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Introduction



Using Altea CM to handle customer care and compensations

The goal for the development is to make sure that all compensations, including customer care
vouchers and monetary compensation, would be done in one system (= Altea CM). This will increase
transparency (= to see afterwards how the case has been handled) and consistency (= to get all
stations to follow same process).

The changes and new capabilities in Altea CM have been introduced in phases:

/Phase 1 (instructions sent in Oct 2018): /Phase 2 (go-live 07 May 2019):
* How to mark customer as "disrupted” * How to authorise and issue monetary compensation on the spot by
* How to authorise and issue all service vouchers through Altea CM using:
» Meal vouchers * Finnair plus points
* Hotel vouchers » Eqift (electronic gift card)
« Ground transportation vouchers » Cash (bank transfer)
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What is the change in Phase 27 —_

Current state Future state

1. Monetary compensations are currently 1. Siebel compensation cards will no longer be used;
processed in separate system: compensation card all compensation options available via Altea CM
via Siebel or requested by LIP

2. Involuntary Downgrade and Delayed Baggage can

2. Currently no options for compensating Involuntary now both be compensated via Altea CM
Downgrading and Delayed Baggage in Altea CM

o _ o 3. Issued compensations present also in PNR
3. No visibility on issued compensation in PNR

4. (In)voluntary denied boarding and downgrading

4. Separate reporting of (in)voluntary and denied compensations issued in Altea CM automatically
boarding and involuntary downgrades feed into Revenue Management Optimizer
5. Restrictions for the use of egift for residents in non- 5. Egift available regardless of customer country of

euro currency countries residence (EUR/non-EUR country)




Current state

What is the change for the customer?

Future state

Different options to compensate has been
unclear (Finnair Plus points & eqift)

Monetary compensation done with
Compensation card, that requires separate
activation. Process variations between
stations.

Restrictions for the use of egift for residents in
non-euro currency countries

Customer is offered clear information about
monetary compensation options:

o Finnair Plus points

o e-gift value

o Cash (bank transfer)

Customer is compensated on the spot
assuming Disruption Transfer is used. In case
customer contacts Finnair afterwards, Finnair
CR is aware of what has been agreed.

Egift can be offered to all customers
regardless of country of their residence
(eur/non-eur country)




Compensation process



Compensation process flow from agent point of view

(example Overbooking)
- -

level vouchers
F PLUS
transport TRANSFER

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

Altea CM (with Altea DT
or by Finnair
SR team)

¥

*) Option under development.
To be launched during 2019.



New options in Customer compensation authorisation flow

FLIGHT LEVEL AUTHORISATION CURRENT OPTIONS. . .
When the compensation is valid

- Flight cancellation customer care for all customers on a specific

- Flight delay customer care (meal voucher/ hotac/ ground transportation) flight (such as meal vouchers in

- Missed connection (Hel arrival) case of delay), the authorisation

- Ground transportation should be done on flight level for

~ Hotel all customers.

CUSTOMER LEVEL AUTHORISATION
NEW OPTIONS

- Combined: Customer care (meal voucher/ hotac/ ground transportation) + Overbooking When only individual customer(s)
monetary compensation > NEW ® are affected, the compensation

7 DERERIeERS = NS should be authorised on customer

- Involuntary downgrade - NEW | |

- Other compensation evel.



Altea CM instructions

Overbooking / Denied Boarding
Involuntary Downgrade
Delayed Baggage



Overbooking / Denied Boarding

Before proceeding with the compensation, make sure that:

1. Customer is marked as “disrupted " in Altea CM

2. Customer is marked as "volunteer” in Altea CM in case of voluntary denied boarding
3. Customer’s acceptance status is Not travelling or Standby on original flight

4. Customer is rerouted to new flight(s) in Altea CM using Disruption Transfer

NOTE:

DBC-leaflet (denied boarding compensation) has been updated. Please use them to support the
search for Volunteers on overbooked flights

LIP Overbooking has been updated and need to be used only at Non-Altea Stations as all Altea
Stations mark the compensations by the following instructions in Altea where CR gets the
information



Disruption marking —_—
In order to compensate the flight and/or customer has to be marked as ”disrupted”
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Volunteer marking —_
Needed for Altea CM to be able to calculate correct compensation amounts

Messenger (1) | AY Customer (1) | AY Flight AY131 (2) | AY Fight A¥811 (3)

PDT Customer Identification JETATAE D

Defaiilt: AY Messanger (1) | AY Customer (1) | AY Fight AY131 (2) | AY Fight AYB11 (3)

PDT Customer Identification 8T TR B

VDB Promit
v AYBll 02APR HEL (2) + ARN Stockholm Aranda (2)
" AYELL 02APR HEL (2) + ARN Stockholm Aranda (2) Acceptance Open
Acceptance Open Shortcuts Customer BkgThiCabn  Sec  Seat  Accept!

