted access that GAC provided is not necessary
because an alternative accommodation -- the DAS system -- provides D.M. access to WDW.
Specifically, it is undisputed that instead of being stuck standing in line, plaintiff D.M. was
provided the opportunity during a virtual wait to experience other rides and attractions, such as
watching a parade, meeting Disney characters, shopping, eating meals, and going on rides with
little or no wait times. DSOF 2. There is also no evidence that D.M. is incapable of waiting or
that he could not access the park under DAS. To the contrary, the evidence shows that plaintiff
visited WDW at least four times under DAS and experienced numerous rides and attractions with
little to no waiting, including on October 16, 2013, when D.M. went on approximately 12 rides
at Magic Kingdom and “ended up having a good day.” DSOF { 5.

Plaintiff alleges that DAS is inadequate to accommodate D.M. because he is a “repeat
rider.” Doc. 1, Compl. § 71. However, the repeated routine from which he claims an inability to

depart is one of his own making based on highly subjective and personal experiences and there is
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no reasonable expectation, let alone any legal requirement, that certain rides be repeated (without
having to wait at all between them) each time they visit the park. Even more important, this
routine is born of preference or choice, not of medical necessity. Ex. 16, Kelderman Rep at 6
(“D.M.’s preference to ride repeatedly is neither a requirement nor a need due to ASD.”). The
evidence shows that D.M.’s supposed need to repeat rides is neither consistent nor required by
his autism. For example, his mother concedes that his ride preference is “always different” and
“different at different times,” and that she would “let [D.M.] lead” and he would “just pull us to
the ride.” DSOF { 7. As this Court has recognized, “[e]xercising such autonomy from [an]
alleged need for routine shows that it is not ‘beyond his capacity’ to access attractions in a
different order.” A.L., Doc. 234 at 12.

It is undisputed that D.M. has the ability to wait in lines and defer gratification. C.M.
testified that he can wait in lines for up to 25 to 30 minutes, and within the past five years, D.M.
has been on multiple vacations requiring him to spend more than two hours in a car, including a
June 2011 trip from his Lakeland, FL home to Daytona Beach, FL and a July 2014 trip to
Hammock Beach, FL. DSOF {9, 11.* The gratification from these trips -- which “is, for the
most part, reaching the desired destination” -- was “anything but instant.” A.L., Doc. 234, Order
at 13. Moreover, the inability to wait or the need for immediate gratification is not a diagnostic
criteria or requirement of ASD. DSOF { 10; see also Ex. 16, Kelderman Rep. at 3, 8 (“an
individual’s desire for immediate gratification is not a requirement of [D.M.’s] disability” and, as
a result, D.M.’s “preference for GAC over DAS . . . should not have to be accommodated by

Disney”). Indeed, there is no evidence presented that children with ASD manifest a complete

3 Because waiting is “an inherent, unavoidable aspect of our culture” (Ex. 16, Kelderman Rep.
at 6), D.M. would have waited at school, at the doctor’s office and throughout many other
aspects of his life.
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inability to delay or defer gratification or are incapable of waiting in lines (Ex. 16, Kelderman
Rep. at 6), and D.M. is no different.

As this Court recently found in the A.L. case, plaintiff A.L.’s ability to wait was the
“death knell” to his claim that DAS does not provide her access. A.L., Doc. 234, Order at 12.
Because plaintiff can wait for a sufficient amount of time to access the rides and attractions at
WDW, his claim must fail.

2. D.M. Had More Than Equal Access at WDW

Because D.M. is capable of waiting in lines for 25 to 30 minutes and is able to defer
gratification for more than two hours, the evidence shows that he could have waited long enough
for DAS to allow him access to numerous rides and attractions during his visits to WDW. For
example, the wait time report at Magic Kingdom on January 16, 2014, shows that | ot
Il ides and attractions had a posted wait time of | U ing D.M.’s visit
(DSOF {1 12), and any rides with longer wait times that day could have been accessed with a
DAS return time or by using the extra ride passes given to D.M.’s party. It is therefore not
surprising that when D.M. went to Magic Kingdom a week after the implementation of DAS, he
rode approximately 12 rides and had “a good day,” or that he continued to experience numerous
rides and attractions on three subsequent visits to WDW under DAS. Id. { 5.

Although D.M. essentially chose not to use DAS and only tried it on one ride, the
evidence shows that guests who do use DAS can experience significantly more rides in a day
than guests without DAS. DSOF { 17; Ex. 2, Laval Rep. 1 29. This point was recently
confirmed by a study Disney conducted in which testers used the ride passes available to them

(i.e., DAS, Fastpasses, or re-ads) to experience as many attractions as possible during three days.

Ex. 2, Laval Rep. 1 29-31.

17
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-
|
N,  [d. 1 31; see
DSOF 1 17. As Disney’s industrial engineering expert, Bruce Laval, concluded, “DAS not only
reasonably accommodates and provides equal access to guests with disabilities, for whom it may
be difficult to wait in a traditional queue,” but it provides more than equal access to such guests
overall “because they can experience the most popular attractions faster and, if they desire, in
greater number than what | Cf guests [i.e., non-DAS guests] at Walt Disney World can
do without DAS.” EX. 2, Laval Rep. 1 41.

The undisputed evidence, including uncontroverted expert opinion, shows not only that
D.M. has the same access to WDW as any guest without DAS, but he has significantly more
access with DAS. See, e.g., A.L., Doc. 234, Order at 11 (concluding that “DAS and readmission
passes afford Plaintiff a similar, or better, experience as those not needing them”). Therefore, as
in A.L., “a reasonable juror could not find that Plaintiff’s requested accommodation is necessary”
to afford D.M. access to Disney’s parks. Id. at 13.

C. Plaintiff is Not Entitled to His Choice of Accommodation

Plaintiff’s claim that D.M. should be able to go on any ride he wants, when he wants, and
as many times as he wants goes well beyond what is required by law. Under well-established
legal precedent, plaintiff’s preference to have immediate, repeated access does not meet
plaintiff’s burden under Title 111 of the ADA. See, e.g., Martin, 532 U.S. at 682; Ault v. Walt
Disney World Co., 254 F.R.D. 680, 688 (M.D. Fla. 2009) (explaining that a preference to use a
Segway over other types of mobility devices need not be accommodated under the ADA as a

matter of law); Dobard v. San Francisco Bay Area Rapid Transit Dist., 1993 U.S. Dist. LEXIS
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13677, at *9-10 (N.D. Cal. Sept. 7, 1993) (finding that plaintiff failed to state a claim for an
ADA violation because defendant was not required to provide the most advanced technology to
hearing-impaired individuals as long as it allows for some means of effective communication).

Indeed, as Judge Presnell explained with regard to the mobility device case noted earlier,
when a plaintiff has access to a public facility through alternative means, the plaintiff’s
preference, “as a matter of law, need not be accommodated under the ADA.” Ault v. Walt
Disney World Co., 2011 U.S. Dist. LEXIS 45268, at *8 (M.D. Fla. Apr. 4, 2011). “Stated
plainly, under the ADA a qualified individual with a disability is not entitled to the
accommodation of her choice, but only to a reasonable accommodation.” Stewart v. Happy
Herman’s Cheshire Bridge, 117 F.3d 1278, 1286 (11th Cir. 1997) (internal citation and
quotations omitted). In Stewart, the plaintiff alleged that the defendant violated the ADA
because it “could have easily accommodated her with the thirty minute paid lunch break she
requested” in place of the company’s twenty-minute policy. Id. at 1284. The Eleventh Circuit
held that the defendant accommodated the plaintiff’s disability because it offered several
alternative work options and was “not required to accommodate an employee in any manner in
which that employee desires.” 1d. at 1285; see also Moore v. Accenture, LLP, 2007 U.S. App.
LEXIS 26275, at *11 (11th Cir. Nov. 9, 2007) (dismissing plaintiff’s ADA claim under Rule
12(b)(6) because defendant had “no duty under the ADA to provide Plaintiff with his choice of a
different accommodation™).** Likewise, plaintiff here does not have any right to near-

immediate, repeated and rigidly executed access to all rides at WDW.

 Although Stewart and Moore involved Title I claims, the Eleventh Circuit’s analysis applies
here because “there appears to be little, if any, substantive difference between the ‘reasonable
accommodation’ which title I requires and the ‘reasonable modification’ which title II1
mandates.” Dahlberg v. Avis Rent a Car Sys., Inc., 92 F. Supp. 2d 1091, 1105 (D. Colo. 2000).
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Of course nearly every family visiting WDW would probably prefer to go on any ride
they want, as soon as they want, for as many times as they want, and in any order they want.
That inclination is what led to the unworkability of the GAC system. But neither Disney nor any
other public accommodation is required to accommodate these types of preferences or desires
that go well beyond fundamental access to a facility.

. PLAINTIFF’S REQUESTED ACCOMMODATION IS NOT REASONABLE AND

WOULD ADVERSELY IMPACT WAIT TIMES FOR OTHER GUESTS AND,
THEREBY, FUNDAMENTALLY ALTER THE SERVICES PROVIDED

Under Title 111, plaintiff must also prove that his requested modification is “reasonable.”
The “reasonable” requirement goes beyond whether the modification is necessary to afford
access and focuses on the totality of the circumstances, including the practicality, cost,
effectiveness or feasibility of the proposed modification, among other factors, in determining
reasonableness. Larsen, 242 F. Supp. 2d at 1343. Plaintiff has the burden of proving
reasonableness, Dudley v. Hannaford Bros. Co., 333 F.3d 299, 309 (1st Cir. 2003), and he cannot
do so here. Even if the Court were to determine that plaintiff has met his burden in proving that
his requested modification is both “necessary” and “reasonable,” plaintiff’s claim still fails.
Indeed, the ADA does not require that an entity “employ any and all means” to make services
accessible to persons with disabilities, but rather only requires “reasonable modifications” that
would not “fundamentally alter the nature of the service or activity” provided. Bircoll v. Miami-
Dade Cty., 480 F.3d 1072, 1082 (11th Cir. 2007). There is ample evidence demonstrating that
reverting to the system plaintiff prefers would adversely impact the ride opportunities for the vast

majority of guests and thereby fundamentally alter the services provided.
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A Plaintiff Has Failed to Prove that Allowing Unlimited and Near-lmmediate
Access to WDW?’s Rides and Attractions Is Reasonable

At all times, plaintiff bears the ultimate burden of persuasion on the issue of
reasonableness. Larsen, 242 F. Supp. 2d at 1343. To satisfy this burden, a plaintiff must
introduce evidence that the modification sought is “reasonable in the general sense, that is,
reasonable in the run of cases.” Johnson v. Gambrinus Co./Spoetzl Brewery, 116 F.3d 1052,
1059 (5th Cir. 1997). This requires the plaintiff to present “sufficient evidence so that a
defendant can evaluate the proposed solution to a barrier, the difficulty of accomplishing it, [and]
the cost [of] implementation.” Gathright-Dietrich v. Atlanta Landmarks, Inc., 452 F.3d 1269,
1274 (11th Cir. 2006). Because this request is plaintiff’s burden, where reasonable jurors could
not find otherwise, a court may find a proposed modification to be unreasonable as a matter of
law. See Elitt v. U.S.A. Hockey, 922 F. Supp. 217, 224-25 (E.D. Mo. 1996).

Plaintiff cannot meet this burden. First, it is unreasonable to require Disney to adopt a
policy that would cause the large-scale fraud and abuse that existed under GAC. The evidence
shows that guests fabricated or exaggerated their need to obtain a GAC, paid those with GACs to
be “tour guides” to provide non-disabled guests with top tier access to WDW, sold unexpired
GACs on the internet, and created counterfeit GACs “to bypass all lines.” See DSOF § 13.%°

Second, plaintiff cannot prove that his requested modification is “reasonable” because he
already has access to WDW under DAS, which provides the maximum accommodation required
by law. In considering reasonableness, courts consider whether alternative accommodations

have been made available to the plaintiff. For example, in Badgett v. Ala. High Sch. Ath. Ass’n,

15 Shortly after assuming the role of Director of Park Operations, Alison Armor consistently
received feedback from Disney’s park operators that the GAC system was being abused. EX. 6,
Armor Dep. at 9:1-15. She also observed the abuse first-hand when she did an on-site
shadowing at WDW in February 2012. 1d. at 9:21-10:15.
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2007 U.S. Dist. LEXIS 36014, at *15 (N.D. Ala. May 3, 2007), the court explained that the ADA
does not require an entity “to adopt the ‘best” modification or the modification requested by a
person with a disability;” it only requires a reasonable modification. In Dryer, the court held
that plaintiff’s requested modification was not reasonable because he had other alternatives
available to him but chose not to use them. 383 F. Supp. 2d at 940-41.

Finally, plaintiff has failed to show that his request is “reasonable” when Disney has
already provided an accommodation with the DAS system that relieves waiting in lines -- a
tremendous benefit that allows guests to experience other attractions within the parks during the
virtual wait and avoid completely the lines in which | llof the guests wait. It is not
reasonable for any guest to expect immediate access to all of their favorite rides at one of the
world’s most popular theme parks, including rides that most guests may have to wait more than
an hour to experience.'® Indeed, if plaintiff’s requested modification were reasonable, the same
would necessarily be true at any place of public accommodation -- movie theaters, grocery
stores, malls, sports arenas would all have to provide similar immediate access for guests who
claim they cannot wait (even virtually) in a regular line. That is certainly not what Congress
intended when it enacted Title I1I.

In short, plaintiff cannot establish that it is reasonable to require Disney to provide D.M.,
along with other guests with autism, with unlimited and near-immediate access to all of Disney’s
rides and attractions. Because plaintiff’s requested modification is not reasonable, he cannot

prevail on his Title 111 claim even if he could meet the “necessary” requirement.

% The unreasonableness of this request is made all the more apparent by plaintiff’s allegation
that it is needed to head off “meltdowns,” as though Disney could prevent them, let alone is
required to do so, given their multiple causes completely unrelated to DAS, including the
particular child’s expectations, health and fatigue, as well as the weather, crowds, noise and
commotion during the day of the child’s visit. Ex. 16, Kelderman Rep. at 4.
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B. A GAC System Would Fundamentally Alter the Theme Park Experience

Even if the Court were to determine that plaintiff’s requested modification is necessary
and reasonable, this claim still fails because it would impact wait times for other guests so
adversely as to constitute a fundamental alteration of their ride experience. The defendant in this
type of case has a complete defense if it can show that the requested modification would
“fundamentally alter” the nature of the services provided. There is uncontroverted evidence that
reverting to a GAC system would cause longer wait times for the majority of guests and thereby
limit their ride opportunities, overall satisfaction, and intent to return, fundamentally altering the
theme park experience.'’” As Mr. Laval opined, and consistent with the testimony of Disney’s
Director of Park Operations, the excessive use of GAC fundamentally altered the company’s
ability to deliver attraction experiences to | of guests, as GAC cardholders were
“consuming so much of [Disney’s] preferred attraction capacity.” Ex. 6, Armor Dep. at 58:18-
59:17; Ex. 2, Laval Rep. 11 41, 43.

Disney’s Planning and Industrial Engineering team recently studied five popular

attractions to determine the impact of the use of re-admission passes by DAS guests on the wait

times of other guests. DSOF { 15; Ex. 2, Laval Rep. 1 38. I
|
- e
I |C.
|
I ©x. 2, Laval Rep. 139. In short, the

*' Prior research and studies showed that I
]
I Sce DSOF 1116; Ex. 2, Laval Rep. {1 11.
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overwhelming weight of the evidence shows that the requested modification would
fundamentally alter the nature of the services Disney provides and, therefore, summary judgment
Is warranted.

III. PLAINTIFF LACKS STANDING TO PURSUE HIS CLAIM

Plaintiff fails to establish standing for injunctive relief, which is the only relief available
to him under Title 111 of the ADA.™® First, in order to satisfy the “injury in fact” element of his
ADA claim, plaintiff must demonstrate that D.M. suffered an injury which is “(a) concrete and
particularized, and (b) actual or imminent, not ‘conjectural’ or ‘hypothetical.”” See Lujan, 504
U.S. at 561. Plaintiff’s claim is deficient because he was not denied “access” to WDW and thus
cannot identify a concrete and particularized injury or prove that any such injury is more than
conjectural or hypothetical. Because plaintiff cannot establish an injury-in-fact, he lacks
standing to pursue his claim.

Second, plaintiff cannot establish that there is any causal connection between the alleged
injury and Disney’s conduct. Lujan, 504 U.S. at 560-61; Swann v. Sec’y, Ga., 668 F.3d 1285,
1288 (11th Cir. 2012) (dismissing plaintiff’s claim for lack of standing because any injury from
not receiving an absentee ballot was caused by his own action in failing to list the return address
for receiving it). As this Court recognized in A.L., plaintiff A.L. did not even give DAS “an
opportunity to fail them” because he essentially chose not to use it. A.L., Doc. 234, Order at 15.
Because “the accommodations [Disney] provided were available and underutilized” (DSOF { 6),
even if plaintiff suffered any injury, it is not “fairly traceable” to Disney’s conduct. Order at 16.

The same is true here.

18 See Shotz v. Cates, 256 F.3d 1077, 1081 (11th Cir. 2001) (citing Lujan v. Defenders of
Wildlife, 504 U.S. 555, 560-561 (1992)).
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Third, “it must be ‘likely,” as opposed to merely ‘speculative,’ that the injury will be
redressed by a favorable decision.” Lujan, 504 U.S. at 561. This redressability analysis focuses
on whether the threat of injury is substantially likely to be removed by a favorable decision.
Cone Corp. v. Florida Dept. of Transp., 921 F.2d 1190, 1204 (11th Cir. 1991). While plaintiff
here claims that he seeks injunctive relief to prevent DAS from causing meltdowns, D.M.
already suffers three or four meltdowns per week at “numerous places,” and also suffered
meltdowns at WDW under GAC. DSOF { 8. Because plaintiff’s disability prevents him from
being assured of a meltdown-free visit to WDW under any conditions, there is no injury that can
be redressed by this Court. As such, plaintiff also fails to satisfy the standing requirements
because his putative injury lacks redressability.

CONCLUSION
For all the foregoing reasons, Disney respectfully requests that summary judgment be

granted in its favor.
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Q: What are some tips 1o prepare my family member with a cognitive disability for a trip to the
Walt Disney World® Resaort?

A& Advanced planning is recommended for 8l Guesis with cogritive dissbililies planning a wisit 1o the
Welt Disney Yinrid® Rasort. As you wanuld imAgine, owe thame partks otter senanny stimulation including
crowds, dark and loud theaters and attractons, ghts and noises, and waiting m ne. 1115 suggested tha
you reviews tha planming tips and strategies oftered on pages 56 of ths Guids, You may 280 refer to thiz
Gurde for turther suggestions on itemes to thscuss with your lamily mamdar in advande of your wisit and
tor ebitain specifiz irfarmation about our attractions, Sdditiona) mformation can b found by visiting our

weabsie & wnnecdisneyweorid.com or by calling 1407 2395277,

0: Whan shauld | purchase tickats?

A: Wis recommended that tickets be purchazed in advancs to avoid the pozsibiity of waiting in line &1
our ticket kcations autside of the Therme Park antrances, Tickets for the Therme parks and water parks,
neludryg Armud Paseses, can be purohasad in advanca onling at weewsdispsyacord oom o0 By calling
07 239-5277

: Where is Stroller/Wheeslchair Rentaly

A H your group nesds to rant a steoller, whealehar, of ECVImotonaed scootar tar fhe day, procasd 1o
the strodler shops lecared negr b man entrandes i esch of tha tour Theme Parks, Dowatowrs Disney™
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Mernbar at the atiracton

Q: What if my family mermber with a cognitive disability has difficulty waiting in ine or
understanding the concept of time?

T ancess owr attractions, Guests with cogndive disabilites bave several options including use of tha
standerd queus, Disney FASTPASS? sarvice, Disney FasiPass+, the Disability Access Service Cerd, ond/
or addibonal gliang based an indvidual senioe To deterrrane whach eplian ar eplions
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a "strodler as wheelchair” tag to be placed on your stroller for eesy identifcation by our atbractions Cast
hMembars
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O Whaere can we go if my family membaer with a cognitive disability becomes over-stimulated
{has & "mel down”) or neads a break area?

A You can ask a Cast Member where the nearest quest location is located. An :-:-ca"rrle ol & break Breq
i= First Aid incated at all four Theawe Parks and the Diznay Water Parks, Please rafer 10 pages 35 and 36
of this Guide for further suggestions.

0: Are restrooms readily available in the theme parks and do you also offer companion {some-
times called “family”} restrooms?
A Yes, there are rltiple men's '4'r‘ -M"'l"‘lF" A BRI |.-'Ii.'l i IF"\. |I rr-urhr- | m || |.'|F‘ k=, 'I."'F' dm alsn niter

b Pl of e Fari y TriETder w~1 18 VJ!, itive dl J|'III“\.' s .Js'-l:.-‘aw & o requires that somecnes
be with them in the restroom. Mote that many of our restrooms use sulomatic toilst flushing squipment
which czn be loud,

Q: How can | find out what aach of the attractions at the Magic Kingdom® Pack, Epeor®, Disney's
Hollywood Studics®, & Disney's Animal Kingdoor® Thema Park are like? |5 thera a listing that
outlines the various special effects in sach as well?

& Yes. Please refer 10 pages 15-32 of this Guads for funbar ndorration aboul each anrection incledirg
detals such &s how long a ride might take end the type of special effects it has iscentsismells, flashing
lights, ioud noises, derkness, etc). Acditional information about owr stirsctions can be found by visiting
osr wehste stowws dizneyworkd com or by zelling (407 9385277

2 How can | find out about food options/preparation methods for my family member with a
uugnitive disability who has specific distary needs?

A Mozt ighle senice restawrants in 1he Themsa Farks snd resors.can accommodste most food allergies
or intolarances and advanoed requests can B2 made when Bocking your girang reserdbon oF by speak-
ing willy the chef ar a manager am duty at the restaorant. Guests with focd gllergies o miclerances are
also allowed 1o brieg food iems into ihe theme parks. Please inform the Cast Member at k&g chec That
sarmeona mihe party bas a8 food alergy or intoleranoe, Mote dhet Cast Mermbeos are produbeied o
SHWINGL PrEfEnng, o n::u'mlu_; o rahieEhing Ary feved t"l"l_||'_|l'|1 ey ihe Thame Parks. Sdrmaral e
rifcrrasion, includirg policies ard funher accomimaodations, can be feurd by visiting our websile a1
oy disneywodd.com or by calling $407) 8325277

Q: Are there any other tools or resources the Walt Dizney World® Resort offers for sy trip
planning or during my visit?

A 11 you have any guestions or recuirg information wpon amival st the Theme Perks, visn Guest
Relsticns near the main entrance. Additional infermation can be found by vissting our websi
nepdisneyweardd.com o by caling (071 B3B-5277. All four theme park-specific Guidas for Guests

ith Cisanilities (Magic Kingdom™ Park, Epcor®, Disney's Holewood Stedas®, B Deneys Animal King-
doirf® Theme Park) are also avaiiaie for dovenload from this website. These outline specific information
aboud sach atiraction, including henght requirements and healit restricnons, Addimona by, you can dowr-
load the My Disney Experence spplicationdapp tor Ires to your smart phone or teblet which provides
accass tortarmation iraluding attractan firmes and hedpiul park maps, and also alowes you 1o mado
dirng resenatons. Vst wessacdisndyecarld.com for more information,

al
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Fun at the
Walt Disney World Resort!

Whean going on a family cuting, especially 1o 8 glace ke the Wit Disnay Wora™ Resort with

s crowds end varous sights, seunds and smelis, it i cntical To plan @heoad. This Guida contains
tips and 1onis designed to promote the enjoyment of the Walt Disney Word® Rasort exponancs
for evarine Inyoven

While you plan and prepane for your mp, Kesp. n mind, thie experence & SUpposed 12 Be Tan,

not just far your family member with a cognitive disability, but for your entire femily|

WHAT TO EXPECT

1. Drive and park
tha car

3. Go through
bag chack

6, Visit Guwat
Ralations

5, Study tha map

4, Buy and hand
In tickats

B Get your
faworite snack

5. Take a break

10. Tima to go homs

HOW TO

1) Raview this Guide Ths Gude gives an

your T Rnowang wial [0 expact

PREPARE

o ) e - tha
erview of the

& mred sadiar T s

B K&y COMRonent of 8 5L

ape of this Guite Drovices an ovendissy

Engy Woild® Resort themi

2) Create or review a Visual Schedule The previous o

of & sitde timeling for a day of fun ar one of the

Carks

Go over this o Simdar tmeling with your faruly mermnbel S0 ha or She can learm the rouling

2 Watch videos Search wvww e com o Crher wersiles for videos of Wl Disney

the many Cast Members iemplovess) and characiers your famiby will sea during your o,

4} Study the map. You car hind comprehenssyea maps of &l Tour theme pwks ol
weanas disneywadld com, Rayiegw the maps with your family and try to &y out 8 plan
fear wour day,

§) Choose a place on the map to meet in case you are separated. Bo sue your Tarmly
f Thar is dw ared show i o them once you arree. Continue 10 Siress the

rat @l mmes

e of the lneation

mpofiancn af staying close nge

&) Practice waiting In line. VWating on line = f the Wit Disnoy. W
Thema Parks pxpanence. Fractcs wa F1 home Lo

sl ice cream =hao, &

WHAT TO BRING

1) A bracelet or nametag with your family memsErs name, 8 contact number for you, and any
b g things W know about your farmily mgmibes

2) Ear plugs or headphones, The parks can be wery noisy in catan places, There might be
freworks or announcemants an loud speskers. If you choose to go on fast ndes, the sounds
from the fallowy nders rmay scare your family member

3) A favorite device or sctivity. Biing your Tamiby member's tatilet, videt game, comic Deok
af errytinng alaa you think might distract them and kKeep tham accupied Cunng oy panoas ol

wating

4) Reinforcers for good bahavior, Trips fo the g, S0 it hal molivate f
farnily memie: will ba haiplul i cenlor ; i v &
full day ol fund

6) A seneory toy, |de A wi

sensany gveraad [(he sghts, souna
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DRIVING

COMPLIMENTARY DESNEY TRANSPORTATION

Busas

Monaranl

Farryboats
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Screening Areas
Before entaring the Therme Parks, there are Guest scraening/baa check areas for per
sonal itemns. I these locations, Cast Members will be checking bags, backpacks, jack-
ets, and other personal items, Depending on the length of the na, your family may
sxperience some wailing. Also nots that the Cest Member will brisfiy take possession
of your personal tems so they may be checked. Those with jackets may be asked to
opan them and pockels shovld be amptied.

Main Entrance

Orice your perscnal dems have been checked, you will be in the main entrance area of
ang of tha four Theme Parks, M Epcol®, Disneyr’s Holflvwood Studios®, and Disney s
Anirnal Kingdom® Therme Park, this s also where your farmity can purchase tickets of you
need to At the Magie Kingdont Park, tickets may be purchased at esther the Guest
Relatons Window Lo the right of the main entrance or at the Transportation and Tickel
Center pring to boarding the ferryboat or Monoral.

Theme Park Entrances/Turnstiles

With your park fickets in hand (or eround your wnst if you're using 8 MagicBand, your
parly can then proceed to the entrance gatesfturnsties of the park you'ra visding
Depsnding on the enath of the fing, your family may expenence some waiting, YWhen
it 15 your turn, you can place your tickat into the reader, wave your MagicBand on the
touch point sensor, or have the Cast Memberfemployee working the line ass:st you.
Repanding on tha type of ticket yvou have, each family member may also be askad to
soan their indsx finger. VWhen completed, you will then proceed through a Wimstile o
pertal which could include a rotating metal am that keeps track of the

number of paople antering the park, I requested, and if you have concams with youer
farmily mermbear with a cogitve disatulity using a turnstle, the Cast Member can also
op=2aa manual bypass gale.

Just inside the entrance &1 all four thems parks 5 the stroflern, wheslchair, and
ECV/ mintulity scooter rental shop where you and your farmily can rent 8 device
for the day
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Cast Members

When your family arrives at the Walt Disnay World® Reasort, you

will meet the frisndly Disney employees who are called “Cast
Members”. The term "Cast Member" was coined by Walt
Disney himself and pays homage to the name given to those
performing in a show or in a movie. Cast Members are easily
identified by their nametags which also highlight their hometown.
All our Cast Members are trained to assist in answering
questions and providing directions, In the event a member of
your party gets lost, have them find a Cast Member for
assistance (please refer to pages 13 and 14 of this Guide for

further information).

