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Altéa CM training 2023

AY Ground OPS FINNCIR



Travel Plan

1. Arrival
* Monitoring the Arriving Flight
« Disembarkation

2. Departure
« Altéa CM settings for Finnair
« Check-In and Baggage Related Topics
« Boarding
* Post Flight Duties

3. Other Important Topics
« Overbooking
« Compensation
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Kiitos — Thank you!
... for your attention

... for your questions and active
participation

... and your willingness to learn!
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What do | need to know
about Finnair Altéa CM?

Earlier this week, you learned about our new

Product Changes, and refreshed your
knowledge on Finnair Customer Journey and
our Airport Customer Processes in general.

Today we focus on Altéa CM.

As Amadeus products are increasingly in use
in the aviation world, we'll focus on Altéa CM
through Product Changes. However, we'll also
walk through other important Finnair Altéa CM
functionalities.
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Monitoring the
Arriving Flight
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Special Assistance List

| Messenger (0) | AY Customer (1) | AY Fight AY122 (2) [
Enter Flight

Customer List Selection

-+ ——
Cceptance rinalse

List Type Additional Inforrmation
L All Customers(ALL) All Customers Display List
2 Accepted customners(ACC) List of accepted customers
3 Customers with FQTV numbers(FQTV) List of all customers who have FQTV numbers
4 Accepted customners with incarriage flights(ICL) List of accepted customers who have incarriage flights
5 Customers with incarriage flights(INBO) List of all customers who have incarriage flights
7] Mot accepted custorners{NACC) List of not accepted customers
7 Customers with oncarriage flights{OUTB) List of all customers who have oncarriage flights
8 Customers with ALL SSR and SK elements(S5R) List of all customers with all 55R and SK elements e.g. AVIH, BLND, DEPA, DEPL

= ek noemenenf CTETY Lick of sl b= mrbnemnrn hoanleabhla TR Y wend C&8 FTRATO

Select List: |1

() select a customer list.
Restrict Customer List

To: - Customer Fitter: Joining and Transit || =
Cabin: -

Refine Customer Lists with Criteria

And/Or  Include/Exclude Filter
And | w Include w [z

Special Assistance List (SAL) |

Value
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Special Assistance List

S
Chid DEL

Infant DEL
Child DEL
DEL

15 DEL
DEL
Infant DEL
DEL

Child DEL
Child DEL
Child DEL
Child DEL
DEL
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VAST-PDN-PRESEATING-CHID/INFT/FQTV

CHML-Guaranteed CTCE-ANTESHGUPTA//GMAIL.COM CTCM-917044031411

MOML-Guaranteed WAST-WCH WCHR

WCHR-DUE TO OLD AGE

CTCE-CDDR.ASHU//GMAIL.COM CTCE-CODR.ASHU//GMAIL.COM/EN CTCM-358465751425 CTCM-358465751425/EN INFT-DHIMAN/ AIZELMS 31JAN19 PBST-BULKHEAD SEAT XACI-CUSTOMER REFLU... O

CTCE-GAUTAMYQOGESH32//GMAIL.COM CTCM-1755477464/GB CTCM-4915145401275 CTCM-491755477464 INFT-KUMAR/MAHESH 01MAR18 WAST-PDN-PRESEATING-CHID/INFT/FQTV
CTCE-KALPANA.MADHOKK//GMAIL.COM CTCM-16472695806 WAST-PDN-PRESEATING-CHID/INFT/FQTV

WAST-PDN-PRESEATING-CHID/INFT/FQTV

CTCE-BHAVNAOB82//HOTMAIL.COM CTCM-4790200235 CTCM-4790200325 WAST-PDN-PRESEATING-CHID/INFT/FQTV

HNML-Guaranteed WAST-PDN-PRESEATING-CHID/IMFT/FQTV

AVML-Guaranteed CTCE-TRIKHA48//GMAIL.COM CTCM-15193414763 PCHS-.COM/ ABOUT FLT/SCHED CHANGE BY FINMAIR AUTOMATIC SER PCNS-CUSTOMER HAS BEEN INFORMED WITH EMALL ,... O



Special Assistance List

I From To Bkg Cabin  Chss Seat Accept Tier  RGD INC ONC

1 DHAWAN Delveen Ms Chid DEL HEL Y N 466G welArDED MY
Services: WAST-PDM-PRESEATING-CHID/INFT/FQTV
2 DHIMAN Aizel Ms Infant DEL HEL b z 182 QﬂlHRDED M N
Services:
3 GUPTA Aadvik Chid DEL HEL ] D 8H QﬂlHRDED M Y
Services: CHML-Guaranteed CTCE-ANTESHGUPTA//GMAIL.COM CTCM-917044031411
4 JAMI Halima Mrs DEL HEL b Q b 4 M N
Services: MOML-Guaranteed WAST-WCH WCHR
5 JASSAL Surinderkaur Ms DEL HEL Y N 464  welarDED MY
Services: WCHR-DUE TO OLD AGE
6 KUMAR Ashish Mr DEL HEL Y z 413G @HRDED AY PLUS M M
Services: CTCE-CDDR.ASHU//GMAIL.COM CTCE-CDDR.ASHU//GMAIL.COM/EN CTCM-358465751425 CTCM-358465751425/EN INFT-DHIMAN,/ATZELMS 31JAN19 PBST-BULKHEAD SEAT XACI-CUSTOMER REFUSED AUTOMATIC CHECKIN
7  KUMAR Mahesh Infant DEL HEL Y z 137 wglRRDED MY
Services:
8 KUMAR Yogesh DEL HEL A Z 435D @HRDED M Y
Services: CTCE-GAUTAMYOGESH32//GMAIL.COM CTCM-1755477464/GB CTCM-4915145401275 CTCM-491755477464 INFT-KUMAR/MAHESH 01MAR18 WAST-PDN-PRESEATING-CHID/INFT/FQTV
9 MADHOK Aarav Chid DEL HEL A (0] 44G @HRDED M Y
Services: CTCE-KALPAMA.MADHOKK//GMAIL.COM CTCM-16472695806 WAST-PDN-PRESEATING-CHID/INFT/FQTV
10 MADHOK Alice Chid DEL HEL A (0] 44H @HRDED M Y
Services: WAST-PDM-PRESEATING-CHID/INFT/FQTV
11 PANDEY Yogansh Mr Chid DEL HEL Y Z 441 welArDED MY
Services: CTCE-BHAVNA0G82//HOTMAIL.COM CTCM-4790200235 CTCM-4790200325 WAST-PDN-PRESEATING-CHID/INFT/FQTV
12 SINGH Dilawar Mstr Chid DEL HEL A Z 42D @HRDED M Y
Services: HNML-Guaranteed WAST-PDN-PRESEATING-CHID/INFT/FQTV
13 TRIKHA Arun Mr DEL HEL A (0] 43L @HRDED M Y

Services: AVML-Guaranteed CTCE-TRIKHA48//GMAIL.COM CTCM-15193414763 PCNS-.COM/ ABOUT FLT/SCHED CHANGE BY FIMNNAIR AUTOMATIC SER PCNS-CUSTOMER HAS BEEM INFORMED WITH EMAIL , TRIKHA48@GMAIL PCNS-VICE ON 2019-06-28T17:39:18.8787 WAST-WCH WCHR-NOT OWN NEEDS
ASSISTANCE WITH DISTANCES
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Outbound Connections

