Plan sluzeb zakaznikim v letecké dopravé

Spokojenost cestujicich je jednim ze zakladnich cill
Ceskych aerolinii, vlajkového dopravce Ceské
republiky.
Plan popisuje systém pravidel a standardu sluzeb pro
cestujici v letecké dopraveé (pfed zaCatkem cesty,
béhem cesty a po jejim ukon&eni), ktery zahrnuje
nasledujici oblasti:
e Nabidka nejnizSiho dostupného tarifu
e Garance vyse jizdného po zaplaceni
e Informovani cestujicich o nepravidelnostech
dopravy v nejbliz§i mozné dobé
e Pomoc cestujicim v pfipadé zruSeni nebo
zpozdéni letu
e VCasné doruceni zavazadel

e Trvani telefonickych rezervaci nebo jejich
zruseni

e Poskytovani v€éasné refundace

e Nabidka asistence cestujicim se snizenou
pohyblivosti

o Uspokojeni zakladnich potfeb cestujicich na
palubé pfi zpozdéni odletu

e Urychleni odbaveni cestujicich

e SniZeni po&tu nedobrovolné odmitnutych
cestujicich

e Poskytovani prodejnich a provoznich informaci a
podminek pfepravy

e Poskytovani informaci o dopravci

e Reakce na stiznost cestujicich
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Airline Customer Service Plan

Passenger satisfaction is one of the fundamental
objectives of Czech Airlines, the flag carrier of the
Czech Republic.

The Plan describes system of rules and service
standards for air passengers (before commencement
of travel, during travel and after travel), which contains
the following areas:

e Offer the lowest available fare
e Honour the agreed fare after payment

e Notify passengers of transport irregularities as
soon as possible

e Assist passengers in case of flight cancellation
or delay

e Ontime baggage delivery

e Allow telephone reservations to be held or
cancelled

e Provide prompt refunds

e Provide assistance to passengers with reduced
mobility

e Meet passengers’ essential needs during long
on-aircraft delays

e Take measures to speed up check-in

¢ Reduce the number of passengers who are
involuntarily denied boarding

e Provide information to passengers regarding an
airline’s commercial and operational conditions

e Provide information on operating carrier
e Beresponsive to passengers’ complaints



Plan sluzeb pro cestujici

Letecka spole&nost Ceské aerolinie vytvotila ,Plan sluzeb
pro cestujici“ (dale jen ,Plan).

Silna konkurence mezi leteckymi spole¢nostmi poskytuje
cestujicim z Evropy vét8i moznost vybéru letecké
spolecnosti, letisté, ceny a sluzeb. Plan obsahuje pravné
nezavazna pravidla pro poskytnuti stanovenych standardd
sluZzeb cestujicim. Tento systém pravidel zahrnuje 14
oblasti: pfed zaCatkem cesty, b&hem cesty a po ukonceni
cesty. Popisuje uroven sluzeb, kterou cestujici mohou
odekavat od Ceskych aerolinii. To cestujicim usnadni
vybrat si leteckou spole¢nost v dobég, kdy planuji cestu.
Ceské aerolinie se budou snazit dosahnout standardd
uvedenych v této Charté na odpovidajici urovni.

1. Nabidka nejnizSiho dostupného tarifu

Ceské aerolinie budou:
a) nabizet prostfednictvim svého telefonniho rezervaéniho
systému, vlastnich internetovych stranek a prodejnich

pozadované datum, let a tfidu, na které ma cestujici pravo.

b) informovat cestujici o skute¢nosti, Ze rtzné jizdné muze
byt dostupné prostfednictvim rliznych prodejnich mist.

c¢) informovat cestujiciho o podminkach aplikovaného
jizdného a o pouzitych taxach a poplatcich.

2. Uznani vySe jizdného po zaplaceni

Po zaplaceni letenky se nebude aplikovat Zadné zvySeni
jizdného na zarezervované datum, let a tfidu sluzeb.
Jakakoliv zména poplatkl a tax vSak bude podléhat
dodatec¢né platbé nebo refundaci.