L2L00001V-Aeusig
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It & member of your family gets lost, have them
immediately find a Cast Member who will assist in trying
ta reunite you. There is also a lost persons/children
location in each Theme Park where lost persons can be
escorted by Cast Members. It is recommended that you
take a photo of members of yvour party (especially if your
a tendency

w

family member with a cognitive disability ha
to wander off) on your mobile device. This photo can be
of great assistance to quickly reunite your party if you are
separated. You may also consider making a nametag for
your family member thatl includes their name as well as a

family member’s name and mobile phone number.
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SEEE Z i i 3 v el } FER
Walt Disney Worbd® |ids a vintage frain arcund the perimeter of the padk Short tunnelks; i Full Rgaste; 1520
Railroad with staps |n Frontierkand and Fantagyland Train whiste Kin

Depends an wail
Town Souare Theater | Charscter meel and great testuring Mickey Mouse BA

"it'e & small world”

Slow rmoving baai ride featuring dells and soenes
fromm caundries sround thz warkd

Slow moving rde featuring characters and soenes

|
Petor Pan's Flight Frot Petar Pai
Mickey's Gak awea pt sy |0 this 3-0 mavie gtarring Danay
PhbhsrMaghc charmetera
i . Dapanda an walt
Falrytats Gardan Character mwaf & graot festuring fairteln friemds N b
Prince Charming s y 5 : Lo "
Regal € sal Climb abpand a regal steed on this classic aliraztion Spinning Lap Buit # Min
Thie Many Adventures .. ; | 2 Vandole bowncea
1 :
G Winnds ihe h Rile fastuaring Winnie the Poah: Teggar, anl fréends S . bt 1 Min /
Niad Tea Party Spinaround snd araund in s gisnt tes cup / Spinning MiA 2 Min
Dumbo the Flying | Spinning azrial ride featuring Guest-oontrolied / i /
Ba T M
Elephant Durnbog L a "
The Bamstarmar Fast paced. rollar coaster fype ride / Lap Bar 1 Min /
Casey Jr. Splanh ‘N°
Soak Station Interesstova watar play aras MiA Salf Pacad
. Dapands an wail
Pate's Gilly Sluleshow | Characcer meat arl graet under the Big Top MiA Amd
hfmntl‘h;:tg;th Slow mueing thle featuring Arlel and other hiA 5 héin /
““ aid charpgters from The LitHe Mermaic
- Characoer mest and greet featuring the Littlz Dmpends o wait
i Migrmaid in har reirssl urder the Sea i Ling
Enchanted Tales with | Enfoy bn irtarsctive snony adverntore Testuring Bells,
P ! i Varies
Balla Lumigra and poesibly gvon yau
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[re2ends

Tinkar Ball's Mpgicsl EI'..'ar.'.-;F’er meed and grest faaturing Tinkar B&ll and hat Hih o wait
Mook Fairy frigrda
time
Swiss Family Traahoiss Eg.\h?a an elsborata treshouse- inspired by the clsseic Bl Ealf Pacad
ismay film
i ¥
The M-l.a'l.;idmm L [= Righ Oy @ MagC Carpst Lap Beh 2 Min
Walt Disney's Enchated | ) - Sirraulated thunder
Tiki Room Wiutch tropical hirtds ane coloffud Howers come o fe. ard bghning LATFiN 0 b
Lo mocor &
H A | g o _ Anmildlated ;
Jungle Cruisa Guided tour dowh Tarmnies dvers ol the weld PR U Sy Bl 0 M
Tnraugah shor cave
Plrates of the Carlbbean Eaat ride laaturing Captain Jack Sparmss and his marry ;:ﬂ;; ik 9 Mir
bzd of prates. Festuras 1 drop in darknass ; ! :
Splashing waler
i i e
Tursudert flume adventure with high speeds, heights Splashing water;
Rplach Mattain and suddan drops and steps. You may get wel Suddan draps & Lop Bey ilin
slops
Interactae sland n middle of the Bivers of Smerice.
Tom Sipryir haka s W ust take raft 1o gat tofrom lsland hiA Self Pacad
Gharp turns,
Bing Thuncer High spand. mibler soaster-tyna rida that inclucdes sharp suddan drops, & Balt | GMI
Mountain Ralroad tizrris, and sudden drops abd siops simulated L n
aarthijuake
Country Baar = '
i Kape-alaapin’ geod tme wamh singing baers KA 15 Min
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s (L s

Slow moving fda through some of Hollvweood's
mosi famous films

The American ldol | Daily singing competition with audience voting, - =
Exparisnce Bamard o the popular TV show -
Indian Jones™ Eple | Chear an bnay and Marion s they parform amazing Gum ahots; fira b 30 Min
Biunt Spectacular | stuats and demonsirate movie-rmaking magic alermmnts
Star Tours-The Highby turbident, shmlator-tegee thril dde through 3D effects; Sharp
Adventures Continue |space that ingludes shatp lurns and sudden drops *Umid?_ﬂozl;ﬂdﬂﬂ Lep Beit 7 Min

T e A

% T L

Meppet"Vision 30

30 mavie featuring Kermi
all their friends

it st e &
i the Frog, Miss Pigoy. and

Hanay, | Ghrunk the

Chirndy, crawl snd sxplore 4 bug sized world s this

Kids Movie Sat intgractive play area
Ligghts, Motors 2
A : Watnh flm professsnale s they partorm hagh- Lo cars; Firn q
""E'!E . clane silinls and reveal spicial eflects sucre slemen bt 3 N
1 Bhows octane siunds and o8 IPELIHEHE EHCTHIE. enis
Fira, wtar, and
Go hehing tha soeras 1o sea how specisd aifecs in ks
Studios Backlot Tour 5 sarthouake al MeA 35 Min
mavies are mads, Inclsdes an openeais fam ride
Calastrophe
Canyon

Toy Stary Midway
Mamial®

30 interact ve target shooting ride axpansncea
‘paturing charactars from Dizney-Fiar's Toy Story

Spinning &
sharp turns

Captain Jack Sparros

Pirates of the Caribbran

P

ra
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s

oot e e

Voyage of the Livtle
Mermmaid

s s ¥ iy
e

Crlebrate the highlights of The Little Marraid in this

liwe show

Méscover howr your favorite Disnny Characters are

Tho Magic "! Disnay brought to life during a shaw starring Muwsla from MiA 15 Min
Animation
Mudlan
Disney Junior—Live |Show festuning the Disney Jr. characterss, Streamers, MiA 30 Min
on Btage! hubble, and paper coing fall fmm the coifing

e T P

=at

Boauty and tho Bosst- |Exparmnces the ramantic faivytsle of the Boost in this / i 30 Min
Live on Stage tavish Broscdway-tybs musical
Bogk ' KoM || .3 thrilking, high spoed roller comstortype ide that Sharp turns, Querthe :
Coaster Starring nd e shon sl s, upside-vown manedvans, anu / / / / sudden drops, & | shoulder 2 Min /
Asropmith sutddan drops and stnps loeps restraint
Tha Twilight Zane | Foatures high-speed drops into the dark mystarkous / / / / Sharp turns & Lap Bett . /
Tower of Terrot™ | realm of the Twilight Zone suddan drops
Migphi-tirme shiow slasring Migkey lesturing walsr jots, / / / o il

Fantasmic

projections, and pyrotechnics

|
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Kilimanjern Safarin®

Takes a salacl nge theough the kesh African savannah
o search for fons, elephants, girallfes and moca
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Panganl Forest Walk through g troplcal forest inhabitad by African Self Pread
Exploration Traib®  |wildife- including gorillas, hiopos and exotin birds
Board a mzstic facomotive that travels bahindg-the- i
Wildlife Exproas Train | between Africs and Rofiti's Mant Watch MR

Tha Boneyard®  {Inteeactive play area M Self Faged
G Flwy cornival-style gamps in the hoan of Dinaland / /
Femall fan US4, Additkanal coat tn parmcipate A Halt Bagnd
Stop iruide o help G Mermo in this mist-"oea”
Hrdh.:mmu sdverten o spectacubsr musie and stuniing / / HrA, &0 Min
puppetry
Spinning, wrbubent, rlber coastar-type ride with / / Sharmp furms &
Primaw [h
L eharp mirms and si0ps sucidnn drops Lap Bar o
TricaraTop Spin l;,”",;_'f" A friendhy dinilralee Dina i / / /‘ Lap Balt 2 Min
Prehiatoric tour that ks a kigh speed, turbulant nde
DINOSAUR ndvertize that inckides sharp turs and sudden / / / / Sharp turns Lap Balt 3 Min
draps. Inchades dak places ard scary dinosanurs

Festival of the Lion |Come inside and expenisncs the pageantry =nd A 30 Min
King puppetry of this big-as-Broadway show / /
3 Character rraat and greet fasturing Dianey Pals Depands an wakt
i LA this Acfirondack campgeound sething i tirmi

28
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We hope this Guide has provided helpful information in planning

a visit for you and your family member with a cognitive disability
to the most magical place on earth- the Walt Disney World®
Resort. If you have any questions that were not answered in
this Guide, please visit our website at www.disneyworld.com or

call (407) 939-5277.

Disney-AL0000186



Case 6:14-cv-01895-ACC-GJK Document 51-2 Filed 06/01/16 Page 25 of 84 PagelD 673

Exhibit 2



Case 6:14-cv-01895-ACC-GJK Document 51-2 Filed 06/01/16 Page 26 of 84 PagelD 674

UNITED STATES DISTRICT COURT
FOR THE MIDDLE DISTRICT OF FLORIDA
ORLANDO DIVISION

D.M., by and through C.M., as Next
Friend, Parent and Natural Guardian, and
C.M., Individually,

Plaintiffs, Case No.: 6:14-CV-1895-ACC-GJK
v.

WALT DISNEY PARKS AND
RESORTS U.S., INC,,

Defendant.

N N N N N N N N N N N N

EXPERT REPORT OF BRUCE LAVAL

1. I have been retained to testify as an expert in the above-referenced matter on
behalf of Walt Disney Parks and Resorts U.S., Inc. I have been asked to review certain studies,
data and other information related to Disney’s Disability Access Service (“DAS”) and provide an
opinion on the issues raised by the plaintiffs in this case from the perspective of an industrial
engineer and expert on theme park wait times, attraction entitlements that mitigate wait times,
and the impact of wait times on guest satisfaction. This statement is made based on information
available to me at this time and I reserve the right to modify or supplement my statement should
additional information become available.

L Background and Qualifications

2. I am a retired industrial engineer and former Executive Vice President of
Operations Planning and Development for Walt Disney Parks and Resorts. During my 30-year
career with Disney, I held key roles in both the planning, development and operation of many of
the Disney Parks around the world. Ihold a Bachelor of Science degree in Industrial & Systems

Engineering and a Master of Business Administration from the University of Florida.

HIGHLY CONFIDENTIAL



Case 6:14-cv-01895-ACC-GJK Document 51-2 Filed 06/01/16 Page 27 of 84 PagelD 675

3. I joined Disney in 1971 as an Industrial Engineer and was promoted to Manager
of the Industrial Engineering Department in 1973. In 1976, I joined the project development
team for Epcot and was responsible for developing the original design criteria for the park, which
quantified the required program and capacity requirements for all public facilities and all other
support facilities within the park. I later was promoted to the position of Director of
Administration/Planning for Walt Disney Imagineering. When Epcot opened in the early 1980s,
I assumed the role of General Manager of Epcot.

4. In 1985, I was promoted to Director of Project Development for the Disney-
MGM Studios. In that role, I was the lead owner/operating executive responsible for providing
all project design criteria and operational input to the creative design team. In 1989, I was
promoted to Vice President of Disney-MGM Studios responsible for the overall operation of the
Park. In 1994, I was promoted to Executive Vice President of Theme Parks and oversaw the
operation of the Magic Kingdom, Epcot, and Disney-MGM theme parks. I later assumed the
role of Executive VP of Walt Disney World Operations, which included responsibility for all of
the theme parks and all resort/hotel operations at Walt Disney World, or WDW.

5. In 1998, I was promoted to Executive VP of Operations Planning and
Development for Walt Disney Parks and Resorts. In this role, I was responsible for integrating
innovative theme park design with operational best practices for the Company’s Theme Parks
and Resorts throughout the world. During this time, I invented Disney’s FastPass system and
was instrumental in the design and implementation of the system throughout all Disney parks
worldwide.

I1. The Study of Optimizing the Operation of Theme Park Attractions

6. As an Industrial Engineer (IE) and Manger of the Industrial Engineering

department, I pioneered the development of the process which later became known as

HIGHLY CONFIDENTIAL 2
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“Guestology.” Guestology at the time was defined as . . . “the scientific study of the behaviors,
needs, and expectations of people in a theme park environment, and the application of this
knowledge to optimize the operation of existing attractions & facilities and the design efficiency
of future theme parks.” Over the years the term Guestology evolved to cover much broader
functions, but it was always based on using the most sophisticated technical and quantitative
tools to study all aspects of the guests experience and then to use these tools and information to

refine, improve and optimize all aspects of the park operation.

8. Therefore, there was always a very strong value proposition and motivation on
everyone’s part at Disney to do whatever was reasonably possibly to reduce wait times. In
addition, Disney also pioneered the development of themed queue lines and entertainment in the
lines wherever possible.

III.  Inventing the FastPass System and FastPass+ Today

0. Despite these various attempts and strategies to reduce wait times over the years,
wait time and its impact on guest satisfaction remained a top priority, and led in the late 1990s to

the development of the FastPass system. In developing FastPass, I accepted the fact that it is

impossible 10 totaly climinate it ions. |

HIGHLY CONFIDENTIAL 3
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_. With the availability of new computer technology, the concept of a

“Virtual Queue” was conceived.

10. The FastPass system eliminates the physical standing in line by establishing a
“Virtual Queue” which essentially saves the guest’s place in line and then (through an algorithm)
projects when your saved place will move to the front of the line and be ready to enter the
attraction. This is accomplished with the issuance of a ticket with an attraction return time on it,
which would have been approximately the same time the guest would have entered the attraction
if they had stood in line the whole time. Therefore, instead of standing in a physical line the
guests were now able to spend that previously unproductive time going to other attractions,

entertainment venues, shopping or dining.

11.

12.  When FastPass was first implemented, a guest could only get one Fast Pass at a

time and only when they had redeemed that entitlement could they obtain another Fast Pass time.

Therefore, guests entering the park after

HIGHLY CONFIDENTIAL 4
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12:00 would not have access to the FastPass System and would have to wait in the standby line
at all attractions.
13.  Implementation of these restrictions was necessary in order to provide everyone

equal opportunity and access to the FastPass system throughout the day. In addition to these

limitations, on some of the most popular attractions, access to _
I 10 cnsured that ll gests at the

end of the day would still have the opportunity to visit the attraction through the standby line if
they were unable to obtain FastPass.

14. Over the years, Disney has continued to expand and make improvements to
FastPass. Today, the FastPass+ system at WDW allows guests to reserve, on a first come first
serve basis, up to three FastPass times for different attractions each day. They can do this online

up to 60 days in advance of their visit. For example, one attraction might be at 10 am, one at

1:30 pm and thethivd 4 pr. |

15.  In addition to the three FastPass+ times guests can reserve in advance of their
visit, once those three entitlements have been redeemed, additional FastPasses can be requested
if available (one at a time) and that works the same way the original FastPass system worked.

IV.  The Disability Access Service

16. The principle behind the Disability Access Service or DAS is similar to the
FastPass system, but it is not limited in some of the ways FastPass is. DAS provides an
entitlement to persons with cognitive disabilities, such as autism, who state they cannot wait in a

traditional queue environment. I am aware of the fact that Disney adapted DAS because the

HIGHLY CONFIDENTIAL 5
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prior means of accommodating guests with cognitive disabilities, which was called the Guest
Assistance Card or GAC, was subject to abuse by guests who claimed they could not wait in a
traditional queue environment, even though they may not have had a disability. A guest with a
GAC was able to go to any attraction and board through the “backdoor” with little or no wait, or
through the shorter FastPass line, and never had to reserve a time in advance. It was, in effect,
like having your own premium pass that could be used without limitation at any attraction at
WDW. The GAC privilege was also extended to everyone in the same party of the person with
the disability.

17.  There are several differences between DAS and FastPass, although the principle is
similar. A DAS card can be obtained at the Guest Relations office in each park at WDW. When
DAS was begun in October of 2013, it was a physical card that was filled out and issued to the
guest requesting it. (Today it is loaded into the guest’s electronic ticket or Magic Band.) With a
DAS card, the guest or anyone in the guest’s party can request a return time at an attraction
which is 10 minutes less than the posted wait time for that attraction. DAS entitlements never
run out for the day and can always be requested.

18.  DAS can also be used on any attraction with a wait time of 10 minutes or less.
Because 10 minutes is always subtracted from the posted wait time, on rides with a wait time of
10 minutes or less, the DAS guest and his or her party can bypass the standby line altogether,
without having to receive a return time. This is a significant benefit, because the majority of the
attractions in the four parks usually have wait times of 10 minutes or less. Thus anyone with a
DAS card, including everyone in that person’s party, can go on any of these rides with no wait at

all; they essentially are waved in.

HIGHLY CONFIDENTIAL 6
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19.  Under the DAS system, once the return time arrives and the guest redeems the
DAS entitlement, he or she can then obtain another return time for the same attraction, or for any
other attraction. In addition to the ability to use the DAS card repeatedly throughout the day
(and every other day of the guest’s visit), the DAS guest can take advantage of the three

FastPass+ entitlements discussed above and often one additional entitlement. _

I T ol of this pass may

use it to enter the shorter FastPass line at any attraction in any of the four theme parks at WDW

at any time of the day.

0

- even if they were the most popular attractions which may have stand-by wait times
on busy days of 1-2 hours each.

V. Guest Relations Wait Times

21. I have reviewed and discussed with the IE team at Walt Disney World a recent
study that confirms that wait times for obtaining a DAS card are minimal. This study, which is
summarized in Table 2 in Dr. Siskin’s Report, measured wait times and transaction times at
Magic Kingdom and Epcot in the queue used to request a DAS card. These observations were

recorded at Magic Kingdom on July 16 and July 20, 2015, and at Epcot on July 17 and July 21,

2015,

HIGHLY CONFIDENTIAL 7
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VI.  The Success and Popularity of DAS

22. Despite the fact that a small percentage of DAS users have complained that it is
not as good as GAC, overall DAS has been extremely popular, and presumably many if not most
of the individuals who have received DAS cards are guests with cognitive disabilities, because

they are the individuals for whom this accommodation was primarily intended. -

- See Exhibit 1, attached hereto.

23.

I S Tl | in D Siskin's Report. These

figures are powerful evidence in my opinion that DAS is working for the persons with cognitive
disabilities for whom it was principally designed.

A. Lower Wait Times

24. There are many reasons in my opinion why DAS has been extremely popular

among persons with cognitive disabilities, and this is obvious from several studies Disney has

conducted. |

HIGHLY CONFIDENTIAL 8
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-
.
I
e I —
differences are apparent for many other Magic Kingdom attractions. See Exhibit 2, attached
hereto.

25.  Inshort, having a DAS card provides a guest with faster access to the premium or
most popular attractions than what is experienced by guests without DAS, who must frequently
wait in long queues. Instead of being stuck in line, a DAS guest and his party have nearly
unlimited opportunities to experience other things during the time they have between obtaining a
return time and redeeming that entitlement. For example, they can watch a parade, search for
Disney characters, enjoy looking at castles and other landmarks, shop in one of the many stores,
eat lunch, and do many other things. If they just want to go on more rides, however, they can do
that as well.

26. This opportunity to gain immediate access to short-wait attractions is unique to
the DAS card. This can be done all day long, with no limitation, and it perfectly complements
the “free time” which all DAS cardholders have prior to each return time, when almost all other
guests who want to experience the same attraction are stuck in the standby line. This opportunity
is also available in each of the four parks at Walt Disney World. Today, Disney also has a
smartphone app that shows on a map where the closest attractions are and what the wait time is

at each attraction, making it extremely easy for DAS guests to use the time they have to

experience other nearby attractions.

HIGHLY CONFIDENTIAL 9
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B. Experiencing More Attractions

27. One of the biggest benefits a DAS cardholder has is the ability, if he or she so
desires, to experience significantly more rides (including premium rides) in a day than guests
without DAS can experience. Both DAS and non-DAS guests are entitled to three FastPass+
return times which can be scheduled in advance, as described above. But that is the only type of
quick-entry passes that most guests receive. Except when they redeem a FastPass+ entitlement,
most guests have to wait in the standby line for every attraction which has a wait time, and most
of the premiere rides have wait times. DAS recipients, however, have two additional tools for
avoiding long lines and experiencing more attractions.

28. First, they have the DAS card itself which they can use, as described, to gain
access to both long-wait and short-wait attractions, and this can be done simultaneously.
second. I
which I discussed above, and these can be used to obtain near-immediate access to any attraction
in any theme park. There is also no time limit on these types of entitlements as long as they are
used the same day.

29. The combination of DAS, FastPass+ and re-admits allows a party which is so
inclined to experience a very high number of attractions, including premium attractions, in a

single day -- far more than most guests without DAS could experience. _

HIGHLY CONFIDENTIAL 10
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VII. Plaintiffs’ Requested Relief Constitutes a Fundamental Alteration

32.  What plaintiffs are seeking here is in essence a request that Disney return to the
GAC system. This would be a dangerous path and would, in my opinion, fundamentally alter the
operation of Walt Disney World. The way to analyze this issue is rooted in the science of

studying the relationship between attraction capacity and wait times. Guest wait time is a

HIGHLY CONFIDENTIAL 11



Case 6:14-cv-01895-ACC-GJK Document 51-2 Filed 06/01/16 Page 37 of 84 PagelD 685

function of how many guests are standing in line and the actual processing capacity of the

attraction at the time the guests are in line. _

- Because demand (number of guests in line) is constant at any given point in time, then
any slight change in the attraction capacity has an immediate impact on the resulting wait time.

A. Incremental Analysis Theory

33. With the implementation of the FastPass system, a specific percentage of the
available attraction capacity is assigned to FastPass users. The remaining attraction capacity is
set aside for standby guests. Therefore, when DAS guests use their DAS passes, re-admission
passes and assigned FP+ tickets, this reduces the total amount of capacity that is available for the

guests waiting in the standby line, which in turn increases the wait time for the standby line. .

This demonstrates that any
excessive use of non-standard entitlements such as re-ads or GAC abuses can have an immediate
and significant impact on the wait time and overall guest experience for all regular non-DAS
guests in the park.

B. GAC Easter Study

34. This principle was played out when GAC was in effect and was studied by the

company. In April 2013, the Industrial Engineering (IE) team conducted a study to measure the

HIGHLY CONFIDENTIAL 12
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volume of guests using GAC at select WDW attractions as compared to the percentage of total

ridership (hereinafter referred to as the “GAC Easter Study”). _

35.  Atthe time, Disney estimated that approximately- of guests at WDW

were issued a GAC.

36. In short,

To me, this is like
turning civil rights or disability rights on its head.

C. July 2015 Incremental Analysis

37. If the plaintiffs who have sued Disney were to prevail on their request for relief,

which is as I understand it to return to the unfettered, immediate access to all rides and

HIGHLY CONFIDENTIAL 13
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attractions that GAC offered, it would in my opinion have the same impact as was seen in the
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Exhibit 4, attached hereto.
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VIII. Conclusions

40. Based on everything I have reviewed and discussed with the industrial engineers
at Disney about DAS and based on many years of working in this area, it is my conclusion that
DAS provides faster access and, if the guest desires, more access to more attractions than what a
guest at Walt Disney World can experience without DAS.

41. It is my opinion, to a reasonable degree of scientific certainty, that DAS not only
reasonably accommodates and provides equal access to guests with disabilities, for whom it may
be difficult to wait in a traditional queue, but that it also provides more than equal access to such
guests overall because they can experience the most popular attractions faster and, if they desire,
in greater number than what - of guests at Walt Disney World can do without DAS.
Moreover, DAS guests are able to experience these attractions with essentially little or no time
waiting in a physical line.

42. It is also my opinion, to a reasonable degree of scientific certainty, that if Disney
were required to provide unlimited “backdoor” access to all rides, with no return time that
approximates the posted wait time, and if that type of access could be obtained by any guest who
simply states that he or she is unable to wait in a traditional queue, significant abuse would result

-- as previously documented under the GAC system. It is my opinion, to a reasonable degree of
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43.  Because of the adverse impact of requiring Disney, in essence, to return to the
GAC system, it is my opinion, to a reasonable degree of scientific certainty, that such a
requirement would constitute a fundamental alteration of the operation of Walt Disney World
and would adversely impact the company and the vast majority of its guests, who would have to
endure longer stand-by wait times on the most popular attractions.

January 19, 2016 /s/ Bruce Laval
Bruce Laval
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DAS Usage by Month - Starting 10/9/2013

Site Month |Year |Total Issued
Walt Disney World - FL 10| 2013
Walt Disney World - FL 11| 2013
Walt Disney World - FL 12| 2013
Walt Disney World - FL 1] 2014
Walt Disney World - FL 212014
Walt Disney World - FL 3| 2014
Walt Disney World - FL 412014
Walt Disney World - FL 5(2014
Walt Disney World - FL 6| 2014
Walt Disney World - FL 712014
Walt Disney World - FL 8| 2014
Walt Disney World - FL 9| 2014
Walt Disney World - FL 10| 2014
Walt Disney World - FL 11| 2014
Walt Disney World - FL 12| 2014
Walt Disney World - FL 1] 2015
Walt Disney World - FL 2| 2015
Walt Disney World - FL 3| 2015
Walt Disney World - FL 412015
Site Month |Year |Total Issued ]
Disneyland Resort - CA 10| 2013
Disneyland Resort - CA 11| 2013
Disneyland Resort - CA 12| 2013
Disneyland Resort - CA 1| 2014
Disneyland Resort - CA 2| 2014
Disneyland Resort - CA 3| 2014
Disneyland Resort - CA 4| 2014
Disneyland Resort - CA 5| 2014
Disneyland Resort - CA 6|2014
Disneyland Resort - CA 7|2014
Disneyland Resort - CA 8| 2014
Disneyland Resort - CA 9| 2014
Disneyland Resort - CA 10| 2014
Disneyland Resort - CA 11] 2014
Disneyland Resort - CA 112014
Disneyland Resort - CA 12| 2014
Disneyland Resort - CA 1| 2015
Disneyland Resort - CA 2| 2015
Disneyland Resort - CA 3] 2015
Disneyland Resort - CA 4] 2015

HIGHLY CONFIDENTIAL
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CERTIFICATE OF SERVICE
I hereby certify that on this 19* day of January, 2016, a copy of the foregoing was
electronically served on:

Andy Dogali

Dogali Law Group, P.A.

101 East Kennedy Blvd., Suite 1100
Tampa, FL 33602
adogali@dogalilaw.com

Eugene Feldman

Arias Sanguinetti Stahle & Torrijos, LLP
6701 Center Drive West, Suite 1400

Los Angeles, CA 90045
eugene@asstlawyers.com

/s/ Jeremy M. White
Jeremy M. White
KAYE SCHOLER LLP
901 15th Street, NW
Washington, DC 20005
Phone: (202) 682-3500
Fax: (202) 682-3580
jewhite@kayescholer.com
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Greg Hale
April 28, 2015

UNITED STATES DISTRICT COURT FOR THE
MIDDLE DISTRICT OF FLORIDA

CASE NO.: 6:14-cv-1544-0r1-22GJK

A.L., by and through D.L., as Next
Friend, Parent and Natural Guardian;
D.L., Individually,

Plaintiff,
VS.
WALT DISNEY PARKS AND RESORTS
UsS, INC.

Defendant.

*x Kk *x Kk * X*x k% *x Kk % X*x k% *x X% % X*x k% % *x * *x * *x * * %

DEPOSITION OF': GREG HALE

DATE TAKEN: April 28, 2015

TIME : 9:49 a.m. - 12:35 p.m.
PLACE: 1375 East Buena Vista Drive

4th Floor North
Lake Buena Vista, Florida 32830

REPORTED BY: SANDRA D. BROWN, FPR,
Court Reporter and Notary
Public
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Page 33

the concern that more time ought to be used to
developing the DAS before it's implemented?
A Not specifically, no.
Q Was it rolled out at Disneyland first?
A I don't recall. I don't remember the

phasing of it.

Q Was it beta tested anywhere first?
A I don't recall.
Q Did the Autism Society of Los Angeles

actually make any suggestions about the DAS?
A Again, it was Autism Speaks, I believe, Los

Angeles chapter.

Q Yes. That is what you said. 1I'm sorry.

A Mark Jones was working with them, so they
may have.

Q You don't know?