Ial Y MEssE Iyl u AT OLUsLU e iy AT ML RATLDDE L
— il = “ </ I Applications  Device Logoff  Help 05DEC19 15:29 ¥ &
Enter Flight
; Default: AY Messenger (0) | AY Customer (1) | AY Flight AY1332 (2)
Seach ____Ar| A
Shortcuts i Acceptance Finalised Codeshare: MQUUU,BAGUBE?Cg{Zl}ﬂB-" SebRR SRRt R Enter Flight Flight Infarmation Outhound Connection Summary g
Accept Group F3 .
Catering Figures Fg | Aircraft ed ] STD: 10:20 ATD: 10:22
Customer List F4 | Config Cabin Capadity| Infant| | Sherteuts Acceptance Finalised Codeshare: AAS000,BAG032,CX1413k== Gate: 32 Departed
Flight Contacts SFg Print to Default Airport: LHR HEL
. 1 ¥ ] ¥  Quota
Flight Update SF2| comments Menus 2h48
Onload List SFo i 48 251 46 251 100 Disruption Elapsed Time:
Proactive FiguresFg| Set Flight Comments Flight»
g:gtr:ge List  F6| connections For Scheduled:  10:20 15:15
D SF7 i
Set Comments F12|| All Connections Refresh F5 Estimated: 15:00
Menus Inbound Connections Restart actual (offfonblocks):  10:22 15:10
Acceptancer AF12( Summary Actual (airb./touchd): 10:45 15:01
Baggage»r AF3|| Dutbound Connections HEL Defay: +0ho2 -0h03
Compensationy CF2 ([ Summary Total Elapsed Time: 02h48
Customer» CF4
Disruptions  CF10| Departure Plan Codeshare Display: |All Customers (=]
FRI:?;::IE /Onld» gg Departure Plan 15:15 Actual Customer Categories
Regulatorys  CFg| Edit Settings 15500 Connect Booked Accepted Final
?ﬁiﬂ??’mo. A re| Amend Capacity e Connection ATDETD STD Time 1 Y Total]l Y Total Bags Dest. Term. Gate
SRR Fight Contacts ones 1 ,f‘rozlzigectim:lg_KTMP 16:000h5S0 0 5 505 5 3 2 8 :
Egirtn:srltl SF;; Flight Update 3 AY441  HEL-OUL 16:000h50 16 716 7 2 2 21A
3 AY225 HEL-TKU 16:15 1h05 o 2 20 2 2 1 2 7]
Yoluntary Denied Boarding 4 AY535 HEL-RWVM 16:20 1h10 01 10 1 1 1 2 21
(¥DB) Information 5 AY1023  HEL-TLL 16:251h15 01 101 1 0O 2 198
Information/Figures 6 AYS7S HEL-KTT 16:30 16:20 1h20 014 14014 14 10 2 20
. . 7 AY369 HEL-KUO 16:35 1h25 o 2 20 2 2 1 2 11
Catering Figures g AY605  HEL-IVL 16:401h30 719 26719 26 16 2 19
@ Customer WB_ight and 9 AY101 HEL-HKG 16:55 1h45 13 41 3 4 4 2 46
Refreshed At: Balance Details 10 BAGOOD  HEL-LAX 16:5516:401045 2 0 22 0 2 2 2 54
15:27 Flight History 11 AY443  HEL-OUL 17:001h50 0 2 202 2 1 2 238
GenDec Information 12 AY705 HEL-LED 17:00 1h50 0 1 10 1 1 1 2 501
@ List Refreshed At: |13 AY79 HEL-NGO 17:152h05 05 505 5 6 2 454
Lists 15:29 14116804  HEL-NGO 17:152h05 10 110 1 1 2 45
Customer List 15 AY8B7 HEL-PVG 17:25 2h15 01 i0 1 1 1 2 49
Non Commercial PNR 16 L6800 HEL-MRT 17:30 2h20 o2 20 2 2 2MY] 2 48
Summary List 17 AY41 HEL-ICN 17:30 2h20 16 71 6 7 (] 2 47 =
10 AVTIR HEI MR T 1720 kN0 1N 11 0N 1 n ] AQ
Tracked Customers Select Connection: :l (2] Colapse [SF2] 0 of 29 selected

11 15.05.2023
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O Salect a flight to view a list of the customers on that journey.
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Bag L
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IS

t

Default: AY

Shortcuts
Accept Group  F3
Catering Figures F9
Customer List

Flight Update SF2
Onload List SFo
Proactive FiguresFg
Regrade List
Seatmap SF7
Set Comments F12

Menus

Acceptancer

Baggage» AF3
Compensations CF2
Customer» CF4
Disruption» CF10
Flight» AF7

Regrade/Onldr CF7
Regulatory» CF8

F4 |
Flight Contacts SF8 ||

F6 |

ar12 ||

Messenger (0)
Enter Flight

AY Customer (1)

Flight Information

M
: ; ,TPa354

AY Flight AY1751 (2)

Ajrcraft
Config Cabin Capacity Infant
| Arcraft  Reg ] ¥ ] Y Quota
| HEL-MXP 328 OH-LZG 28 167 28 167 16
Flight Status
[ Acceptance  Boarding Disruption
| HEL-MXP Finalised Closed Flight Delay
Baggage

Lists/Figures

Bag List F8

Cancel Baggage Acceptance (9 MXP

Cancelled Bag Tag List F& -

Applications

Default: AY

-

Messenger (0)

Enter Flight Flight Information Baggage List Selection

AY Customer (1) | AY Flight AY1676 (2)

HEL Helsinki Vantaa (2)

O Enter optional restrictions below and refine if required. Press Enter to display bags.

STD: 01:15 ATD: 01:10
Gate: D42 Departed

C and P |

Default: AY

Shortcuts
Baggage I
Print to Default
View Customer

Customer»
Printing»

System
Refresh FS
Restart

wt From To Acc Transfer Bagllas
1 0105-AY-654715 25 AGP HEL
2 0105-AY-654723 25 AGP HEL

[ List Type Additional Information

|1 "All Bags"(ALL) Al Bags Display List

2 ATL No(ATLN) Authority To Load NO

|13 BTM Bags(BTM) List of all bags created by BTM

|4 Inactive Bags(INAC) List of all mactive bags

5 Not loaded bags(LOAD) List of all not loaded bags

|6 Offloaded bags(OFFL) Al bags that are offioaded

Iz Special bags(SPECT) List of bags with folowing special utes A
8 Wheelchairs(SPEC2)

te Status ATL ATT
Active Y Y
Active Y Y

v Llocal Y,
Local Y

AY Ground OPS | Rev.5

List of bags with folowing specil attributes WCMP, WCLB, WCBD and WCBW

STD: 01:15 ATD: 01:10
Gate: D42 Departed

Sort By (Tag Number i Qrder |Ascending ¥

Loading Status Owner To

N EL
N EL

Acc Bag Type Rushed Has Early Oncarriage Oncarriage To
o Standard N N
wibaeo Standard N N



Default: AY

System
Restart

Default: AY

Shortcuts

Baggage

Menus
Baggage»
Customery
Printing»
System
Refresh
Restart

23 18.03.2021

Classified as Internal

&pplications  Device Navigation Logoff Help
Messenger (0) | AY Customer (1) | AY Flight AY122 (2)

UL UL Hight Informationy ;. | ist Selec

o M(n  HEL Heksinki Vantaa (2)
SF12 O ions below and refine if required. Press Enter to display bags.

List Type

"Al Bags"(ALL)

ATL No(ATLN)

BTM Bags(BTM)
Inactive Bags(INAC)
Not loaded bags(LOAD)
Offloaded bags(OFFL)

Addtional Information

All Bags Display List

Authority To Load NO

List of all bags created by BTM
List of all inactive bags

List of all not loaded bags

Al bags that are offloaded

PR EGT =

Specal bags(SPEC1)
Wheelchars(SPEC2)

List of bags with following special a
fi ecial 3

T —

Applications  Device  Navigation Logoff Help

Messenger () | AY Customer (1) | AY Flight AY122 (2)

Enter Flight IS QICHUEINAT paggage List Selection YN E I

- mc) + HEL Hekinki Vantaa (2)
19 Sele '

Print to Default &
View Customer |/

oo [ T we Fom To Acc Transter Bogfflss

CF4 111 0105-AY-655301 7 DEL SEA ¥ Llocal

AF10

F5

SF12

AY Ground OPS / Rev. 3

ttributes AVIH, BIKE, LMC and WEAP

08JUN22 07:52 . . K4

D7) ,?n

STD: 07:40 ATD: 07:49
Gate: B26 Departed

STD: 07:40 ATD: 07:49
Gate: B26 Departed

Sort By |Tag Number w|  Order |Ascending v

WCMP

Nitbute  Status ATL ATT Loading Status Owner

Actve Y > L

To

Acc Bag Type Rushed Has Early Oncarriage Oncarrage To

SATVIR KAUR MsHEL  gbaroStandard N N AY33 SEA




Disembarkation —

PTM / PSM information available

Any PRM, UMNR etc. onboard? - ensure proper

assistance

 Whenthejet bridge / stairs have been connected,

a signal of “two knocks” on the door shall be given
« Passenger door is always opened by the cabin crew

« "Meet & Greet” - be there for the customers, use eye

contact and smile!

« Assistance/ guidance until all customers have

disembarked

14 15.05.2023 AY Ground OPS | Rev.5
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Altea CM Settings
for Finnair

Classified as Internal



Finnair Altéa CM Business Rules

Business rules control all customer processes.

« Seating
* No editing required, do not select seats
* Ranking ( ACV = customer value)
* Traveldocs, ADC
+ Baggage allowance
« Automated payment via Altéa CM Shopping Basket
* Through check-in

* |f separate tickets, only AY—AY and AY-QR (via DOH)
connections OK for TC|

 Priority (AY or oneworld benefits)
« Onload (overbooking, SBY)
* Always check Onload List at gate

16 15.05.2023 AY Ground OPS | Rev.5
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Finnair Altéa CM Business Rules

* Finnair Altéa CM business rules control customer processes:

i
Seating (no editing required, do not select seats) — -

|
* Adjacent seat rule ("highest” rule) / 1:';* 1.3

D/

\

‘,

« Ranking (ACV =customer value) Business rules setup is
done to follow the customer ranking according to Finnair
policy (AY GOM)

* Pre-seating CHD, INF families (in same bookings)

 The theoretical seatin CM - No allocation of seats or
seat changes are needed. The R (restricted) seats shall
not be touched.