Acceptance  F10 T 300N David Fir

Shortcuts Customer BkgTkiCabn  Sec  Seat  AcceptBaggage Info Add Bags F11 | - AYBI]  02APR HELARN =y on say

View Customer |7 T30m I Add Comment  F3
;. Dawd Add FOTY SF4

Hens | S AYBIL  OJAPR HEL-ARN Sl ool 154 W M Add Regrade  SF8

4 Add Service  SF9
Customery cancel Accept  F6
System Find Connection F9
Ristart 3F13 View Customer F7

View Links SF3

R Select Customen(s): 1
Acceptances  AF12
Baggages AF3 () selected customers are accepted. Proceed to add bags or select an action on the left.
Bags - bacesse AF2  Comments out of HEL

Compensations CF2 [ upcM 110EUR

Crews AFS - - -
Sekct Customer(s): e 4% e OFF PEAK LOUNGE AVAILABLE - ADT 39EUR CHD 1SEUR - LOUS - SCHENGEN
() volunteers are required for denied boarding. Confiem if customers wish to volunteer, L’I::;I‘.‘t':""“' 7 | customer Flags
Identifications AFB|l Update Disruption Status
(%) Customer rasponsa Non-Travellers CFS| oot volnteer Status 551
Payments CF
Printingr AFLO) Transfer
Common Fights For|p .o tomers Alternatives Regulatorys  OFB| o e . Default: AY Messanger () | AY Customer (1) | AY Fight AY131 (2) | AY Fight AY811 (3)
intesr . |originalFlght :AYE11 024PR HEL_ARN Ticket § EYD» AF6| Disruption Transfer o> m——
Fhl'l't m L = R Altarnative 1 : Travely AFD PDT Customer Identification JECIIITgvET] Add Customers to List of Yolunteer
[L_AYHID OJRRR HELARN & | 3 wstern
igemax ;j Susten = AvBI11 02APR HEL (2) + ARN Stockholm Adanda (2)
Mt:::m A Acceptance Open
Shematie 5 SyNIE LT

Restart 12 |1_iﬁm_r&-
Select Flghts: 1 10f 1 selected - AYEIL D2APR_HEL-ARN

2) Customer can be marked as
1) Volunteer question made volunteer later outside the checkin

Select Customer(s): 1

during the checkin flow flow 1 00 remov o Vs .
Choose Yolunteer Status

Volntary Densed Boarding Statws: - Voluntary Downgrade Status: -

Mot a Volunteer

Volinteer
Dechned
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Compensation can be issued after overbooked customer is transferred __~
by Disruption Transfer to a new flight
- Compensation options are present on Transfer Result screen

Another option is to retrieve the customer from the original flight -
choose Compensation menu in the Customer Display screen

Start from Compensation Menu (CF2) and
add Compensation Authorizaton (F11) E==
for the customer(s)

Choose compensation authorization reason
according to the case

e ———— Note! Both actual compensation and customer
care vouchers are bundled under one reason.

O rafresteq ar:  Transfer Information

14
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After authorizing customer level compensation
- Issue Compensation for the customer

Start from Compensation Menu
(CF2)

and Issue Compensation (F3)
for the customer(s)

< i

5 AY Fight AY1305 (3) | Reservations (4) | AY Fight AYBL1 (3) | AY Customer ()

Err e — %) Bt (s2)

(0 Select customets) for compensation issuance request,
Bight To Compensate:

Fight Date Board Porrt 5TD Authorsatons

Select: 00f 1 selected

Choose customer - this will bring the flights
into ”Flights to compensate”- box

Choose flights

@n‘xﬂr]-nlv;‘wlg:lrlf

8 o2 r B 6 F
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Select replacement flights so that correct compensation amount is
calculated

+ AYBLL O2APR HEL (2) # ARN Stockholm Arbnda (2)

Board Point 5TD STA

|  CUsTOMERCARE |
seectfi[ |

Compensation Details

10f 1 selected

Customer has OVERBOOKING AND
CUSTOMER CARE - compensation
authorized

Syst Customer BkgTktCabn  5Sec  Seat  AcceptBapgage Info
Restart r
24P HELARN Doy X
Select Customer(s); 1
Oi‘whaved\muedyoursdechun. Phaase refresh this soreen to retrieve the new information.
Flight To Compensate
Fight Date Authoreations

¥ PROJf,

Massenger (0) | AY Customer (1) | AY Fight A¥131 (2) | AY Fight AYS11 (3)

: ——————————— ]
fer Result Customer Selection  Compensation Customer Selection v e ey e v
+ AYB11 O2APR HEL (2) # ARN Stockhoim Aranda (2)

PDT

Customer Bkp Tkt Cabn Sec

| T JOAN Dawd Mr
L TN JAPEHELARN

Seat  Accept Baggage Info

IHOMY PRO.IR,

Select Customer(e): 1
() select flight(s) replacing the oniginal fight.
Qriginal fight: AYB11 Y 02APR19 HEL ARN-13:05 13:05
Replacement Flight{s) For All Selected Customers:

Fight: Date Board ot STD STA
1 Avsil PR HEL 1305 1305
 — 5 17— 1< . e |
Select fight(skp__ | 10f 2 selected

Choose replacement flights (= new TO-flights) on next
screen in order to calculate correct compensation
amount,

Pls note! Compensation calculation is done automatically based
on new flights and new arrival time.