A Not specifically on DAS. We were already

working with them on a cognitive guide with guests
with disabilities, and they were providing lots of
input on that well before we even rolled out the DAS
card.
Q Was the cognitive guide developed~-- strike
that.
The cognitive guide was developed before the

DAS was rolled out?

Stratos Legal Services
800-971-1127
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disability?

MR. SCANLON: He just said no.

THE WITNESS: Again, I'm not a lawyer, but
the accommodation of the DAS card is the
accommodation for someone who cannot wait in line
for extended periods. And our cast members can
also grant additional things to make guests
happy, such as FastPasses. And those
transactions are discretionary and require, I
believe, to be entered into the magic file.

BY MR. DOGALT:
Q For this purpose, is there a difference
between a FastPass and a re-admit?

MR. SCANLON: For what purpose?

MR. DOGALI: For the purposes of Exhibit 3.

MR. SCANLON: Objection to the question,
vague.

THE WITNESS: Yes. There is -- the FastPass
system is available to everyone and provides all
the guests the ability to make appointments and
have their place held in line and not wait in
line. That's available to all guests.

So the FastPass system is there, and we did
it so that guests with disabilities, guests --

all guests can make use of it from the beginning.

Page 57
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A Because it, again, we've got all of the
ability for our guests to make use of the FastPass
system and make appointments to come back to rides at
a predetermined time.

And then the DAS card gives them the
additional ability not to have to wait in the standby
line and also come back with no wait and experience
other rides and attractions while the other guests
don't have that advantage. They are having to wait in
the standby line.

Q Now, the FastPass that you said you invented
that applies to everybody, if you come into Disney and
you want a ride and you go and get a FastPass, that
could be -- if it's a popular ride, that could be 2 or
3 p.m. in the afternoon, correct?

A Yes, or into the evening even.

Q But if you get the FastPass concept that was
put into DAS, if that person wants to go on that ride,
they would generally get it at what time compared to
the person who may have to wait into the afternoon?

A So I can show you. We have realtime -- an
app is available for all guests that tells them the
wait times for the attractions, and they're able to --
the standby line may be an hour, 50 minutes. Not into

the evening.

Page 69
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Page 72

line is not able to experience.

And then come back and get on the ride in 50
minutes while all other guests are either waiting in
line for 60 minutes or waiting for a much later time
to return.

Q So you're saying that if two people came at
the same time, a person who came and stood in the
normal line, and you have that indicated here with a
little people, right?

A Yes.

Q And they have to wait, in your case, 60
minutes and they can't go anywhere, right?

A Correct.

Q And the person with the DAS who gets a card
at the same time that the other people come and start
in this line, they're given a return time of 50
minutes later, and they can go to any of these other
opportunities that you show with the other circles,
correct?

A Correct. And if a ride has 15 minutes or
less wait time, the person with a DAS card is allowed
to go right in because we deduct ten minutes from the
wailt giving them, again, the benefit of advantage.
And if it's five or ten minutes, they would actually

go right in these two attractions. And they can see

Stratos Legal Services
800-971-1127
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two other attractions with no wait, as well as come
back to the original attraction if they wanted.

Q Okay. And they never have to wait in the
line --

A Correct.

Q -- which is obviously one of the things that

people with these disabilities find it difficult to

do, right-?

A Correct.

Q Waiting in a long line in a traditional cue,
correct?

A Correct.

Q You mentioned an app. Is there an app that

is available to anyone that would have a DAS card that
if they're in this place waiting for Space Mountain,
and they have a 50-minute return time, or any other
attraction that will show them what's nearby and what
the wait time is?

A Yes.

Q Can you show us what that looks like?

A So the app --

Q And, Mr. Dogali, if you can come look at
this while he's testifying.

A The app lets you pick your park, like I was

just showing the Magic Kingdom. And it immediately

Page 73
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guests, and the one experience that was a surprise
were the two moms in the presentation I was giving.
Because I was going there, as I have before -- met
with them to tell them about some of the things we
offer for children, and we offer -- that they need to
be aware of. Like, we have a wild about safety
program that does videos and trading pins for kids
about safety.

And so we were giving an update on that
program. And since we had rolled out DAS, and we knew
they were getting questions and things, then we -- I
was giving a presentation about how that process
worked.

Q Okay. Is there a system called FastPass
Plus right now?

A Yes. That is the -- originally, you had to
go from one attraction at a time, to use one FastPass
up before you could get another one. This is all
guests I'm talking about. Now all guests can go ahead
and reserve three attractions at a park. And then
once they've used those three up, continue getting one
attraction at a time at other attractions.

Q You have to use the three up first before
you can get the others?

A Yes. But those three get their times set

Page 77
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Page 78

before you arrive at the park. You can do that in
advance of your visit.

Q Let me ask you: Currently, a DAS holder
wants to come to the park on Monday morning. So do
they get these three FastPass Plus times?

A Yes.

Q So there's three times during the day where
they can get in rides of their choice at a time that
they know before they come they are going to have?

A Yes.

Q In addition to that, does a DAS card holder

also, are they able to get a return time under the

DAS -- under the normal DAS system?
A Yes.
Q They can do that one at a time?
A Correct.
Q They get one ride, and once they've come and

used the return time, then they can get another one
and so forth throughout the day?

A And in addition to that, they can go through
the standby cue of any ride that has no wait and ride

those rides, as well.

Q Right. Where there's lower wait times?
A Without using up the DAS card one at a time
or the FastPasses. So those are -- they just walk in.

Stratos Legal Services
800-971-1127
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Page 79

Q In addition to those three options, if they
are, as you put it, a guest services tool, if someone
happens to give them _re—admits ,
that would be in addition to all of the options you
just listed?

A Correct. So then if there's some
circumstance where that doesn't make the guest happy
for whatever reason, our cast members are allowed to
give the FastPass re-adds that are on top of that. So
that when they walk up to an attraction that does have
a standby cue, they don't have to leave and come back
with the DAS card. They can go right in.

Q Right. And you were asked a question by
Mr. Dogali about FastPasses or re-admits whether that
was part of the DAS accommodation. Can you explain,
again, clarify what your testimony is regarding the
DAS accommodation and the readmits --

A Sure. That process existed before DAS.
That is something that our cast members have utilized
for various reasons at guest relations and at the
attractions, such as a ride going down that a family
had come just to ride that one ride or different
reasons.

So that's a tool that existed for guest

service prior to DAS, and is independent of the actual

Stratos Legal Services
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Q Who is active in CastABLE who is himself or
herself autistic?
MR. SCANLON: In what?
MR. DOGALT: CastABLE.
THE WITNESS: At the moment, I don't know.
We -- I know we've had family members of
individuals, but we don't -- at the moment, I
don't know.
BY MR. DOGALT:
Q Who's active in CastABLE who is the parent
or close relative of someone who is autistic?
A At the moment, I don't know. The membership
varies year to year.
Q Who is the employee in your group whose
child is autistic?
- I
Q Okay. Can you identify any other Disney
employees who have children who are autistic?
MR. SCANLON: Out of the 100,0007?
THE WITNESS: None come to mind at the
moment.
BY MR. DOGALT:
Q Your sketch there indicated that the DAS
holder has immediate access to a ride with a 15-minute

wait or less, correct?

Page 84

Stratos Legal Services
800-971-1127

CONFIDENTIAL




Case 6:14-cv-01895-ACC-GJK Document 51-2 Filed 06/01/16 Page 62 of 84 PagelD 710

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Greg Hale
April 28, 2015

Page 85

A Ten minutes is deducted from the time. So,
typically, if the wait is less than 15 minutes, they
are allowed right in.

Q What's the actual published policy? Is it
15 minutes?

A No, I believe it's ten, and a ten-minute
deduction off of the wait time.

Q Is there a published policy for the amount
of wait time which will permit a DAS holder to go
immediately onto the ride without waiting at all or
coming back?

A I don't know at the moment. At one time, I
think we rounded, you know, if it was between ten and
15, it was -- might have been 15 at one time.

Q Is the published policy today the 15 minutes
you just put on your drawing?

A I don't know.

Q Is it your intention that adult autistic

guests can navigate the park alone using My Disney

Experience?
A I'm sorry. I don't understand the question.
Q Do you understand that adult autistic guests

come to the park without companions?
A I would assume so.

Q Is it your intention that they can navigate

Stratos Legal Services
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23 Suite 102, Brevard, North Carolina, on the 18th day of
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1 developing new theme parks, a second theme park in
2 Disneyland, a second theme park in Paris, a second
3 theme park in Tokyo and were opening a new theme park
4 in Hong Kong. So I became -- just like what I did
5 with the Disney-MGM Studios and Epcot, I became the
6 operating executive responsible for working with the
7 imagineers, the creative team in terms of providing
8 input in terms of the design and development of that
9 from an operating perspective.
10 Q. At that time in approximately 1998 was there
11 a concern at Disney regarding the length of lines and
12 wait times experienced by guests at the theme parks?
13 A. In what year?
14 Q. About that time of 1998.
15 A. I would say from 1971 through 1998 and
16 beyond wait times is always one of the number one
17 priorities of Disney always. It was a fundamental
18 principle to ensure that we need to do whatever we can
19 do to minimize wait times.
20 0. And why was that important?
21 a. [ —
22 | [ —
23 | [ ——
24 | N —
25 | N —

CaseWorks, Inc. www.caseworksonline.com 800.955.0541



Case 6:14-cv-01895-ACC-GJK Document 51-2 Filed 06/01/16 Page 67 of 84 PagelD 715

09/18/2015 Bruce Laval

Highly Confidential Page 21
-
2 | I —

3 |
¢ | I

5 | I

6 Q. What is the -- G

7 I

g | N

9 A.  Yes. You know,
10

e e
w N K

=
o

=
-9

=
(8)]

NONN DN NN R B
o b W N B O VW W 9
1O

In about that time in 1998 were you involved

CaseWorks, Inc. www.caseworksonline.com 800.955.0541



Case 6:14-cv-01895-ACC-GJK Document 51-2 Filed 06/01/16 Page 68 of 84 PagelD 716

09/18/2015 Bruce Laval

Highly Confidential Page 22
1 with or did you create something that was -- became
2 known as FastPass?
3 A. Yes.
4 Q. And can you describe the process that you
5 went through and how you created FastPass?
6 A, It was quite a long process and began -- in
7 this new role I was responsible for integrated
8 innovative theme park best practices throughout the
9 company and the president at that time really
10 challenged me to, you know, we need to continue to do
11 things to eliminate wait time. And also at that same
12 time we had new technologies, computer technology.
13 And I actually kind of was on a ski trip and it kind
14 of hit me, you know, I had the light bulb go off and I
15 was in the standby line where they fill in, you know,
16 a chair lift goes off and there's two people you kind
17 of £ill in, put in the standby line. And so I said,
18 well, geez, you know,
| ——
| —
21
22 And for example, if you walk up to the
23 attraction and there's this 60-minute wait, normally
24 you'd have to stand in line for 60 minutes. So I said

CaseWorks, Inc. www.caseworksonline.com 800.955.0541
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11 And so the concept is you're still waiting
12 the same amount of time as you normally would. The
13 difference is instead of physically standing in line
14 the computer's saving your space, you can go on, see
15 another attraction, do whatever you want to and you
16 come back at the same time that you normally would
17 have been ready to board that attraction if you stood
18 in line. So that's what the concept of a virtual
19 queue 1is.
20 Q. And what benefits, if any, does the virtual
21 queue provide the customer?
22 A. Oh, tremendous. And this was all documented
23 in the research we did when we were justifying the
24 system. First of all, it greatly reduced the amount
25 of time that you had to stand in line because instead
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1 prepared this data that's in --
2 A. No.
3 0. Okay. Thank you. What's your understanding
4 of how the DAS system works?
5 A. A guest goes up to guest relations,
6 identifies himself and they go through a process to
7 validate that and then they -- used to be they gave
8 them a physical card, but now that have it embedded in
9 either their ticket or their magic band that

10 identifies them as a guest member and then they can
11 take -- they have access to FastPass, the FastPass

12 Plus system. So they're given three reserve times

13 that they can have that can get them on the FastPass
14 line on any three attractions they choose plus they
15 can use that card on any attraction outside of the

16 three FastPass ones they're already given. They can
17 walk up to the attraction, identify themselves, show
18 them their card which can be embedded in their ticket
19 or their wrist band and they'll look at the wait time
20 and if the standby wait time is 60 minute, they will
21 give them a return time. They can come back in 50

22 minutes. They get a ten-minute benefit and then they
23 come back and go out and see other attractions that
24 have no wait time. They can watch the parade. They

25 can do what -- watch some character shows and they

CaseWorks, Inc. www.caseworksonline.com 800.955.0541
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1 Plaintiff's Exhibit Number 5, did you conduct any
2 independent calculations to verify the accuracy of the
3 underlying assumptions used?
4 A. I reviewed it to make sure I understood it
5 and the methodology in terms of how those numbers were
6 calculated, yes, but that's -- that's what I did.
7 Q. Well, for example, the -- strike that.
8 I'm going to go next to --
9 A. Are we switching to another exhibit?
10 Q. Yes, we are.
11 A. Can I take a restroom break?
12 Q. Yes, let's just take an overall break.
13 (RECESS TAKEN FROM 11:08 A.M. TO 11:14 A.M.)

14 BY MR. PARMER:

15 Q. Mr. Laval, I'm going to refer you now back
16 to Plaintiff's Exhibit Number 2, Incremental Re-Ad and
17 Daily DAS Users as a Percent of Attendance. Did you
18 decide the criteria for the assumptions and data in

19 Plaintiff's Exhibit Number 2 or is that decided by the
20 IEs at Disney?

21 A. We discussed it. I wouldn't say it was at
22 my sole discretion, but we discussed it.

23 0. And can you relate what specifically you

24 discussed about the criteria or assumption going in to

25 Plaintiff's Exhibit Number 2°7?

CaseWorks, Inc. www.caseworksonline.com 800.955.0541
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1 A. Well, it's really -- these two go together.
2 It's kind of hard to separate this. I thought this
3 was part of Exhibit 6. But what we were trying to
4 identify is what impact additional usage such as re-
5 | ads would have. [
6 | N
7 |
8 | [
o | N
10 | N
11 | [
12 Q. And did you conduct your own calculations of
13 the underlying data that resulted in the figures on
14 Plaintiff's Exhibit Number 2 or did you rely on the
15 engineers at Disney?
16 MR. SCANLON: Objection to form.
17 THE WITNESS: I went through these
18 examples and after seeing them, again, we had
19 talked in methodology and we all understood how
20 it would be put together and I did take and go
21 through the calculations on these to make sure
22 that they're correct, yes.
23 BY MR. PARMER:
24 Q. And that's the mathematical calculations of
25 the data that's on the face of Exhibit Number 27?
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A. Yes. It's taking this data and then you use
that data to come up with these figures here in terms
of the wait times. So for example, it went from [Jj

0. But you didn't compile the underlying data

o Oordxd W NN R

used to arrive at the figures on Plaintiff's Exhibit

7 Number 2. You relied on the engineers at Disney?

8 A. To put it together with the methodology that
9 we had discussed and I agreed with and then I, after
10 seeing this, I went through my own calculations to

11 validate that this methodology that's represented here

12 does represent the correct methodology.

13 Q. And what calculations are those?
14 A. You want me to go through it with you?
15 Q. We don't have to do the actual calculation,

16 but you can just tell me what calculation.

17 A. This is the existing [ vait time

18 that you start with. You want to be able to determine
19 what the new wait time is.

20 Q. Okay. Are you talking about Mania?

21 A. Yeah, do that as an example. I mean, you

22 can do it with any of them with the same methodology.
23 Q. So we're talking about page 1 of Plaintiff's
24 Exhibit Number 2, Mania has current standby wait

25 | minutes, . 2nd that's an assumption that was

CaseWorks, Inc. www.caseworksonline.com 800.955.0541
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=

provided by -- the || lllcurrent standby wait time

A. Was the assumption that was what documented
as what the wait time is.
0. A peak wait time.

A. Yeah, during the period that it was taken.

?

©O© 00 N o oobd WD

Q. No, I prefer you just write on scratch

JI
(@)

paper. You can just describe what figure you're

}_\
H

pointing to.

[
N

A.

[
w

14 | I - -

15 Q. And that's the top chart, average PP standby
16 GC for guest carry?

17 A. Right.

18 Q. And that's for Mania. Okay.

19 a. I

N N N N N N
(6} [ w N = o
‘ I ‘
1
0 |
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Highly Confidential
I '~ assuming.
Q. Well, I'm not going to hold you to the

figure being correct.

calculation.

I just want to understand the

A. Well, I want to make sure I can come up to

CaseWorks, Inc.
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1 | N
2 | |
3 |
4 | NN
5 | N
6 | N
7 | |
8 | [N
o | NN
10 |
11 |
12 o) Can we mark this as -- I'll mark this as
13 Plaintiff's Exhibit Number 8.
14 (PLAINTIFF'S EXHIBIT NUMBER 8 WAS MARKED FOR
15 IDENTIFICATION)
16 THE WITNESS: It's pretty messy. Can
17 you read my writing? Do you want me to rewrite
18 it.
19 MR. SCANLON: That's fine. I have no
20 objection to that.
21 MR. PARMER: And we'll stipulate for
22 the record that the back of Plaintiff's Exhibit
23 Number 8 contains a squiggly line with numbers on
24 it that is not an exhibit.
25 MR. SCANLON: Well, if you want to you could
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A. No.
MR. SCANLON: Objection. Vagueness. I
think it's confusing.
THE WITNESS: Yeah, I'm -- I am a little
confused.
BY MR. PARMER:

Q. Okay. Well, let me start over. This study
in Plaintiff's Exhibit Number 2 makes an assumption
based upon a population of DAS users, let's say for
example in Mania as one of the subsets, correct?

A. Yes.

Q. And the study purports to say what would the

impact be of giving those DAS users, || EGKNGTIIIEE

A. Yes.
Q. The other assumption the study makes in

determining the impact that giving the DAS users -

B s chat
|

A. No.

MR. SCANLON: I think that's where the
confusion is.

THE WITNESS: No, that's not the case.
This shows you all the attractions. TIf the guests

were given one additional re-ad, they could use

CaseWorks, Inc. www.caseworksonline.com 800.955.0541
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that re-ad at any one of these attractions.

So we currently have data of how they use their

current usage of the card. We know that.

O 00 Jd o U1 b W N R

e
=)

N i e
o U o~ W

[
N

[
~

18 | BY MR. PARMER:

19 Q Okay. I see. And but the data under -- the
20 | data that Disney has collected regarding the expected
21 | or actual usage of DAS is -- you didn't review any

22 | separate written documents other the Plaintiff's

23 | Exhibit 2 or the other documents we've talked about in
24 | reaching your conclusion?

25 A Yeah. I used these documents here.
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Accommodating Guests with Disabilities

Disney Parks have an unwavering commitment to providing a welcoming and inclusive environment
and accessible experiences for our Guests. As part of this commitment, the Disability Access
Service (DAS) Card is a tool provided at the Walf Disney World® Resort and Disneyland® Resort
Theme Parks to enhance the service we provide 1o our Guests with disabilities.

A Guest whose disabiiity is based on the necessity 10 use a wheelchair or scooter does not need a
DAS Card. Depending on the attraction, Guests utilizing a wheelchair or scooter will either wait in
the standard queue or receive a return time at the attraction comparable 1o the current wait time,

Disability Access Service Card

The Disability Access Service, "DAS” Card, is intended for Guesis whose disability prevents them
from waliting in a conventional queue environment. This service allows Guests to schedule a return
time that is comparable {0 the current queue wait for the given altraction. Once a return time is
issued, Guests are free to enjoy other theme park offerings such as meeting a character, grabbing a
bite 1o eal, enjoying entertainment or even visiting another attraction until their listed return time.
Return times are valid until redeemed prior to park closing.

(zuests may only have one active return time. As soon as an outstanding attraction return time is
redeemed, Guests may receive a return time for the same or a different altraction.

This service can be used in addition to Disney FASTPASS® Service and Disney FastPass+ service.

Special Accommodations for Specific Circumstances

The DAS card, with its virtual walt, will accommodate many of our Guests with disabilities, We
recognize, however, that our Guests with disabilities have varying needs, and we will continue 1o
work individually with our Guests 1o provide assistance.

In unigue situations, our Guest Relations staff will discuss special accommodations for persons who
are concerned the DAS Card doesn't meet their needs {(e.q., for those whose disability limits the

durgtion of their visit to the park or limits their choice of atiractions).

All accommodations will be made in person, on site at Guest Relations. We are unable 1o provide
accommodations in advance of a Guest visil,

Disney-AL0000002
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DAS Card Process
To help you as you plan your visil, below is a brief description of how the DAS Card process works:

You are here

You arrive at a Disney Theme Park,

Please note, all accommodations will be discussed and provided in
peErson upon-arrival

Where to Go

Stop by a Guest Relations main entrance location to discuss your
specific needs.

Guest Helations main entrance locations:

« Disneyland® Park: City Hall

» Dishey Caltifornia Adventurs ® Park: Chamber of Commerce
(near main entrance)

« Magic Kingdom® Park: City Hall

» Disney’s Animal Kingdom® Theme Park: Guest Relations Lobby
(near maln enlrance)

= Disney's Hollywood Studios®: Guest Relations Lobby
(near main entrance)

« Epcof®: Guest Relations Lobby (near Spaceship Earth)

Let’'s Cha

Guest Relations Cast Members will work with you individually to provide
assistance. Based on your specific needs, a DAS Card or other
accommodations may be provided.

Disney-AL0000003



Case 6:14-cv-01895-ACC-GJK Document 51-2 Filed 06/01/16 Page 82 of 84 PagelD 730

The goal ofthe DAS Card is to accommuodate Guesis who aren't able to
wait in a conventional gueus environment due 1o a disabiiity. A Guest whose
disability is based onthe necessity to use a wheelchair or scooler does not
need a DAS Card. Depending on the atiraction, Guests utilizing a
wheelchair or scooter will either wait in the standard gueue or receive a
return time at the atiraction compearable to the current wail time.

If you have additional needs, please discuss them with Guest Relations.

Registration

e DAS Card is provided, vou will participate in a registration process,
which includes having a photo taken of the DAS Cardholder for the card. 1T
preferred, a photo may be taken of a guardian. The Guest Relations Cast
Member will then review the card and ask for a Guest signature.

ADAS Card is good for up to B0 days based on your ticket entitiement.”
Onoe the card expires, itis no longer valid and vou will need to return o
Guest Relations to have a new card issued. I possible, please bring your
expired card o help expedite future visits,

*Annual Passholders can obtain DAS Cards thaet are good forup fo
60 days.

Time to ride

Now it's time 1o head into the park and enjoy vourday. Al Wall Disney
World Resort. visit an atlraction to receive your first retur time, which will
be comparable 1o the currént wail time for the attraction. If visiting the
isneyiand Resort, yvou will receive your first return time at Disneviand
Park's City Hall or Disney California Adve s Chamberof Commerce
directly after receiving vour DAS Card.

» Once the return time s issued you are free 1o enjoy other theme paik
activities such as visiting with a characier, grabbing a bite 1o eatl,
enjoying entertainment or even riding another attraction while you wait.

« Return times are valid until redeemed prior 1o park closing.

< Yol may only have one aclive return time at a time. As soon as you
finish one atiraction, vou can receive a return time for the same ora
different attraction

A
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o Another member of vour travel party may obtain a return time, butthe
DAS Cardholder must board the attraction with his/her party.

» You can use the DAS Card in conjunclion with Disney FASTFASS
Service and Disney FastPasst service,

Are you park hopping? DAS Cards issued at Disneyland Resornt are good
at Disneylana Park and Disney California Adventure Park. DAS Cards
issued at Wall Disney World Resort are good ai Magic Kingdom Park,
Disney's Animal Kingdom Theme Park, Epcot and Disney's

Hollywood Studios;

Have additional questions? Please return {o Guest Relalions. Qur Guest Relations staff will discuss
with you the personal accommodations that vou may require and may suggest additional
accommodations that can be used in conjunction with a DAS Card. All accommodations will be

determined in person at Guest Relations.

Can | arrange to have a DAS Card before my visit?
We are unable to provide accommodations in advance of a Guest visit. All accommodations will be
determined on site al Guest Relations,

Where can | go if | have more questions?
CGuests with additional guestions should discuss them with Guest Relations. For general questions,
call 407-560-2547.

Does a Guest whose disability is based on the necessity to use a wheelchair or
scooter need a DAS Card?

No, a Guest whose disability is based on the necessity to use a wheelchair or scooter does not
need a DAS Card. Depending on the attraction, Guests ulilizing a wheelchair or scooter will either
wait in the standard queue or receive a return time at the attraction comparable o the current wait
time. For some atiractions at Disneviand Resort, these Guests will go directly to an alternate
entrance. Guests with additional needs should discuss them with Guest Relalions.

What is a Disability Access Service Card and how does it work?

The DAS Card is intended for Guests whose disability prevents them from waiting in a conventional
gueue environment. Once issued at Guest Relations main entrance locations, DAS Cards can be
used to obtain a return time for an atfraction comparable to the current conventional queue wait
time. As soon as a Guest finishes one atiraction, they can receive a returmn time for the same or a
different alfraction. This service can be used in addition to Disney FASTPASS Service and Disney
FastPass+ service.,

d
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What will Disney Parks do if a Guest is concerned the DAS Card doesn't

meet their needs?

Disney Parks have long recognized and accommodated Guests with varying needs and will
continue 1o work individually with Guests with disabilities 1o provide assistance that is responsive io
their specific circumstances. In unigue situations, our Guest Relations staff will discuss special
accommodations for persons who are concerned the DAS Card doesn't meet their needs (e.g., for
those whose disability limits the duration of their visit to the park or limits their choice of attractions).
All accommodations will be made in person, on site at Guest Relations.

What are some other services available to Guests with disabilities?

Disney Parks offer a variety of services 1o Guesls with disabilities, such as Disney's Handheld
Device that offers assistive listening, caplioning and audio description. Additionally, Disney Parks
has developed a "Guide for Guesis with Cognilive Disabilities” as well as a "Guide for Guests with
Disabilities” that can be obtained on the Guest Services page of walidisneyworld.com and
disneyland.com. Disney Parks will continue {o provide excellent Guest service and accessible
experiences. Guesis should visit Guest Relations al any park should they feel they need assisiance
due to a disability.

Will Disney Parks continue to provide a service to wish-granting organizations?
This process will not affect those who are visiting on trips organized by wish-granting organizations.

How do | ride an attraction multiple times?

As soon as a Guest finishes one atiraction, they can receive a return time for the same or another
atiraction. The DAS Card can be used in conjunction with Disney FASTFASS Service and Disney
FastPass+ service.

What if | have to leave a queue due to my disability?
Based on your immediate need, please locate the nearest Cast Member or visit Guest Relations
located in the Park.

Disney-AL0000006
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CONFIDENTIAL
Alison Armor - 7/7/2015

1 Q How did you first become involved in

2 development of what became known as the DAS?

3 A When I came back from Paris, it was the

4 summer of 2011. My role was very different. I was a

5 service provider to the operators. I served them in

6 any aspect that would involve multi-site consistency

7 typically from a pure operator perspective, and I was

8 consistently receiving feedback from my clients, the

9 operators, that the system was being abused at that

10 point.

11 So over a course of months, which culminated

12 after about six months that I had been on the job, I

13 did some shadowing myself in the operation, but it was

14 a consistent source of feedback that people are asking

15 me to look into.

16 Q Do you recall in April of 2012 enlisting

17 others from other units of the company to participate

18 in a team to develop what became the DAS?

19 A I think it was approximately that time

20 frame.

21 Q How long before then had you been privy to

22 these discussions of abuse of the GAC?

23 A Again, I came back in the summer of 2011 and

24 it was over that course of time, I would say, that I

25 was hearing about it. I went out in February of 2012
Page 9
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CONFIDENTIAL
Alison Armor - 7/7/2015

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

to do my in-costume shadowing. I knew that was
something -- it was specifically something I needed to
be observant for, so it was that time frame.

Q The in-costume shadowing was before you
started enlisting folks to participate on the team with
you?

A Well, as being new to my role in supporting
operations, I was doing shadowing in costume for a lot

of functions of the operation, and so that was also

part of my on-board strategy. I was doing in-costume
training at attractions all over. Yes, it was in
February that I did my in costume. I remember that
specifically.

0 20127

A Yeah.

Q Let me step back a bit. For right now, to

whom do you report?

A Mark Rucker.

Q What's his title?

A Vice president, parks and lodging line of
business.

Q To whom does he report?

A Joe Schott.

Q Is he a senior VP or executive VP?

A He's a senior VP.