3. Informovani cestujicich o nepravidelnostech dopravy

Ceské aerolinie budou ihned informovat cestujici na letisti a
na palubé doteného letadla o znamych zpozdénich,
zruSeni letd a neplanovanych pfistanich na jinych letistich.

4. Pomoc cestujicim v pripadé zruseni nebo zpozdéni
letu

Ceské aerolinie poskytnou odpovidajici pomoc svym
cestujicim, pokud to mistni podminky dovoli (napfiklad
obd&erstveni pfi zpozdéni letu o vice nez dvé hodiny). Tato
pomoc nemusi byt poskytnuta v pfipadech politickych
nepokojl nebo dlouhodobych stavek poskytovateld
z&kladnich sluzeb nebo v pfipadé jinych vyjimecnych
okolnosti, které nemohou letecké spole€nosti ovlivnit.
Pomoc nemusi byt rovnéz poskytnuta, pokud by zpusobila
dalSi zpozdéni odletu.
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Customer Service Plan

Czech Airlines has developed the Customer Service Plan
(hereinafter “Plan”).

Strong competition between airlines has provided Europe’s
air travellers with an increased choice of airline, airport,
price and service. The Plan contains non-legally binding
rules to deliver defined standards of service to air travellers.
The system covers 14 areas: before commencement of
travel, during travel and after travel. It describes the level of
service air travellers may expect consistently from Czech
Airlines. It will facilitate passengers to choose an airline
when planning their travel.

Czech Airlines will endeavour to achieve the standards set
out in this Plan on a consistent basis.

1. Offer the lowest available fare

Czech airlines will:

a) Offer the lowest appropriate fare available for which the
passenger is eligible through its own telephone reservation
system, through its own web site and through its own ticket
offices for the date, flight and class of service requested.

b) Inform passengers that different fares may be available
through these different outlets.

¢) Inform the passenger about the conditions of applicable
fare and any applicable fees, charges and taxes.

2. Honour the agreed fare after payment

After payment for the ticket has been made, no fare
increase will apply for the date, flight and class of service
booked. However, any change in fees and taxes will be
subject to additional payment or refund.

3. Notify passengers of transport irregularities

Czech Airlines will immediately notify passengers at the
airport and on board an affected aircraft about known flight
delays, cancellations and diversions.

4. Assist passengers in case of flight cancellation or
delay

Czech Airlines will provide appropriate assistance to its
passengers, provided that local conditions allow for such
assistance to be delivered (for example refreshment in case
of delay beyond two hours). This assistance may not apply
in situations involving political unrest or long strikes in
essential services or other exceptional circumstances
beyond the airlines’ control. Also, assistance may not be
provided if to do so would further delay departure.



5. V¢éasné doruceni zavazadel

Ceské aerolinie se vynasnazi dorugit véechna zapsana
zavazadla do pfiletové haly, jak nejrychleji to bude mozné.
V pfipadé Spatné zaslanych zapsanych zavazadel se
Ceské aerolinie vynasnazi dorugit zavazadlo cestujicimu
bé&hem 24 hodin od pfiletu do konecné destinace zdarma.
Letecka spole¢nost rovnéz nabidne cestujicimu okamzitou
a pfiméfenou finanéni pomoc, dostatecnou k pokryti
kratkodobych potreb.

6. Trvani telefonickych rezervaci nebo jejich zruseni

Ceské aerolinie umozni cestujicimu bud’ uchovat
telefonickou rezervaci bez poplatku minimainé 24 hodin,
nebo rezervaci bez poplatku zrusit v souladu

se stanovenym terminem pro vystaveni letenky.