17 15.05.2023 AY Ground OPS | Rev.5
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Helpdesk Altéa CM

OSC&S (Operational System Control & Support)
is Finnair’s first level helpdeskin Altéa CM
related problems and questions.

All situations when Altéa CM is not working as
expected should be reported to OSC&S.

Additionally, an error report should be sent
from CM.

OSC&S Operational System Control & Support
« osc@finnair.com

« +35898185708

* Open 05:00-02:00daily (HEL time)

18 15.05.2023 AY Ground OPS | Rev.5
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© Error Report - Status

General
Error Report\ID: [6X/LHR1103162370467
Please r help desk

with this ID and
The Error Report will be deleted in a few days.

Details
Altea Departure Control Customer Management

Version: 48.1.1

User: 6X/NGDCMO2

Workstation ID:  6X/A/LHR/T/1/GTE/1A/LOCAL1
Date/Time (UTC): 11Mar16 02:42

Progress

.
© Error Report - Status

P —)

Progress

Lo The Error Report is being sent to Amadeus.
Thank you for your assistance,



mailto:osc@finnair.com

Help Desk Altéa CM - Error reporting

1. Alwayssend an Error Report

from Altéa CM

* ALT + H (Help), Send Error Report
* Write down the Error Report ID and the time

when the error occurred

« Sending the Error Report should be done as
soon as the error occurs and from the same
workstation. You can continue working while
the Error Report is being sent.

* |t takes several minutes for the Error Report
to be sent. Do not log off before sending has
been completed (OK button is active).

« Screen shots of the error/warning message

are always useful.

19 15.05.2023
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2. Inform OSC&S about the problem by phone
or
e-mail with the following data

Error Report ID and the time when the error
occurred

Customer name and flight/date

Description of the problem (and screen shots of
the error/warning message)

 If the problem needs to be solved immediately
contact OSC&S by phone

If the problem, can be reported
afterwards contact OSC&S by email or by
phone

Please note: Without an error report, and without
informing OSC&S, the issues cannot be solved.



Aviation Alphabet

S r "~~~ ITOmTMmMmOO ® >
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ALPHA
BRAVO
CHARLIE
DELTA
ECHO
FOXTROT
GOLF
HOTEL
INDIA
JULIET
KILO
LIMA
MIKE

AY Ground OPS | Rev.5

N<XsS<CH0WITOTOZ

NOVEMBER
OSCAR
PAPA
QUEBEC
ROMEO
SIERRA
TANGO
UNIFORM
VICTOR
WHISKEY
X-RAY
YANKEE
ZULU



Check-In and
Baggage Related
Topics




Check-In / Baggage

« Always inform the customer where their baggage has been
checked to

« Altéa CM does not automatically recognize overnight
stopovers
* If connection time under 24h, Altéa CM automatically
tags baggage to final destination

 If customer stays overnight at HEL, they might want their
baggage out at HEL
» Always check — never assume!
+ Always talk to the customer

« On fully-booked flights, proactively ask for customers to
check their carry-ons FOC (voluntary but appreciated)

22 15.05.2023 AY Ground OPS | Rev.5
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Add ltinerary / Find Connection

« AY/AY
« Whencan| add a missing cnx flight?

23 15.05.2023 AY Ground OPS | Rev.5
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Through Check-In Policy

24

In general, customer and baggage shall be through checked to
final destination

Through check-in to other airlines is not restricted as long as all
flights are on the same ticket

No TClI if flights are on separate tickets

« Exception: AY — AY (incl. Norra) & AY — QR (via DOH)

* Flights must be operated and marketed by AY
Baggage to final destination, even if unable to issue boarding
passes all the way
Always tell customer where baggage has been checked to
All baggage to same destination! Exception:

 If customer checks baggage at gate, check final destination EENCGRIESEVALEEE

and inform customer that baggage will not be delivered at [ il
if they wish baggage

gate In HEL checked only to HEL

15.05.2023 AY Ground OPS | Rev.5

Classified as Internal



Baggage - Safety and Responsibilities

+ Pay attention to possible Dangerous Goods
 Lithium batteries, power banks — high risk safety hazard

« EASA lithium battery video

* Pooling of baggageis not allowed

« Check conditionof baggage —how to mark in Altéa CM
« Damaged bag must be identified
« System tag or Limited Release tag

- All baggage must be entered into the DCS
« Every member of a group shall be given an individual Your
baggage claim receipt with customer’s name ]
actions

matter!

25 15.05.2023 AY Ground OPS | Rev.5
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https://www.youtube.com/watch?v=pwwdH_wNEeo

Baggage attributes
in Altea CM




Baggage attributes in Altéea CM

CODE

INFORMATION SENT
TO FM?

OTHER BEHAVIOUR

VISIBLE ON TAG?

AVIH

Yes

Excluded from EXW
calculation (no need
to waive)

Print on tag

CODE

INFORMATION SENT
TO FM?

OTHER BEHAVIOUR

VISIBLE ON TAG?

Baby Stroller

No

Excluded from EXW
calculation (no need
to waive). Note: needs
to be added for a
chd/inf

Manual WCH

YES

EXCLUDED FROM
EXW CALCULATION
(no need to waive).
NOTE: SSR needs to
be visible in pnr

Print on tag

Child Car Seat

No

Excluded from EXW
calculation (no need
to waive). Note: needs
to be added for a
chd/inf

WCLB

Yes

Excluded from EXW
calculation (no need
to waive). Note: SSR
needs to be visible
in PNR

Print on tag

WEAP

Yes

Chargeable SSR WEAP
creates a separate
EMD for weapon
handling fee in Altéa
CM

Print on tag
(excluding flights
to/from USA)

WCBD

Yes

Excluded from EXW
calculation (no need
to waive). Note: SSR
needs to be visible
in PNR

Print on tag

Other mobility aid

No

Excluded from EXW
calculation (no need
to waive)

27 15.05.2023
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Baggage Attributes in Altéa CM

CODE

INFORMATION SENT
TO FM?

OTHER BEHAVIOUR

VISIBLE ON TAG?

WCBW

Yes

Excluded from EXW

calculation (no need

to waive). Note: SSR

needs to be visible in
PNR

Print on tag

Damaged bag

No

Print on tag

LMC Late check-in

No

Print on tag

BIKE

No

Excluded from EXW
calculation (no need
to waive). Note: SSR
needs to be visible in
PNR as separate
EMD is created in
Altéa with
chargeable SSR

Sport LUMO PLAT
GOLD

Yes

Excluded from EXW
calculation (no need
to waive)

Checked carry-on

No

Excluded from EXW

bag calculation (no need
to waive)
28 15.05.2023 AY Ground OPS | Rev.5
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Baggage Attributes
Bag Type: |Standard Luggage

Standard Luggage
LMC Late check-in
Baby stroller

Child car seat

Other mobility aid
Manual WCH

Sport LUMO PLAT GOLD
Checked carry-on bag

Baggage Attributes

Bag Type: |Standard Luggzage

]

WCBD
VCBW

WCLB

BIKE

AVIH

VWEAP
Damaged bag
Owersized bag

o




Special Baggage

AVIH, max weight is 75kg on Finnair operated flights and 50kg on
flights operated by Norra
 Animals over 75 kg always as cargo

PETC, max 8 kg (incl. box / bag)
« Seeing eye dog always free of charge - SVAN

Baby strollers

« Always free of charge (if child traveling)
« Strollers will not be delivered at the gate in Helsinki
« All baggage always to the same destination

« Airport strollers available for free at HEL

Baby strollers
Sporting equipment always in plastic
bags.

29 15.05.2023 AY Ground OPS | Rev.5
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Special Baggage

* Wheelchairs and other mobility aids D .J

Firearms and ammunition '

Always free of charge )

Pay extra attention to ensure device on same aircraft with
customer!

Remember to use correct attribute.