Page 10
Ben Hyatt Certified Deposition Reporters

888.272.0022 818.343.7040 Fax 818.343.7119 www.benhyatt.com




Case 6:14-cv-01895-ACC-GJK Document 51-3 Filed 06/01/16 Page 5 of 79 PagelD 737

CONFIDENTIAL
Alison Armor - 7/7/2015

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Q Who decided it would be you?

A I don't know that anyone specifically
decided that.

Q Who gave you the directive to start doing
it?

A There wasn't a specific directive. It was
nothing so formal or specific, meaning when I was given
the charge. It was more organic in nature and how it
became an increasing priority as it became an
increasing concern of the operators.

(Plaintiffs' Exhibit 1 marked for identification.)

BY MR. DOGALTI:

Q I'll show you something I marked as Exhibit
1.

A sure.

Q After you've had a chance to look at it, the

first question is going to be, what is it?
MR. SCANLON: We're off the record.
(A discussion was held off the record.)

BY MR. DOGALTI:

o) What is this?
A So this was a notification I sent out to
some of the key partners that we would be -- we

initially thought we'd be integrating with letting them

be aware that there is a need for us to look at

Page 15
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CONFIDENTIAL
Alison Armor - 7/7/2015

1 attraction access, is what we were calling it at the

6 so we incorporated that into a much

7 broader presentation -- at the time my leader did --

8 and it was all approved to look at it at that time.

9 So we did feel like we wanted formal

10 sponsorship of it, and I think we used _
11 that we had at the time as a vehicle to make sure we

12 had visibility to this other element, which was an

13 offshoot of that work. We felt like we could bundle
14 it, if you will, although I didn't believe all the .
15 - that was all under Brian Britton -- to try to

16 bundle it at the time.

17 ) When you mentioned your leader, was that Mr.
18 Rucker?
19 A No. It was Brian Britton at the time.
20 ) That's right. I'm sorry.
21 To what extent, up until this time, April of
22 2012, had you personally been exposed to issues
23 relating to ECV access in the parks?
24 MR. SCANLON: Excuse me. Is that related to
25 your 30 (b) (6) notice?
Page 16
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CONFIDENTIAL
Alison Armor - 7/7/2015

1 MR. DOGALT: Yes.
2 MR. SCANLON: How?
3 MR. DOGALI: She just answered the question

- M-

6 MR. SCANLON: How is the detail about the

7 _ relevant to DAS?

8 MR. DOGALI: Can you answer the question,

9 ma'am?

10 THE WITNESS: Can you repeat the question?
11 MR. SCANLON: Objection to the question. Go
12 ahead.

13 THE WITNESS: If you can repeat the

14 question.

15 BY MR. DOGALT:
16 Q Prior to April of 2012, had you personally
17 had any exposure to issues relating to ECV access in

18 the parks?

19 A Me personally?

20 0 Yes, ma'am.

21 A No.

22 o) During these first formative periods, weeks
23 say, who became the members of the team?

24 A It was for sure Mark Jones, was the one from
25 the services guest disabilities who was most closely

Page 17
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CONFIDENTIAL
Alison Armor - 7/7/2015

1 involved, although he kept his leadership at the time
2 also aware. We also worked very closely with our

3 internal legal counsel. Scott Pacula was my assigned
4 partner from that group. Todd Evans on my team was a
5 key contributor. We also worked closely with Teri

6 Rosenfeld and Carla Mertz on the training and

7 documentation and components that were needed, and

8 Jacquee Wahler was our contact from a public affairs

9 perspective. Those were the main partners.

10 Q These individuals that you addressed the

11 initial communique to were leaders of those units, you
12 encouraged them to assign somebody to your team; is

13 that fair?
14 A Yeah. I was trying to get them to

15 understand it was something we needed leaders to be

16 involved in and we needed to prioritize this, was my
17 focus of this communication.
18 ) Ms. Mertz assigned Ms. Barrett -- Mr.

19 Barrett?
20 A Jason Barrett. He was involved initially, I

21 believe, yes. We had many folks from the documentation

22 team at the time but, yes, he was involved.

23 o) Ms. Wahler at a point? Crimmins?

24 A Brian Crimmins would have been from a
25 communication perspective under Jacguee, yes.

Page 18
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10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Q Who is Margaret Giacalone?

A She's Scott Pacula's manager.

o) Who is Ms. Morris, Julie Morris?

A She had been the originator of the GAC
system, so she -- I believe we reached out to her for

history of that development, but she didn't have a lot
of contribution going forward from that perspective.

o) And guest relations, did she assign Ms.
Sweetman for Disneyland and Mitchell for Disney World?
A She basically wasn't involved from that

point on. Jenny Sweetman was involved from guest
relations. At the time, Julie was leading guest
relations when GAC was developed, but she wasn't
involved in it anymore in 2012. She was more from a
historical perspective to understand what efforts they
went through in GAC implementation. Jenny Sweetman was
involved. She was reporting to the guest relations

director out in California.

Q Did you involve anyone from media relations?
A Our communications team was -- I'm trying to
remember the -- basically they're integrated together,

so internal/external we deal with one point person from
a communications perspective on this.
Q For purposes of this team, did that simply

become Ms. Prihoda?
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that answer back.
(The preceding answer was read
back by the court reporter.)
MR. SCANLON: Thank you.
THE COURT REPORTER: You're welcome.
BY MR. DOGALT:

Q Is it fair to say when the team began its
work in the spring of 2012, it was already resolved and
the objective was to equalize wait time across the
universe of guests?

A The work group was pulled together at this
point as a collaborative process to seek everyone's
feedback, reaction and input; and that's what we set
out to do, as I mentioned here over the course of a
period of time. Initially we estimated it to take six
months to really formalize what we were going to do.

Q This idea of equalizing wait time for all
guests was one of the team's initial objectives, fair?

MR. SCANLON: I think that misstates what
she just explained.
BY MR. DOGALT:
o) The question, ma'am: Is it fair to say —--
MR. SCANLON: Objection, misstates her
testimony.

BY MR. DOGALTI:
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1 Q Is it fair to say that one of the team's
2 initial objectives from its outset was equalizing wait
3 time for all guests?
4 A Our objective was to reform a system to
5 reduce abuse to sustainable service, and this 1is one
6 concept we had in that regard that would be evaluated.
7 Q Is there any aspect of the second bullet
8 point of this page which is inaccurate?
9 A Inaccurate in what sense, I guess?
10 o) I don't know. It looks entirely -- I don't
11 know if something is inaccurate about it, so I'm asking
12 you.
13 A The context of this was to bring up to speed
14 numerous stakeholders that would all have input into
15 this project and the process. To bring them up to
16 speed was what we were doing with this entire
17 presentation, for them to start to think about some of
18 these concepts so we could, as a group, together evolve
19 to what we ultimately would want to do.
20 This was absolutely put in front of them to
21 react to, but it wasn't necessarily in the context of a
22 mandate. It was something for them to react to as a
23 concept.
24 Q Turn one page.
25 A sure.
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1 July of 2012 probably to -- when I say advisory

2 committee, probably to the leaders of the group that

3 was assembled for the working team. That would be my

4 intuition.

5 Q The document was created by your team?

6 A Yes.

7 Q On the second page, there's a bullet most of
8 the way down. Balancing legal requirement versus guest
9 expectations, do you see that?

10 A sure.

11 Q What does that mean?

12 A Primarily we knew that guests had come to

13 expect a high level of service with the GAC and if we
14 were to modify that, it would be challenging for guests
15 to accept.

16 Q What's that have to do with a legal

17 requirement?

18
19
20
21
22

23

24 o) You mentioned lawyers in the plural. Does

25 this refresh your recollection about when the outside
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1 attorneys became involved in the process?

2 A Not necessarily, not specifically.

3 Q Okay. Go to the next page.

4 A sure.

5 Q Does the first bullet accurately state one
6 of the objectives of the team?

7 A There were multiple objectives, but one was
8 to understand was this achievable in terms of providing
9 equal access.

10 Q What does not granting preferential wait

11 time via an expedited back door process mean?

12 A It's a description of what the GAC service
13 was.

14 Q By its alternate entry stamp?

15 A Yes.

16 o) Why was the solution to eliminating the

17 alternate entry concept equalizing wait time rather

18 than providing an expedited front door process?

19 A I don't know that I understand the question.
20 Q Well, you -- I understand you write the

21 alternate entry concept left the system vulnerable to
22 abuse, true?

23 A Yes.

24 Q And you recognize a solution to that was to
25 equalize wait times?
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THE WITNESS: Well, we are not experts in
disabilities as a company, so we focus on the
needs of our guests and what they're saying they
need and what their expectations are and how to
make them happy.

Even Mark alluded to in his e-mail that we
like the advice of our operators. Our operators
are interacting with them every single day, so as
we looked at the needs of our guests, we leveraged
our operators who first hand are the ones talking
with them and understanding the wide spectrum of
needs independent of a specific disability name
because we have guests that come up to us and say
they have X, Y, 72 and we may have never heard of
that.

It's not our -- the expectation of our cast
to understand that diagnosis, and it's really
about what of their experience do they have
concerns about and how we can help them with those
concerns. That's how we looked at the needs of
what our program needed to fulfill.

BY MR. DOGALT:
Q With respect to autistic persons, why did
Disney think replacing the back door concept with a

virtual wait was a good idea?
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MR. SCANLON: Can you repeat that question,
please?

(The preceding question was read back by the

court reporter.)

MR. SCANLON: Do you understand the
question?

THE WITNESS: I think I do. We looked at
preserving a system that would enable our guests
to experience the attractions without having to be
in a traditional cue. Doing other things and
occupying their time elsewhere was critical to
sustain.

The immediate back door entry use of the
GAC, which the GAC had become, was creating
excessive lines at times, fraud. We saw guests
complaining in your exhibits here related to the
abuse and it was unsustainable.

BY MR. DOGALT:
) Why was GAC access, the back door access
unsustainable?

MR. SCANLON: Asked and answered. You can
answer the question again if you'd like to.

THE WITNESS: Well, I think in your exhibits
it's outlined quite clearly in some regard that

the GAC system was intended to actually be six

Page 46
Ben Hyatt Certified Deposition Reporters

888.272.0022 818.343.7040 Fax 818.343.7119 www.benhyatt.com




Case 6:14-cv-01895-ACC-GJK Document 51-3 Filed 06/01/16 Page 16 of 79 PagelD 748

CONFIDENTIAL
Alison Armor - 7/7/2015

1 different tiers and stamps, and it had essentially
2 become everyone at the top level because of

3 increased awareness, because of social media and

4 because of our inability to actually filter

5 guests.

6 Because of that, we saw excessive use, we

7 saw exaggeration and fabrication of need and we

8 even saw some blatant fraud. With that inability
9 to control access, a demand for this pass, we felt
10 it needed reform. It proved to us that we were

11 not able to actually filter with six or seven

12 stamps based on guests stated need.

13 BY MR. DOGALT:

14 Q Has Disney ever studied the cost of

15 providing GAC access to autistic persons?

16 MR. SCANLON: I'm sorry. Can you repeat
17 that?

18 BY MR. DOGALT:

19 Q Has Disney ever studied the cost of

20 providing GAC access to autistic persons?

21 MR. SCANLON: The monetary cost?

22 MR. DOGALI: There's only one deponent here.
23 MR. SCANLON: I object to the question as

24 vague.

25 BY MR. DOGALTI:
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) Whether Disney has ever performed an

analysis of that question is impossible to answer?
MR. SCANLON: Mr. Dogali, you know it's
impossible and you know why it's impossible.
MR. DOGALI: ©No, I don't.
MR. SCANLON: Because you can't do it for
one person.
BY MR. DOGALT:

) Has Disney ever examined the cost of
providing GAC access to any single guest?

A That is impossible to do.

Q Has Disney ever studied the extent to which
providing GAC access to any single guest would require
a fundamental alteration of the services Disney
provides?

A We know -- to a single guest, is that what

you said?

Q Yes.
A No.
Q Has Disney ever examined the extent to which

providing GAC access to autistic guests would require

fundamental alteration of the services Disney provides?
A Again, we don't know how many guests are

autistic versus any other diagnosis, so that would be

impossible for us to do.
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) Disney ever examine the extent to which
providing GAC access to guests with cognitive
impairments would require a fundamental alteration of
the services Disney provides?

A Same answer as before.

MR. DOGALI: Let's take a break.
THE WITNESS: Okay.
(A recess was taken.)
BY MR. DOGALT:

Q What is FLIK, F-L-I-K?

- 20
I

Q Proprietary software of Disney?

A I believe it is custom. I believe we did it
in-house customized.

Q Is there a separate team called GAC card
abuse task team?

A Not that I can recall independent of the
group we were working with.

(Plaintiffs' Exhibit 5 marked for identification.)

BY MR. DOGALTI:

0 I'll show you Exhibit 5.

A sure.

Q It doesn't have any content. I'm Jjust going
to ask you about the subject line. Does that refresh
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your recollection about what this is?

A I believe that this was -- given the timing
of it being in January, we had seen -- that holiday
season was my first introduction into the level of
abuse with operators, so we called a few meetings, same
players as we had done with the DAS development to
specifically address some card abuse knowing that we
still had to operate that system at this point in time.
We wanted to see what could we do given some of the
things we had been made aware of. This was
specifically to try to address and curb some abuse
while operating GAC.

Q So was there actually a team established
with that name?

A Well, I think we had a few meetings, this
group, but it's essentially the same team that was
working on DAS earlier in 2012. I don't recall how
many meetings we had.

o) Is it in the aftermath of the holidays 2012
that you first became familiar with this phenomenon of
abuse of the GAC by tour guides?

A Me personally, that is my recollection, and
it wasn't something that I remembered hearing about as
we were talking through different reform, but it was

something common within some levels within the
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operation that -- they knew of it.
Q So what extent did Disney ever study the
prevalence of that phenomenon?
MR. SCANLON: Are you referring to abuse by
tour guides?
MR. DOGALT: Yes.
THE WITNESS: That is one of those things
where -- really why we called this meeting

together, to be honest, was to understand it. I

10 had seen one e-mail from both coasts over the

11 holiday period of essentially people caught in the

12 act of doing this, and it was alarming to me.

13 People had anecdotal knowledge of it, but

14 it's not something people were advertising and

15 letting us know, hi, I'm here as a tour guide to

16 pick up my GAC card to sell my services. That was

17 not something they would tell us, nor could we

18 ask.

19 BY MR. DOGALT:

20 o) The question was: Did Disney ever examine

21 or study the prevalence of the problem?

22 MR. SCANLON: Could you ask those questions

23 separately?

24 BY MR. DOGALT:

25 Q Did Disney ever study the prevalence of this
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1 phenomenon of tour guides abusing the GAC?

2 A It was impossible to formally study.
3 Q Okay. You used a term -- I'm sorry, I
4 should remember it. But with respect to that practice

5 being a less than scrupulous one of tour guides using a
6 GAC from outside, was that your view then when you

7 first heard about this?

8 A That it was unscrupulous?

9 0 Yes.

10 A I found it -- I found it offensive to our
11 guests with disabilities.

12 o) At that point in time, if an independent

13 tour guide indeed had a disability, why did Disney deem
14 it improper to operate a tour guide service using that

15 tour guide's GAC?

16 A That's a lot of what we discussed with this
17 group with Scott -- as you noted, we have Scott Pacula
18 on there, as well as a lawyer from the west coast, and
19 so there's a lot of nuances to what was happening and

20 we couldn't suppose anything. We did have some

21 alarming reports from the field as related to specific

22 incidents. But to your point, who are we to determine

23 if someone has a disability or not? We couldn't.

24 Q Did Disney understand there to be something

25 improper about the conduct of a disabled person who was
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a tour guide and used the GAC?

A Not in particular. It depends on how they
did it. 1If they were impersonating a cast member, that
would be improper. We really didn't know how they were

executing this service.

Q Do you remember the name Dee Patrick?

A I do recall that.

Q Did Disney sue her?

A I wouldn't know. I don't know.

Q Were the efforts of this team relating to

the tour guides and card abuse folded into the
attraction access team's efforts?

A It was always our belief that there were
various forms of abuse. I didn't realize that until
this holiday period there was one as egregious as
people potentially impersonating tour guides with them.

What we felt like, though, was the major
sources of abuse were coming more from guests just
fabricating their needs to get the pass for themselves
because there was really no reason to pay for a guide
if you were willing to just go and ask for a pass for
yourself. We felt that that was the major form.

Of course this was something that we found
offensive to guests with disabilities, that there were

truly people using disability access cues that did not
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1 have a disability. But we felt that this was just one

2 component of an overall need for reform, and it was not

3 the most significant in terms of abuse and excessive

4 use we were seeing.

5 Q Did that group look up or Google all the

6 firms in Anaheim that were advertising their services

7 as independent tour guides?

8 A I don't recall necessarily that at the time.

9 I don't recall the time. Essentially we were under the

10 belief that because someone could legitimately have a

11 disability, we couldn't ask a question of them on that

12 and we felt this was fairly small in volume once the

13 dust settled on our shock, that this was not

14 necessarily our primary goal in life in the sense of we

15 needed to look at the overall program and all the uses

16 of the program.

17 So I don't recall if we were Googling at

18 this point in time or not, I really don't. I know at

19 some point there was some awareness of some Craig's

20 List ads and things of that nature. I just don't

21 recall the timing.

22 Q Ultimately did the implementation of the DAS

23 largely eliminate the problem of tour guides competing

24 using disabled access?

25 A We believe that the DAS system still is an
Page 56

Ben Hyatt Certified Deposition Reporters

888.272.0022 818.343.7040 Fax 818.343.7119 www.benhyatt.com




Case 6:14-cv-01895-ACC-GJK Document 51-3 Filed 06/01/16 Page 24 of 79 PagelD 756

CONFIDENTIAL
Alison Armor - 7/7/2015

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

advantage and still provides a benefit. Our goal was
equal access. We believe it is still a premium product
for people, so we believe that people are still
motivated to achieve and acquire the DAS. We're not
naive to that and whether or not they do it as a tour
guide or not, they very well may.

At the same time, we feel very strongly that
it has curbed it, and if they do have it, it's more of
an equalizer than what the GAC was. We feel we've
substantially impaired their ability to offer VIP
services.

Q Without limiting the type of abuse
specifically to tour guides, to what extent has abuse
of Disney's Disability Access System been reduced under
the DAS in comparison to the GAC?

A We believe that it is highly sought after.
It was highly used, but it is -- it is controlling the
cadence of consumption where the GAC was not. We were
seeing excessive use of consumption of attraction
capacity with the GAC and we're seeing -- although it's
still a premium service for people to have DAS and
we're still seeing guests come in asking for it but not
having a need for it. It is controlling that unlimited
attraction capacity aspect that the GAC was affording

people.
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Q What data does Disney possess regarding the
extent to which fraud still occurs in comparison to the
period of time under the GAC?

A Well, speaking of fraud in general, we do
feel that although people are still wanting and
desiring the pass and potentially fabricating the need
for DAS, we have put some limits in place as it
pertains to transferability, ability to resale with the
photo in place now.

You can't sell it on the street corner. We
were seeing them on eBay. We were seeing them on
Craig's List, so we know that there are certain
channels of fraud through controls that we have through
the photo and tying it to people's ticket that we have
virtually eliminated. I feel confident in that. But
to the extent that people are still exaggerating need
for it, we have no way to know that.

Q Did Disney ever perform an analysis of the
economic cost of GAC abuse?

A We looked at -- as mentioned earlier -- the
operating impact of the GAC as a whole, as a system.

We did that subsequent to this holiday period when we

saw some egregious behavior or what we thought was
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What's a ghost rider?

19 A It is someone that we don't count in the

20 sense -- in two different ways, really. Traditionally
21 before we had FastPass, anyone who went through the

22 back door, they weren't always counted, and so a ghost

23 rider would be uncounted.
24 Then the definition evolved somewhat with
25 the evolution of FastPass where there's someone that is

Page 59

Ben Hyatt Certified Deposition Reporters
888.272.0022 818.343.7040 Fax 818.343.7119 www.benhyatt.com



Case 6:14-cv-01895-ACC-GJK Document 51-3 Filed 06/01/16 Page 27 of 79 PagelD 759

CONFIDENTIAL
Alison Armor - 7/7/2015

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Q Does it appear to be a comparison of US and
Paris?

A It does.

) In the right column, one of these

descriptions of the DAS says this card allows back door

access. Do you know what that means?

A Again, I think this is coming from Paris and
things sometimes get a little bit franglais. It does
allow them entry into the attractions given -- whatever

entry they were using for the alternate entrance, the
physical entry point is exactly the same. The physical
entry point into the attraction is the same.

With this card, it's after they have waited
the virtual wait. It doesn't clarify that here.
That's what makes me think this is a French document.
Their focuses tend to be on physical access to the
attraction and how you enter into the environment.

o) The next line says, Guests have their
picture taken to avoid fraud.

Is that an accurate description of the DAS?

A Again, I don't think these are our words.
The photo was intended to assist to prevent
transferability of the service and to ensure that the
person needing the service was the one using the

service. I don't think we would have summarized it
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1 A Yes.

2 Q What's the import or general message of this
3 document?

4 A Well, we knew from the study that guests

5 with GAC cards were consuming _ of the overall

6 capacity of the attraction if you had a GAC card. We

7 felt that GAC holders were roughly - of our

8 attendance base.

9 So if it was proportionate amount of

10 consumption, - of our attendance would have

11 consumed - of the attraction capacity. They
12 consumed - that amount, and so she was trying
13 to do a sensitivity of analysis of how many times we

14 think each guest with a GAC card rode and then impute
15 how many times everyone else would have ridden, which

16 1s what she did here.

17 Q The second page of the entire document, it's
18 an e-mail from you in the middle. It says, Thanks
19 Shannon.
20 Do you see that?
21 A Yeah, yeah.
22 Q Where it says, We hope to have some
23 agreements on program recommendations from our advisory
24 committee next week; what is the advisory committee?
25 A It would have been the task force that we
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Q If you can turn to the third page, 799 at
the bottom.

A Okay.

Q Apparently this is a list of items saying we

have the following topics to follow up on. The last
one on the page, prearrival exceptions process by a
select group; do you see that?

A Uh-huh.

Q This is a request by the guests with
disabilities team to use a different type of card
prearrival that is equivalent to the current alternate
entrance card.

What happened to that request?

A All of these -- you can see it's a robust
list of topics. It's an indication of the amount of
effort and rigor we put into every aspect of the
program. We had all of these topics and we continued
to have discussion on them. We continued -- sometimes
you have a work session and you bring a lot of people
together and you have a lot of debate and then you have
to walk away to have some additional time to reflect.

And I think upon additional reflection, we
felt strongly that providing -- continued to have a
tiered system and a tiered service, although that was

what we had done in the past and that was what we were
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comfortable with. Just like everyone else, when you've
done something for years and years, that if we did not
break that paradigm shift, we wouldn't be able to
prevent the slip back into a GAC situation.

Q Next sentence regarding that request by the
guest with disabilities team is needs to be discussed

with senior leadership. Do you see that?

A Yes, I do.
) Did that occur?
A I believe that was discussion that my leader

had with Greg Hale, Brian Britton.

Q So for purposes of this communication, the
Hale/Britton level would be senior leadership?

A Yes, because Mark Jones was a part of this
work session, and so we would have bubbled up. I was
bubbling it up to my leader, Brian.

Q Going back in time a little bit, when the
attraction access team had meetings telephonic or in

person, were audio recordings made?

A No.

Q What about at the operations consistency
meetings?

A No.

Q To your knowledge, when the senior leader

discussion took place at the Britton/Hale level, did it
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1 go any higher?

2 A I don't == I don't recall. I may not know.

3 I don't recall.

4 (Plaintiffs' Exhibit 19 marked for identification.)

5 THE WITNESS: Okay.

6 BY MR. DOGALT:

7 o) What is this document?

8 A I remember this being a request that the

9 guest with disabilities team wanted us to think of an

10 alternative. If we absolutely -- just to think out of

11 the box every possible scenario. Let's say a guest

12 didn't want to use DAS; they want to use something

13 where they would know in advance their return times if

14 that were important to them but design it in such a way

15 that we could mitigate fraud. The challenge with it

16 was we were forced to come up with some scenario, and

17 ultimately no one liked the scenario because what we

18 were saying was you would be limited.

19 You couldn't have DAS as DAS was designed,

20 and at the maximum you could have one experience every

21 two hours three times. So to put a lot of controls on

22 it, a lot of controls. Ultimately I don't think we

23 felt that this was a scenario that would really meet

24 anyone's needs, other than just create, again, a

25 tiered -- a tiered option that would -- would slide us
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potentially into having to try to filter, again, guest
needs.

So it was an attempt by us to push our
thinking, but it wasn't anything that we ever felt
passionate or sold on. Throughout the development of
this, we attempted to push ourselves in every aspect to
think of many options, this being one of them.

MR. SCANLON: 1I'd like to take a break at
some point in the next ten minutes, whenever is
convenient.

MR. DOGALI: How about now?

MR. SCANLON: Okay.

(A recess was taken.)
(Plaintiffs' Exhibit 20 marked for identification.)

THE WITNESS: Okay.

BY MR. DOGALTI:

Q Who is Betty Appleton?
A She's the director of claims at Disneyland,
I believe. That's at least part of her function. I

think she has some other scope as well, but that's her
title more or less.

Q Is it == I'm looking at Mr. Jones' e-mail in
the middle of the first page. Was he accurate in
indicating that park ops wanted this to be their

project with all facets being their idea?
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1 A What was the guestion?

2 Q Was that an accurate statement by him?

3 A Not in my opinion, no.

4 Q Can Disney think of any objective indicators
5 that would have led someone to conclude that?

6 A No. He was -- we had many people involved

7 throughout the entire process.

8 Q Do you recall any specific communication

9 about this topic yourself with Ms. Appleton?

10 MR. SCANLON: Which topic?

11 MR. DOGALI: The topic of this e-mail.

12 MR. SCANLON: I object.

13 MR. DOGALI: Okay.

14 MR. SCANLON: This e-mail has at least four
15 e-mails in it from different people at different
16 times on different dates.

17 BY MR. DOGALT:
18 Q Ma'am, did you ever have a conversation or

19 other discussion than this with Ms. Appleton about any

20 issues in this e-mail?

21 A Well, I think the very fact that this e-mail
22 even exists is a testament to the fact we were

23 collaborating and trying to think of new ideas and

24 trying to take into account all the feedback and

25 thoughts from all of our partners. We were trying to
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think of more ideas and seek more feedback. That's
exactly what we were doing.

Q My question was: Did you ever have any
other communications with Ms. Appleton?

A I talked to Betty all the -- yes, of course.
Have I had communications with Betty Appleton; is that
the question?

Q No. You know, the question was: Have you

done that with respect to the issues in this e-mail?

A This specific e-mail, not that I can recall.
I honestly don't recall. I wouldn't recall either way.
Q Did she ever convey to you a belief that

park ops will only change after they personally
experience the issues first hand?

A Not that I can recall.

(Plaintiffs' Exhibit 21 marked for identification.)

BY MR. DOGALT:

o) Ma'am, from reviewing -- strike that.

Did there come a time in June or July of

2013 when Mr. Jones was no longer a part of the regular
circulation of the attraction access team?

A Not that I can recall. He attended our
two-day work session in June where we were going
through all of the minute details of how to execute the

program, and there was a period in July where we were
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a wheelchair or something. But most of the time the
guest wouldn't even go that far and we did not
challenge or ask questions dealing with a disability.
So we pretty much, if they said they needed
assistance, we just gave them assistance.

Q The frontline personnel occasionally just
complained to you that, I just gave a GAC to somebody
who obviously didn't need it?

A I can share a story. We had a person who,
what we call a greeter, who is in front of City Hall
came in very upset because they said they just watched
a teenage boy walk out the thing holding up the GAC
card to his friends at the bottom of the stairs, they
high-fived them and then just kind of skipped off as
if they just succeeded in getting a GAC card even
though they probably didn't deserve it. So was kind
of just rubbing it in their face that people were
getting away with something.

Q How long after you started in the role was
that?

A That was probably -- I'd probably been there
a few months, at least, I think.

Q When these occasions unfolded that guest
services personnel gave a GAC and had reservations

about having done so, what did you tell them?
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1 A Mine is you have to have a park ticket to
2 come in the park, and then I have four different
3 tours. The most expensive is keys to the kingdom,

4 which I think is currently $79. 1It's an additional

5 $79 on top of the cost to come to the park.

6 Q Were the VIP tours previously part of guest
7 relations and were moved to special activities?

8 A I couldn't say. I don't know.

9 Q So you understand, was there ever a reason

10 to replace the GAC other than its abuse?
11 A That's, I know, what I kind of pushed for

12 was because I felt like it was being abused.