Select the compensation method according customer’s choice and

select applicable customer care vouchers

Applications  Device  Navigation  Logoff  Help

19MAR1S 16:36 % " B

Default; AY Messenger (0) | AY Flight AY445 (1) | Reservations (2) | AY Customer (3) =1
PDT Compensation Customer Selection  Replacement Journey Selection e ViTeZ gl =i

 AYB05 20MAR HEL (2) » ARN Stockholm Arlanda (2)
Acceptance Open
Customer Bkg Tkt Cabin Sec Seat Accept Baggage Info
Manual Comp. T JOHN David Mr 5
* AYB0S 20MAR _HEL-ARN =Y(Y) 004 SBY éECDNOMV PRO%,
Restart

STD: 10:40
Gate: None Boarding: 10:10  Baggage: Open

1 Customer(s)

Listed Customers Information
Customer Delay : 16h3%

Select most adequate compensation for OVERBOOKING COMPENSATION AND CUSTOMER CARE
20MAR19.

Joumney Met : No

Compensation Entitlement

1) Choose the compensation

method:

1. DBC (VOL) EGIFT - move to next slide
2. DBC (VOL) FF POINTS slide 18

3. DBC (VOL) BANK TRANSFER - slide 19

Compensation description
1 DBC VOL EGIFT
Amount: 200.00 EUR Quantity: 1

2 DBC VOL FF POINTS
Amount: 20000 Miles Quantity: 1

3 DBC VOL CREDIT CARD
Amount: 125.00 EUR Quantity: 1
4 DBC VOL BANK TRANSFER
Amount: 125,00 EUR Quantity: 1
3 Item(s) not needed.

Select one:|2 1 of 5 selected

2) Choose needed customer care

vouchers:
* In case of overbooking Finnair will offer

Compensation description
1 TRANSPORTATION VOUCHER
Amount: 0.00 EUR Quantity: 1
|2 Ttem(s) not needed.

Select one: 2 1 of 2 selected

Compensation description Meal VOUCher.
' e * Note! Choose relevant compensation options in every
2 Item(s) not neoded. category. If not applicable, choose ”items not

Select one: 1 1 of 2 selected n eed ed 22 .

@ Entitlement Compensation description

caleufated. HOTEL VOUCHER
Compensation Quantity: 1
entitlement found.
|2 Ttem(s) not needed.
Select one: 1 of 2 selected

(%) Advanced Options [F2] Back

NOTE!

« Itis mandatory to always
mark given service
vouchers e.g. MEAL and
HOTEL in Altea CM
Compensation even if
handling agent is using
their own meal/hotel
vouchers



1. Compensation by egift voucher: DBC (

Vi Q)

POT IO

i bomy Selec tion i Monwrney Selaction

oAV SOAPR HEL [2) ¢ AN Soctholn Mangs (2)
Aceeotance Ogen

Cugtomer BepTACHN  Sec  Sewt  AccapeBagjaps b

10 1245
Grtes Mome faweng: (299 Baggeps: Comn

Marnsl Comp

T JOHN Dowd Me
e AVR11 Fi 0/ S 7 MY 28040,

Retat
Usted Qustomess information
Custorer Deby @ (thY)
() ekt most adequa L
02APR19.
Campenmation frtitosont
CRGRtGIton déscrgron
08 VO E6T

A

AND CUSTOMER CARE

Arnt: 200.00 BUR Quntty: 1

Egift voucher will be
automatically created and
sent to customer’s

email within 3 working days

DRC VO 1f POINTS
Amourt: 20000 Mhes Quntty: 1
08C VOU CREDIT CARD £ -3 5000M
M Nt 12500 EUR Quantey: |
7 DCVOL BARK TRANSFER |

Amount: 123.00 EUR Quantty: 1

Rum(s) ot seedod
Selct e ¢ 10 3 salected

Camparagtion descreien

TRANSPORTATION VOUCHER

Amount: 0.00 EUR Quantey: 1

Ram(s) hot seeded. J

Select onec 2 1 0€2 selected
Companegtion descrozin
OVER 4 WOUR DELAY VORCHER

= it is utmost important
that valid email address is
added and present in
customer PNR

Ameant: 17.00 EUR Quanary: 1
Tem(s) not needed. |

Select e 2 1 0F 2 wwiected

| G ettement Campenation destroron
| G L OTEL VOROER
1O camperen antey: 1

| entemary
Tem(s) not peeded. |

P m—

¥ 2aancad Qg

1 Customens)

Default: AY

PDT
Add Bags F11
Add FQTV SF4

Add Service SF9
Cancel Accept  F6
Find Connection F9
Find Customer F4
Flight Info SF10
View Customer F7
View Links SF3

Acceptancer AF12
Baggage» AF3
Bags - Excess» AF2
Compensation» CF2

Crew» AF5
Customer» CF4
Disruption» CF10
Flight» AF7
Identification» AF8
Non-Traveller» CF5
Paymenty CF3
Printing» AF10
Regulatory»  CF8
Seating» AF11
Ticket / EMD» AF6
Travely AF9