Firearm label (exception: US flights due to US regulatios &
DOH has imposed embargo)

Mark as WEAP in Altéa CM and charge handling fee

Pay attention to possible country-specific rules Make sure you mark

all the necessary
WCH information
into Altea CM
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Checked Ba

Applications  Device  Mavigation  Logoff  Help

Messenger (0) | AY Customer (1) | AY Flght AY1653 (2)

DEETTN

PDT Customer Identification JVEda]) TN oo Ta) &g 1d]
- AY1653 21MAR HEL + BCN Barcelona Airport (1) : 17:85
Acceptance Open Gate: None Boarding: 16:35 Baggage Open
Sort By |Default - Order |Ascending -
Add Bags F11 SLIEHY o

Bka Tkt Cabin Sec Seat Accept Baggage Info

Add FQTY SF4
Add Service SF9 1
Cancel Accept  F& L -BCH

Find Connection F9
Find Customer  F4
Flight Info SF10
View Customer F7
View Links SF3

& Y(0) ECOMOMY AY-ELIGHT, Service

Acceptancer AF12
Baggager AF3
Bags - Excessr AF2
Compensations CF2

Select Customer(s) for Acceptance: |1 1 of 1 Selected

O Enter seat preference (if required). Enter bag details afterwards.
Baggage Seating

(%) Expand [SF2]

Crew» AFS Customer has bags?: Yes |+ Seat Preference:
Customer» CF4

Disruption» CF10

Flights apy Comments out of HEL

Identificationr AFE||# BUSINESS CLASS UPGRADE - 10 000 POINTS OR 1 EUROPEAN UPGRADE BENEFIT
Non-Traveller» CF5
Payment» CF3
Printing» AF10
Regulatoryr CFg

. E-Ticket Data & Coupon List

e Number: Type: Adult
Edit E-ticket
Restart SF12 EMD Custome r
Display EMD
s J Endorsements: NO BAG INCL/NONREF-NO CHNG
Stop  From/To Flight Class Date Bkg Fare basis
1 Yes BGO-HEL AYD42 0 21MAR 0K ONNOS9BE
2 Mo HEL-BCH AY1653 0 21MAR 0K ONNOS9BE
3 Yes BCH-HEL AY1654 Q 26MAR OI( QNNOS9BE
4 Mo HEL-BGO AY941 Q 26MAR QMNMOS9BE
Associate Flight AY1653 in class O with Coupon Number(s) _
32 15.05.2023 AY Ground OPS | Rev. 5

Classified as Internal

gage Allowance

21MAR23 08:07 ¥ &

Baggage allowance

can be seenin Altéa

CM

Freguent Flyer: NONE

Date of Issue: 14FEB23

Coupon status
MOTIFICATION
OPENM FOR USE
MOTIFICATION
MOTIFICATION

EMD Invaluntary

21Mar/21Mar
21Mar/21Mar
26Mar/26Mar
26Mar/26Mar

Exit



Carry-on Baggage Allowance

Travel Class

Maximum quantity and dimensions of
carry-on baggage

Carry-on baggage weight limit

Business Class

Two pieces of carry-on baggage, maximum
external dimensions 55 X 40X 23 cm (22X 16
X 9in) per piece.

One personal item'*), maximum external
dimensions 40 x 30 x 15cm (16 X 12 X 6 in).

Combined weight not exceeding
10kg / 22 1\ \e

el Z‘::\‘a\\ \339

Economy and Premium Economy class

One piece of carry-on baggage, maximum
external dimensions 55X 40X 23 cm (22X 16
X 9in).

One personal item!*), maximum external
dimensions 40x30x 15cm (16 X 12 X 6 in).

Combined weight not exceeding

8 kg /17,5 Ib.

Infants with no seat reservation - all
cabin classes

No carry-on allowance.

Foldable pushchair and safety seat is
accepted.

Combined dimensions of foldable pushchair
and safety seat shall not exceed maximum
carry-on dimensions of parent cabin class.

No carry-on allowance.

Combined weight of foldable
pushchair and safety seat shall not
exceed carry-on weight allowance
of parent cabin class.

* Personal item such as small handbag / laptop bag / backpack which passenger shall place under the seat in front of the passenger.

33 15.05.2023
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Excess Baggage
and Payment Flow



Excess Baggage

« Baggage allowance on ticket shall be honoured
« Altéa CM indicates excess baggage with $
« Baggage exceeding allowance shall be charged

« Exceptions: Wheelchairs or other mobility aids,
strollers, car seats, baby bassinets

« Special baggage must be marked with the correct
Baggage Attribute

« Several kinds of baggage can be prepaid online — AY
operated only

« Charges based on flat rates

« EXxcess baggage charges are collected at the
check-inthrough Altéa CM with a credit card or Child or INF may
PayByLink always have

 More information: AY GOM Annex B o 1 stroller

« 1 car seat or baby
39 15.05.2023 AY Ground OPS | Rev. 5 baSS|net
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Payment Flow —

« Add Bags normally

Applications  Device Mavigation Logoff  Help 14APR14 11:05 .* &
Messenger (0) | AY Customer (1) | &Y Flight AY855 (2] = ° I N th IS exam p | e cu Sto mer
o Identification Customer Selection Customer Acceptance Add Bag
v AYES5S 1SAPR HEL (2) =+ HAM Hamburg (1 &l other carriers) STD: 17:30 h aS 1 PC Of 28 kg
Acceptance Open Gate: Mone  Boarding: 16:55

- Customer - Bl:g Tkt Cabin Sec Seat Accept Baggage Info P S Stem reCO nizes hea
[ e— y gnizes heavy
bag and creates $ icon

HEL-HAM B Y(7) 001 24E Vi ECOMNOMY
 When all bags are added
to the system, select Exit

Select Customer(s): [1 [¥) Expand [SF2] 1 of 1 Selected
Enter baggage pieces and weight. -
3 agage p a = AYEES 1SAPR HEL (2) =+ HAM Hamburg (1 All other carriers) STD: 17:30
Baggage Acceptance Open Gate: Mone Boarding: 16:55
Blg Tkt Cabin Sec Seat Accept Baggagg Info
Additional Hold Bagdage: 28 45 T =
) i = avess HEL-HAM B W(Z) 001 24E W | 7] % ECOMNOMY
Is this a special bag? b
[¥] Expand [SF2] 1 of 1 Selected
O Enter additional baggage pieces and weight.
Baggage
Additional Hold Baggage: | KG
Is this a special bag? Mo -
O If applicable, enter details for each bag.
Tag Mumber Wt From To Acc  Class Owner Tag Type Info Spl. Bag
HEL |HAM ||~ §/ <Select Custo...| = |Auto
0 Bags
Exit
40 15.05.2023 AY Ground OPS | Rev.5
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J

Pay By Link —1f no credit card W

- - —
A B [ i T

Payment Method JEEEN llylr-l
Amount Details
Shartomts
”—— ¥ Remal Amount:  EUR 55.00
PDT (T PR N T Customer ACCeprance o e Bkt SeE s — .
Payment Method BEEY " () Enter contact information (at least one of emall or phone number)
Amount Detalls Amadeus Pay By Link Detalils
lortcuts J
dateDeve 17 Amount Due: EUR 60.00 oo A—
: na. n .com
rstem Lang ) .
start 5F12 uage:
Of t Chinese
1 EMV Payment Device Ly
2 Swipe Credit Card Bi
. Finnish
4 PAY BY LINK French
German
Indonesian
Select Method: 4 Italian
Japanese
() Select a method of payment or swipe a credit card
Korean
Malay
Norweglan bokmal
41 15.05.2023 AY Ground OPS | Rev.5
Classified as Internal _Patm




Payment Flow

Default Carrier: AY

UAT

Shortcuts

Add Bags

Add Service

Amend Weight
Cancel Bags
Change Seat
Delete Items F3
Display Excess

Use Bag Receipt
Use EMD F11
View Items F7
Waive Excess
Waive Items F5

Menus

Applications  Device  Navigation Logoff  Help
Messenger (0) | AY Customer (1) | AY Flight AY855 (2)

ustomer Selection Customer Acceptance

= pYESS 1SAPR HEL (2) # HAM Hamburg (1 &0 other carriers)
Acceptance Open

Acceptance Information

Customer Selection for Payment

14APR14 11:06 ,¥

STD: 17:30
Gate: Mone  Boarding: 16:55

Customer Bl:g Tkt Cabin

Seat Accept Baggage Info

1 s

+= AYB55 HEL-HAM B2 ¥(7)

24E W’ [C]1$  ECONOMY

(%) Expand [SF2] 1 of 1 Selected

Baggage»
Cust. Servicer
Paymentp
Seating»

System

Customer Details
Ms
Excess From HEL To HAM

Mumber of heavy bags: 1

Price

EUR 50.00

Refresh
Restart

Select Customer(s): 1

1 of 1 Selected

O Select customer(s) to pay for their unpaid items. Choose View Items to pay for individual items.