13 Q Did you have any other gripe about it?

14 A Like -- I mean, I just felt it was being

15 abused, and the fact that -- I can give an example. I
16 was standing in front of Haunted Mansion one time

17 observing the greeter position, and watching there --
18 it was a slow day, and literally out of five people,

19 three of them came up with a GAC card. And I said,

20 okay, this has got to stop. You get in your mind that
21 the people who get the GAC who legitimately need it

22 are probably now going to have to wait longer because
23 these people are abusing it. So I Jjust felt like it
24 was a failing system.

25 Q When you started in guest relations in late
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Page 52
A Yes.

Q Any other specific disabilities that your
role-playing training included?

A Yes. We had somebody with irritable bowel
syndrome. We had somebody with just a mobility issue.
We had somebody with cognitive disabilities. We had
somebody who had just limited time within the park.

Q You mentioned -- first, we discussed the
anxiety role-playing. Person comes into guest
relations now and complains of anxiety. Is a guest
relations cast member authorized to issue a DAS for
that?

A Yes. If they, in their discussion with the
guest, it's determined that the anxiety is, you know,
by waiting in line can trigger an anxiety attack where
they have anxiety waiting in line, that would be a
reason because now they cannot wait in a traditional
line.

But that also gives us an opportunity, and
that's why we like to have the one-on-one interaction,
to say, hey, you know, just be aware of certain
attractions. There's some places that you'll have
large crowds anyway. So we might make them aware of
those attractions. We might give them some helpful

hints.
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If you want to view the parade, we recommend
maybe -- if the nighttime parade, maybe stay for the
last parade, watch in Frontier Land because it's less
crowded. So we just give them helpful hints to try
and help plan out their day based on what they told us
their challenge might be.

Q Cast member authorized to issue a DAS to
somebody with irritable bowel syndrome-?

A Yes. I mean, that would be one that a guest
says, I have challenges waiting in line because I'm
going to have to go to the bathroom at any time, that
means they can't stand in a traditional queue.

So we would possibly issue them a DAS there,
and that's one where we would probably take the extra
step, too, if they allow us to, to take a guide map
and mark where all the restrooms are.

You know, it's no secret Magic Kingdom's
restrooms can be hard to find sometimes, and we have
some restrooms that are not even on the map. So we
would mark those out for those guests so they know
where to go if they have to go right away.

Q Guest relations cast members authorized to
issue a DAS for someone who mentions only a mobility
challenge?

A If it's only mobility, we would encourage
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A The challenge -- and, again, this is just
me -- is when you have somebody who is autistic, they
have challenges waiting in line with other people,
that they can -- sometimes they can start having their
tantrums or whatever it might be, that they can hurt
other people in line, they can have a meltdown. So by
not having to wait in line, this gives them an
alternative to do other stuff that will keep them busy

and occupied so they will not be challenged to wait in

line like all the other guests have to do. So this is
a nice alternative for them.

Q Are there occasions when the guest relations
personnel will suggest to autistic families how to use
that time?

A One of our goals is to do planning,

itinerary planning. So based off the guest, what they
tell us they would like to do for the day, we'll look
and see if we can help them set up what they might be
able to do. So we might look at the map and start
giving some ideals and direction on how they might be
able to accomplish what they want to do for the day.

Q Are guest relations cast members actually
trained to do that?

A It's just -- the good thing about guest

relations cast members, they are hired in because of
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Page 60
the passion of what they do. They really care about

the guest. They usually have a very good
understanding of the property or the park, so when
somebody comes in with a question or has -- says this
is what I want to do.

I wouldn't say we train them to do it, but
they just innately come in with that ability because
of their experiences already and their desire to be
able to try and meet the needs of that guest. So they
will look at it and based on what the guest tells
them -- I'm sorry, I'm going fast -- what the guest
tells them, then they will go ahead and try to plan
out the day for them or give at least them advice on
what the best route might be.

Q Have you become familiar with situations in
which an autism family has pushed back on the cast
member by advising that just will not work for my
autistic son or daughter? What happens next?

MR. SCANLON: Objection as to vagueness as

to, "what will not work."
BY MR. DOGALT:

Q Do you understand my question?

A So when you say, doesn't work, then I guess
that would be the question. Because for us it does

work. You know, understanding what's the best way to
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use it and how to use it. So depending on what the
needs are, you know, we'll help them plan, give them
suggestions.

Because you can also use this in conjunction
with FastPasses. So if waiting in line or having that
wait is one of the issues, then you can go ahead and
plan it out with FastPasses with the DAS. And with
the DAS, you're not even waiting in line, so you can
even do other stuff.

So this affords them the opportunity to do
many different things that a regular guest coming in
would not be able to do. So I think this does really
help the guest in many ways.

Q If a guest comes into guest relations and
says, please understand my child's need is not to be
relieved of standing in a line, it is that he can't
wait more than ten minutes to visit an attraction.
What is your cast member authorized to do for that
guest?

MR. SCANLON: Asked and answered. You can

repeat your answer, i1f you'd like to.

THE WITNESS: Basically, what we just said

is that we're going to sit down and we're going

to plan. We're going to say, What were your

plans for the day? We'll look at what you have
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Page 62

already set up for FastPasses, 1if you set up

FastPass. If you haven't, let's go ahead, and

based off your plans, we'll see if we can get you

that FastPass to meet those needs.

We'll go ahead and issue the DAS. We'll
explain how that works, give you some helpful
hints, how that would work. You know, so we will
actually itinerary plan for you to try to meet
what those needs are. So to minimize or
eliminate the wait as much as possible.

BY MR. DOGALT:

Q There have been autism parents in your guest
relations City Hall who have advised cast members, my
child can't wait more than a few minutes to visit an
attraction, and your suggested alternatives do not
solve it.

MR. SCANLON: I'm sorry. Is this testimony
or is this a question?

MR. DOGALI: The -- are you aware --

MR. SCANLON: Mr. Dogali, this does not
sound like a question, and I object because
you're not the one testifying today. That is an
absolute statement of fact. There's no
foundation for it, and it is not even phrased

remotely like a question.
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Page 68

1 them.
2 Q So in your role-playing training, the guest
3 with the cognitive impairment was concerned about

4 waiting in a line?

5 A Right.

6 Q You ever hear the concept of a repeat rider?
7 A That people go on over and over again?

8 Q Yes.

9 A Yes.

10 Q Have you ever heard of one of your cast

11 members being approached by a guest who said a member

12 of my family needs to ride one ride a number of times?
13 A Uh-huh.

14 Q You've heard of that?

15 A Yes.

16 Q Does the DAS accommodate that special need?

17 A It can, yes.

18 Q How?

19 A By, again, planning. You can go ahead -- if

20 that guest knows before coming to the park that that's
21 a ride they want to ride, they can utilize the

22 FastPass system, go ahead and reserve the ride. Come
23 get the DAS, we can go ahead and set them up for the
24 DAS so they can get a return time. We'll a lot of

25 times go ahead and start a return time for them, too.
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So, at that point, they've got three rides
plus an additional -- once they've used the FastPass,
they can get additional FastPasses to go on there.
And depending on what the -- you know, time of day,
year, sometimes there's hardly -- you know, depending
on the wait of the attraction, they might be able to
ride it without even a wait. But we'll afford them,

just what I stated, multiple opportunities to ride it.

Q What information is recorded about a person
who receives a DAS?

A No.

Q Is the answer none?

A No. I'm sorry. We do not record people we

give DASs to. When I say that, I mean, it's part of
the DOT system, so it's probably in there, but we
don't capture and track people's information. Not
that I'm aware of.

Q In the current version, DAS is actually
connected to their ticket and MagicBand, correct?

A No. The current version right now is what
we've been doing is it's a hard ticket that we

basically just take the person's picture, print a

ticket or a card and give them the card.
Q When was the transition to electronic DAS?
A It's actually happening today. So when you
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A No. They are waiting in line.

Q The person with the DAS card, when they get
their return time, what would their return time be?

A With the DAS we always substract ten
minutes, so they will end up getting a 50-minute
return time. So they'll have a little less.

Q In that 50 minutes, what opportunities do
they have to ride on other attractions? How would
they find the attractions? How would they know where
they are and what the wait times are?

A There's lots of things they can do. A lot
depends on their familiarity with the park. But one
thing is with the My Disney Experience account, you
can utilize that. You can look and see what's
happening in the areas around you. If they want to
experience other attractions, they can look and see if
they have wait times posted on My Disney Experience.
So they can go ahead and plan and see if they want to
visit other attractions with less wait or want to just
go to a food location or whatever else they want to
do. So they do have opportunities to pretty much do
anything else they want.

Q Could they go to a parade?

A They can go to a parade. They can go to a

show. The bottom line is their position in line is
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being saved, so they can do whatever they want warrant
for that period of time.

Q Mr. Dogali was in the process of asking you
a question about a situation, and someone would have
to quote, kill substantial amounts of time waiting.
Is there anything about the DAS program that would
require someone to kill substantial amounts of time
just waiting-?

A No. That's the point, you literally,
instead of waiting in line, you can do anything. You
have the opportunity to do additional attractions.
You have the opportunity to go on a ride, shows, go
get something to get. Sit and relax. Go shopping.
That's why some people say they can't be in the sun,
they can just sit in the shade.

Q Would that be a situation that they can go
on additional attractions, additional rides, during
that 50 minutes just with the DAS? Without any
re-admits, without any other FastPasses, just the DAS
itself?

A With the DAS, they can't get two DAS
attractions, but with the DAS attraction that they --
if they already have the DAS attraction committed,
they can easily go on other rides. They can use My

Disney Experience to see what wait times are in the
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area. They can go to something that has a shorter
wait time.

Q If there are lower wait times in the area,
how many additional attractions could the DAS holder
experience while the other person in the normal line
is waiting in line?

A Depends on where they are, what the
attractions are. But you can do -- if there's no wait
on some of the other attractions they could virtually
go on —-- again, it depends on how long the attractions
are but anything up to less than 50 minutes they can
go on. So they can go on multiple attractions.

Q If the attraction wait time was 15 minutes,
would they still deduct the ten minutes away from
that?

A For if they went up to an attraction to get
a return time?

Q Right.

A Yes, they will take the ten minutes off.
Now, it's probably up to that individual attractions
if there's -- so if there's only five minutes,
sometimes they might opt to let them in at that time
because you're only talking about five minutes.

Q These guest relations cast members, you gave

one example. Have they -- is that the only time
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Rich Manhattan moms hire handicapped
tour guides so kids can cut lines at Disney
World

By TARA PALMERI
Last Updated: 7:05 AM, May 14, 2013
Posted: 2:45 AM, May 14, 2013

They are 1 percenters who are 100 percent despicable.

Some wealthy Manhattan moms have figured out a way to cut the long lines at Disney World — by hiring
disabled people to pose as family members so they and their kids can jump to the front, The Post has
learned.

REUTERS Rich moms shamelessly hire disabled tour guides so their kids can cut long lines.
The “black-market Disney guides” run $130 an hour, or $1,040 for an eight-hour day.

“My daughter waited one minute to get on ‘it's a Small World' — the other kids had to wait 2 1/2 hours,”
crowed one mom, who hired a disabled guide through Dream Tours Florida.

“You can't go to Disney without a tour concierge,” she sniffed. “This is how the 1 percent does Disney.”

The woman said she hired a Dream Tours guide o escort her, her husband and their 1-year-old son and 5-
year-old daughter through the park in a motorized scooter with a *handicapped” sign on it. The group was
sent straight to an auxiliary entrance at the front of each attraction.

Disney allows each guest who needs a wheelchair or motorized scooler {0 bring up 1o six guests {o a ‘more
convenient entrance.”

The Florida entertainment mecca warns that there “may be a waiting period before boarding.” But the
consensus among upper-crust moms who have used the illicit handicap tactic is that the trick is well worth the
cost.

Not only is their “black-market tour guide” more efficient than Disney World’s VIP Tours, it's cheaper, {oo.
Disney Tours offers a VIP guide and fast passes for $310 to $380 per hour.

Passing around the rogue guide service’s phone number recently became a shameless ritual among
Manhattan’s private-school set during spring break. The service asks who referred you before they even take
your call.

“It's insider knowledge that very few have and share carefully,” said social anthropologist Dr. Wednesday
Martin, who caught wind of the underground network while doing research for her upcoming book “Primates of
Park Avenue.”

“Who wants a speed pass when you can use your black-market handicapped guide to circumvent the lines all
together?” she said.

http://www.n ypost.convf/ print/news/local/manhattan/disne y world srich kid outrage zTBAOxrvZRkIVclzItXGDP 5/14/2013
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“So when you're doing it, you're affirming that you are one of the privileged insiders who has and shares this
information.”

Ryan Clement runs Dream Tours Florida with girlfriend Jacie Christiano, whom the rich Manhattan mom
indicated was her family’s guide.

A working phone number for Christiano couldn’t be found, and Clement refused to put The Post through to
her. A message left on Facebook was not immediately returned by Christiano.

Clement denied that his gal pal uses her disability to bypass lines. He said she has an auio-immune disorder
and acknowledged that she uses a scooter on the job.

Disney did not return repeated requests for comment.

tpalmeri@nypost.com
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Moms pay $1,000 -a-day to hire disabled members to skip lines at Disney
Published May 14, 2013

| FoxNews.com
Forget the FastPasses. Apparently the secret {0 skipping the long lines at Disney World is {o hire a disab  led person.

The New York Post is reporting that some deep -pocketed New York City moms are hiring a molorized scooter -bound
guide to pose as a family member so they and their kids can jump to the front of the lines.

According to the report, families book fours through an outfit called Dream Tours in Florida, which on its website claims
to provide "quality based, memorable, and affordable vacations, to people with special needs.” The Disney guide
charges $130 an hour, or $1,040 for an eight -hour day, citi ng a Manhattan mom who claims she hired a tour guide
using a motorized scooter.

“You can’t go to Disney without a tour conclerge,” she fold the Post. “This is how the 1 percent does Disney.”

The mom said that a guide using a molorized scooter escorted h er, and her husband and their two sons around the
theme park and were able to immediately go onto rides while others waited for hours.

Disney allows each guest who needs a wheelchair or motorized scooter {o bring up o six guests to a "more convenient
entrance.”

The New York mother indicated that Jacie Christiano  --who works at Dream Tours and is the girifriend of the four
company owner, Ryan Clement -—-was the family’s guide. Clement fold the Post that Christiano doesn't use her disability
fo bypass lines and says that she has an auto -immune disorder.

hitp:/lwww . foxnews.com/firavel/2013/05/ 14/wealthy -nyc-moms -pay-1000-day-for-disabled -tour-members -to-skip-lines-
al-disney/

10

Disney-AL1015875



Case 6:14-cv-01895-ACC-GJK Document 51-3 Filed 06/01/16 Page 55 of 79 PagelD 787
Rich Manhattan moms hire handicapped tour guides so kids can cut lines at
Disney World

By TARA PALMERI
Last Updated: 7:14 PM, May 14, 2013

They are 1 percenters who are 100 percent despicable.

Some wealthy Manhattan moms have figured out a way to cut the long lines at Disney World  — by hiring disabled
pecple to pose as family members so they and their kids can  jump to the front, The Post has learned.

REUTERS Rich moms shamelessly hire disabled tour guides so their kids can cut long lines.
The “black-market Disney guides” run $130 an hour, or $1,040 for an eight -hour day.

“My daughter waited one minute to g et on ‘Iif's a Small World® — the other kids had to wait 2 1/2 hours,” crowed one
mom, who hired a disabled guide through Dream Tours Florida.

*You can’'t go to Disney without a tour concierge,” she sniffed. “This is how the 1 percent does Disney.”

The woman said she hired a Dream Tours guide to escort her, her husband and their 1 -year-old son and 5-year-old
daughter through the park in a motorized scooter with a “handicapped” sign on it. The group was sent straight to an
auxiliary entrance at the front of each attraction.

Disney allows each guest who needs a wheelchair or motorized scooter to bring up to six guests to a “more convenient
entrance.”

The Florida entertainment mecca warns that there "may be a waiting period before boarding.” But the conse  nsus
among upper -crust moms who have used the illicit handicap tactic is that the trick is well worth the cost.

Not only is their “black -market tour guide” more efficient than Disney World's VIP Tours, it's cheaper, too.
Disney Tours offers a VIP guide a nd fast passes for $310 to $380 per hour.

Passing around the rogue guide service’s phone number recently became a shameless ritual among Manhattan's
private-school set during spring break. The service asks who referred you hefore they even take your call.

“II's insider knowledge that very few hav e and share carefully,” said social anthropologist Dr. Wednesday Martin, who
caught wind of the underground network while doing research for her upcoming book “Primates of Park Avenue.”

“Who wants a speed pass when you can use your black -market handicappe d guide to circumvent the lines all
together?” she said.

“So when you're doing it, you're affirming that you are one of the privileged insiders who has and shares this
information.”

11
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Ryan Clement runs Dream Tours Florida with girlfriend Jacie Christiano, whom the rich Manhattan mom indicated was
her family’s guide.

A working phone number for Christiano couldn’t be found, and Clement refused 1o put The Post through to her. A
message left on Facebook was not immediately returned by Christiano.

Clement denied that his gal pal uses her disability to bypass lines. He said she has an auto  -immune disorder and
acknowledged that she uses a scooter on the job.

Disney did not return repeated requests for comment.

http:/f'www . nypost.com/p/news/local/manhatian/disney world srich ki d outrage zTBAODxvZRKIVe1zItXGDP
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Video: NBC's Jeff Rossen investigates the shocking way some families have been cutting to the
front of those long lines at Disney: by hiring disabled tour guides with special passes so they get
onto rides without a wait.

TODAY National Investigative Correspondent Jeff Rossen takes you to
Disneyland to show you what many call a shameful trick to skip the lines on
rides.

It's made headlines recently. We all know how frustrating it is, waiting in those
long lines at Disney. But now some families are cheating the system. They're
hiring disabled tour guides so they can cut right to the front. We went
undercover and caught it all on tape.

The rides, the characters: Disneyland is "the happiest place on earth" -- except
if you're waiting in those long lines, you and your kids, waiting hours in the
heat.

So how did one family get to skip past everyone? They did it ride after ride
after ride, escorted to the front every time.

It's the outrageous business few even know about: families bypassing the lines
by hiring disabled tour guides with special passes. At most theme parks like
Disney, they have great policies: The disabled get speedy access to rides. But
now healthy families are abusing the system, paying disabled guides to get
them in with up to five guests.

Know a scam? Been ripped off? Click here to email Rossen Reports

"The parents call them 'black market' handicapped Disney guides,” said social
researcher Wednesday Martin, who discovered the practice while putting
together her upcoming book, "Primates of Park Avenue.” “It's almost like a
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status symbol."

On ads we found on Craigslist, tour guides brag about their disabled passes:
“Let’s cut the Disney lines together,” "access to ... special entrances.” So we had
our producer and his family go undercover with home video cameras, hiring
two of those disabled guides to show them around Disneyland.

First up was a guide named Mara, who said she got her pass after a car
accident. "I'm here to make sure everyone has fun at Disneyland and we get on
as many rides as possible,” she told us.

“And you have a secret weapon that's going to help us?” our producer asked.

‘I do. | have a special card that's going to help us beat the lines,” Mara replied
with a wink.

And she charged $50 an hour to do it. We started at the Mad Tea Party ride.
The long line was no problem for us: We skipped ahead, and got right in
through a side door.

Our second disabled guide, Ryan, charged our family $200 and got them right
through another side door at Star Tours, an attraction inspired by "Star Wars." "l
cant believe we're getting past everybody,” our producer exclaimed.

The line at Splash Mountain was at least an hour long. But we slipped right in
through the back exit thanks once again to that trusty disabled pass.

In fact, over two days, Ryan and Mara flashed their passes and got us nearly
instant access to some of the most popular attractions, bypassing the monster
line at Pirates of the Caribbean and breezing past all the people at Alice in
Wonderland. The guides were happy to take our money while other families
had to wait.

We met up with Mara in the parking lot. "You're profiting from this,” we said.
“Well, Disneyland's profiting a lot from all the people that enter,” she said.
"Will you continue to do this?”

“Yes, | will,” Mara said. "We live in a capitalist country, and | don't feel like it's
morally wrong.”

Mara was unapologetic, but when we interviewed Ryan, he was downright
defiant. "Do you think you're abusing the system?”

"No,” Ryan said.
"Why not?”
“l gave him a wonderful tour,” Ryan replied.

"With your disabled pass, where you went through side entrances and exits,”
we pointed out. "And they're not disabled at all. They're complete strangers.
And you charged them for it.”

"And?" Ryan said.

"Do you ever feel any pangs of guilt when you're cutting past all of those
people who are waiting in line with people who are paying you, who aren't
disabled at all?" we asked.

“It's a moral guestion.”
"And that's the question, you don't feel morally --"
| couldn’t care less,” Ryan said.

“About those people waiting in line," we said.
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“No.*

But Disney has a big problem with it, telling us in a statement: "We find it
deplorable ... We have initiated a review of this abuse and will take appropriate
steps to deter this type of unacceptable activity.”

So no one's jumping ahead of you this summer who shouldn't be.

Our investigation got results. Disney is cracking down, sending out warning
letters to anyone advertising these services online. And if they catch any of
these "disabled tour guides” in the act, their disabled passes will be revoked,
and they won't be allowed back into the park.

By the way, we also called the American Association of People with Disabilities.
They agree with Disney that this practice is abusive and should be stopped.

Here is the full statement from Disney:

"We find it deplorable that people would hire the disabled to abuse
accommodations that were designed to permit our guests with disabilities to
enjoy their time in our parks. We have initiated a review of this abuse and will
take appropriate steps to deter this type of unacceptable activity.”

Here is the full statement from Mark Perriello, president and CEO of the
American Association of People with Disabilities:

"No one likes waiting in long lines, but exploiting people with disabilities in
order to skip to the front is disgraceful.

“While Disney must move swiftly to train their employees to recognize and
stop this abuse, it's important to note that Disney has a great track record on
accommodating people with disabilities. It's disturbing that nondisabled
visitors would take advantage of these accommodations. This situation goes to
show that money may buy a lot, but apparently civility and respect are not
among those things.”

Do you have an issue or topic you would like to see investigated? Click here to
send an emajl to Rossen Reports

Tags: Rossen Reports, Rossen Reports, Disney, On the show
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WDW Guest Assistance Card (GAC) Impact — Toy Story Mania Scenario

Document #: 215630
Source Doc #: 215478, 215477 WDP&R Industrial Engineering 1

Highly Confidential Disney-AL1010280
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REDACTED

From: Armor, Alison

Sent: Monday, April 16, 2012 2:56 PM

To: Hale, Greg; Wahler, Jacquee M. (Polak); Bellavia, Deborah; Rosenfeld, Teri;
Mertz, Carla; Martinez, Elisa; Giacalone, Margaret C; Muscaro, Kent; Morris,
Julie

Cc: Evans, Todd; Britton, Brian

Subject: Attraction Access Working Team Membership

HI Everyone,

REDACTED

The Park Operations LOB will be leading an initiative to review and streamline
our attraction access policies and tools for Guests with Disabilities for both US
sites. This is a work stream generated by which has
recently been approved by senior leadership. Your departments have been
identified | 2nd we would like you to identify someone from your
team to join our Attraction Access Working Team. This person should be able to
represent you (ideally, leader of leader level) and have the authority to provide
guidance related to their subject matter expertise. Their input would be vital in
formulating our recommendations
(recommendation target completion is in early Q4, with the hope of implementing
in Q1 prior to NGE launch at WDW).

]
1, [ itially
we will meet every other week and will adjust as necessary. Please let me know
if you have any immediate questions and thank you in advance for your
partnership and support!

Confidential Disney-AL1011162
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Alison

Confidential Disney-AL1011163
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UNITED STATES DISTRICT COURT
FOR THE MIDDLE DISTRICT OF FLORIDA
ORLANDO DIVISION

A.L., by and through D.L., as Next
Friend, Parent and Natural Guardian,
and D.L., Individually,

Plaintiffs,
Case No.; 6:14-CV-1544-ACC-GJK

V.

WALT DISNEY PARKS AND
RESORTS U.S., INC,,

N’ N’ N’ N N’ N’ N N N N’ N N

Defendant.

DEFENDANT’S SUPPLEMENTAL AND AMENDED OBJECTIONS
AND RESPONSES TO PLAINTIFFS’ FIRST SET OF INTERROGATORIES

Pursuant to Rule 33 of the Federal Rules of Civil Procedure and the Local Rules of this
Court, defendant Walt Disney Parks and Resorts U.S., Inc. (“Disney”) hereby objects and
responds to plaintiffs A.L. and D.L.’s First Set of Interrogatories (the “Interrogatories™) as
follows:

GENERAL OBJECTIONS

Each of Disney’s responses is subject to, and incorporates, the following General
Objections, whether or not specifically referred to in an individual response:

1. Disney objects to any directions, definitions, instructions and/or Interrogatories
that seek to impose upon Disney obligations which exceed or differ from those required by the
Federal Rules of Civil Procedure or the Local Rules of this Court.

2. Disney objects to plaintiffs’ definition of the term “Disney Parks” to the extent

that it includes parks never visited by A.L. or D.L. and/or parks that neither A.L. nor D.L. has
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visited since the Disability Access Service (“DAS”) program was implemented on October 9,
2013.

3. Disney objects to the Interrogatories to the extent that they seek information that
is privileged or protected by the attorney-client privilege, the attorney work-product doctrine, or
any other constitutional, statutory or common-law privilege or doctrine. Consistent with the
parties’ confidentiality agreement executed on May 26, 2015, to the extent that such information
is inadvertently disclosed in response to these Interrogatories or otherwise, such disclosure shall
not constitute a waiver of Disney’s right to assert the applicability of any privilege or protection,
and such documents shall be returned to Disney’s counsel immediately.

4. Disney objects to the Interrogatories to the extent that they are overly broad,
unduly burdensome, ambiguous, vague, or incomprehensible.

5. Disney objects to the Interrogatories to the extent that they seek information
which is neither tailored to the subject matter of this case nor reasonably calculated to lead to the
discovery of admissible evidence.

6. Disney objects to the Interrogatories to the extent that they call for the disclosure
of information that is already in the possession, custody, or control of Plaintiffs and/or is more
appropriately sought from third parties.

7. Disney objects to each Interrogatory to the extent that it is unreasonably
cumulative or duplicative of other Interrogatories.

8. Disney objects to the Interrogatories to the extent they seek information that is not
available to Disney, that is not within Disney’s possession, custody, or control, or that are

publicly available.
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9. Disney objects to the Interrogatories to the extent they seek information that is
confidential, proprietary, and/or private to Disney, its employees, and/or individuals that have
visited Disney Parks (“Confidential Information™). Any such Confidential Information that is
contained in Disney’s responses or documents is provided with the explicit understanding that
such information will be kept confidential in accordance with the parties’ May 26, 2015
confidentiality agreement and used only for purposes of prosecuting and defending the instant
litigation.

10. By responding to these Interrogatories, Disney does not waive any objections as
to the competency, relevancy, materiality, privilege or admissibility as evidence, for any
purpose, of any information provided or documents produced. Disney reserves the right to
object on any ground to the use of any information provided or documents produced in
answering these Interrogatories.

11. By responding to these Interrogatories, Disney does not acknowledge or concede
the truth or accuracy of any characterization, allegation, or statement made in the Interrogatories.

12.  Disney reserves the right to supplement, revise, correct, ciarify or otherwise
modify its objections and/or responses to each Interrogatory. Disney also reserves the right to
assert any other applicable objections to these Interrogatories.

13.  To the extent that Disney responds to an Interrogatory to which it objects, such
response shall not constitute a waiver of any General Objections or Specific Objections.
Likewise, any statement herein that Disney will provide information or produce documents in
response to an individual Interrogatory does not mean that Disney in fact has any such

information or documents, or that any such information or documents exist. Rather, any such
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statement reflects Disney’s intention, subject to its objections, to conduct a reasonable search for
responsive documents and information.

14.  In addition to the General Objections set forth above, Disney will also state other
specific objections that may not be generally applicable to all of the Interrogatories. By setting
forth such specific objections, Disney does not intend to limit or restrict the General Objections
set forth above. A failure to make a specific objection to a particular Interrogatory, or part of a
Interrogatory, shall not constitute a waiver of ény General Objection or Specific Objection, and
is not, and shall not be construed as, an admission that Disney in fact has any such information or
documents, or that responsive information or documents exist.

