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‘ Airine }* RITA of BTS
—> (Airline service quality ——
‘ Office Aifine Guide(OAG) ‘ performance, ASQP)
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‘ontact your airlina or tour
‘operator to find outif your flight
is likely to depart. Try their

if your flight is cancelled, don't
travel to the airport unless your
tour oparator or airling talls you to.
1 you ara siready t the airport

o more flights that day) try to
ake your way home if you can.

When stuck at an airport in the
UK and your flight is delayed or
cancelled, you have the right to
be locked after by your airline,
whataver c e delay or

to

ataver causad the dl.
cancallation. If you

0 homa and return, the airling
Should covar reasonable costs

of your journey.

When malor disruption happens,
it may taka longer to gat through
10 customer servica talaphone
numbers, websitas and customer

356 bo patient
bls costs of your call
should be reimbursed by
your airline.

Your right to another
flight or a refund X

S

n o ofer you s
Rl s Iryou fight o deleyed by morathen
5

Eran

Ct. FHLHC

2 AT RERE
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-
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any complaint

Resolving \Q

fssua with
may be dealing

www.caa.co.uk/passengerrights.

ebsite, andstil

passengercomplaints@caa.co.uk
Consume

020 7453 6888

Your right to care and help

f your flight has besn cancelled or delayed for
ssveral hours (sse table), your sirline must look
ater you. This means providing food, drink

me com munications. IFyou ars deleyed
overnight, this also meana a hotel and travel to
and from it Airlines may give you voushers for
food and drink at the sirport. Alrlines are fiksly
12 be dealing with s large number of passengers
20 you may nead o ba patient.

s Gftan bast o go home if you can and return
42 the sirport when your flight is rearangsd.

homs, 5o ciscuss your optians with your airline
if yeu can. I tha baat opticn iz to o homa an
ratum, tha sirling should cover rasaonabla costs.

1 the airfina does ot provids refrashmants (or
‘voushars), you can pay for your own and claim

he money back from the airfino. Bs awars that

‘your sirfins will not pay for aicohol or sxpensive
moals, and you must hold on o recsipts. Try 1o

check if your sirline s guidance on what is

reasonablato spend

Allinss must Iock aftar pass sngars with a dieability
and unaccompanied childran ss = pricrity. f you
e spacial aesistancs, maks this known ta your
airiins, prefarably when you book, or ta airpart
etaff 25 sacn s possibs.

Extra help for
vulnerable passengers

(d8 2-2) ACAP
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AT A GLANCE

Ki POINTS

KNOW
YOUR
RIGHTS

HEN YOUR FLIGHT IS
DELAYED OR CANCELLED

\

000

0-1,500m
.0, Mianohestor 1o Frankfurt s

.500-3500km

o.g. Newoastla ta Majeron shes + After the disruption
500k +

g London 1o Bt ahes s

1you ar dalayed overnight and your sifline

#ram your airling later. Do not spsnd mars than
is reascnable and keep your receipts. What is
raasonabla will depand on tha availabilty of
hotals, but you ars unliksly to bs fuly refunded
for 5* hotels or any aicahol for example. Try
talk o someone from your sirline or e heck thair
‘websits befors you do this and keep nots of

o

1you hava bosksd & packags holiday, yaur taur

Package holidays

significantly changed you are sntitisd to 5 refund!
oftha full packaga prics If you wish,
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Read the Conditions of Carriage. It deiaik what you
are or are not entifled 1o

Make sure your personal particulars are
<xccurete. Airlines contact passengers using this information
in the event of changes foflight schedules. A passenger will
not be allowed 1o checkin at the airpert if the name on the
ticket is not the same as that in the passport

For online booking, check the services thet
you need and un-check those that you do not
need. Sorme iflines charge for checkin baggage, seat
assignment, priority boarding, meals and travel insurance
separately

Make sure you have ample time for connecting
flights. Generall, airlines are not liable for ensuring that
you make your connecting flights, especially airlines that sell
on an individual sector basis

Consider whether you nesd trevel insurancs to
cower flight disruptions that the airline is not licble for.
-

A

Ensure that your passport has at least a validity
period of 6 months fiom the date of entry fior oneway
triph or from the: date of your retum {for round Trip)

Check your email and mobile phone for any
notification of changes to flight schedules.
Flights may be cancelled, delayed, diveried or rescheduled
due to varicus technical or operational recisons, which many
not be within the cidines” control

If the cirline cancels your flight, you may be
trensfermed 1o the next available flight, re-outed or offered
refundls cecording o the Conditions of Carrage. If you
choose to make your own ahernative flight
arrangements, aifines typical refund crly the cost of
the criginal ficket and associated airpert charges and taxss.

—h

Check in early. This will ensure that you have sufficient
fime: to complete all ticksting, baggage check and security
procedures.

You are responsible for your valuables and
fragile items. Aines may not be lickle for any loss o
damage to valuable or fragile flems that are checkedkin

If you are “bumped-off” dus to an
overbooked flight, you will be compensated
according to the airline’s denied boarding
policy stated in the Conditions of Carriage.
A same air fickets are refund able o have flaxible travel
dates, airknes worldwide typically allow overbooking of
their flights to compensate for passengers who do not
turn up

Makes sure you ars at the boarding gate
aerly. Fassengers whe artive i will ot be allowed
o board and their bags will be offoaded for

security recisons.

If you do not receive your luggage on
arrival, inform the airline immediately. For
delyed luggege, some ailines mey offer one-ff or

daity compensation, of reimburse you upon sssing the
recaipts. Sorme airlines will not reimburse you if they raturn
your luggage within @ stipulated time fame siated in the
Conditions cf Carriage.

If your luggage is damaged, you should
submit your ckaim on receipt of the luggage.
Aidines are generdlly not responsible for
damage to the external fixtures of the
luggage (e.g. handles and wheels).

If your luggage is lost, you should submit
k di to the i i

¥ 2] on
the Conditions of Carriage. Airines wil gencraly
reqquire you to list the lost items and their costs and may
fecjuire recaipts ais proof.

(a3 2-4) A71E2 AH|XRS| Air Travel Consumer Tips
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