Pricing Total
Total: EUR 50.00

[Collect Pavmentl [ Exit I
|—| -

4. =2
s T305T =

Classified as Internal

J

« Customer Selection for Payment

screenis displayed

Unpaid items are listed with
iInformation of:
- Routing
- Chargeable SSR detalls
-> Price

Press Enter to Collect Payment

Method of Payment
1 EMV Payment Device
2 Swipe Credit Card
3 Insert credit card number manually
4 PAY BY LINK



Pay By Link —if no credit card

File Message  Heip QO  Tell me what you want 10 &
| ——
o S SC | | Doovmee [0 | |3, Pemtesa | Wieu
- L]
bt * To N - L] #eyor e
p- Jeicte Aochive mmlme Share o .c.,‘_:r \kwc 3‘ - X
’ A tb- Tearm e 2 - v 5‘,- Moty F‘(ﬂfuuxx T Ovewr
e rogond T Qunck Tepe Y Mo Tage s

Complete the payment for your reservation TOFJF

Please do not respond <Ind@amadeus com>

[ L |

Booking reference: TOF)JF

mmmwmmwhu

43
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Pay By Link —if no credit card

b Pagmnent FINNEH R

€50.00

Paymani mathods

B —

=1 =

B e

Jdnch M Wislenart
Extermal v PSP mimulaton

a2a

Synch Exemal via PLP simulaner

&
. ) Ao Cumomen Serdc: W | i Digitel Serwices Menietior % | i Digitnd Samviom Wewierie: W | i MBS framaition - Momdck. W | B Applcasion Soppant Conte: M [ Chwviour w4 - o
vl
O @ L arTach . ooy chaschasat i s i TR0 = DY S PTME MG MR P17 R a w & 00 "9" .ﬁ
| AREACLE KRF  F Sel Sereice Chexk ([ Geound CxRoacma  ff Offcw empicryes © mgoned X Confusce A ik Ed by _@

VISA Sl

| Added Protection

€50.00 Please submit your Verified by Visa password
c = - Merchant FINMAIR
w000 OOxx xwxos Amount 50,00
) ) Date: 06/23/2022
e iy o Card Nummber ™ =000
Personal Message Password is "1234"
1 User Name: test1
Password: [+ |
5 Hawy Usar | For Mmmﬂ
Brop  Ex

44 15.05.2023 AY Ground OPS | Rev.5
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Default Carrier:

UAT

Applications Device Mavigation L
i AY Customer (1)

Messenger (0)

Customer Identification

cogoff Help

Ay Flight avass (2)

Customer Selection

Customer Acceptance Acceptance Information

144PR14 11:10 % &

>

—F1

ymatically printed
lisplayed

- AYES5S5 1SAPR HEL (2) =+ HAM Hamburg (1 &All other carriers) STD: 17:30
Shortcuts Acceptance Open Gate: Mone Boarding: 16:55
:a((:;zgl;bl;lgures Customer Blag Tkt Cabin Sec Seat Accept Baggage Info
1 M1
:gg g::-::::]:nt AYE5S HESL—HAM B ¥(Z) 001 24E v E| ECOMOMY, Service
Print B Pass
Print Bag Tag . .
View Customer « After payment, EMD receiptis autc
Menus
Baggage» - .
El?sl:::):nerb > Acceptance Informatlon Screen IS (
Idgentificationb
Linking» [¥%]) Expand [SF2] 1 Customer(s)
Paymentp CF3
Printing»
S_eatingb Excess Baggage /\
}:gfstf;” Cust Charge Tax Total Payrmen
System 1 S0.00 0.00 S0.00 PAID
PR TE Customer Information
Gate Number: Mot Available E M D A rece I pt exa m ple
Boarding Time: 16:55
Arrival at HAaM Hamburg(l all other carriers): 18:30 OI/" _\‘\f O
@Payment PASSENGER RECEIPT
ELICCESS
ful FINNAIR 14APR14 19492745
1 B. Pass sent g 5599TZ
p | v/ s
i| "NOT VALID FOR
TRANSPORTATION FSGA TICKET
() EXCESS WEIGHT 1 PC
c | RATE PER KG/PIECE EUR -
B
§ ROUTING HEL AY HAM
. . . . = |EUR 50.00 VIKXKKXXKKNNGO0D) C APS10K
« Receiptis printed automatically (EMD-A) :
EUR 50.00 e 105 8201386886 0
« EMR/EPR-EML-james.bond@gmail.com AT -

45 15.05.2023
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AY Ground OPS | Re

V.5

YXQBGK

xé}

i EXCESS BAGGAGE
i TICKET

iTHIS IS YOUR RECEIPT
iFOR CONDITIONS OF O
iCONTRACT - SEE
IPASSENGER TICKET AND
'BAGGAGE CHECK

NOT VALID FOR TRAVEL

AL


mailto:EMR/EPR-EML-james.bond@gmail.com

Walve Payments — excess or item

Default: AY

PDT

Shortcuts

Add Bags

Add FOQTY S5Fa
Add Service

Amend Yeight
Cancel Bags
Change Seat
Delete Items
Display Excess F1
Use Bag ReceiptF10
Use EMMD

View Items

Yaive Excess FB8
Yaive Items F5

Menus
Baggager
Cust. Servicesr
Payment»
Seatingr

Sysktem
Refresh
Restart

Applications
Messenger (0)

stomer Selection

- Avos
Acceptance Open

AN Customer (1)

Customer Acceptance

rigation

Logoff Help
AY Flight AY95 (2)

Acceptance Information

028JAN HEL (2) = BKK Banglkol: Suvarnabhumi International

Customer Selection for Payment

07JAN1S 11:22 ¢ &

Gate: Mone

STD: 18:30
Boarding: 17:50

Customer

2
- AYOS

Bl:g Tkt Cabin

Sec

Seat

Accept Baggage Info

HEL-BEE

AY PLLIS

=1 (R

001

21D

o [

QE' COMOMY, Service,

WEAE |

@ Expand [SF2]

1 of 1 Selected

Customer

©

0814aM

Select Customer(s): |2

O Select customer(s) to pay for their unpaid items. Choose View Items to pay for individual items.

Details

HEL-BEK Description: WEAP/ /BKK,/ 1/8 Status: Confirmed

Pricing Total

Total:

Frice

ELIR. 25.00

1 of 1 Selected

EUR 25.00

Collect Payment] [ Exit ]

46 15.05.2023
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Select Walve
ltems/excess

Select the Item to
Waive



Wa. er ReaSQnS
e @ v o] wrrsr e o I TR

PDT ication Customer Acceptance L TTe0 oo oy IRt dd Bag

Customer Selection for Payment

- AY1653 21MAR HEL # BCN Barcelona Arport (1) STD: 17:05

LT LT T — — - Onen
Revice  Navigation Logoff Hebp

____Gate: None _Boaednn: 163

Messenger (Q) | AY Customer (1) | AY Flight AY1653 (2)

(AL U Acceptance Information 0 e N
800 istomer Selection for Payment . g
Customer Selection for Payment

= AY1653 21MAR HEL # BCN Barcelona Airport (1) STD: 17:05
Acceptance Open Gate: None Boardng: 16:35 Baggage: Open

Bkg Tkt Cabin Sec Seat Accept Baggage Info
S Y0y 002  an o [f16 ECONOMY,AY-ELIGHT, Service I

System
Refresh i Select Customer(s): 1 %) Expand [SF2] 1 of 1 Selected

Restart J -
Item Routing Detals Price

Custo
1 _ Bag: 0105-AY-028131 Weyht: 12KG Descrption: CHECKED BAGGAGE UP TO 23KGS EUR 60.00

ZSelect Reason for Waiver>

Available Waiver reasons:

o <Select Reason for Waier>
O Enter excess baooags i Other
T s T [IDUMNR
LUMO PLAT SCUBA

IDUMNR

44 13.03.2023

Classified as Internal

OTHER
To be used with
supervisor authorization
only. Explain the reason in

Free Text Comment field.

IDUMNR

AAAAAAANAAAN

LUMO PLAT SCUBA
Used for LUMO and
PLAT when having scuba
diving equipment (FOC)




Crew Bags in Altea CM

*Open Baggage Application (CTRL + G)
*Select Crew/Rush Bags F8

Applications  Device  Mavigation Logoff  Help
Default: AY _ . _
Messenger (O] | AY Flight A¥9551 (1) | AY Customer (2 | AY Baggage (3)
Baggage Identification
/ 1ortcukts : ; .
& Crew/Rush Bags F8 Swipe a document or enter details. All fields are optional.
Bagoage
Menus .
Bag Tag Mumber:;
Baggager 9149 " |_]
System
Restart ST 2
Surname(s); |
Elight
48 15.05.2023 AY Ground OPS | Rev.5

Classified as Internal

20MNOV14 09:19 ¥ &

?

=l

(¥) Advanced Options [F2] | Identify




Crew Bags in Altéa CM

. Customer name into Responsible Customer field with text CREW (CREW last name/first name)

2. Number of bags and weight information

- Into Baggage and

- Into WT fields
3. Flight number, date and routing

4. Press enter to Accept -
systemtag is printed

Note! Only needed for layover crew

49 15.05.2023

Classified as Internal

AY Ground OPS | Rev.5

Default: AY

UAT

Sysleim
Restart

ations  Device  Mavigation Logoff  Hielp

Rush and Crew Bags

J

0EOCT14 1340 ¢ "

Baggage type is Crew by default

() Select a type of bag and enter acceptance details. /

aggage Information ooane

Bagaage Typea: Craw - Hold Baggage: |1 f135 =i KG
r Resporsibls Custormer: CREW SMITHSJACK ?’l'

()11 applicable, enter manual tag number,

Mew Tag Numbes  Original Tag Mumber | Wit

5

Criginal Destination

1Bag

Mariual Ttinerary
Flight Date From  Tao
1IAY |79 0G0CT | B [HEL | .. NGO | .