SPECIFIC OBJECTIONS AND RESPONSES TO INTERROGATORIES

INTERROGATORY NO. 1:

Identify each Disney employee who personally interacted or communicated with A.L.
during or regarding any trip to Walt Disney World which is described in Count 1 of the
Complaint, providing at least: name and last known address; job title; description of the
employee’s duties or responsibilities for Disney; and a description of the interaction or
communication.

RESPONSE TO INTERROGATORY NO. 1:

Disney incorporates the above General Objections by reference. Disney objects to this
Interrogatory on the grounds that it is overly broad and unduly burdensome given that it seeks
information regarding “each Disney employee who personally interacted or communicated with
A.L.” which could include numerous Cast Members at any ride, attraction, restaurant, shop or
other facility within Walt Disney World. Disney also objects to this Interrogatory to the extent
that it seeks information that is neither tailored to plaintiffs’ individual claims nor reasonably
calculated to lead to the discovery of admissible evidence. Disney further objects to this

Interrogatory because it seeks information that is already in plaintiffs’ possession, custody, or
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control and could be obtained by plaintiffs from other sources by more convenient, less
burdensome, or less expensive means.

Disney states that the following individuals interacted or communicated with D.L. either
by phone, email or in person: Andrea Cochran, Deb Gaspelin, Mark Jones, Joan Manangu, Joan
Martin, Jim McPhee and Patti Stafford, and refers Plaintiffs to documents bates numbered
Disney-AL0000037, Disney-AL0000039, Disney-AL0000053, Disney-AL0000112, Disney-
AL0000127 and Disney-AL0000387, and Disney-AL0000493. Thus there are no further
answers to these interrogatories.

INTERROGATORY NO. 2:

Identify each person who may have knowledge of A.L.’s visit to Walt Disney World
which is described in Count 1 of the Complaint. For each person, provide at least: name and last
known address; if the person is or was a Disney employee, the person’s title or responsibility for
Disney; a general description of the information or knowledge you understand or believe such
person possesses.

RESPONSE TO INTERROGATORY NO. 2:

Disney incorporates the above General Objections by reference. Disney objects to this
Interrogatory on the grounds that it is overly broad and unduly burdensome given that it seeks
information regarding “each Disney employee who personally interacted or communicated with
A.L.” which could include numerous Cast Members at any ride, attraction, restaurant, shop or
other facility within Walt Disney World. Disney also objects to this Interrogatory to the extent
that it seeks information that is neither tailored to plaintiffs’ individual claims nor reasonably
calculated to lead to the discovery of admissible evidence. Disney further objects to this
Interrogatory because it seeks information that is already in plaintiffs’ possession, custody, or
control and could be obtained by plaintiffs from other sources by more convenient, less

burdensome, or less expensive means.
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Disney incorporates by reference its response to Interrogatory No. 1 and refers Plaintiffs
to its 26(a)(1) disclosures. Thus there are no further answers to these interrogatories.

INTERROGATORY NO. 3:

Describe all steps that were taken, during or in connection with each of Plaintiffs’ visits
to a Disney theme park on or after October 9, 2013, to individually assess A.L.’s special needs or
requested accommodations.

RESPONSE TO INTERROGATORY NO. 3:

Disney incorporates the above General Objections by reference. Disney objects to this
Interrogatory on the grounds that it is overly broad and unduly burdensome given that it seeks
information regarding “all steps” taken in connection with “each” of Plaintiffs’ visits to a Disney
theme park since October 9, 2013. Disney also objects to this Interrogatory on the grounds that
it is overly broad and unduly burdensome.

Disney states that it works individually with guests with disabilities to provide assistance
that is responsive to their circumstances. For example, Disney would have engaged in an in-
person dialogue with A.L. and/or his mother, D.L., to understand their needs and concerns. As
part of that discussion, Disney’s Cast Members would have asked several questions to assess
A.L.’s individual needs. If it was determined that A.L. could not wait in a conventional queue
environment due to his disability, the Cast Member would have issued a DAS to A.L. and
explained how the program works. Disney’s Cast Members would have also explained how
DAS can work in conjunction with Disney’s FASTPASS® service and, if appropriate, would
have offered additional guest service options, such as itinerary planning assistance, additional
FastPasses and/or re-admission passes. Disney has no further information it can provide in

response to this interrogatory.
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INTERROGATORY NO. 4:

Describe all steps that were taken, during or in connection with each of Plaintiffs’ visits
to a Disney theme park on or after October 9, 2013, to determine A.L.’s accessibility needs, or
which were taken to evaluate Plaintiff’s requested accommodations.

RESPONSE TO INTERROGATORY NO. 4:

Disney incorporates by reference herein its response to Interrogatory No. 3.

INTERROGATORY NO. 5:

Describe any changes Disney presently expects or intends to make to the DAS or to the
manner in which Disney accommodates the accessibility needs of its Disneyland theme park
visitors who have cognitive impairments.

RESPONSE TO INTERROGATORY NO. 5:

Disney incorporates the above General Objections by reference. Disney objects to this
Interrogatory to the extent that it seeks information relating t(; Disneyland that is neither tailored
to plaintiffs’ individual claims nor reasonably calculated to lead to the discovery of admissible
evidence because Plaintiffs’ claims only relate to their visit to Walt Disney World. Disney also
objects to this Interrogatory to the extent it goes beyond DAS because it seeks information
regarding “the manner in which Disney accommodates the accessibility needs of its Disneyland
theme park visitors who have cognitive impairments.”

Disney states that it has not made any changes to the substance of DAS, but it has made
technology changes at Walt Disney World and Disneyland, which allow Cast Members to
electronically authorize DAS for guests and provide attraction return times through their ticket

media. Disney does not at this time expect or intend to make any other changes.
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eﬁy M “White (admitted pro hac vice)

Kerry Alan Scanlon (admitted pro hac vice)
KAYE SCHOLER LLP
901 15th Street, NW
Washington, DC 20005
Phone: (202) 682-3500

~ Fax: (202) 682-3580
jewhite@kayescholer.com
kscanlon@kayescholer.com

Manuel Kushner

Florida Bar Number: 330957

KAYE SCHOLER LLP

Phillips Point, West Tower, Suite 900
777 South Flagler Drive

West Palm Beach, FL 33401-6163
(561) 802-3230 telephone

(561) 802-3217 facsimile
mkushner@kayescholer.com

Attorneys for Defendant Walt Disney Parks
and Resorts U.S., Inc.
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Andy Dogali

Dogali Law Group, P.A.
101 E. Kennedy Blvd.
Suite 1100

Tampa, FL. 33602

Eugene Feldman

Eugene Feldman, Attorney at Law, APC
555 Pier Avenue

Suite 4

Hermosa Beach, CA 90254
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901 15th Street, NW
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YERIFICATION

I am an officer of Walt Disney Parks and Resorts U.S., Inc., a party to this action, and I
am authorized to make this verification for and on its behalf. [ am informed and believe and on
that ground allege that the foregoing is true and correct.

I 'declare under penalty of perjury under the laws of the State of California that the

foregoing is true and correct.

Executed on \H\}; UL 5511 20)5 |, at Burbank, California.

g,./

0D il S S
MARSHA L. REED
Vice President and Secretary

10
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Tlide Disey.com

About Archives

Don't miss these merchandise events, coming up next month at the @Disneyland Resort: hitp://t.co/KEKY JeKARM..,

Fact Sheet

~Disney Parks have an unhwavering commitment to' providing a welcoming and inclusive environment and accessible expetiences for guests.
Disney Parks is modifying the current Guest Assistance Card program, which provides access to attractions for guests with disabilities, so it can continue to serve the guests
who truly need it. The new program is designed to provide the special experience guests have come to expect from Disney. It will also help control abuse that was,
unfortunately, widespread and growing at an alarming rate.

The new Disability Access Service (DAS) Card will allow Guests with disabilities at Walt Disney World Resort and Disneyland Resort to receive a return time for attractions
based on the current wait time. Guests Relations at the front of each park will continue to assist Guests and provide assistance that is responsive to their unique circumstances.

Frequently Asked Questions

What is a Disability Access Service Card and how does it work?

The DAS Card is designed to accommodate guests who aren't able to wait in a conventional queue environment due to a disability (including non-apparent disabilities). A
Disability Access Service Card will be issued at Guest Relations main entrance locations and will offer guests a return time for attractions based on the current wait time.

As soon as the Guest finishes one attraction, they can receive a return time for another. This service can be used in addition to Disney’s FASTPASS Service and Disney
FastPass+ service.

What will Disney Parks do if a Guest is concerned the DAS Card doesn’t meet their needs?
Disney Parks have long recognized and accommodated guests with varying needs and will continue to work individually with guests with disabilities to provide assistance
that is responsive to their unique circumstances. Guests should visit Guest Relations to discuss their individual needs.

Who will be eligible for a Disability Access Service Card?
Disney Parks' goal is to accommodate guests who aren't able to wait in a conventional queue environment due to a disability {including non-apparent disabilities). Guests
should visit Guest Relations to discuss their assistance needs.

How will guests get a Disability Access Service Card?
A Disability Access Service Card will be issued at Guest Relations main entrance locations. Guests will participate in a registration process, which also includes having
their photo taken.

Why is Disney Parks doing this?

Disney Parks is modifying the current Guest Assistance Card program so it can continue to serve the guests who truly need it. The new program is designed to provide the

special experience guests have come to expect from Disney. Disney Parks also hopes it will help control abuse that was, unfortunately, widespread and growing atan

alarming rate. ;

Does the DAS Cardholder have to be present to obtain a return time at an attraction?
No. Another member of the DAS Cardholder’s travel party may obtain a return time but the DAS Cardholder must board the attraction with his or her party.

Where do DAS Cardholders go to receive retum times?
At Disneyland Resort, guests will go to Guest Relations kiosks located throughout the parks to receive a return time. At Walt Disney World Resort, guests will go to the
attraction to receive a return time.

Does a DAS Cardholder have to ride the attraction at the exact return time listed?
No. Return times are valid until redeemed by the DAS Cardholder. :

How long is a DAS Card valid?
A DAS card is valid for up to 14 days depending on a guest's ticket entitlement.

Is a DAS Card issued at one Disney theme park valid at other Disney theme parks?
Yes, the card will be valid throughout the resort at which it was issued.

http://disneyparks.disney.go.com/blog/disney-parks-disability-access-service-card-fact-sheet/
Disney-AL0000102
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Why doesn’t Disney Parks ask for proof of disability, such as a doctor’s note?
Disney Parks takes Guests at their word and there are legal restrictions around asking for proof.

Is this the only service avaiiable to Guests with disabiiities?

Disney Parks offer a variety of services to guests with disabilities, such as Disney's Handheld Device that offers assistive listening, captioning and audio description.
Additionally, Disney Parks has developed a "Guide for Guests with Cognitive Disabilities.” This serves as a tool on how best to experience its theme parks and is expected
to be available online by mid-October.

Disney Parks will continue to provide excellent guest service and accessible experiences. Guests should visit Guest Relations at any park should they feel they need
assistance due to a disability.

» Does a Guest whose disability is based on the ity to use a wheelchair or need a DAS Card?
No, a Guest whose disability is based on the necessity to use a wheelchair or scooter does not need a DAS Card. Depending on the attraction, the Guest will either wait in
the standard queue or receive a return time at the attraction based on the current wait time. For some attractions at Disneyland Resor, these guests will go directly to an
alternate entrance. Guests with additional needs should discuss them with Guest Relations.

Witl Disney Parks continue to provide a service to wish-granting organizations?
The change will not affect those whe are visiting on trips organized by wish granting organizations. There is a separate program for children with life-threatening Hinesses.

For further questions, please contact: Disability.services@disneyparks.com or (407) 560-2547.

Hbbuit
and . About Disney Disney Help Carcers  Contact Us Family Babble
Legal

Terms of Use Legal Notices Privacy Policy Your California Privacy Rights Children s Online Privacy Policy Interest-Based Ads

© Disney, All Rights Reserved
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http://disneyparks.disney.go.com/blog/disney-parks-disability-access-service-card-fact-sheet/
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BY MR. DOGALT:
0. -- when the DAS was released, did you think it

was better than what your competitors were using?

A. Yes.

Q. In what way?

A. Well, I mean, it allowed guests to wvirtually
wait -- guests who qualified for the DAS or guests who

obtained the DAS were allowed to virtually wait for
attraction experiences. And during -- they were allowed
to virtually wait for attraction experiences 1if they were
unable to be any traditional gqueue. They were not able
to wait in a traditional gueue the DAS allowed them to
virtually wait for attractions. Which would also allow
them to do other things during that period that they were
waiting: Dbeing able to go and experience all of the
offerings that any one of our theme parks might have.
Whether that was going to see, perhaps, a street
performer. Or going to get some food. Or going to maybe
go to a shop. Maybe go enjoy the architecture. Maybe go
look for the hidden Mickeys that we -- we many times
we'll -- hidden Mickeys that we'll many times place in
some of our architecture. Being able to go sit on a
bench. Go take a nap. You know, whatever you wanted to
do you could do that during your -- your -- your window

that you were doing your virtual wait. That's -- that's
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a great thing to be able to do.

So to answer your question, yeah, I thought --
thought it was -- I think it's better than what other
others were doing.

Q. And what were the others doing that was less
accommodating?
A. Well, I think there's many that aren't doing

anything. I can't give you specifics, but there's many

other businesses that are in our line of work that aren't

doing anything for people who can't stand in lines or
wait in lines.
MR. DOGALI: Take a short break.
(Recess taken.)
BY MR. DOGALTI:
Q. As the DAS was developed, did Disney seek the

input of any autism-dedicated organization?

A. We certainly talked to a lot of organizations.
Q. Which ones?
A. I -- a lot of the conversations were informing

organizations what we were going to be rolling out,
making them aware of what we were going to be rolling
out. That way, when the rollout occurred they were not

hearing about it for the first time through the media,

they were hearing it from us. So the organizations that

I spoke with, I spoke to -- and there were other

I
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individuals, by the way, who were calling. It wasn't
just I. But I had -- we divided a list, if you will, of
organizations that we were going to have that
conversation with. I spoke with the Autism Speaks

organization. I spoke to the Autism Society of America.

I spoke to an organization called TACA, T A C A. And I'm

trying to remember what it stands for, but it's an

autism- based organization. I -—- I believe I spoke with
United Cerebral Palsy. I'm not for sure if I spoke with
them directly, but I spoke with -- I spoke with -

called as part of the normal course of -- of informing
the community, if you will, the community of

organizations what we were going to be doing.

Q. These are groups you spoke with --
A. Uh-huh.
Q. -- to advise them of the planned release before

it hit the streets?

A. Correct.

Q. Did Disney seek the input of any such groups
during the design of the DAS before the decision to
release it was made?

A. Ask your question again.

Q. As I understand it you identified a number of

CONFIDENTIAL
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groups -—-
A. Uh-huh.
0. -- you communicated with for the purpose of

notifying them that the DAS was going to be released.

A. Uh-huh.

Q. Did you or, to your knowledge, anyone at Disney
communicate with those groups during the planning and

development of the DAS about how to assemble it, put it

together?

A. Yes.

Q. Did you do that?

A. I did the...I -- I -- I had had conversations
with Autism Speaks regarding a -- a booklet, a piece of

collateral that we were developing for guests with
cognitive disabilities, and during the course of those
conversations regarding the booklet and looking for
thoughts and suggestions about what would be helpful
information to contain in this booklet, during the course
of those conversations I -- I -- I was certainly asking
questions of -- of the organization representative that I
was talking to about what we were going to be -- what we
were framing up as far as the DAS program.

Q. Was that Matt Asner?

CONFIDENTIAL
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A. Yes.
Q. Did he, on behalf of Autism Speaks, make any
suggestions about how the DAS ought to be assembled or

constructioned?

A. I don't -- I can't say that it was on behalf of
Autism Speaks. I don't know that. I mean, I had
conversations with him. I had conversations with other

individuals from Autism Speaks or that worked or had an
affiliation with Autism Speaks as well. And this was
all, again, during the course of our development of a
booklet that was going to be available for guests with
cognitive disabilities.

Q. Do you recall any of those individuals
associated with Autism Speaks making any suggestions or
proposals about how the DAS ought to be designed or
implemented?

A. I don't know proposals is correct. I -- I think
it would be categorized more as the individuals I spoke
with knew that there would be those individuals out there
who wouldn't like the DAS.

Q. Did any organization specific to autism or
cognitive impairment support issuance and release of the
DAS at the time?

A. "Support" meaning what? They wanted to be --

what do you mean when you say "support"?

CONFIDENTIAL
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Q. Did any such organizations issue kudos or
applaud Disney for releasing the DAS at the time?

A. In some of the conversations I had with the
individuals who -- those were the individuals I was
speaking with, I don't know if they were speaking on
behalf of their organization or not, but some of the
individuals I was speaking with understood what we were
doing and why we were doing it and they said, "There
might be those out there who don't like it, but we
understand what you're doing and why you're doing it."
So if you're going to call that support, then yes, but I
don't know that they used the word "we support it." And
I think more because they knew that there might be some
individuals who don't 1like it, just didn't like what it
was.

Q. Are you aware of any organization committed to
autism or cognitive impairments that today advises its
members that the DAS is a good thing?

A In the conversations that I had with the Autism
Society of America it was very much a "We understand.
We'll certainly pass along to our membership who may
inquire about a trip to Disney, being able to explain the
DAS and what it is." And again, supporting meaning they
understand why we did it and, you know, knew we had to do

something to curb the abuse that we had while continuing

52
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to maintain service for people with disabilities, then
yeah, I would say "support" is -- is a word you could
use, sure.

0. The organization you mentioned in that context
is Autism Society of America?

A. Yes.

Q. Who was your --

MR. SCANLON: Objection to the characterization
that his word or use of the word "support" was limited to
that one group. I think that misstates the testimony.

THE WITNESS: Yes, there were others -- as I'm
explaining the word "support," there are other
organizations out there who fell into the same category
as Autism Society of America, sure.

BY MR. DOGALTI:
Q. Is it your understanding that that is the level
of support that exists today from the Autism Society of

America for Disney's DAS?

A. Yes. And as I -- as I had said previously, you
know, the DAS is a -- is a -- 1is a great tool, a great
resource. I think organizations out there see the value

in DAS; that it's a great tool for whatever disability
category that particular organization may support. They
see the value in that tool to assist their membership,

whether it's autism, whether it's, you know, cerebral
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Q. -- or highly educated one?
A. It's a guess.
MR. SCANLON: Pure speculation.

BY MR. DOGALTI:

0. To your knowledge, did Disney -- strike that.

Outside the context of the GAC or the DAS, to

your knowledge, has Disney ever studied the impact of
meltdowns on the part of autistic guests on other guests
in the park?

A. No.

0. If that's ever been studied who might know? It
would be a guess?

A. Guess.

Q. Okay. In terms of how the DAS accommodates your
autistic guests, are you proud of it?

A. Of how the DAS works? Absolutely. I think it's
a great tool. I think I mentioned it earlier. I mean,
to be able to virtually wait for attractions and be able
to use other stuff and be able to use FastPass, being
able to do other things while you're virtually waiting
for an attraction, I mean, it's a great tool for any
guest, whatever disability they might have, whether it's
something else. I mean, it's great. And I've had an
opportunity to, you know, experience it myself. So I've

had these conversations with the various organizations
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what I said earlier: certainly we empower our cast
members to make our guests happy, so whatever that might
mean, you know, based on what the guest is asking, based
on what the cast member does, whatever the situation
might be. But the goal is to make the guest happy.

Q. As the DAS was released, did you understand the
one form of making the guests happy at that time included
giving them additional FastPasses they could use along
with the DAS?

MR. SCANLON: Additional FastPasses?

MR. DOGALTI: Yes.

THE WITNESS: I'm sorry, ask the guestion again.
BY MR. DOGALTI:

Q. You used the term "making the guest happy."

I'm asking you back on October 9, 2013, and say a couple
of months thereafter, did you understand that one manner
in which Guest Relations made the guests happy was by
giving them FastPasses in addition to the DAS?

A. I -- I -- I am aware that they have, you know,
numerous options in their tool belts, if you will, when
working with any guest. Whether it's a guest with a
disability. Whether it's a guest who is asking about
DAS, or who -- whatever the situation might be, Guest
Relations has certain items and resources they can use if

they, you know, would like to or if they feel that the
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guest is -- you know, something's presented itself where
the -- if the guest presents something where the Guest
Relations cast member feels that maybe the guest 1is
upset, maybe the guest has had a bad experience, maybe
just whatever reason the cast member feels sorry for the
guest, the cast member certainly has tools that they can
present to the guest, which could include, as you called
it, a FastPass or some kind of instant admission ticket
for a particular attraction or a particular show.

Q. To the extent grant granting additional
FastPasses to make a guest happy is one of those tools,
are you aware that the use of that tool has greatly
diminished over time since the DAS was initially
released?

A. I'm not aware of -- of that being the case. I
know that our Guest Relations partners have the ability
to offer assistance, a tool, including potentially
readmission, but I'm not aware of a number, a hard fast
number or anything that, you know, would imply that it's
diminished. I don't know.

Q. Have you become aware, at any time, from any
source since the DAS was released, that Disney became
concerned about the number of FastPasses that were being
doled out as a tool to make people happy and discouraged

Guest Relations from doing that?

80
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@A¢T®fSN5p Parks and Resorts Worldwide

Dear Friends,

Disney Parks holds a cherished place in the hearts of the millions of Guests who visit us each
year, We know that is especially true for those of you who have a loved one with a disability. For
many families, what would be impossible elsewhere is not only possible, but magical, at our
parks and resorts. We are proud to play such an important role in so many of your lives.

Unfortunately, our current program for providing access to attractions for Guests with disabilities
has been abused and exploited to such an extent that we are no longer able to effectively sustain
it in its present form. After careful consideration, and with the needs of our Guests with
disabilities as our foremost concern, we are modifying the current program so that we will be
able to continue to serve those Guests for whom the program is intended.

Over the past few days, you have likely heard about these upcoming changes and how they
might affect our Guests with disabilities. Our relationship with you is important to us, and we
want to take the opportunity to clear up any confusion or misinterpretation.

Our commitment to providing an inclusive and welcoming environment for all our Guests has
not changed. We have long recognized that people may have different needs, and we will
continue to work individually with our Guests with disabilities to provide assistance that is
responsive to their unique circumstances.

As with any change, there will be a period of adjustment, particularly for those families who
have developed and refined their preferred ways of enjoying our parks with their loved ones over
the years. I thank you in advance for your patience as we fine-tune our new program to mitigate
the current abuse, while still providing the special experience our Guests have come to expect
from Disney.

Most of all, thank you for entrusting your treasured time with those you love to Disney Parks.
Sincerely,

s s o

Meg Crofton
President, Walt Disney Parks and Resorts Operations, U.S. and France

500 South Buena Vista Streetl, Burbank, California 91521

&r Disney

Disney-AL0000001
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UNITED STATES DISTRICT COURT
MIDDLE DISTRICT OF FLORIDA
ORLANDO DIVISION

D.M,, by and through C.M,, as Next Friend, Parent
and Natural Guardian, and C.M., Individually,

Plaintiffs,
V.
Case No. 6:14-cv-1895-ACC-GJK
WALT DISNEY PARKS AND RESORTS
US, INC.

Defendant.
/

NOTICE OF SERVING ANSWERS TO DEFENDANT’S
FIRST SET OF INTERROGATORIES TO PLAINTIFFS

Plaintiffs, D.M., by and through C.M., as Next Friend, Parent and Natural Guardian, and
C.M,, Individually, by and through undersigned counsel, and pursuant to Fed.R.Civ.Proc. 33,
gives notice of serving their Answers to Defendant’s First Interrogatories to Plaintiffs
propounded on or about October 23, 2015.
CERTIFICATE OF SERVICE
[ HEREBY CERTIFY that a true and correct copy of the foregoing was furnished via

Electronic Mail this 10th day of December, 2015 to:

Kerry Scanlon, Esq. Jeremy White, Esq.

Kaye Scholer LLP Kaye Scholer LLP

The McPherson Building The McPherson Building

901 Fifteenth St. NW 901 Fifteenth St. NW
Washington, DC 20005 Washington, DC 20005
Kerry.Scanlon@kayescholer.com Jeremy.White@kayescholer.com

Manuel Kushner, Esq.

Kaye Scholer LLP

Phillips Point, West Tower

777 South Flagler Drive, Suite 900
West Palm Beach, FL 33401
mkushner@kayescholer.com

CONFIDENTIAL
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DOGALI LAW GROUP, P.A.

/s/Andy Dogali
Andy Dogali
Fla. Bar No.: 0615862
101 East Kennedy Blvd., Suite 1100
Tampa, FL 33602
Telephone: (813) 289-0700
Facsimile: (813) 289-9435
Email: adogali@dogalilaw.com
Attorney for Plaintiffs

And

EUGENE FELDMAN

Admitted pro hac vice

Arias, Sanguinetti, Stahle & Torrijos, LLP
6701 Center Drive West, Suite 1400

Los Angeles, CA 90045

Telephone: (310) 844-9696

Email: gfeldmanlaw@att.net

Attorneys for Plaintiffs

CONFIDENTIAL
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UNITED STATES DISTRICT COURT FOR THE
MIDDLE DISTRICT OF FLORIDA
ORLANDO DIVISION

D.M,, by and through C.M., as Next
Friend, Parent and Natural Guardian,

and C.M,, Individually,

Plaintiffs,
V. Case No. 6:14-cv-1895-ACC-GJK

WALT DISNEY PARKS AND RESORTS
US, INC.

Defendant.

ANSWERS TO DEFENDANT’S
FIRST SET OF INTERROGATORIES TO PLAINTIFFES

Plaintiffs, D.M., by and through C.M., as Next Friend, Parent and Natural Guardian, and
C.M,, Individually, by and through undersigned counsel, and pursuant to Fed.R.Civ.Proc.
33, serves their Answers to Defendant’s First Interrogatories to Plaintiffs propounded on

or about October 23, 2015 as follows:

ANSWERS TO INTERROGATORIES
1. Identify each person who you believe has knowledge or information
concerning any of the facts underlying the claims asserted in the Complaint or any of the
defenses raised in response thereto, and describe the knowledge or information that each

such person has.

ANSWER:

- Plaintiff, mother
- father

CONFIDENTIAL
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- sister

c/o Andy Dogali

Dogali Law Group, P.A.

101 E. Kennedy Blvd., Suite 1100
Tampa, FL 33602

IR

2. Identify all persons who witnessed or observed any of the alleged actions
at any of the Disney Parks (as defined above) involving D.M. that are described in the

Complaint.

CONFIDENTIAL
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ANSWER:

- Plaintiff, mother
c/o Andy Dogali
Dogali Law Group, P.A.
101 E. Kennedy Blvd., Suite 1100
Tampa, FL 33602

3. Identify any Disney employees with whom you interacted during any visit
to the Disney Parks since October 9,2013.
ANSWER:

Patrick, Guest Services
Kayla, Guest Services Hollywood Services

4, Identify the name, title, address, telephone number, and fax number of all
medical doctors and health care providers (including, but not limited to any pediatrician,
neuropsychologist, psychologist or psychiatrist) with knowledge or information about
D.M.'s cognitive disabilities, as well as the reason D.M. visited the doctor or health care

provider during the past five (5) years.
CONFIDENTIAL



Case 6:14-cv-01895-ACC-GJK Document 51-4 Filed 06/01/16 Page 35 of 63 PagelD 846

ANSWER:

June E. Hoefling, MS, BCBA - Psychologist
413 Oak Hill Drive
Altamonte Springs, FL. 32701

Jose R. Foradada, III, MD

4710 N. Habana Ave, Suite 307
Tampa, FL 33614
813-874-2000

Robert Eanett, MD

Watson Clinic South

1033 N. Parkway Frontage Road
Lakeland, FL 33813

Beth Ingram Therapy Services
602 Vonderburg Drive

Suite 201

Brandon, FL 33511

Tampa Children’s Hospital at St. Joseph’s
4144 N. Armenia Ave, Suite 375

Tampa, F1 33607

813-876-8316

Pediatric Therapy Services, Inc.
1215 E. Orange Street
Lakeland, FL 33801
863-802-3800

Kristen Gonzalez, MS, CCP-SLP

Central Florida Speech and Hearing Center
710 E. Bella Vista

Lakeland, FL 33805

863-686-3189

Kristi Templeton, MS, CF-SLP

USF Physicians Group

Division of Child Dev. And Neurology
Dept of Pediatrics

4718 0ld Highway 37, Room 1002
Lakeland, FL 33813

941-701-1233

CONFIDENTIAL
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5. Identify each instance where a medical doctor or health care provider
(including, but not limited to any pediatrician, neuropsychologist, psychologist or
psychiatrist) has provided you with a doctor's note or any other documentation which
claims that D.M. is unable to wait, including the reason for requesting the doctor's note or
other documentation.