Syster

Restart SF12

VOL) EGIFT

e Navigation

Messenger (0) | AY Customer (1) | AY Fight AY131 (2) | AY Fight AY811 (3)

Customer Identification JEVSGC @ (a1 &G0

- AY815
Acceptance Open

Customer

02APR HEL (2) » ARN Stockholm Arlanda (2)

1 JOHN David Mr
- AYB15

02APR HEL-ARN

Select Customer(s) for Acceptance: 1

0 Customer Data Transfer is required for customer: JOHN David Mr.

Proceed to perform customer data transfer or change the customer selec

Cc out of HEL
Booking Service
Unmerge Booking Add Service

Comments
Add Comment

Update Comment
Details

Update Other Details
View Customer
Frequent Travellers
Add FQTV

Infant

A Ve

View Service Catalogue

Tracking
Track Customer

ENGI

Check/add

correct email address
for the customer

via Add Service 2

Service CTCE + add
email address to

Additional Description
field

| Messenger (0) | AY Customer (1) | AY Fight AY131(2) | AY Fight AY811(3) | Reservations (4)

L Customer Identification e =T ET ) [ rE——r—

#* AYBIS 02APR HEL (2) * ARN Stockholm Arnda (2)

Acceptance Open

Bkg Tkt Cabin  Sec Seat  Accept Baggage Info

[
[x Nika] écmmw PRO

h Customer
R||Delete Service  FO 1 JOHN David Mr

Update Service 8 H-AYBIS  (02APR HELARN
'|| view Catalogue
||| View Customer

tenus

Customen

System

Restart

Select: Customer(s): 1

() Enter services.
Special Services

Service  Service Description

Additional Description

1/CTCE .. PASSENGER IROP CONTACT INFORMATION E... fjohn. i rorr‘

Special Services Information Recap

18

L AYB15 02APR HEL-ARN




2. Compensation by Finnair Plus points: DBC (VOL) FFPOINTS

02APR19 09:39 ,¥ 7

Messenger (0} | AY Customer (1)

Default: AY
PDT

Manual Comp.

Restart

& Entitiement
calculated.

O Compensation
entitlement found.

19

Compensation Customer Selection

= Avs1l
Acceptance Open

AY Flight A¥131 (2)

AY Fiight AY811 (3)

Replacement Journey Selection gl \ala BE el l=gldid [ =114

02APR HEL (2) * ARN Stockholm Arflanda (2)

STD: 13:05

Gate: None Boarding: 12:35 Baggage: Open
Customer Bkg Tkt Cabin Sec Seat Accept Baggage Info
1 JOHN David Mr
Dk AYS11 02APR__HEL-ARN M &= v(v) 001 .4 éECONOMY PRO, B,

Listed Customers Information

Customer Delay : 04h25 Journey Met : No

O Selact most adequate compensation for OVERBOOKING COMPENSATION AND CUSTOMER CARE

02APR19.
Compensation Entitlement
Compensation description
1 DBC VOL EGIFT
Amount: 200.00 EUR Quantity: 1

2 DBC VOL FF POINTS
Amount: 20000 Miles Quantity: 1

3 DBC VOL CREDIT CARD 1-1500KM
Amount: 125.00 EUR Quantity: 1

4 DBC VOL BANK TRANSFER
Amount: 125.00 EUR Quantity: 1

5 1tem{s) not needed.

Select one: 2

Compensation description
TRANSPORTATION VOUCHER
Amount: 0.00 EUR Quantity: 1

1 of 5 selected

|2 Ttem(s) not needed.

Select one: 2
Compensation description
1 OVER 4 HOUR DELAY VOUCHER
Amount: 17.00 EUR Quantity: 1

1 of 2 selected

|2 Ttem(s) not needed.

Select one: 2
Compensation description
HOTEL VOUCHER
Quantity: 1

1 of 2 selected

|2 Ttem(s) not needed.

30/11/2021

1 of 2 selected

1 Customer(s)

Finnair Plus points - according to the
compensation amount received - will be
added to member’s account automatically the
following day.

> Points can be added to another account by choosing a
‘new FQTV card’ in the compensation screen =)

4 Compensation Customer Selection Compensation Entitlement JullTAE (B LI LD

Email address will be Automatically retrieved i o P s —
from customer’s Finnair Plus account L UL

:) Complete form for the creation of the compensation item.
h

Frequent Flyer Miles Credit Recording
Number of miles credited: 15,000 Miles

Choose from recorded Frequent Flyer cards:

@ Advanced

Flight Frequent fiyer card

Select FQTV:[ |

Or enter new FQTV card:

0 of 0 selected




3. Compensation by Bank transfer: DBC(VOL) BANK TRANSFER

POT

Marnsl Comp

Reitat

| G e
| e
1 O campersy

| enesmar

20

Vi Q)

e i Durtomy Selection A

Monwrney Selaction

oAV SOAPR HEL [2) ¢ AN Soctholn Mangs (2)
Aceeotance Ogen

Qugtomer

10 1245
Grtes Mome faweng: (299 Baggeps: Comn

BipTitChn  Sec  Sew  Accamiagppe b

T JOHN Dowd Me
I ";‘l" 1A up s

Fi 0/ S 7 MY 8040 |

Usted Qustomess information
Custorer Deby @ (thY) Joursey Net 1 N

Selact most adegun) L
O qauonio.