AY e 060CT | B NGO |

Add baggage weight in both fields

- in format 1/15 and
- also Individual bag weight 15 kg

Baggaige Comment
Comment:

Exit




J

Crew Bags in Altea CM

Baggage Display screen is displayed with bag information. Use EXIT to escape from

Applications  Device  Mavigation Logoff Help
Messenger () | &Y Customer (1) | AY Flight AY79 (2) | AY Baggage (3)

Baggage List Selection <3 Baggage Selection From a List EEn LG

i . e AY79 060CT HEL + NGO Nagoya Chubu Centrar Intemational
shorbouts _Acceptance Gate: None

add Bags F3 -
amend Bags  SF4 Customer Bg Tht Cabin  Sec Seat  AcceptBaggage Info

Amend YWeight  F4 1 CREW SMITH/ JACK
Cancel Bags Féi - AYTG HEL-NGD (= CREW BAG
Depool Bags Fa
Excess CaloulatorF9
Primt Bag Tag 5
Riewiert Waiver SF3
Update Bags F12

Default: AY

Uise Bag Receipt-10
Waive Excess
Bog Hondlings 5f1  Select ustomer(skf ] Bag record is visible with CREW BAG
Bagdage: 3 Gﬁelertﬂ'hetustumu to view baggage information. . .
Primtimg» F 100
g . information
L. 151 Hold Baggage: 1/ 15KG
Cabin Baggage: 0
() Below are the indMdlual baggage details.
Tag Mumber Wt To ACC  Cwher Tag Inifi Stats Spl. Bag
1 0W05-AY-DG1807 15 MGO v Auto |-:m=.x-.' BAG Active
1 Bag(s)
Exit |
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Ancillary Catalogue

51 15.05.2023 AY Ground OPS | Rev.5
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Products available via
the Ancillary Catalogue

Sold through Catalogue View or Add Service:

« LOUNGE

« WIFI

- MEALS

« UPYW/UPWJ/UPYJ/ UOYW/UOWJ/UQYJ (upgrade codes)
- PETC

- WEAP

« BIKE

- EXTRA BAGGAGE

- CAOB, JAOB

« SEATS (by selecting a seat)

52 15.05.2023 AY Ground OPS | Rev.5
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Ancillary Catalogue view

Products in Catalogue for this specific flightand customer:

53 15.05.2023
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A0a FYIy
Add Service
Allocate Seat
Change Seat SF7
Unpaid Items

Yiew Customer

Customer»
Payment»
Seatingr

Restart

@ Catalogue
returned for 1
customer / 1 flight

Customer

[L_FIRSTA Firsta Mr

Select Customer(s)

5 Seatin a quiet zone
F9 to Allocate Seat

Lounge
Sarvice
1 LoucC
Select:

Travel Services
Service

HDIF

HVOL

U0yl

Uoyw

UPY]

UPYW

Select:

(= BT R FE R R

Baggage

Service
1 BIKE Sporting Equipment
2 WEAP Sporting Equipment
3 XBGG

Select:

In-flight Entertainment
Service

1 WIAL Internet Access

2 WIAM Internet Access

3 WIAS Internet Access

Select:

Pets

Service
1 PETC In Cabin
Select:

EUR 119.00

Price
EUR 45.00

Price

EUR 75.00
EUR 250.00
EUR. 340.00
EUR 136.00
EUR. 800.00
EUR 320.00

Price

EUR 75.00
EUR 80.00
EUR 75.00

Price

EUR 19.95
EUR 11.95
EUR 7.95

Price
EUR 90.00

0 of 1 selected

0 of 6 selected

0 of 3 selected

0 of 3 selected

0 of 1 selected



Seatmap - Icons

m f Default: AY Messenger (0} | AY Custormmer (1) | AY Flight A¥141 (2) | AY Seatmap AY141 (3)
K 20021 22 23 nter Fli Seatmal
E] ] @: I@ @: I@ N izclgplmnce Dpzé-:lAR P T AT T R Gate: 49 Location: S49 Boarding: 13:15 Ba:
H @J@J@J@U@J@J@U@U H @:@:@3 s T 31323334353637 38304041 42434445 1 515253 54555657 58 59 60 61 62 63 646566
i FEEEFEEE @@ FEFEFIEEEEEEE®
0 50 BNENENENENR0R0RN G 258 fach K PPITESIE. PEEES EIIESSIIEEEIEED
) E Ig Ig Ig E'?;:E:gse?]e:; 1 REEEEEEEREEEEEE EEEEIEEEEEHEEEEE -
A 3 ) @23@;%}3%}]@3@3%}3 D Ig Ig Ig E:g:;téﬂg Info H FEEEEEEIEEEEEEE FEEEEEEIEEEETEEERD
C g3 & More Seat Info E §E3EFEEHEEEEEEE SEEFFEEEEBEE
= Ig Ig Ig E:tTI?: iu;f:::ns gEg D FEEEEEEIEIEEEEE FEEEEEEIEEEEEEEEE -
4 2w212223 View Customer ¢ @EFFEIEEEEEEEEE FEEEEEEEEEEEEEH
Customers B §EEEEEEEgEEEEEE EEEEEEEEEEREEEEE
ot A SEEEPEIPESEEEs 55 SEESEIEEEEE
Seatingy 31 323334353637 38304041 42434445 | 51 5253 54 5556 57 58 59 60 61 62 63 64 6566 -
S r5  Select Seats: [ ] { HELL, BKK) ¥ Pg-Up
Restat ?;E;Ejiﬁlsiat numbﬂlf;g. 1A — ?:?asrtm Legroom
g Accepted First Leg Toilets 4 Emergency Exit @ Bassinet Seat
Assigned All Legs Stairs 48 Window Overwing '3 Extra Seat
Seatmap icons and meanings are 2 il o - [k
found in seat map application by D ottt i B o

Theoretical Seat Bar

DISpIay Legend ?Vamnt First Leg General Fadility C}:]First Tl

[7] it Row Seat

D Selected Seat

IE Chargeable Seat

() Exempt Seat

@ Left Vacant or Offered Last

il
|l Vacant All Legs Storage Space
E Linked Customer Table
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ADC -
Automated
Document

Check




57

ADC in a Nutshell

ADC controls, agent confirms!

ADC is used to validate all travel
documents needed for the entire
journey

The Auto document check feature in Altéa
CM has been designed to work in a similar
way to interactive regulatory checks

Passport needs to be swiped and stamps
need to be checked from customers’
passports (system does not know if a VISA
has already been used (if single, double or
multiple entry)

15.05.2023 AY Ground OPS | Rev.5

Classified as Internal

Auto Document Check feature integrated in
Altéa CM is primarily used to ensure that
customers are carrying sufficient
documentation for their travel

Carrying passengers with insufficient
documentation may resultin:

* Monetary penalties

e Having to transport the customer back
to the point of origin

The Auto Document Check helps reduce
such expenses



ADC -

« ADC is based on Timatic rules, and it is purely an
airline functionality

« ADC gives correct responses when it has all required

Information available
« ADC gathers information from the booking and from the E
machine-readable zone (MRZ) of the passport e -
 Information that you need to confirm to ADC: | a =
 Passport type (qualifier) (Diplomatic, Alien etc.) | /B
« Passport feature (biometric, machine readable) T

* Purpose of visit? (tourist, work, studies etc.)

« Returnor onward ticket? (if not presentin the
reservation)

58 15.05.2023 AY Ground OPS | Rev.5
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ADC Status

The ADC responds with one of the following statuses for each flight in the
journey based on the travel document details. Remember that the ADC
response is purely a Timatic response!

« OKtoBoard
 Travel documents are OK for travel

« Conditional

« Agent needs to check the visa manually. Customer is placed on the
ineligible to board list until ADC check is completed

e Do NotBoard

« Travel documents are NOT OK for travel — customer cannot be accepted
on the flight

61 15.05.2023 AY Ground OPS | Rev.5
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Boarding

64 15.05.2023 AY Ground OPS | Rev.5
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Boarding Target Times

69 15.05.2023
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- 45 - 40 - 30

Pre-boarding actions
COB removal, SBY
processing, ancillary
sales & announcements.
Start of pre-boarding:

Gate lounge

Bussing

First bus sent and ready

at stand -30
Staff at gate, flight status PRM boarding if not
update, Finnair material possible at pre-boarding
checked (monitors etc.) time

checking equipment,
security search, getting

ready for pre-boarding
AY Ground OPS | Rev.5

- 30

Main boarding time
starting at -30 following
boarding concept and
groups.