ANSWER:

Dr Jose Foradada, [ hand delivered the original letter to Michael in guest services on
the last day of the GAC (Oct 8, 2013).

6. Identify the name, address, telephone number, and fax number of all
educational institutions attended by D.M., including years attended, and what, if any,
accommodations were provided to D.M. due to his or her cognitive disabilities.

ANSWER:

2005-2013:

Lakeland Christian school

Lakeland, FL

Special Needs class

2013- 2015:

Homeschool

Nikki - Homeschool Teacher (Aug, 2013-Feb, 2015)
Lydia Cagle (Feb., 2015-present)

7. Identify any educational assessments or behavioral analyses (including,

but not limited to, any Functional Behavioral Analyses or behavior intervention plans)

CONFIDENTIAL
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conducted of D.M. in connection with his or her cognitive disabilities (including when
they were performed and who performed them), and describe the results of such
assessments or behavioral analyses.

ANSWER:

Plaintiff objects to this request in that it improperly seeks to require Plaintiff to
summarize medical records and reports, as well as the opinion of medical
providers. Subject to the foregoing objection, Plaintiff will produce medical records
in their possession, custody and control which contain the requested information.

8. Identify any visits made by D.M. to any Disney Park in the past five (5)

years, including but not limited to the following:

a. any services or accommodations provided to D.M. during each visit,
including the issuance of any GACs, DAS, or re-admission passes;

b. all rides, attractions, shows, stores, meet and greets, and other
activities that D.M. attended or participated in during the visit; and

C. the specific order of rides and/or attractions that D.M. experienced
or attended during each of the visits, including whether D.M.
repeated any of the rides and/or attractions and whether D.M.
experienced the park according to a pre-determined route.

ANSWER:

October 8, 2013: We visited guest services at Magic Kingdom the day before the
new changes were put in action. We went to hear in person what the changes
would be and to discuss our options for the future for fear the new system wouldn't
work for D.M. I had sent an email to Disney to which they responded telling me
they were willing to work with us and our individual needs, all we needed to do
was go to guest services and let them know what accommodations we needed.

We brought Nikki, D.M.’s homeschool teacher, for whom we purchased an annual
pass sometime in August, 2013 shortly after she started working for us. One of our
homeschool goals was to visit the parks once a month to work on social skills and

CONFIDENTIAL
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leaving the parks quietly without having a meltdown. We bought Nikki's pass about
3 weeks before we heard the rumors that the old system was drastically changing.

So we did just that. Also, [ had a letter from the Neurologist to give guest services
explaining D.M.’s special needs. It went terribly wrong. Michael, the guest service
guy, Michael, was very cold and uncaring. As tears were pouring down my face he
kept insisting the new system would work for us and suggesting ridiculous
remedies. He would not listen to what [ was trying to explain about my son and his
individual needs and issues. He went as far as to tell me we had been misusing the
old system that we were never supposed to have unlimited access to the Fastpass
line and that we never would again. Telling me Disney has to be fair and make the
wait time for everyone equal.

[ tried explaining we would not be able to come back to Disney if D.M. was turned
away from a ride he wanted to go on or had to wait more than 20-30 minutes to
ride. I tried explaining the only reason we have been able to come for over 11 years
was the GAC and being allowed to enter the rides through the Fastpass entrance
and have shorter waits. After at least 30 minutes, he finally said the most we could
expect in the future would be receiving _, _ that
everyone gets, and using the DAS card return time. We ended the conversation
with obtaining the GAC so we could enjoy our last visit to Disney.

Oct. 16, 2013: We went back to give the new DAS system a try, because we we had
been told we would be issued _ We were still nervous about
how it would go. Nikki also accompanied us.

When we got to guest services an employee named Patrick helped us. We explained
we needed a DAS and, per our previous conversations, an additional_. |
explained we were still apprehensive but trying to give the system another run to
decide whether or not to renew our annual passes. I was told that no Fastpasses
would be given unless I'm in the system. He said we were not in the system. (Hard
to believe because we had been on the local news, had emailed Disney with our
concerns, had come in on the 8th handed with a letter from his neurologist, and I
stood at the counter crying for 30minutes with Michael who finally told us we
would receive

He told us the DAS works great and they have had no complaints but that he would
issue us the_ as a one-time exception and to never expect it again.

Dec or Jan, 2013: Before our annual passes expired we went to Hollywood studios
to see the Osborne lights (knowing we could not go to Magic Kingdom). We tried to
go to guest services to get a DAS, but the line was out the door. We rode Toy Story,
went to a few shows (Little Mermaid, Beauty Beast, Muppets), Great Movie Ride,
Rockin Rollercoster (only because we got very lucky and a guest out front of the
line gave u_ he wasn't going to use).

CONFIDENTIAL
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April, 2015:  Went to Hollywood Studios with || G Vet

into guest services. The cast member was not very helpful to me. He also tried to
tell me the DAS works and was arguing with me when I tried to explain why it
didn't work for us. il who also was requesting a DAS for her son with autism,
got upset, asked for a manager. The manager, Kayla, was very nice and listened to

us. She gave us the DAS and _ She gave us a file number for future
use. She told us this is very rare and not to spread the word.

May 5th 2015: Went to Magic Kingdom with _ We were very
nervous about our first time back in over a year and were worried how we would

be treated in guest services. We were given_ for the entire party. We
used all our Fastpasses at Magic Kingdom and Helyn gave us a couple of hers which
helped. Rode: Winnie the Pooh, Small World (had a meltdown between these two
because of timing issue), Space Mountain, Pirates. During our walk to Pirates they
began roping off the Parade and diverting us around. D.M., believing that we were
now leaving had another meltdown. These two episodes/meltdowns proved to me
the DAS card is not for us.

9. Identify any tickets or annual passes used to gain admission to any Disney

Park in the past five (5) years, including the ticket or annual pass number, and the date
of purchase or renewal for any annual passes, if applicable.

ANSWER:

3 day passes for small vacations a couple times a year

We may have had annual passes in 2011 or 2012

Jan, 2013 - purchased annual passes

August 2013 - purchased annual pass for homeschool teacher

April, 2014 - 3 weekday annual passes (decided to purchase after receiving Kayla's
assistance with establishing a computer file)

10. Identify any trips or vacations taken by D.M. within the past five (5) years
and indicate the method of transportation used by D.M. (e.g., car, plane, or boat) for

each such trip or vacation.
CONFIDENTIAL



Case 6:14-cv-01895-ACC-GJK Document 51-4 Filed 06/01/16 Page 40 of 63 PagelD 851

ANSWER:

March, 2011- 2 nights, Bay Lake Tower at Contemporary, Orlando - car

June, 2011- 2 nights Daytona beach, Surfing For Autism - car

July, 2011- 2 nights at Hard Rock Hotel, Universal (received Fastpasses for staying on
site) - car

August, 2012- 2 nights Siesta Key, Surfing For Autism - car

March, 2013 - 2 nights Disney, Orlando, Saratoga Springs Resort And Spa - car

July, 2013 - 6 nights Anna Maria Beach - car

July, 2013 - 2 nights Disney Animal Kingdom Lodge - car

March, 2014 - 2 nights Orlando Champions Gate - car

July, 2014 - 2 nights Portofino Bay Hotel, Orlando, Universal (received Fastpass with
hotel stay) - car

July, 2014 - 4 nights Hammock Beach Florida - car

April, 2015 - 2 nights Portofino Bay, Universal (received fast pass with hotel stay) -
car

July, 2015 - 2 nights Hyatt Orlando - car

July, 2015 - 3 nights Clearwater Beach - car

Nov, 2015- 2 nights Portofino Bay, Universal (received Fastpasses with hotel stay) -
car

11.  Identify all previous and current addresses for D.M. and C.M. in the past five
(5) years.

ANSWER:

12. Describe in detail all damages plaintiffs seek to recover in this lawsuit,
including, without limitation, exemplary or punitive damages, compensatory damages,
costs, attorneys' fees, and interest, and include in your response how you calculated the
amount of such damages.

ANSWER:

Plaintiff seeks to recover all out of pocket travel and other expenses for visits to
Disney Parks on or after October 9, 2013 and damages for emotional distress
arising from discrimination against D.M. on account of his disability. The precise
amount of damages will be determined by the jury. The amount of attorneys’ fees

and costs will be determined by the court.

CONFIDENTIAL
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VERIFICATICN

CM. Individually and as paibd Friend, Parent
and Nalural Guardian of DM

% ol

STATECF f{7E/|

COUNTYCF _fTL K

. The foregoing instrument was acknowledged before me this 'Y day of

W EEnL QLT | 2015, by CM., Individually and as Next Friend, Parent and Nalural

Guardian of DM. who Is porsonally kngwn o me o who has produced
&S rdentihcation and who did take an cath

SWORN TOand subscribed before me, this /(' dayof / KECHMUT 2015
-~
J £ /1 4
‘J J']I'.i .llll d [
T ¥,
¥ { F ||' &

Frint, Type or Samp Name
My Compisson Expires

e [ i &
| 1 - J.




Case 6:14-cv-01895-ACC-GJK Document 51-4 Filed 06/01/16 Page 42 of 63 PagelD 853

Exhibit 19



Case 6:14-cv-01895-ACC-GJK Document 51-4 Filed 06/01/16 Page 43 of 63 PagelD 854
JILL L. KELDERMAN, Ph.D.

9/11/2015
Page 1
UNITED STATES DISTRICT COURT FOR THE
MIDDLE DISTRICT OF FLORIDA
ORLANDO DIVISION

A.L., by and through D.L.,
as Next Friend, Parent and
Natural Guardian; D.L.,
Individually,

Plaintiffs,
vS. Case No.: 6:14-cv-1544-0rl1-22GJK

WALT DISNEY PARKS AND
RESORTS US, INC.,

Defendant.
/
PAGES 1-143
DEPOSITION OF: JILL L. KELDERMAN WALSH, Ph.D.
DATE TAKEN: Friday, September 11, 2015
START TIME: 11:09 a.m.
LOCATION: 11211 Prosperity Farms Road

Suite C-301

Palm Beach Gardens, Florida 33410
COURT REPORTER: Dianne N. Sarkisian, CSR, RPR,

Notary Public - State of Florida.

BRICKELL KEY COURT REPORTING, LLC
305.407.9993
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JILL L. KELDERMAN, Ph.D.
9/11/2015

o oFE 0 E 0

Page 71

Does that answer your question?

BY MR. PARMER:

Yes, it does.

Okay.

And A.L.'s purported inability to wait for long
periods of time is also a symptom of ASD?

No.

What's that?

No.

Why not?

It's not part of the diagnostic criteria.

Well, is it your understanding that the DAS program
was designed to accommodate people with disabilities
that rendered them unable to wait in line for a long
period of time or understand the concept of time?

MR. SCANLON: Objection.

The majority of guests at Disney World doesn't
understand the concept of -- well, I won't say the
majority.

A substantial amount of guests at Disney
don't understand the concept of time well. My
understanding is that DAS was designed to assist and
accommodate individuals who had difficulty waiting at
traditional queue environments, so standing in the

line for hours on end or 45 minutes or whatever the

BRICKELL KEY COURT REPORTING, LLC
305.407.9993
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To: Britton, Brian[Brian.Britton@disney.com]; Gossett, Keith[Keith.Gossett@disney.com]; Evans,
Todd[Todd.Evans@disney.com}

From: Armor, Alison

Sent: Fri 5/31/2013 1:09:20 PM

Importance: Normal

Subject: FW: WowSFound a disabled tour guide...

FY1. Only $250 for an 8 hr tour plus a ticket for him (apparently not an AP).

From: Malenius, Bryan M.

Sent: Friday, May 31, 2013 10:34 AM

To: Wahler, Jacquee M. (Polak); Prihoda, Kathleen
Cc: Armor, Alison; Evans, Todd

Subject: WowSFound a disabled tour guide...

Who's now advertising that he undercuts the price for disabled guides as seen in the NY
Post.

http://orangecounty.craigslist. org/tix/3805078939 himl

Disney-AL1017248
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To: Mitchell, Lynn[Lynn.Mitchell@email.disney.com}; Hogan,
Maureen[Maureen.Hogan@email.disney.com}; Jones, Mark{Mark.Jones@email.disney.com]
Cc: Lutz, Chris[Chris.Lutz@email.disney.com]; Person, Kenneth

D.[Kenneth.D.Person@email.disney.com]; Keck, Andy[Andy.Keck@email.disney.comj; Lange,
George[George.Lange@email.disney.com}; Krause, Kent[Kent.Krause@email.disney.com}; Dolan, Kathy-
Jo[Kathy-Jo.Dolan@email.disney.com]; Sandoval, David[David.Sandoval@email.disney.com]

From: Bunting, Susan
Sent: Mon 3/12/2012 7:03:05 PM
Importance: Normal

Subject: FW. Counterfeit GAC card

Document.pdf
Document. pdf

Hi

Attached is a photo of a counterfeit GAC card one of my Coordinators took from a Guest today.
Unfortunately they didn't get a lot of detail from the Guest, but the Guest said they got it as a "bonus when
they purchased tickets on 192". They were told they could use it to bypass all the lines and quickly
turned it over to the Coordinator when he shared the real purpose of the card.

| spoke with Patrick tonight (GR 5) and he mentioned that more and more of these are showing up
recently with the same story. | have the original if they are being saved or directed anywhere for
investigation.

Thanks so much!
Susan

----- Original Message--—-

From: HP Digital Sender [mailto:CORP.EIT.DSS@cm-flor-ap037.swna.wdpr.disney.comj
Sent: Monday, March 12, 2012 6:45 PM

To: Bunting, Susan

Subject:

Please open the attached document. This document was digitally sent to you using an HP Digital Sending
device.

To view this document you need to use the Adobe Acrobat Reader. For more information on the HP MFP
Digital Sending Software or a free copy of the Acrobat reader please visit:

http://www.hp.com/go/HP_Digital_Sender_Module.com

Confidential Disney-AL1040009
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Confidential

To: Ennis, Bob[Bob.Ennis@disney.com)
From: Armor, Alison

Sent: Mon 1/7/2013 10:02:35 AM
Importance: Normal

Subject: FW. DAK GAC Situation

From: Evans, Todd

Sent: Monday, January 07, 2013 8:34 AM
To: Riles, Sarah (Fisk): Armor, Alison
Subject: FW: DAK GAC Situation

Page 52 of 63 PagelD 863

This is the second guest in a month that using a GAC card as a paid tour guide. The
other was at DLR. Mot sure what can be done about this but seem to be a bigger issues

than we are currently aware of!

Todd

From: McMichael, Jan

Sent: Sunday, January 06, 2013 3:53 PM
To: Evans, Todd

Subject: FW: DAK GAC Situation

Another reason to do something different. He uses his AP more than 2 weeks every

month, so making some good money providing tours with it.

Jan

Disney-AL1014901
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From: Lehrer, Kristin

Sent: Saturday, January 05, 2013 8:30 PM
To: McMichael, Jan; Kuntz, Mary E

Cc: Nayeri, Staci (Welp)

Subject: Fw: DAK GAC Situation

And you wonder why my ghost riders are out of control ...

Kristin Lehrer

Walt Disney World - Disney's Animal Kingdom
Operations Manager - Asia Attractions
407*938*2840 or 8263*2840

***this message was sent via blackberry , please excuse any typos

From: Hove, Andrew J

Sent: Saturday, January 05, 2013 02:26 PM

To: Stewart, Michael C

Cc: White, Martha; Smith, Marvin; Lehrer, Kristin
Subject: DAK GAC Situation

Hi Mike,

On Dec 28" around 6:45pm, | saw this guest come through the FastPass queue
at Everest. After he was inside, ancther gentleman ran up to me explaining that
his tour guide had already entered the queue and need to catch up with him
because “he paid for this tour.” | didn’t realize he was talking about the man in
this photo and explained to him | did not see a DSA tour guide come through our
queue. The gentleman was pretty upset so | asked him to wait here until his “tour
guide” came back out. Once the man in the attached photo came out, | asked
him how he got through the queue. He then presented me with the attached
GAC card. | verified with the upset gentleman that he paid this man to take him
and his party through the parks and he said yes. | believe the man in the
attached photo is an Annual pass holder, who obtained a GAC card for 2 months,
and gives paid tours of Disney with access to FastPass.

Please let me know if you have any questions.

Confidential Disney-AL1014902
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AJ Hove
DAK Asia Operations

Guest Service Manager

Confidential Disney-AL1014903
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WDW and DLR Guest Assistance Card (GAC) Distribution and Usage DRAFT

Document #: 215475
Source Doc #: 215478, 215477 WDP&R Industrial Engineering 1

Highly Confidential Disney-AL1010281
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WDW and DLR Guest Assistance Card (GAC) Distribution and Usage DRAFT

Document #: 215475
Source Doc #: 215478, 215477 WDP&R Industrial Engineering 2

Highly Confidential Disney-AL1010282
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In the Matter Of:
A.L., ET AL.

V.

WALT DISNEY PARKS AND RESORTS U.S., INC.

JOETTE JAMES, PH.D.
September 10, 2015

DTI Court Reporting Solutions - Washington, DC
1C%ﬂ%ﬂ%ﬁﬁTﬁZi9 www.deposition.com/washington-dc.htm
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JOETTE JAMES, PH.D. - 09/10/2015 Page 1
1 UNITED STATES DISTRICT COURT
2 FOR THE MIDDLE DISTRICT OF FLORIDA
3 ORLANDO DIVISION
Iy
5 A.L., by and through
o D.L., as Next Friend,
7 Parent and Natural
Guardian, and D.L., : Case No.:
9 Individually, : 6:14-cv-1544-ACC-GJK
10 Plaintiffs,
11 V.
12

13 WALT DISNEY PARKS AND

14 RESORTS U.S., INC.,

15 Defendant.

16 - - - - - - - - - - - - - -x

17

18 DEPOSITION OF JOETTE JAMES, Ph.D.
19 Washington, D.C.

20 Thursday, September 10, 2015
21 11:15 a.m.

22

23 Job No.: WDC-054475

24 Pages 1 - 216

25 Reported By: Joan V. Cain

DTI Court Reporting Solutions - Washington, DC
lé%ﬁ&ﬂ%ﬁ%&ﬁlig www.deposition.com/washington-dc.htm
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JOETTE JAMES, PH.D. - 09/10/2015 Page 210
1 A Kuhne, K-U-H-N-E.
2 Q And was this a trial or was it part of a

3 pretrial hearing?

4 A It was a trial.

5 0 It was a trial. And you testified in that

6 case?

7 A Yes.

8 Q Do you know what kind of support A.L. has

9 received or does receive in terms of behavioral

10 support or one-on-one help or anything like that?

11 A From what I remember, mom talked about
12 various types of support they've had over the years.
13 He's had one-to-one aides. I think they've worked
14 with therapists, behavior specialists. Over the
15 years he's had support through individualized
16 accommodations: an IEP in school, an individualized
17 education plan; speech and language therapy.
18 0 Would you agree that the ability to wait or
19 the inability to wait is not a diagnostic criteria

20 or requirement of ASD?

21 A I would agree.

22 Q What?

23 A I would agree with that.

24 0 And the same for immediate gratification,

25 that they don't have a need for immediate
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1 gratification; that's not a part of the diagnostic

2 criteria for ASD?
3 A That's correct.
4 0 Do you know how many total vacations that

5 the family has taken either to Walt Disney World or

6 on Disney cruises?

7 A No.
8 o) Someone who is a low-functioning person
9 with autism, are they -- do they have the same

10 ability to go on trips and vacations as anyone else?
11 MR. PARMER: Form.

12 BY MR. SCANLON:

13 0 Generally?

14 A I don't know what you mean by that

15 question.

16 Q Well, I mean, I assume that some people are
17 so limited that they can't ever leave the house or
18 do anything and other people function, you know, in
19 such a way that you wouldn't know that they have

20 autism.

21 My question 1s, 1s someone in A.L.'s

22 position, are they -- do they have the ability to go
23 on multiple trips or cruises and trips to Walt

24 Disney World and those kinds of things?

25 MR. PARMER: Form.
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_ 02/ 10/ 2016 Page 15

1 Q During home school sessions -- strike that.

2 |s that an appropriate way to refer to that?
3 Do you know what | nean?

4 A Yes. Uh- huh.

5 Q So during a day at home school, deer
6 suffer meltdowns?

7 A Yes.

8 Q What sort of behaviors ngage in

9 when he nelts down?

10 A He will jump in the-ai ody sl am hi nsel f
11 down. And sonetines he | go.to bite you. And

12 sometimes he hits hins

13 Q Does he eve

14 A Yes.

15 Q Has he butted during a neltdown?
16 A No.

17 Q S id that w11 have a melt --

18 strike t as had meltdowns at hone school .
19 Right?

20

21 ere el se does he have nel tdowns?

22 W have had nel tdowns nunerous places, Publi x,
23

24 Q So stores that you've been to?

25 A Sonet i mes, uh-huh.
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1 Q \What about at a doctor or therapist's offices?
2 A Not very often. | nean, I'msure he has. |'m
3 sure he has, but not often. O course, | nean, we're

4 not at the doctors a lot, so, time-w se.

5 Q el |, does he -- solet'stalkbow

6 present day. How regularly does |} se er’a

7  behavior therapist or some other ty t herapi st

8 outside the hone?

9 A He sees an occupational>therapist once a week
10 for an hour. And he sees a | anal yst once,

11  once or twice a nonth, de n what's going on. If
12 we need her nore, she ¢ e often. And he sees
13 a PECS lady, it's pi ge conmuni cation | ady,
14  once a nonth. She i h our hone school program

his picture exchange on his

(R
o ol
v
>
(o]
D
o
m—
w
oD
(@]
)
<
ﬁ

i Pad.

17 Q ever had neltdowns during visits
18 to the ehavi or anal yst or the PECS

19 professio

20 LAZZARA:  (Obj ection, conpound.

21 h. There's a lot in there.

22 [(BY MARGULI ES:

23 So let me start wwth the OF then. During --
24 in your nmenory, has |Jjij ever had a neltdown during his
25 visits to the OI's office?
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N 02/ 10/ 2016 Page 17
1 A | n past, vyes.
2 Q And when | say present day, | didn't mean
3 literally today. | didn't nean to inply that.
4 A Yeah. He has not in the |ast -- ar, we're
5 talking about OT right now, he has not h dw at
6 O in the past two years.
7 Q But prior to that he has? \
8 A Yes. In the past he dig&
9 Q Ckay. And then what ut at sits to the
10  behavior anal yst, has he ha t here?
11 A It's at our hous es, he has.
12 Q So he --
13 A She comes to 0 .
14 Q kay. .@ L h respect to the PECS
15 professional, h el tdowns with that person?
16 A |'"'msure/he has in the past. |It's been a |ong
17 time since but I'msure he did in the past.
18 Again, s 0 our house.
19 Q about, say, at a pediatrician's office?
20 annot recall if ever at a pediatrician's
21  offi mal |y when we went he was younger. He
22 [(hasn't\been sick in a while. He was younger and he was
23 tck,”so pretty nuch he'd be laying on me. O course,
24 he would cry with shots and stuff, but not a neltdown.
25 Q Can you give any picture of the frequency wth
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ﬂoe[\n i)/z\}' 10/ 2016 Page 22
1 A A rmeltdown | don't feel like he can control.
2 Atantrumwould be a child just pitching a fit.
3 Q Ckay. So |'masking in the context of sone
4  nedical records where maybe the professionab.refers to a
5 tantrum |'mnot saying one or the othe.w
6 heard of a -- has |Jjjj suffered fromtant ,
7 A |"ve never called it a tan N don't
8 know of a doctor that has. | cal em nelt downs.
9 Q So a neltdown is the t t ha appropri ate?
10 A Yes. | have never epi sodes
11 tantrums ever.
12 Q Thank you for
13 A Yes. And np omes fromny years of
14 preschool teachi ngdbe know they're totally
15 different than
16 Q Sur tantruns predictable?
17 A mel tdowns are not predictable.
18 Q : .| apologize for that. W just
19 went thro t hat .
20 t's okay.
21 his mel tdowns are not predictable you say?
22 A No.
23 Are there particular triggers for his
24 el tdowns?
25 A Yes.
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BN 02/ 10/ 2016 Page 34

1 Q And that's true for over, the over 11 years
2 that you visited the parks prior to DAS?

3 A Yes.

4 Q Does | disability in any way/kimt the
5 types of rides he can go on? <t£i§§i??>
6 A No.

7 Q Did |l experience -- vel N that .

8 You nentioned that rienced sone

9 meltdowns when | eaving Disney | d. rect?
10 A Yes.
11 Q D d he experienc wns prior to Cctober
12 of 2013 in other aspect isit to Disney?
13 MR, LAZZARA
14 A Yeah, |"'msure he did. |

but 1'm sure he did.

[HEN
o1
(@8
o
:_
—
—
9%
o
=

16 | know -- | t recall the past 11 years, but
17  I'msure h

18 BY MR

19 with respect to the nel tdowns when

N
o

park, those were violent neltdowns.

N
[EN

N
N

MR, LAZZARA:  (bjection.

N
w

He woul d do, like |I said, he would junmp in the

N
~

alr and throw hinself down. And sonetines -- and

N
ol

scream like | said. And sonetines, sonetinmes he woul d
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BN 02/ 10/ 2016 Page 50
1 I (0 help us through the day, on top
2 of, | guess, |GGG tco. So it would equal
3 tol So we were like, okay, let's just try it.
4  We'll giveit atry.
5 We went. The CGuest Relations guy sai t
6 that wasn't correct. He asked if we were he’-- i f |
7 knewif we were in the system
8 He looked it up; we were not.
9 we couldn't even get the |
10 saying that's the only reason And he --
11  eventually he gave ne the but told nme that this
12 was not to ever be expe
13 And we endeg a good day with those
14 | because they vere e at the tine, so we actually
15 had [ because 'tm . And we
16  divided them and | nt on sonme rides with himand
17  his therapi on sone rides with him
18 Q were three of you in the park that
19 day?
20 . | d nysel f.
21 s [l ever visit the parks without you?
22 A No.
23 Do you ever visit without [l?
24 A Yes, | have.
25 Q Have you recently, or are we tal king before
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11 AL
o o rage 60

1 it's kind of a long story. Gkay. Can | just tell the
2 story? It's along story. | nean --

3 MR LAZZARA: O f the record. | can't tel

4 you how to testify. You have to --

5 A \What was the question again? <§§§§§i??>

6 BY MR MARGULI ES:

7 Q Wll, sois it correct tha <§§i§8§8 had a

8 nmeltdown between It's A Snall Wr d Space Muntain
9 or between It's A Small World W nnieThe Pooh?

10 A He had two neltdo . He had one

11  before Small World and ong bef Space Mount ai n.

12 Q Ckay. And th e/ bef Smal | World, what

13 happened?