7. Poskytovani v€asné refundace

a) Pokud cestujici zada a ma pravo na refundaci letenky
koupené pFimo od letecké spoleénosti, Ceské aerolinie
provedou refundaci béhem 7 pracovnich dn(, pokud byla
letenka zaplacena kreditni kartou, a b&éhem 20 pracovnich
dna, pokud byla letenka zaplacena v hotovosti nebo Sekem.
b) Jakékoliv letistni taxy a voliteIné poplatky vybrané a
vyznacené na letence budou refundovatelné, pokud nebude
letenka pouzita. Toto pravidlo bude platit i u
nerefundovatelnych letenek.

8. Poskytovani asistence cestujicim se snizenou
pohyblivosti a cestujicim vyzadujicim zvlastni péci
Ceské aerolinie zvefejni sluzby, které nabizi cestujicim
vyzadujicim zvlastni péci a cestujicim s omezenou
pohyblivosti v souladu s platnymi bezpe€nostnimi pfedpisy.
U cestujicich s omezenou pohyblivosti se Ceské aerolinie
zavazuji podporovat pfilozeny dokument “Vychazeni vstfic
potfebam cestujicich s omezenou pohyblivosti”.

9. Uspokojeni zakladnich potreb cestujicich na palubé
pfi zpozdéni odletu

Ceské aerolinie se vynasnazi poskytnout jidlo, vodu, toalety
a pristup k Iékafskému oSetfeni cestujicim na palubé
letadla, které je del$i dobu na zemi bez pfistupu do
terminalu. Ceské aerolinie se vynasnazi neponechavat
cestujici na palubé béhem dlouhych zpozdéni.

10. Urychleni odbaveni cestujicich

Ceské aerolinie uréi vhodné nejzazsi terminy odbaveni
pfed odletem a ve spolupraci s letidti podniknou kroky, aby
predesly pfehusténi provozu v oblastech odletu, a pfijmou
opatfeni urychlujici odbaveni, aby umoznili cestujicim
odbavit se do nejzazsi stanovené doby. Néktera z téchto
opatfeni mohou byt napf. zavedeni elektronickych letenek a
automatizovanych odbavovacich systému, pouzivani
samoobsluznych a mobilnich odbavovacich prepazek a
rovnéz moznost odbaveni mimo leti§té a zjednoduSené
odbaveni.
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5. On time baggage delivery

Czech Airlines will make every reasonable effort to deliver
all checked baggage to the Arrivals Hall area as quickly as
possible. In the case of mishandled checked bags, Czech
Airlines will make every reasonable effort to deliver the
mishandled bag to the passenger within 24 hours of its
arrival at final destination free of charge. Immediate
financial assistance sufficient to meet the reasonable short-
term needs of the passenger will also be offered by the
airline.

6. Allow telephone reservations to be held or cancelled

Czech Airlines will allow the passenger either to hold a
telephone reservation without charge for a minimum of 24
hours, or to cancel a reservation without penalty in
accordance with applicable ticketing deadline.

7. Provide prompt refunds

a) Where a passenger claims and is entitled to a refund on
a ticket purchased direct from the airline, Czech Airlines will
issue refunds within 7 business days for credit card
purchases and within 20 business days for cash or cheque
purchases.

b) Any airport taxes and optional fees collected and shown
on the ticket will be refundable where the ticket is not used.
This rule will apply to non-refundable tickets.

8. Provide assistance to passengers with reduced
mobility and special needs passengers

Czech Airlines will publish the services it offers for handling
special need passengers, and for assisting passengers with
reduced mobility in an appropriate manner compatible with
applicable safety regulations. For passengers with reduced
mobility Czech airlines commits to support the attached
paper on ,Meeting the needs of passengers with reduced
mobility“.

9. Meet passengers’ essential needs during long on-
aircraft delays

Czech Airlines will make reasonable effort to provide food,
water, lavatories and access to medical treatment for
passengers on board an aircraft that is on the ground for an
extended period of time without access to the terminal.
Czech Airlines will make every reasonable effort not to keep
passengers on board in long delays (also see Contingency
plan in case of tarmac delays).