Camgarmnstin [rtitosont
Ganputiation dprion
D8C VO FGFT
Arnt: 200.00 BUR Quntty: 1

AND CUSTOMER CARE

DRC V0L ¥ POINTS

Amount: 20000 ks Qunty: 1
00C V0L CREDIT CARD £1 5000
ANt 125,00 EUR Quntey: 1

7 DCVOL BARK TRANSFER |

Amount: 123.00 EUR Quantty: 1

am(s) ot seuded
Selct e ¢ 10 3 salected
Campatagtion descseien

TRANSPORTATION VOUCHER

Amount: 0.00 EUR Quantty: 1

Rem(s) not seedod J

Select onec 2

Comparastion descrotn

OVER 4 1OUR DULAY VORCHTR
Anet: 17.00 EUR Quancry: 1
Tem(s) not seeded |

Select e 2 1 0F 2 wwiected
CGarmpansation destroken
WOTEL VORMER

antry: 4

Tem(s) not peeded. |

P m—

1 Customens)

Customer Relations will
send email to customer
within 3

days for bank account
details

- It is utmost important
that valid email address
Is added and present in
customer PNR

¥ 2aancad Qg

Default: AY

PDT
Shortc
Add Bags F11
Add FQTV SF4

Add Service SF9
Cancel Accept  F6
Find Connection F9
Find Customer F4
Flight Info SF10
View Customer F7
View Links SF3
Acceptancer AF12
Baggage» AF3
Bags - Excess» AF2
Compensation» CF2

Crew» AFS
Customer» CF4
Disruptionr  CF10
Flight» AF7

Identification» AF8
Non-Traveller» CF5

Paymenty CF3
Printing» AF10
Regulatory» CF8
Seating» AF11
Ticket / EMD» AF6
Travely AF9
Restart SF12

J

Messenger (0) | AY Customer (1) | AY Fight AY131 (2) [ AY Fight AY811 (3)
Customer Identification JEVRC @ e E1e

= AYB1S 02APR HEL (2) » ARN Stockholm Arlanda (2)
Acceptance Open
Customer
1 JOHN David Mr
- AY8B1S 02APR _HEL-ARN

Check/add correct
email address for the
customer via Add Service-->

Service CTCE + add emaill
address to Additional

Select Customer(s) for Acceptance: |1

) Customer Data Transfer is required for customer: JOHN David Mr.
Proceed to perform customer data transfer or change the customer selec

C out of HEL
oo s « Description field

Comments
Add Comment
View Service Catalogue

Update Comment Tracking

Details Track Customer
Update Other Details
View Customer

Frequent Travellers

Add FQTV
Infant
Add Il
2 Messenger (3) | AY Customer (1) | AY Fight AY131(2) | AY Fight AYS11 (3) | Reservations (4)
emo
Linking PDT (RTS8 6 T (V  Customer Acceptance-———— | 3 ervice Information
w AYBIS 02APR HEL (2) * ARN Stockholm Aranda (2)
3 Acceptance Open
View || g ortcuts - Customer Bkg TktCabn  Sec  Seat  AcceptBaggage Info
Regrac E’F';"“ ":’““ [3 T JONN David Fr i
pdate Service - AYBIS  02APR HELARN (Y] CONOMY PRO
Add R| |view Catalogue [ R0} é
Manu, || View Customer
tenus
Customer
System
Restart

Select Customer(s): 1
O Enter services,
Special Services
Senvice Service Description Additional Description

1/CTCE ... PASSENGER ROP CONTACT INFORMATION E... ]Uhn.dawd@gmal\.cnd

Special Services Information Recap

L AYS15 024PR_HEL-ARN |
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Overbooking / Denied Boarding
when customer has an onward
connection

Before proceeding with the compensation, make sure that:

1. Customer is marked as "disrupted ” in Altea CM on the first original flight

2. Customer is marked as "volunteer” on the first original flight in Altea CM in case of voluntary denied
boarding

3. Customer’s acceptance status is Not travelling or Standby on original flights

4. Customer is rerouted to new flight(s) in Altea CM using Disruption Transfer



Voluntary vs. Involuntary denied boarding compensation

Compensation agreed with voluntary
customer is a bilateral agreement with
customer and airline. Normal EU261 sums
are not applied.

Finnair policy is to offer voluntary customer
50% of the standard EU compensation of the
overbooked flight sector when searching for
volunteers.

Only this fixed VOL compensation amount is
marked in Altea CM’s Flight Info screen when
flight is overbooked.

Involuntary compensation sums shall not be
marked in Flight Info screen and never
communicated to customer when searching
for volunteers:

* INVOL compensation depends on
customer’s whole checked journey and
delay at final destination.

Customer communication KEY MESSAGE:

* Involuntary Compensation amount can only
be determined when rerouting is done and
system calculates the distance and delay at
the final destination.