COB control

COB removals if
oversized or volume in
cabin

- 15 - 10

Gate closed. Start of bag
offloading process
(acceptance of
customers only if bag still
not offloaded to avoid

delay)
Final call, Publish Aircraft doors closed and
Updates for customers passenger bridge off

(SMS via Altéa CM) &
announcements for
missing customers.
Getting ready for offloads



Onload process

Onload processing is used to
complete the acceptance or
regrading for revenue and non-
revenue customers

Onload must be checked on all
flights, even if no customers are
on stand-by

Onload will display the ranking
and system recommendation for

action

Onload is performed
by using onload apply




TR MR R F e T Pk TR R T PR W T T T e

* Onload list (SF6) knows which Before Onload After Onload
_ ) \ ] Y
customers are onloaded to Y and HEL-MUC 4 ) 9 0
upgraded to J. 4
Customer Onload Recommendation
» Those in same base colours | Chakoemer Gbin
. _ _ Onload
impact each other (If Ronkainenis | . ucamen snike me AY BLAT Y(Y)
upgraded to J, Vallaton will get a 2 VALLATON Vile Me Y(H)
|
seat in Y). If Vahala is upgraded to J, == AAAtemis aitcaiflond
_ ' 4 MOORE Roger Mr YY)
Moore will get her seat.. Etc.. S LITTLEWOOD Emio Mr staff Y(X)
6 BOND Jameas Mr Y(Y)
7  FARRAN Rigoberto Mr staff Y(X)
B SMITH Mke Mr Y(H)
Select Customer(s):| |

J '

(Cabn Capacty 12 &3

Meals 0 0

Seat Current Acceotkecomnendmon Prionty Info.

190 v Upgrade t 3

123 SBY Onload Y

6C v Upgrade t )

124 SBY Onload Y

11A v Upgrade ¢ J 62/Y62,5A DO) 15JUNOS
125 SBY Onload Y

15F V4 Upgrade 1 J 66/Y66,54 DOJ 15N0V12
122 sBy Onload Y

() Select customer(s), dick “Apply” to accept the Recommendation or Select an Action from the menu on the left
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« Select first all customers (or
some)

« Apply function activates
« |f all customers are not selected

at first, there will be a new option

to recalculate onload with

remaining customers-> return to
onload recommendation screen.

Select Customaer(s):
Recalculate Ondoad or Select a Customer(s) and an Action from the Menu on the left.

- ————— -

Mg [0) | AY Flght AYSSOS (1) | AY Fight AY1405(2)
I e o

5 - AvialS 260AN HEL [2) & MUC Munch Mtesatonal (1)
| Acceptance Toen Cadeshare: JLES27.QR0140

70 1620 €10 2300
Gote: Nome  Boordng: 2230 Bagpoge: Open

[ T—_— Avabddity Before and After Ordosd Catorng Inpues
Cancel Aoorgt
Dy Onkd Avalabicy: HELMUL Acceorance Foures ] \J
|[Stachiy Sobt 9 ChnCioacey. 12 ™
| i Sl Ontat Al Cnkid s -
| resnese i ' 1 Y
Areptaves LU 4 '
e
| Compensaton Q i
antinimes
> Coatunes Cobw St Cuvent Aciup! Sacanmendeton  Prorty o, .
o e Omboad
’,," : L L ROMCADRN Stk My AYPIAT MY) 1% v Voorade T )
- 2 VALLATOM Vil My ) 13 say Onkood Y
\ AYPUAT YY) & v ppde T 3
) 1 ey Onkead Y
Saft X)) 1A v Wporade T 3 G/YRRSA DOJ 153005
w oan -y Onkoad A
1% v Upprade T 3 GO/YEASA DOJ 15wOVi2
-y Onkoad Y

Bl B Sebarred




Upgrading customers

Default: AY

* When upgrading customers in

DCS (UPYW,UPYJ, UOYW,UQY)) .
regrade type must always be = || |
INVOLUNTARY dd Regrade
g;ﬁaazg:egrade
» As per GOM, certain customer ;I:g;;:;fu
types (e.g. LUMO, PLAT) are firm v Fustomer
non-offloadable and non- e
downgradeable. Onload is also paogager
capable to recognize those Flight»
customers and they will never be 5:::::3'
actioned Restart

» Remain in Regrade Cabin can only
be used if "force majeure” as it will
not downgrade/upgrade customer
again.
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Applications

Mavigation Logoff Help

Messenger (0} © AY Customer (1) | AY Flight A¥131 (2)

Customer Identification Customer Selection SRSy (=0 BE el ELY

Manual Regrade

we AY131 06JUN HEL (2) # SIN Singapore Changi (1)
Acceptance Open

Customer

1

AY131 0eJuM  HEL-SIM

Select Customer(s): 1 |
O Salect customer(s) to regrade and requested seats. Regrade applies to flight AY131 only.

Regrade Details

Regrade Reason: Marketing or Sales Initiative | | Extra Information:

Regrade Cabin: |3 | Authoriser Ref;
Select Seat(s): | |

Regrade Typ

v

Involuntary
Rermain in Regrade Cabin




Staff Travel
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Staff Travel / ID Travel —

e J-clor Y-cl, SBY or confirmed (bookable)
Always check onload list at gate!
« Even when all ID customers are already accepted

« Some ID travel categories are entitled to travel in J
(even though already accepted in Y)
Cockpit and cabin jumpseat permission by authority of
the Commander

« JMP seats may be assigned to any ID categories if
permission from the Commander (not only flight/cabin }
crew)

GOM defines if ID is offloadable or not
Y-class overbooking upgrade order (AY GOM Annex A, 3.2)
1. LUMO, PLAT, EMER

2. GOLD, SAPH

3. ID customers
* No complimentary upgrades
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Staff Travel / ID Travel

Exceptions to the rules

» Always priority for staff with 60J/J60 SA status (regardless
of DOJ and travel class)

« All other J-status tickets have priority only when seats
available in Business — their acceptance to Y-class is always
by DOJ or onload code

* Whenever it looks like a customer with a J-class booking is
headed to Y-class, check their DOJ
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Background Information for ID travel

To clarify the main order in which the Business Class seats are allocated:

1. Customers with direct WL J-class booking 7. Bookable staff who have OK status booking in Economy,
2. Staff travel with direct WL J-class booking are entitled to an upgrade if seats available after airport
(13J/)13) upgrade sales. For example, oneworld Duty travel (38Y/J38)

3. Staff travel with Economy class ticket

waitlisted for upgrade to the Business class 8. SA staff leisure tickets in priority and DOJ order

1.60J/J60  Seniority (DOJ) order within the code 60

(13¥/113) ' o 2.61J/J61  Seniority (DOJ) order within the code 61
4. Customer with WL F.|nna|r Plus upgrade 3.62J/J62  Seniority (DOJ) order within the code 62
(processed automatically by AWC -37h before 4 g45/)64  Seniority (DOJ) order within the code 64
departure) 5.66J/J66  Seniority (DOJ) order within the code 66

5. Finnair deadheading crew (10Y/J10)

6. UPYJ sales if seats and meals available — you
need to check Onload List before selling
any upgrades!
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Weight Critical Flights

 If the number of ID customers accepted on a flight is limited due to restrictions on the flight's
weight/balance, all customers holding a standby ID ticket shall be boarded as stated in ANNEX A

3.1 regardless of the class entitlement on the ticket or listing.

* In such cases those ID customers having a cockpit or cabin crew jumpseat permit from the
Commander shall be boarded first. Only after that shall any vacant normal seat be given to other

staff per the weight limits.

FINNAIR
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Post-Flight Duties
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FPR Instructions (AY GOM Annex E 10) -

* Teletype FPR (Flight Performance Report) message is
used:

* As stationreport
« Forreporting irregularities

* FPR shall be sent by departure station handling agent
for every flight

 Different departments can send separate FPR messages
* FPR must be sent immediately after departure

« Turnaround-related errors and irregularities can be
investigated and corrected when properly reported in
FPR

e Correct use of FPR cuts down the need for further
correspondence
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How to access FPR reporting in Altéa?

Altéa CM

Applications = Teletype (TTY) =
1 Movement = 5 FPR (template)

Applications = Teletype (TTY) 2
1T Movement = 1 FPR (free text)
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Altéa FM

Applications = Cryptic Applications =
Teletype (TTY) = 1 Movement =
4 FPR (template)

Applications = Cryptic Applications =
Teletype (TTY) = 1 Movement -
1 FPR (free text)



How to fill in the FPR?