10. Take measures to speed up check-in

Czech Airlines will set reasonable check-in deadlines and in
coordination with the airports will take appropriate steps to
avoid congestion in departure areas and will take measures
to speed up check-in to assist passengers to meet their
check-in deadlines. These measures could include e-
ticketing and automated check-in systems, self-service
check-in, mobile check-in stations, off airport check-in, fast
track check-in.


http://usa.czechairlines.com/en/portal/passengers/preparation_journey/conditions_of_carriage/carr_cont_plan.pdf
http://usa.czechairlines.com/en/portal/passengers/preparation_journey/conditions_of_carriage/carr_cont_plan.pdf

11. Snizeni poctu cestujicich odmitnutych z divodu
nedostatku mist

V pfipadé, kdy ma let pfed odletem vice cestujicich, nez je
pocet volnych mist, Ceské aerolinie budou nejprve hledat
dobrovolniky, ktefi jsou ochotni odstoupit z letu v zavislosti
na bezpec¢nostnich a/nebo provoznich omezenich na
daném letisti.

12. Poskytovani prodejnich a provoznich informaci a
podminek prepravy

Ceské aerolinie budou poskytovat cestujicim nasledujici
informace tykajici se jejich cesty:
A. P¥i rezervaci mista:

I. Planované ¢asy odletd a pfiletd dle letového fadu
1. LetiSté/terminal odletu a pfiletu

Ill. PocCet zastavek na cesté

IV. Jakakoliv zména letadla, terminalu nebo letisté
V. Jakékoliv podminky daného jizdného

VI. Jméno provozujiciho dopravce a Cislo letu

V pfipadé zmény provozujiciho dopravce, ktera je pro
drzitele letenky nepfijatelnd, bude mit cestujici pravo na
refundaci nebo na piepravu nasledujicim letem Ceskych
aerolinii, kde bude volné misto ve stejné tfidé.

B. S letenkou/planem cesty:

I. Potvrzeni letl a ¢asu
Il. Narok na bezplatnou pfepravu zavazadel
11l. Omezeni odpovédnosti

Pokud Ceské aerolinie, po zakoupeni letenky cestujicim,
ucini zavaznou zménu Casu letu, ktera neni pro cestujiciho
pfijatelna, a Ceské aerolinie nemohou nabidnout jiny let
pfijatelny pro cestujiciho, vznika cestujicimu pravo na
refundaci.

C. Dodatecné informace na pozadani: (pfi vlastnich letech
Ceskych aerolinii, a pokud jsou k dispozici, i pfi letech
provozovanych jinymi dopravci)

I. Typ letadla planovaného na linku a rozestup sedadel
1. Sluzby bézné poskytované na palubé

IIl. Vybaveni pro cestujici vyzadujici zvlastni péci a
jakékoliv poplatky za né (s vyjimkou cestujicich s
omezenou pohyblivosti jak je uvedeno v Clanku 8)

IV. Zda mohou byt pfidélena nebo pfedem zamluvena
specificka mista

V. Poplatky za zavazadla pfekraCujici limity

VI. Pfepravni podminky

VII. Podrobnosti o vérnostnim programu, pokud existuje
VIIl. Programy pomoci pro pripad ztraty, poSkozeni nebo
zpozdéni zavazadel
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11. Reduce the number of denied passengers due to
insufficient seat capacity

In the event of a flight at departure time having more
passengers than seats available, Czech airlines will first
seek volunteers who are ready to stand down from the
flight, subject to any security and/or operational constraints
at the airport concerned.

12. Provide information to passengers regarding its
commercial and operational conditions

Czech Airlines will provide their passengers with the
following information relevant to their journey:

A. At the time of booking:

I. Planned scheduled time of departures and arrivals
Il. Airport/terminal of departure and arrival

IIl. The number of en-route stops

IV. Any change of aircraft, terminal or airport

V. Any conditions attached to the fare to be paid

VI. Name of operating carrier and flight number

In the event of substitution of operating carrier which is not
acceptable to the ticket holder, the passenger will be given
the right to a refund or carried on Czech Airlines’ next flight
on which space is available in the same class.