Issuing compensation for customer with onward

connection

VOLUNTARY customer

Consider customer’s whole checked journey
(if on the same ticket) when issuing the
compensation:

« Always mark Onward Flight(s) Affected -
Yes

« Customer receives the compensation
according to their whole checked journey
—> Customer may end up receiving a larger
compensation than they were offered when
searching for volunteers. This is an agreed
company policy in order to simplify the
process for airports.

INVOLUNTARY customer

Consider customer’s whole checked journey
(if on the same ticket) when issuing the
compensation:

» Always mark Onward Flight(s) Affected -
Yes

« Customer receives the compensation
according to their whole checked journey
and the delay at the final destination - EU
standard compensation requirement is
fulfilled.

Airports will always consider customer’s onward flights (if on the same ticket) whether the

customer is VOL or INVOL.
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Compensation can be issued after overbooked customer is transferred __+
by Disruption Transfer to a new flight
- Compensation options are present on Transfer Result screen

Another option is to retrieve the customer from the original flight -
choose Compensation menu in the Customer Display screen

fampsnsrion Reason: SAERBOMKING COMPENSATISH AHD ELETONER CfE [ =] Camaansation Reassn: | OVESBOOKING COMPENSATION AN CUSTOMER CARE [v]

Preferred option: Continue from Transfer Alternative option: Retrieve the customer
Result screen = Compensation Menu from the first original flight = Compensation
(CF2) > Add Compensation Authorization Menu (CF2) - Add Compensation

(F11). The correct flight (first original flight) Authorization (F11). In this option agent

Is displayed by default. — needs to choose the correct flight (first 2

original flight.)



Usage tip: -
If it Is not possible to retrieve the customer from the original flight in
Customer application it can be done in Flight application = Customer list

Hezenger (D)

PBT Friter Pt
= Av438 190CT DUL + HEL Hakbrk Vantaa (2) STO: 14310
Accegtance Open Codeshare: AFIGA3E, EAGO4T TE38E= Gate: Rone  Boardrg: 14:00
tan Aditong infometnn
Restart i ) Cost s Dok 1GE ]-
5 o
G f not accepted cuftomens
- [ 15 sl Farw oncarage NP

Lt af al custoemers with all S5 and SK slements . AVEH, BLND, DEPA, DEPU, CKIN, NAAS, MEDA, MUSA, NUSL, OTHS, PEST, PETC, PLST, FOST, PRED,SPML, STCR, UNKR, WAST, WOHC, WCHR, WCHS, ..
B TR T T

o i b1
B —

) Selart @ custimes et

ReSAriE D omer List

To: w|  Custoenar Fte: [Jonng and Tran |
Cain:| | ]
. Mesenger (D) | Y customer (1) | AY Fiight A138 (2) @
Refivss Cuisliomss sty with Critesia —_—
Areior TdafEscula P Vilia S Customer List Sebection TR
1]ang [wfieads | =|Trenctwred cusomers (TP  [Fi0m thes fgnt (FR) v 150CT Ol # HEL Hesnk Vant (2) =T0: 14730
Acceptance Doen  Codestare: AFAGH3,BAGMHT, B3BE~- Gate: Mone Boardeg: L14:00
And | = [l - = Sebactad Lz A Costomens Humber s 1
Sebactad Fitere: (Transfamad Customen=FR)

SortBy Cusomer | w|  geder [scoding
[Trnsfered Cusomen=FR} From 7o EMg Cabh s Sest Actest Ter  ®ED DMC OAC Trnsfered To Tme

1 KULS] Kabe e o we @y 5 x CRUG NN AT4SE 1230510

Choose the filter Transferred Customers
and add the value From this flight

Compensation menu is available on the left

=) Expand [572]

Oome | | ek

(O Choosa ona of the actioas on tha left ta contisue.
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Afte

r authorizing the compensation

- Issue Compensation for the customer

dpghcstore  [eioe  Heegsbon  Logoff  Helo

Messanger (1) | AY Customer (1} | A¥ Fight AY7T (2)

PDT

30/11/2021

Ciistomist [entificatinn  Customes Seletion

S COMpensation Customer Selection g
Custamer Bk Tkt Cabn Sl gt Actept Bapgage Info
1 GARCIAVERCARA Davidetigenic

W ATLO82 HADHEL ] x T
E S HFLKEK ﬁ = » ECCHOMT AR D00, B ane
= EMIT Q90CT HAD-HR H
b LT 030CT  LHA-KED H
= T T KRT-HEL HX ECOROMY

BELFAD X 8 ECOMOMY

Select Customer(s): |
1 ¥ou have changed your slacten, Plesss refrach this soeen bo metrisye the s informastson,
Pght To Comprermate

Pl Data Board Pont 5TD aTA Authoesations
Il CYaLE (e HAL 20 15:53 W
SUSTOMER CAlE
2 BMST 00T MAD 10:55 12:15 =
1 s 1.0 e C
Sebeet:[ | 1 of 3 sebacted
Compensation Detaiks

Select the customer - this will bring the
flights into Flights to compensate box.
Choose the first original flight = Refresh

(@ Expard [5F2] 1 of 1 Sehected

Ext
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If the customer’s original routing includes a connecting flight, change
the selection to “Yes” in the Onward Flight(s) Affected drop down box.