14 It was kllb faul t, hindsight. W were
15 waiting on th inish lunch; i} did not want
16 to stop. ke out~of the restaurant with himafter
17  he request s iPad to | eave the restaurant. Bad
18 timng gment , was going to take himon

19 oh, because they all wanted to ride It's A
20 but | went out the door of the restaurant
21 the line of It's A Small Wrld and started
22 towards Wnnie The Pooh. Al's he's pulling ne
23 Is the Small Wrld because he sees the line, and
24  nelted down because we weren't -- | was wal ki ng towards
25 Wnnie The Pooh, not It's A Small Wrld where he wanted
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ﬂq\n 02/ 10/ 2016 Page 129
1 Dbecause it's new. The little Mernaid. Barnstormer.
2 Q Does he like the Peopl eMover?
3 A No.
4 Q Does he |ike Dunbo?
5 A He has been on Dunmbo. He's not aWout
6 the carpet one, the Aladdin. | don't kn 1 don't
7 knowif it's because you get wet. He
8 likes Splash Muntain though.
9 Q So it sounds like he Idkes a ety of rides?
10 A He |ikes themall.
11 Q He likes all the
12 A Yeah.
13 Q Are there apy th doesn't |ike?
14 A The jungl € < don' t think.
15 Q The Ju ‘=
16 MR/ LAZ >/ Asked and answer ed.
17 A t eopl eMover .
18 BY MR
19 Q t he Peopl eMover ?
20 on't think he likes the rocket one either.
21 other than those few, it generally is just
22 [(up to on that given day what he wants to ride?
23 Yes.
24 Q Do you consider [} autismto be severe?
25 A Yes.
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Frontigrlane

Frentierland
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Undsr the Sea
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Undar the Ssa
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Undar the See
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Undar the Sez
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Big Thunder Mounta:n Rasroad
Biy Yhunder Mountain Rafircad
Big Thunder Mountain Rafrosd
Big Thund:r Mountan Rafroad
Rig Thundsr Mounta:n Razroad
Big Thunder Mountain Razread
Big Thunder Mountain RaZroad

Biz Thusder Mountain Rufrosd

Big Thuader Mountomn Resroad
Big Thunder Mountain Rasrcad
Eig Thunder 3ountain RaZroad
Blg Thunder Meuntein Rerosd

Big Thunder Mountain Ra#road

Big Thuader Mountos oad
Big Thurder 3ountain Rafread
Eig Thunder Siountain Resrond

Big Thunds Mounten Rasroad

Rig huader Mounta: oad
Big Thunder Mountain Rairoad
Eig Thunder Snuntain Resond
Big Thunder Mountain Refroad
Rig Thuader Mountan Rasroad
Eig Thunder Mountain Ragroad
B Thinder Mountain Rasrcad
Bi: Thusder Mountain Refosd
Rig Thunder Mountan Raéroad
Big Thundsr Mountsan Radroad
43 Thunder Mountain Rasread
Biz Thunder Mountain Rafrosd
By Thunder Sountam Refosd
Big Thundsr Mountan Rasroad
Big Thunder Mountein Rezroad
Eig Thunder Mountain Rorond
Bl Thunder Mountam Rufrosd
Bic Thundear Mountomn Radroad
Bis Thuader Mountain Rasroad

Eig Thuader 3ountain RaZroad

Big Thunder Siountan Resroad

Big Thundsr Mountain Radroad
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Magn Kangdom Pamx
Magie Kngdom Park
Ragie Kingtor Park
Mg Kngam Park
Magre Kngdem Parx
Mage IGngdom Pa:x
Magie lngdor Park
Nagic [tngoom Park
Mage Kngdom Park
Magin Kngdom Parx
Mage IKGngdom Pa:x
Nagic Kingdom Pask
Magge Kagdam Park
Ragen Kangdom Park
Mage KCngdom Pa:x
Magic iengdorn Park
Niagfe Kingom Pask
Magic Knpdom Park
Kage Kngdom Park
hagic iGngdorn Park
Nagge ngoam Pak
Magre Kngdem Pax
hage Kngdom Park
hage Kngdom Park
Mg Itngdom Park
Magre Kangdom Padk
Mage Kngdem Pax
hage Kingdom Paik
hage Kngdom Par
Mg Kageam Park
Mage Kngdem Park
Magn Kngdom Parx
Ragic Kingdorm Paix
Nagic [Gagoom Park
Mage Kangéam Park
Mags Kagdom Pars
Mage Kengdom Pasx
Mg Kingrom Pask
Magge Kaygdam Pack
Magic Kngdom Park
Mage Kagdom Parx
Ragic iingdorn Park
Kagre Kangeom P
Magic Kngdem Par
Rage Kandom Park
haagic Kingoorm Park
Mage iGngdam Pas
Magre Kengdom Pask
Magn Kngdom Park
Mage Kngdom Park
hage Kingoom Park
Magi KGngdam Park
Mage Kngdem Par
Mage KGngdom Pa:x
Mage Kingdor Park
Nagic [ngoom Park
Magc Kngdem Park
Magn Kangdom Parx
MMage Kangdom Pasx
Magic Iingdom Park
Kags Kagdam Park
Mag Kagdom Pars
Mage Kengdom Pa:x
Magic iengdorn Park
Magge Kngdem Pak
Magic Kngdom Park
Riage Kngdom Park
Magic iEngdorn Park
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Magn Knndom Parx
Magic Kingdom Park
hage Kngoom Park
Mg Gaggeam Park
Magie Kngdem Py
hMage Kngdom Pasx
Magie lngdor Park
Nagic [tngoom Park
Mage Kngcom Park
Magin Kngdom Parx
Mage IKGngdom Pa:x
Nagic Kingdom Pask
Riage KGagdam Padk
Ragen Kangdom Park
hage iCagdom Parx
Magic iingdorn Parx
Niagfe Kingom Pask
Kagic Knpdem Park
Kagen Kangdom Par
hagic iGngdorn Park
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Magre Kngdem Pax
Mage Kagdom Park
hage Kngdom Park
Magic Itingonm Park
Magre Kangdom Padk
Mage Kngdem Pax
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hage Kngdom Par
Nt Kagoam Park
Magre Kngdem Park
Magn Kngdom Parx
Ragic Kingdorm Paix
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Nag Kageam Park
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Mage Kengdom Pasx
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Magge Kaygdam Pack
Magic Kngdem Park
Mage Kngdom Parx
Magic iEngdorn Parx
Kagre Kangeom P
Magic Kngdem Par
Kagen Kandom Par
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Mage ingtam Pas
Magre Kengdom Pask
Magn Kngdom Park
Magic Kngdom Park
heage Kingoom Park
Magi KGngdam Park
Mage Kngdom Parx
Mage KGngdom Pa:x
Mage Kingoor Park
Nagic [tngoom Park
Magc Kagdem Park
Magin Kngdom Pax
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Magic Iingdom Park
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Magic Kngdem Park
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Magic iEngdorn Park

Wailt Disney Parks and Resorts Confidental

Frontisdansc
Frontisrand
Frontierlanc
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Bi3 Thunder dMountain Rakroad
Big Thunder Mountain Refraad
Big Thusder Sountain Rufrosd
Big Thunder Mountom Raéroad
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Mg Gaggeam Park
Magie Kngdem Py
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Nagic [tngoom Park
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Nagic Kingdom Pask
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Ragen Kangdom Park
hage iCagdom Parx
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hage Kngdom Park
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Magre Kangdom Padk
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hage Kngdom Par
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Magre Kngdem Park
Magn Kngdom Parx
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Nag Kageam Park
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Mage Kengdom Pasx
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Magic Kngdem Park
Mage Kngdom Parx
Magic iEngdorn Parx
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Magn Kngdom Park
Magic Kngdom Park
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Liberty Stpaxa
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Mauntsd Mansan
Hawied Pansin
Hausited Manson
Haunted Bans-on
Haunted Mansion
Hawntad PAansicn
Hawntad Mansion
Haunited Mansion
Iaunted Mansson
Mauntad PMsnsaon
Haunied PAznsion
Haunted Manson
Haunted Mansaon
Haunted Pansion
Hawizd Pansicn
Haunled Pansion
Haunted Mansion
iaunted Mension
Hawnted PAansia
Haunted bMansion
Haunted Mansion
Haunted Mans-on
Hawntad Plansion
Hawted PAansia
Hawnted Manson
Haunted Mans-on
Mawmtad Mansion
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Hanted Mansion
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Haunted Mansion
Mauntad Msnsion
Hawntad Mansion
Haunted Manson
Ianted Mansion
Mauntad Psnsion
Hawtad Mansicn
Haunted Mansaon
Haunted Mansaon
Idaunted Mansion
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Haunted Mansion
Haunied Mans-on
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Hawntad Plansicn
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Haunted Mansion
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Hawntad PMansion
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Magn Kangdom Pamx iherty Goare Hawnted Mansion 1087
Magic Kingdom Park Liberty Square Haunted Mansion 20:03
Ragie Kingtor Park Liberty Squse Haunted Mans-on 2008
Magic Kngdam Park Liberty Sqees Mauntsd Mansion 2018
Mage Kngdem Pk ibeity Square Hawited PAansica 20022
Mage IGngdom Pa:x Libsity Sguare Hawnted Manson 227
Magic ltngdor Park  Liberty Squese IHaunted Mansion 20:98
Nagic [Gngoom Park Liberty Squse [Haunted Mansson 2040
Mage Kngcom Park y Stuare Hawtad Pansion 2087
Magn Kngdom Pamx iiberty Scuare Hauntad Bansion 2064
Magee Kengdom Paix Libstty Sguire Haunited Mansion 2403
Niagic lingdom Pask Liberty Sguore 1431nted Mansion on0e
Nagie Kagtam Park Libery Stpara Mawntad Mansian rafi
Ragen Kangdom Park Liberty Sounes Haunied Piansaon Al
Mage ingdom Park Liberty Sgusee Haunted Mansion 2t:28
Magic iengdorn Park Liberty Squowe Haunted Manson 21:22
Miagfe Kngdom Pak Liberty Stuere Hated Mansicn 2198
Magic Knpdom Park Liberty Squars Hawiad Mansion 2182
Kage Kngdom Park Likerty Squarn Haunlad Mansion 2162
Magic iGngdora Park Liberty Squore Haunted Manson 2108
Ragge [Kangeam Pak Man Sitrons, Rafond Steticn - Mam Strewd 3.0
Mage Kngdem Pasx Man Streed, U5 A Ra#road Sation - heain Stael 0o

Mage Kagdom Pasx  Mak fadroad Station - Rain Strent

Mage KGngdom Park Man Raidwoad Station - Main Strest

Nag tngoom Park Main & Rafoad Slatlon - Man Slest

Magre Kengdom Pask Mai Sueet, UGA, Ra#ioad Station - ©Man Stest 14.00
Magre Kngdem Pa Mah Streel, U5 A Raroad Sation - heaiy Stasl 1660
Magic Kingdom Paik Main Straes, U.SA Radroad Station - Main Strest 16:00
hage Kngdom Par Main Steet, U.S.A, Rafead Station « Man Sted 1700
Mg Kageam Park Nun Steat, USA, Rafowd Station « Main Stes! 1800
Magic Kngdem Park  Mah Street, U5 A Radroad Mation - hain Staet

Magn Kngdom Parx Princess Faiytals Hall Waet Cinderslia and 5 Princass Friend & Princess Faintain

Magic Kingdor Pask  Princess Fairytale Had Nee Sladeimba and a Prncess Frisnd &t Princess Falrstale

Nagic [Gagoom Park Princass Farytale Had Neat Cindsraka ans a Prncess Friend at Princess Faingale 08012
Mg Kngéam Park  Drincess Fairglabo Had Mew! Cinderalis and a Prsnicess Friond o Princoss Faintale 0802
Magn Kagdom Pam  Prinsoss Fairytaio Had Was Cinderaba and 3 Princass Friend of Princass Fairgtain

Mage IGngdom Pa:x Princuss Falytnte Hall Waet Cinderela and 3 Princess Frisnd & Princass Fairdaie

Nagic Kingoom Pask P

Moo Cindernla anc 2 Frincess Friend = Princess Faingaie  08:36
Magie Kageom Pak Mo Cindsraks and a Prineass Friond o Prieoss Faintale  08.4&

Magc Kagéem Park Reet Cindercka anc a Princess Friend of Princess Faintale  30:08

Mage Kagdom Pax et Cinderela and a Prncess Friend at Priscess Fairgiale 00044

Magic iEngdorn Parx Princess Fairytale Had Meo Cinderela and a Princess Friend at Princess Fairgtai

Ragpe Kangoam Pas NMeo? Sinderaba and 2 Frincass Friend #€ Princess Faingaie  03:70

Magic Kngdem Par Princess Fairytaic Hadl Rest Cinderefa and 2 Princese Friend o Princose Faingtals

Kage Kaadom Par Prinsess F e st Chderefa and o Prncess Friens of Princess Fairngtale

haagic Kingoorm Park Princess Furytole Had e Cindwinka arsd a Prvcess Friend at Prscess Fairgaie

Magc ingdam Pask  Drincass Fasytals Had Moo Sinderels and » Fricess Friend st Princess Faintaie 0950
Magre Kengdom Pask Deincesy Fairylale Hal Mee! Cinderela and 2 Princess Friend o Princess Faingtale  09:32
Magi Kingdom Paix - Princess Fairytaie Hail Wnet Cinderetia and o Princass Friend o Princess Faigtain 1035
Mage Kengdom Paik Hadl Ieat Cindereba and a Princess Friend at Princess Fairgale  06:37
hage Kingoom Park Princess Farytels Had oot Clhadereta ars a Pracess Filend 2t Prscess Fairgale 08102
Mage KGngdam Park Princasy Fairylule Had Mest Sinderalia and a Princess Friend of Princess Faintaie  09:45
Mage Kngdem Par Bancess Fairgtale Hal heesl Thidereta and & Princesz Frienc & Prncoesz Falivtale 0064
Mage Kngdom Pask - Princess Fuisytais Hal Naw Cinderstia snd & Princess Frisnd & Princess Fairgtale  10.07
Magie Kingdora Park  Prineess Frrytan Had Mao! Clnderta ars 2 Bracass Filend ot Prncess Faingale 10147
Nagic [ngoom Park Princess Fairytale Had Neat Cinderalks ans a Pricess Friend at Princess Faingale 1008
Magc Kagdem Park Prinsess Fairytale Had et Chderela and o Prncass Friend o Prncass Faiytale 10022

Magn Kangdom Parx Pnncess Faiytale Hall Waet Tihderefa and & Princass Friend & Princess Faingaie 10025
Mage Kngdom Pa:x Princuss Faytnie Ml oot Cindereba and @ Princess Friand & Princess Fairgaie 10028
Nagic [Gngaam Park Princass Farytals Had et Cindsraka ane a Princess Frisnd at Princass Faingale  10:21
Raghe Kngeam Park Drincess Farytio Had Mo Cindsraka anc a Prncess Friond o Princoss Faintale 10,38
Mag Kngdom Park Prinzoss Faisytaio Madl Nest Cinderefa and o Princess Friend o Prncess Faingale 10042
Mage Ingdom Pask  Princuss Faisytale Had oot Cinderala snd & Prncass Frisnd &t Prncoss Fairgtaie  10:47
Magic iengdorn Park Princess Fairytale Hal WMeet Cindarola and a Princess Friend at Princess Fairgaie  90:54
Magge Kngdem Pak Dencass Farytule Had Meo! Cirderels and & Princess Frisnd o Princess Fuingtule 1104
Magic Kmgéem Park Princess Fairvtaie Had Waet Cinderela anc a Princass Friend of Prncess Faingtale 1190
Riage Kngdom Park Prinsoss Faiyieio Had et Chderefa and o Prncess Friens of Princess Faingtale 11111
Magic iEngdorn Park Princess Fairytals Had Mea Cinderolia ard & Princess Frisnd 2t Princess Faingale  96:18
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Magn Kangdom Pamx

Magie Kingdom Park  Princess Feirytals Hadl
Ragie Kingtor Park Princess Ferytole Had
Mg [Gagdam Park  Princess Feirylae Had
Magre Kngdam Parx Dencess Fairgtale Hall
Mage IGngdom Pa:x Princuss Faytniy Ml
Ragie [ingdor Park Princoss Farytale Had
Nagic [Gngoom Park Princess Fairytale Had
Mage Kngcom Park Princess Farytale Had

Magin Kangdom Parx Dnncass Faiytale Hall

Magee Kengdom Paix cuss Fakytale Hall

Wagic Kingdam Park

Kaghe Kngeam Park Deincess Fuirytiio Had
Ragen Kangdom Park Prinsoss F syl

Mage KCngdom Pa:x

Magic iingdorn Parx
Miagie Kengoom Pask - Peincess Feirylaie Had
Kagic Knpdem Park Prinsess Fairytaie Hadl

Kage Kngdom Park Prinsoss Faiyte

Magic iGngdora Park Princess Foirytale Had
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Nage tngoom Pak Princass Farytale Had
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hage Kngdom Par Princess Fenytale Had
Nt Kagoam Park Princass Farytee Had
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Magic Kingdor Pask  Princess Fairytale Had
Nagc [tngoom Park Princass Farytale Had
Nag Kageam Park Princass Faryteio Had
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Mage IGngdom Pa:x Princuss Faiytnle Hall
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Magge Kaygdam Pack Drincess Fairyluio Had

Magic Kngdem Park Princess Fairvtaie Hadl

Mage Kngdom Parx Princess Fesytale Hell

Magic iEngdorn Parx Princess Fairytale Had
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hagic Kingtor Park Princees Fuirytole Had
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Magie Kingdom Park  Princess Feirytals Hadl
Ragie Kingtor Park Princess Funytale Had
Mg [Gagdam Park  Princess Feirylae Had
Magre Kngdam Parx Dencess Fairgtale Hall
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Nagic [Gngoom Park Princess Fairytale Had
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Mage iGngdom Pask Princwss Faisytals Had
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Magre Kangdom Padk Dencasy Fairglala Had
Mage Kngdem Pax Bnncess Faiytaie Hadl
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Magre Kngdem Park Srincoss Fairytale Hall
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Magic Kingdor Pask  Princess Fairytale Had
Nagc [tngoom Park Princass Fairytale Had
Nag Kageam Park Princass Faryteio Had
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Magis Kingdom Parx  Prinsoss Fainytaio
Mage Kengdom Pasx Princuss Falytnte Hall

Nagic Kinggam Pask Brincass Foicytols Had

Magge Kaygdam Pack Drincess Fairyluio Had

Magic Kngdem Park Princess Fairvtaie Hadl

Mage Kngdom Parx Princess Fesytale Hell

Magic iEngdorn Parx Princess Fairytale Had

Ragpe Kangoam Pas Frincass Foacytels Had

Magic Kngdem Par Princess Fairytaie Hadl

Kagen Kandom Par Brinsoss F iyl

hagic Kingtor Park Princees Fuirytole Had
Mage ingtam Pas Drincass Fairytaie Had
Magre Kengdom Pask Deincesy Fairylale Hal

Magn Knndom Park Princess Fabrylate Hall

Kage Kngdom Park Frincezs Feiytale Hadl
hage Kingoom Park Princess Farytels Had
Magic IGagdem Park Princasy Feirylale Had
Mage Kngdom Parx Drncess Fairgtale Had
Magie Kengdom Pa:x Princuss Fuiytate Hall
Reage Kingdora Park Prineass Ferytole Had
Nagic [ngoom Park Princass Farytale Had
Magc Kagdem Park Prinsess Fairytale Had
Magin Kngdom Pax Prncess Faiytale Hall
hage Kngdom Pa:x Princuss Faytnie Ml
Magic lingdom Parsk  Prinzass Farytata Had

Kiagge KGagdam Padk Drincass Fuirytto Had
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Mage Kingdom Pasx Prineuss Faisytala Hal

Magic iengdorn Park Princess Fairytale Hal
Magge Kngdem Pak Dencass Farytule Had
Magic Kngéom Park Princess Fairytaie Hadl

Riage Kngdom Park Prinsoss Faiyieio Had

Magic iEngdorn Park Princess Fairytals Had
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e Cindsrska and & Pincass Frisnd o Prncess Fairgale
et Clndareba arsd a Prvcess Friend 2t Prscezs Fairgale
Newt Cindereka and a Prsicess Friend of Priscess Faintale

et Rogunze! snd s Princass Friend at Princsss Faitais |

ool Rapunze! and a Princess Frend at Princsss Faiytaks |
et Rapunze: and a Princess Frand at Princess Fainytale t
et Rapunze: and a Princess Frand st Princess Faintale !
Naet Rapunze: and a Print2ss Frend at Prinesss Fainaks |

Wast Rapunze! and & Princsss Frend at Princsss Faintals |

ot Rapunze! and a Princess Frend at Princsss Frinytals |
Neo! Renunze: znd 2 Princess Frend at Princess Fairytale |

Mt Rupunze: and & Princess Frend ot Princess Fuirviale !

West Rapune: and a Princess Frend at Princess Faintale !
Wast Rapunze! snd & Princses Fhond at Princses Faiytals |
Mect Rapunze! and a Princess Frand at Princess Fainytale !
hee! Repunze: and & Princess Friend gt Princess Fadryale |

Rest Rapunzet and a Princ2ss Friend at Princass Faintals |

et Rapunee: snd a Princess Fhend at Princess Faintale !
Meot Rapunze! and a Princess Frend at Princezs Faintale !

Nee? Rapunze! and = Princass Frend ot Princass Faiytale !

el Regunzel and & Piincess Friend &t Piineess Fainytai |

Rt Rapunse: snd a Princess Frhend mt Princess Faiyiate |

et Rapunze: and a Princess Frend at Princess Fainyhale !

Neat Rapunze: and a Princess Frend ot Princess Falrviale !
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nd  Princays Friend ut Princess Faintale |
Weel Rapunzel and & Princass Friend at Princass Faintals |
Moot Rapunze: and @ Princess Friend at Princess Frinytale |
Meet Rapunze: and a Princess Foond at Princess Faintale !
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Waet Rapunzel and & Princsss Friend at Princsss Faiytals |

e Rapunzel and a Princess Frond at Princess Faliytale |

Ne&t Rapunze: and a Princess Frand at Princess Fainisle !
Nea! Rupunze: and & Priscess Friend ot Princess Fainviale !
s Rapunce and a Princess Friend at Princess Faintale |
Waet Rapunze! and a Princess Friend at Princsss Faiytals |
Neot Rapunzes and s Princess Frend at Princass Fairytale |
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WMeet Rapunzet and a Print2ss Friend at Princsss Fainake |
Mest Rapurze! and a Princess Frend at Priccess Faiiytale !
Meet Rapunze! and a Princess Friand at Princess Fairytale |
Need Rapunze! 2nd s Princass Friend ot Princass Farytale !

Rest Ragunzet and a Princess Friend at Princess Faintale |

st Rapunre: and a Princess Frend at Princess Faindale !
el Rapunze: and a Princess Feond at Princess Fainytale
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nd & Printase Friond ot Princass Faiytale !
Mee! Rapunzel and & Printeys Friend ot Princess Fairytale |

et Rapunee: and & Princess Friend at Princess Falyiale |

Ieat Rapunze: and a Princess Fr at Priccezs Faiytale !
Neet Rapunze: and a Princess Frond at Princess Faintale !
Mest Rapunzet and a Princess Friund at Princess Fuintale |
heesl Ragunzel and & Piincass Friend at Piincss Faintals |
oot Rapunee! and a Princess Frend at Princess Faitytaks |

Maot Rar

nzes and 2 Princess Frond at Princass Fairytale |

Nest Rapunze: and a Princess frend ot Princess Fainiale !

Wea! Ropunzel and & Princess Friend at Princsss Fairvtale |

Waet Rapunes d & Princass Friend at Princsss Faintals |

ool Rapunze! and a Princess Frend at Princsss Faiytaks |

et Rapunze: and a Princass Frand at Princess Fainytsla !
M Raspunze: and @ Priscess Frend ot Princess Fainiale !

Nest Rapunee! ond a Princess Friend at Princess

2af and a Princess Frond at Princsss Faiiytals |

Mect Rapunze! and a Princess Frand at Princess Fainytale !
hew! Repunze: and & Princass Friead ot Princass Fainyslad
hae! Rapunze: and a Print2ss Friend at Princsss Faintals |

et Rapunre: and a Princess Fhend at Prince

Mea Rapunze! and a Princess Frand at Princess Fainytale !
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Magre Kangdem Par
Mage IGngdom Pa:x
Magie lngdor Park
Nagic [Gngoom Park
Mage Kngcom Park
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Magee Kengdom Paix
Nagic Kingdom Pask
Magge Kagdam Park
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Magic iingdorn Parx
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Mage Kngdem Park
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Mage Kangéam Park
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Mage Kengdom Pa:x
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Magge Kngdem Pak
Magic Kngdom Park
Riage Kngdom Park
Magic iEngdorn Park
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Princess Farytale Had
Princass Farytea Had
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Princess Farytale Had
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Storybook Cieus
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Steeyhook Creus
Storybonk Cacus
Storybook Creus
Storybook Cireus
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Sturybook Crous
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Storyheok Cireus
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Shaeybook Cacus
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aet Rapunce! and & Princsss Fr
et Rapunze: and a Princess Fasnd at Princess Faitytals |
Mot Rapunze: and a Princess Frond at Priscess Faindale !

Mewt Rapunze: and & Princess Faand ot Prinoess Fuirnviale !

heea) Ragunzel snd & Princass Friend at Piincass Faintals |

ool Rapunze! and a Princess Frend at Princsss Faiytaks |
Neet Rapunze: and a Princess Frend at Princess Fainytals |
et Rapunze: and a Princess Frand st Princess Faintale !
Naet Rapunze: and a Print2ss Frend at Prinesss Fainaks |

Wast Rapunzel snd a Princess Friend at Princsss Faintats |

Waet Rapunzel and a Princsss Friend at Princsss Fritals |
NMeo! Rapunzed and 2 Princess Frnnd at Princess Feirytale |
Mt Rupunze: and & Princess Frend ot Princess Fuirviale !

Rest Rapunze: and a Princess Frend at Princess

Wast Rapunze! snd & Princses Fhond at Princses Faiytals |
Weet Rapunze! and a Princess Friend at Princess Fainybale |

hee! Repunze: and & Princess Friend gt Princess Fadrytale |

ast Rapunze: and a Printess Friend at Princsss Faintals |

et Rapuare: and a Princess Fhend at Princess

Maot Rapurze! and a Princess Friond at Princezs Faintale !
Mee? Rapunze: and = Printass Frand a2 Princess Faiytale !

nd & Piincss

heesl Razuns

riend & Princass Fainytae |

Rt Rapunse: snd a Princess Frhend mt Princess Faiyiate |

et Rapunze: and a Princess Frend at Princess Fainyhale !

Mes! Rapunze: and a Princess fuand at Princess Fairviale

Meost Rag nd & Printeys Friend ot Princess Faiytale |

Weel Rapunzel and & Princass Friend at Princass Faintals |

IMeat Rax and @ Princess Friend at Princess Frinytale |
Meet Rapunze: and a Princezs Frond at Princess Faindale
NMea! Rapunze: and & Princess Friend at Princess Fainviale !
el Repunzel snd & Princass Friend at Piincess Faintate |

Waet Rapuna

ind & Princass Friend at Princsss Faintals |
Neat Rapunze! and a Princess Frend at Princess Faliytale |
Meat Rapunaze: and a Princess Frand at Princass Fainytale !
Nea! Rupunze: and & Priscess Friend ot Princess Fainviale !
s Rapunce and a Princess Friend at Princess Faintale |
Waet Rapunze! and a Princess Friesd at Princsss Faiiyvtals |
Neot Rapunzes and s Princess Frend at Princass Fairytale |
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West Rapurze! and a Princess Fiend at Princess Faiytale !
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Nagic Kingdom Pask
Magge Kagdam Park
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Duntiothe Flying Eiechant
Bumbiethe Flyang Eophant
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Tosn Ssre Theater
Town Sepaure Theater
Yown Scuese Thewor
Town Squrie Thewsr
T Segasre Thenter
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Weaes Mickey Mosse 3t Vown Sqiare Thaater
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Altractions included in Reporting

Epcot

AgentF - China

Agent P - France

Agent P - Germany

Agent P - Japan

Agent F - Mexico

Agent P - Norway

Agent P - United Kingdom
Captain EO

Ellen's Energy Adventure
Epcot Character Spot

Gran Fiesta Tour Starring The Three Caballeros
impressions de France
Journey into Imagination With Figment
Lagoon Boats - Canada
Lagoon Boats - Germany
Lagoon Boats - Mexico

L.agoon Boatls - Morocoo

Living with the Land

Maelstrom

Mission: Space - Green
Mission: Space - Orangs

O Canada!

Reflections of China

Soarin’

Spaceship Earth

Test Track

The Circle of Life

The Seas with Neme & Friends

Turtle Talk With Crush

Magic Kingdom Park
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A Pirate’s Adventure: Treasures of the 7 Seas Counts

Ariel's Meet & Greet

Astro Orbiter

Big Thunder Moumntain Railroad

Buzz Lightvear's Space Ranger Spin
Country Bear Jamborse

Dumbo the Flying Elephant
Enchamted Tales with Belle

Haunted Mansion

“it's & small world”

Jungle Cruise

Liberty Square Riverboat

Mad Tea Party

Meet Cindersila and a Princess Friend at Princess Fairytale
Meet Mickey Mouse at Town Square Theater
Meet Rapunzel and a Princess Friend af Princess Fairyials Hall
Mickey's PhitharMagic

MK Fairies Meet and Greetat Veranda
Monsters, Inc. Laugh Fioor

Peter Pan's Flight

Pete’s Silly Sideshow — Gooty/Donald
Pele’s Silly Sideshow — Minnie/Daisy
Pirates of the Caribbean

Prince Charming Regal Carrousel
Railroad Station - Fantasyland
Railroad Station - Frontierdand
Railroad Station - Main Street
Sorcerers of the Magic Kingdom
Space Mountain

Stitch's Great Escape!

Swiss Family Treshouss

The Barnstormer

The Hall of Presidents

The Many Adventures of Winnie the Pooh
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Tomearrowland Speedway

Tomaorrowland Transit Authority PeopleMover
Torm Sawyer island

Under the Sea - Journey of The Litlle Mermaid
Walt Disney's Carousel of Frogress

yalt Disney's Enchanted Tiki Room
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