B. With the ticket/itinerary:

I. Confirmation of flights and times
Il. Free baggage allowance
Il. Limitations of liability

If, after purchase of the ticket, Czech Airlines makes a
significant change to the scheduled flight time, which is not
acceptable to the passenger, and Czech airlines is unable
to offer an alternate flight which is acceptable to the
passenger, he/she will be entitled to a refund.

C. Additional information on request: (for Czech Airlines
own services and where available for services operated by
other carriers)

I. The aircraft type scheduled on the route and seat pitch
1. Services normally offered on board

IIl. Facilities for passengers with special needs and any
charge made for using them (except for passengers with
reduced mobility as provided for under Article 8)

IV. Whether specific seats can be allocated or pre-booked
in advance

V. Charges for excess baggage

VI. Conditions of Carriage

VII. Details of frequent flyer programme, if any

VIII. Assistance programs for baggage lost, damaged or
delayed



13. Poskytovani informaci o provozujicim dopravci

V pfipadé lett code-share, franchise nebo dlouhodobé
planovanych dle dohod o pronajmu, Ceské aerolinie:

a) budou informovat cestujici o nazvu letecké spolec¢nosti,
ktera bude let skute¢né provozovat, pokud je rezervace
provedena prostfednictvim vlastni kancelafe, nebo
vlastniho Kontaktniho centra, nebo vlastnich internetovych
stranek Ceskych aerolinii.

Pokud jde o rezervaci provedenou prostfednictvim
cestovnich agentur a jinych internetovych stranek nez jsou
vlastni stranky Ceskych aerolinii, Ceské aerolinie budou
pfipominat agentim a provozovateliim internetovych
stranek, aby systematicky informovali cestujici v dobé
rezervace.

b) jasné oznami, ze smlouva cestujiciho je s marketingovou
leteckou spolec¢nosti, to jest leteckou spole¢nosti, jejiz kod
bude uveden na letence vedle €isla letu.

¢) budou informovat cestujici na code-share letech, ze
uroven sluzeb se mize liSit a Ze nemusi byt uplatfiovan
Plan Ceskych aerolinii.

14. Reakce na stiznost cestujicich

Za normalnich okolnosti Ceské aerolinie odpovi na
pisemnou stiznost béhem 28 dnl od data dorucéeni. Pokud
tato doba neumozni Fadné vysetfit stiznost, bude
poskytnuta predbézna odpovéd s udanim ddvodu odloZeni
jejiho dofeseni. Kazda letecka spole¢nost ur¢i vhodné
kontaktni misto k podavani vSech stiznosti cestujicimi a
uvede adresu a/nebo telefonni Cislo véetné jména utvaru
této sluzby zakaznikdm na internetovych strankach a ve
vefejnych zdrojich informaci.
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13. Provide information on operating carrier

In case of flights operated under a code share, franchise or
long term planned lease agreements, Czech Airlines:

a) Will inform passengers of the name of the airline actually
operating the flight provided reservation is made through
Czech airlines’ own office, or own telephone Contact
Centre, own websites.

As regards reservation made through travel agencies and
websites other than Czech Airlines’ own websites, Czech
Airlines will remind travel agents and web sites’ operators to
systematically inform passengers at the time of reservation.

b) Make it clear through appropriate wording that the
passenger’s contract is with the marketing airline, i.e., the
airline whose designator code appears on the flight ticket
next to the flight number.

c¢) Inform passengers travelling on code shared flights that
the level of service may be different and the Plan of Czech
Airlines may not apply.