This is very important as it will affect the correct calculation of the customer’s
compensation amount. In this example the customer’s original routing is MAD-HEL -
KIX. The customer is rerouted to MAD-LHR-KIX.

Apply At Port: The drop down box
shows the airport code of the
agent’s location (workstation ID). It
determines which airport’s
information is printed in the meal
voucher. It has no effect in the
calculation of the denied boarding
compensation amount. There is
generally no need to change this.

30/11/2021



Select the onward flight that was impacted by the rerouting - in this
example AY77 HEL-KIX

Daefault: AY

Wi s -,
PDT stomes Selection JeET 0l ampensation Customer Belection e LIRS

sl g Bl ThE Cabn LTS Geal Aocepl Bagpaps s
T GARCIAVERGARR
ey % Ao MED-HEL i ge:mﬂm'
Ll W2 (EOCT HELKDX : ECOHOMY EI000s Eanc

= pAET DSOCT MAD-LHR M
= RATD ROCT  LHR-ET L
A z T MRT-HEL ¥ ECOHOMY
He AYIER HEL-MAL ECOHOMY
Select Customens): | (7] Expand [5F2] 1 of 1 Selected

1) Disrupted Mghts AY1662 ¥ DDOCT1S HAD HEL-10:20 15:30,
Select, the mpacted onvard Mights,

g b inwward Fligh bs:

Fight Date Board Paint STO STA

E BT [T T B e ]
2 A1 23007 HEL 16:30 2015

smmt:ﬂ:D 1 of 2 calectad

(rooed) “ma
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Select the replacement flight(s). The correct replacement flight(s) are
preselected so there is no need to change the selection.

U::::;m.i;u.n?mfwmnm“” I
Sakect fightisifi= | st
— In the next screen agent
It is important to choose the whole replacement : gen
: ey - ) : : will see the Compensation
journey if it includes more than just one flight. In this Entitlement and can select
example the replacement journey consists of two the needed compensation
flights MAD-LHR and LHR-KIX. | b
items (same as slide 17).

29
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Involuntary Downgrade

* Immediate Involuntary downgrading compensation can be processed via Altea CM for customers:

- Holding a confirmed Business class fare ticket
—> Flying on Finnair Long Haul flight

* Immediate compensation is 600€ in value. Customer shall be advised to contact Finnair Customer
Relations in case he/she wants to check the real value of the downgraded compensation of the

flight coupon.
—> In such case the already paid 600€ will be counted as part of the total compensation sum (e.g. 75% value
of the coupon is. 800€: customer has received 600€ via Altea comp > CR will pay additional 200€)

* In case of invol downgrading on short haul flight, customer shall be advised to contact Finnair

Customer Relations for compensation.
- Please always advice cabin crew of the invol. downgraded customers by adding a customer comment in

OSL
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Customer must be downgraded to issue downgrade compensation

PDT Customer Identification &lttl'll!l' Arceptance Add Compentation Authorsatbon .

= AY1Z1 D2APR HEL (2) = 5IM Sngapore Changi (1)

Selact Customer(s): 1
() Select compensation reason that the customer(s) should be authorised for.

Flight Selection
Flight Date Board Pont  STD: 5TA Authorsations
AY132 19HAR SIN 23:45 05:45+1

0 6] n AT

RELiES

APH

Select: 2

@ Compensation Reason: <Selact Compensation Reason> e
<Select Compensation Reasons

OVERBOOKING COMPEMSATION AND CUSTOMER CARE
INVOLUNTARY DOWHGRADE

DELAYED BAGGAGE

OTHER COMPENSATION

Acceptance Open

Sheartcuts Cuskomer Bky Tkt Czbin Sar Seat Accept Baggage Infa
Del Auth. [T r CHIA Voonket Hs -
View Custamer . . CR N 29H [ BUSTE!
Menus 2 = KWANG Jaredzhy) Mr

Compensations *AY131  0ZAPR HELSIN = 1] BUSIHE!
Customers 1

System

Restart

VIR LINTARY DIAVHGRADE ]

1 of 2 selected

Choose Compensation Authorization reason
'Involuntary Downgrade'



32

Customer must be downgraded to issue downgrade compensation

Default: AY
PDT

ystem
Restart

s
HManual Comp. 51

Applications Device  MNawigation  Logoff  Help

Messanger (0} | AY Customer (1) AY Flight A¥131 (2)
b LT Customer Acoeptan

= Compensation Customer Selection  JEvTTa e TNV

= AY131 02ZAPR HEL (2) #+ 5IN Singapore Changi (1)
Acceptance Open

Customer Bkg Tkt Cabin SeC Seat Accept Baggage Info
1 CHIA Voonket Ms

S AYI3]  02APR HELSIN

o
I Y3 o0l 294 w BUSIHESS

Listed Customers Information

Customer Dely : Journey Met @ M/A
() select most adequate compensation for IVOLUNTARY DOWNGRADE 02APR1Y,