Standard FPR with required basic data shallbe Delay or any other irregularity (e.g., ground
operations, customer experience and care)

sent after every departure (even if no

irregularities)

CREATE FREE TEXZT TTY

Priority: QD
Send to: RFELRMAY

Send from: Copy to originator address: Y

FPR_(Message type optionall Double Signature:

0808/09AUG ARN

STD 1255LT, ATD 1254LT, DLOOZ/00MINS

BOARDING 1230-1245LT, DOORS CLOSED 1250LT

GATE 068 / BUS TRANSPORTATION: O

TOT PAL 095

AMOUNT OF CARRY ON BAGS REMOVED AT GATE:(
AGENT REPORT FORM OR LIP FILLED: O

EifFF AT GATE:MAARIA, SAMI

shall be explained

CREATE FREE TEXT TTY
Priority: QD
Send to: RFELRMAY

Page 1 of 2

send from: Copy to originator address: ¥
(PFH [Message Lype oprional) Uouble Signature:
AYO0002/07AUG LAX

“\\

STD 1930LT, ATD 2109LT, DLY93A/93MINS, DLESH/GMINS

BOARDING 2025-2100LT, DOORS CLOSED 2101LT

GATE 130 / BUS TRANSPORTATION: O

TOT PAYL 293

AMOUNT OF CARRY ON BAGS REMOVED AT GATE:7

AGENT REPORT FORM OR LIP FILLED: YES

STAFF AT GATE:MAARIA, SAMI, 0551
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Overbooking

« Always search for volunteers

* In VOL situations, always hand out Denied
Boarding Voluntary Notice

 In case no volunteers found, Altéa CM
onload list ranking shall be followed when
offloading customers

« Notice on Passenger Rights shall always be
available for customers
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Overbooking

« Detalled instructions for handling overbooking
situations at PartnerHUB Airport (new JAN2020)

« Compensation in accordance with EU regulations

« Compensation options
* Finnair voucher

 Money
* AY Plus points (if customer is already a Finnair Plus
member)

« Development work for more options ongoing

« Always fill in LIP checklist
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Overbooking Monitoring

Applications ation  Logoff  Help 18NOV19 08:28 . &
Default: AY Messenger (0) | AY Flight (1) | AY Flight (2) | AY Flight A¥12 (3) | AY Customer (4) | AY Flight AY1332 (5)
Search Flight  Overbooked Flight List  Zateaa]#: (g0 a1
Search ___AF1| - AY1332 18NOV LHR (3) * HEL Helsinki Vantaa (2) STD: 10:20
Shortcuts Acceptance Open Codeshare: AAS000,BAG032,CX141 3000 Gate: None Boarding: 09:40
Accept Group
Catering Figures FO | [Freesale Codeshare Show: [Combined Figures ||
Customer List AAS000, BABO32, CX1413, (74356,
Hight Contacts IL6840, QF4164, UL3201 —
Flight Update 18NOV19 0
Onload List Aircraft Default: AY Messenger (0) | AY Fight (1) | AY Fiight (2) | AY Flight A¥12 (3) | AY Customer (4) | AY Flight AY1332 (5)
Proactive Figures . - o . 5 5 .
Regrade List Config  Cabin Capadity Infant ~ 'seachFiight Gverbooked Flight List
Seatmap Arcraft L i/ - R P Search _____AFL| e 18NOV LHR (3) # HEL Helsinki Vantaa (2) STD: 10:20
Set Comments LHR-HEL 350 46 251 46 251 100 Shortcuts Acceptance Open Codeshare: AAS000,BA6032,CX1413ees Gate: None Boarding: 09:40
Menus Accept Group .
Acceptancer Availabilit Catering Figures Aarcraft
Ba I::] o ¥ Customer List Config Cabin Capacity Infant
ggager Availabilty | Est. Availability GLE/HE Cmess Arcraft  Reg 1Y 1Y quot
Compensation Flight Update
CUStOMErs 3 ¥ 3 ¥ Onload List LHR-HEL 359 OH-LWG 46 251 46 251 100
Disruptions LHR-HEL 12 -15 13 -10 EL';*::;‘:’LE;%'“”S Flight Status
Flight» I . Seatmap Acceptance  Boarding
Regrade, Onld» Total Acceptance Figures Set Comments LHR-HEL Open Not Open
Regulatory» Booked Accepted Standby Menus I
Seating» Acceptancer
Ticket 7 EMD» 1 Y Infant CBBG EXST J Y Infant CBBG EXST 1 Y e Aot LHR HEL
Joining  To HEL 34 266 1 25 197 1 9 Compensations 2h55
System LHR  Total 34 266 1 25 197 1 g |[customer Eapsed Time:
Refresh F5 Disruption»
Restart Subject to Load (Rebate Staff) Figures FRI:EI;rta::lefDnlm Scheduled:  10:20 15:15
Listed Accepted Standby Regulatorys Total Elapsed Time: 02h55
Seating»
1 ¥ Infant CBBG EXST 1 Y Infant CBBG EXST 1 Y Ticket / EMD» commentsIouHofFHE
Joining  To HEL 2 B [ FEFAESE 2SR
LHR Total 2 Refresh F5
Restart
Bookable Staff Figures
Booked Accepted Standby
] ¥ Infant CBBG EXST ] ¥ Infant CBBG EXST 1 b
Joining To HEL
LHR Total
Acceptance Flgurml [ Back l
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Overbooking Monitoring / Voluntary Denied —

| |
Applications  Device  Mavigation  Logoff  Help 18NOV19 09:43 ¢ K"
O a.r I | l g Default: AY Messenger (0) | AY Flight (1) | AY Flight (2) | AY Fiight (3) | AY Customer (4) | AY Flight AY1332 (5) __;?H
irch Flight  Overbooked Flight List  23[(s {8 G (s [ 11l 1) Voluntary Denied Boarding(YDB) Information §
| | = AY1332 18MNOV LHR (3) #+ HEL Helkinki Vantaa (2) STD: 10:20
System Acceptance Open Codeshare: AAS000,BAB032,CX1413ees Gate: None Boarding: 09:40
Refresh F5 | () Press Enter to update VDB information and recalculate number of VDB still required
Restart
Yoluntary Denied Boarding (¥DB) Prompt Parameters
] ¥ Mumber of VDB Required:
VDB Required  |No || w | Yes| | VDB Required Adjustment: 11
Number of VDB Found (On Flight):
Nurnber of VDB Found (Transferred): D
Total Number of VDB Still Required:
Multi-leg Parameters
Prompt Customers with Offpoint(s):
OffPoints Include
HEL
YDB Compensation and aAlternatives
Alternative 1:[PLS OFFER AY1344 DEP 1350 J |
> 4
ernative 2: | |
e
Alternative 3: | |
Alternative 4: | |
Alternative 5: | |
Exk
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Voluntary Compensations — Overbooking

eGift voucher

Finnair Plus points

CelEgey gl ez (for Euro currency country (for Finnair Plus members only)
residents only)
1 <1500 km 200 € 20 000 pts 125€
2 1500-3500 km 300 € 40 000 pts 200€
3 > 3500 km 500 € 60 000 pts 300€

Involuntary Compensations — Overbooking

eGift voucher Cash
Category Flight distance (rerouted arrival not later than (rerouted arrival not later than
2h*/3h**/4h**) 2h*/3h**[4h***)
1 <1500 km 350 € (200 €7) 250 (125€ *)
2 1500-3500 km 550 € (300 € **) 400 (200€ **)
3 > 3500 km 800 € (400 € ***) 600 (300€ ***)
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Compensation
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Compensation Process Flow —
(Overbooking: From agent’s point of view)

Customer Rerouting
Overbooking marked as done
happens “disrupted”in In Altea CM

AlteaCM (with Altea DT
or by Finnair

SR team) ‘ ‘

Customer Meal E-GIET
level vouchers

¥

F PLUS
POINTS

BANK
TRANSFER

Ground
transport

*) Option under development.
To be launched during 2020.
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Compensation Step-By-Step Instructions

Overbooking

1. Make sure customeris VOL or INVOL and
mark it correctly. This is needed for Altéea CM
to be able to calculate the correct

Compensation amount.

2. Disruptthe customer:

Disruption - Update disruption status -

Disrupted

3. Rebook the customer:

Disruption - Disruption Transfer - Denied
boarding (oversales) — compensation

authorization is automated

92 15.05.2023

Classified as Internal

AY Ground OPS | Rev.5

4. Issue Compensation according to the alternative
that the customer selects -
eGift, Finnair plus points, or bank transfer

5. Add customers email to the reservation:
Add service (SF9) - Service: CTCE - Passenger's
email address

6. Add OTHS information about denied boarding due
overbooking:

Add Service (SF9) - OTHS - Denied boarding due
overbooking/compensation issued



VOLI - Voluntary Change to offered
INVOL Rerouting

Add following remark in Altea CM to customer's PNR to
prevent automated compensation handling:

Add Service > VOLI (Service box)

Add OTHS comment about the reason of 2nd change and
any additional information about case thus helping
feedback handling afterwards
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Kiitos — Thank you!

Now It’s time to discuss,
ask questions, and find
answers together.
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