14. Be responsive to passengers’ complaints

Under normal circumstances, Czech Airlines will provide a
substantive response to written complaints within 28 days
from the date of receipt. When this does not permit
sufficient time for the complaint to be properly investigated
an interim response will be provided giving the reason for
postponement of its final solution. Each airline will
designate a convenient point of passenger contact for all
complaints and the address and/or phone number and
departmental name of this customer service function will be
provided on websites and any other public information
source.



Priloha
Vychazeni vstric potfebam cestujicich s omezenou
pohyblivosti (PRM)
Uvod
Ugelem tohoto dokumentu je zlepsit dostupnost cestovani
letadlem lidem s omezenou pohyblivosti tim, Ze jejich
potfeby budou pochopeny a zajistény, a jejich bezpec€nost a
dastojnost respektovany.

Definice

Osobou s omezenou pohyblivosti (PRM) se rozumi
kdokoliv, kdo ma omezenou pohyblivost z dlivodu fyzické
nezpUsobilosti (smyslové nebo pohybové), dusevni
poruchy, véku nebo jiného divodu v dobé, kdy pouziva
dopravu a jehoz stav potfebuje zvlastni péci a pfizplsobeni
sluzeb, které jsou dostupné vSem cestujicim, potfebam
dané osoby.

Zakladni predpoklady

1. PRM maji stejna prava jako jini obané na svobodu
pohybu a vybéru. To se vztahuje na cestovani letadlem
jako na ostatni oblasti Zivota.

2. Letecké spole€nosti, letidté a poskytovatelé souvisejicich
sluzeb jsou odpovédni za vychazeni vstfic potfebam PRM.
PRM maji rovnéz odpovédnost vyjadrit své potreby
odpovidajicim postupem a ve vhodnou dobu.

3. Informace musi byt dostupné, aby umoznily PRM
planovat a uskuteCnit cestu.

4. Naklady na uspokojovani potfeb PRM se t&émto osobam
pfimo neudtuji.

5. Nezpusobilost by neméla byt stavéna na Grover nemoci
a proto od PRM nesmi byt vyZadovana lékafska prohlaseni
o jejich nezpUlsobilosti jako podminka cestovani.

6. Otazky vztahujici se k PRM budou konzultovany s
organizacemi zastupujicimi PRM.

7. Zaméstnanci projdou odpovidajicim vycvikem, aby
rozuméli a vychazeli vstfic potfebam PRM.

8. Kontroly a bezpec&nostni prohlidky by se mély provadét s
ohledem na respektovani dustojnosti PRM.

9. PRM musi byt umoznéno zlstat nezavislymi, jak jen to
bude mozné.
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Attachment

Meeting of the needs of passengers with reduced
mobility (PRMs)

Introduction

The purpose of this document is to improve the accessibility
of air travel to people with reduced mobility by ensuring
their needs are understood and provided for, and their
safety and dignity are respected.

Definition

A person with reduced mobility (PRM) is understood to
mean any person whose mobility is reduced due to any
physical disability (sensory or locomotory), an intellectual
impairment, age, or any other cause of disability when
using transport and whose situation needs special attention
and the adaptation to the person’s needs of the services
made available to all passengers.

Basis assumptions

1. PRMs have the same rights as other citizens to freedom
of movement and freedom of choice. This applies to air
travel as to all other areas in life.

2. Airlines, airports and related service providers have a
responsibility to meet the needs of PRMs. PRMs also have
a responsibility to identify their needs to the proper
channels at the proper time.

3. Information must be made available to enable PRMs to
plan and make their journey.

4. The cost of providing for the needs of PRMs must not be
passed directly to the PRMs.

5. Disability should not be equated with illness and
therefore PRMs must not be required to make medical
declarations about their disability as a condition of travel.
6. Organisations representing PRMs will be consulted on
issues relevant to PRMs.

7. Staff will be given appropriate training in understanding
and meeting the needs of PRMs.

8. Control and security checks should be undertaken in a
manner which respects the dignity of PRMs.

9. PRMs must be enabled to remain independent to the
greatest possible extent.



Postup leteckych spole¢nosti

« Zadny dopravce neodmitne PRM s vyjimkou situace, kdy
nebude moci takového cestujiciho bezpecné prfepravit nebo
ho nebude moci fyzicky umistit. Pokud bude pfeprava
odmitnuta, dopravce jasné vysvétli ddvody odmitnuti.

» Pokud PRM prohlasi, ze je samostatny (sobéstacny a
schopny postarat se sam o sveé fyzické potfeby b&éhem
letu), letecka spole¢nost by méla takové prohlaseni
pfijmout. Letecka spole€nost by pak neméla mit Zadné
zavazky poskytnout asistenci b&éhem letu, ktera by
pfesahovala poZadavky na zdravi, bezpe¢nost nebo
hygienu.

* Letecké spolecnosti budou soustavné hledat technické a
provozni moznosti zlepSeni pfistupu a vybaveni letadel
vSech velikosti, obzvlast' pfi vétSich prestavbach.

* Bez ohledu na velikost letisté a letadla by nastup a vystup
z letadla mél respektovat dlistojnost PRM.

* Letecké spolecnosti budou, kde to umozni prostor,
poskytovat na palubé vybaveni, které usnadni
samostatnost PRM v oblasti zdravotni, bezpe¢nosti a
hygieny.

* PRM budou mit stejny vybér mista v letadle v zavislosti na
bezpecnostnich pozadavcich. Letecké spole¢nosti jasné
vysvétli dvody, pro¢ nelze pfFidélit urcité misto, pokud ho
nelze pfidélit z divodu bezpecénosti.

* Doprovazejici psi s osvédcenim budou pfepravovani v
kabinég, v zavislosti na narodnich pfedpisech a pfedpisech
letecké spole€nosti. Za jejich pfepravu se nebude platit.

* PRM nebudou platit za pfepravu zakladniho vybaveni
umozfiujiciho pohyb nebo jinych pomlcek umozriujicich
pohyb.

* Letecké spole€nosti musi pfijmout vSechna pfiméfena
opatfeni, aby zabranily ztraté ¢i poSkozeni vybaveni
umozfiujiciho pohyb nebo jinych pomlcek umozriujicich
pohyb. Pokud dojde ke ztraté nebo poSkozeni, letecke
spole¢nosti se postaraji o okamzité potfeby pohybu daného
cestujiciho.
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Airline Practices

* No carrier will refuse a PRM except where he/she cannot
safely be carried or cannot physically be accommodated.
When the carriage of a PRM is refused, carrier will explain
clearly and explicitly the reasons for refusal.

* When a PRM declares that he/she is self-reliant (self-
sufficient and capable of taking care of all of his/her
physical needs independently in flight), the airline should
accept that declaration. The airline should then be under no
obligation to provide on-board assistance which
contravenes health, safety or hygiene requirements.

« Airlines will pursue technical and operational options for
improving access and facilities on aircraft of all sizes,
particularly when major refurbishment is undertaken.

* Regardless of the size of airport and aircraft,
arrangements for embarkation and disembarkation should
respect the dignity of PRMs.

« Airlines will, where space permits, provide on-board
equipment / facilities to aid the self-reliance of PRMs within
limits of health, safety and hygiene.

* PRMSs will have equal choice of seat allocation, subject to
safety requirements. Airlines will explain clearly and
explicitly the reasons for not allocating a specific seat when
the request is not met for safety reasons.

» Certified Service Dogs will be carried in the cabin, subject
to national regulations and airline regulations. Where they
are carried, there will be no charge.

* PRMs will not be charged for the carriage of basic mobility
equipment or other essential disability assistive devices.

+ Airlines must take all reasonable steps to avoid loss or
damage to mobility equipment or other disability assistive
devices. Where loss or damage occurs, airlines will make
appropriate arrangements to meet the individual's
immediate mobility needs.