Compensation Entitlement
Compensation description
1 DOWNGRADE INVOL EGIFT

Amount: 800,00 EUR Quantity: 1

2  DOWNGRADE INVOL CREDIT CARD
Amount: 600,00 EUR Quantity: 1

I DOWNGRADE INVOL BANK TRANSFER
Amount: 600.00 EUR Quantity: 1

4 Item(s) not neaded.

Select the compensation method according customer choice.
The flow leads into swiping the credit card if cash compensation
chosen and printing of the vouchers (see slide 29)



Delayed baggage

Arrival service can handle delayed baggage compensation through Altea CM only.
Where arrival service has no Altea CM access, WT file will be created normally and customer is
asked to contact Finnair Customer Relations for delayed baggage compensation

The new basic level compensation amount is today 80€. Other compensations as in below table

Travel class / loyalty Cash Egift Points
membership
economy class: non- 80 EUR 130 EUR 15 000

Fplus members or
Finnair Plus Basics
economy class Finnair | 100 EUR 150 EUR 20 000
Plus Silver or OW
Ruby

business class 135 EUR 200 EUR 30 000
Finnair Plus Gold or
OW Sapphire
Finnair Plus LUMO, 170 EUR 250 EUR 40 000
Platinum, OW
Emerald




Customer has to be marked as disrupted
- Authorize Delayed Baggage- compensation

Applications

Mavigation

Logoff Help

Default: AY

PDT

“enus
ustomers
system
estart

SF12

Massenger (0)

AY Customer (1) | AY Fight AY131 (2)

AY Fight AYB11 (2)

i !Eii.l! 1 l-ﬂ | or ]‘-.Il (] || |
Customer Acceptance Jolaaele e R el Update Disruption Status ]

= AYBI1
Acceptance Open

03APR HEL (2) # ARN Stockholm Arlanda (2)

| Customer

"'l T JOHN David Mr
Y AYB11

03APR_HEL-ARN

Select Customer(s):|1

() select customers to update the disruption status.

Disruption Status
Status: |

Disrupted
Not Disrupted
Was Disrupted

Choose Disruption side menu
CF10

Update Disruption status F3 and
update the status

Mavigation Logoff Help

Default: AY

PDT

o AYB1L 03APR HEL (2) » ARN Stockholm Aranda (2)
[ Acceptance Open

Messenger (0) | AY Customer (1) | AY Fight AY131 (2) | AY Fight AY811 (3)

ptance Information s —— | § Acceptance Information | —————— |
ST  Acceptance Information Add Compensation Authorisation

Shortcuts | Customer Bkg Tkt Cabin Sec Seat Accept
Del Auth. F12 | T JOHN David Mr

View Customer [/ “- AYB11  03APR HEL-ARN @ Y(v) 001 154 [V
Henus =

Compensation» CF 2

Customer» CF4

System

Restart SF12

| Select Customer(s): 1

() Select compensation reason that the customer(s) should be authorised for.

Hight Selection

Flight Date Board Point  STD STA

Authorisations

—&eEn TIAPR — HEL 1305 13:05

Select:|1

(®) Compensation Reason: [<Select Compensation Reason>

<Select Compensation Reason>

OVERBOOKING COMPENSATION AND CUSTOMER CARE
INVOLUNTARY DOWNGRADE

DELAYED BAGGAGE

OTHER COMPENSATION

1 of 1 selected

Authorize correct
compensation reason

30/11/2021

34



Issue Compensation = Choose compensation option according to

the customer request

Massenger (0) | AY Customer (1) | AY Fight AY131(2) | AY Fight AY811 (3)

Default: AY
PDT a1 50 B Acceptance Information
Compensation Customer Selection JEeaEREETa ===yl

v AYBI1 03APR HEL (2) # ARN Stockholm Arlanda (2)

Acceptance Open
lenus Customer Bkg Tkt Cabin Sec Seat Accept Baggage Info
Manual Comp. T JOHN David MIr 7
System = Ayeil 03APR__HEL-ARN & v(Y) 001 154 [V éCDNDMY PRO

Restart

Listed Customers Information
Customer Delay : Journey Met : No
O Select most adequate compensation for DELAYED BAGGAGE 03APR19.
Compensation Entitlement
Compensation description
1 DELAYED BAG EGIFT
Quantity: 1
Comment: Value adjustments may apply - final amount will be displayed at issuance time.
2 DELAYED BAG FF POINTS
Quantity: 1
Comment: Value adjustments may apply - final
3 DELAYED BAG CREDIT CARD
Quantity: 1
Comment: Value adjustments may apply - final amount will be displayed at issuance time.

t will be displayed at & time.

4 DELAYED BAG BANK TRANSFER

Quantity: 1

Comment: Value adjustments may apply - final amount will be displayed at issuance time.
5 Item(s) not needed.

@ Entitlement

calculated.
Compensation

entitlement found.

1 of 5 selected

o r—

Please note that Delayed
Baggage compensation varies
based on customer value.

The correct amount will be
printed on the voucher.

30/11/2021
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Example of voucher document automatically printed after customer’s

preferred compensation option chosen

]j

.

COMPENSATION NOTIFICATION

THIS CARD ENTITLES THE BENEFICIARY TO:

Egift compensation for voluntary denied boarding
in below value will be sent to you by email.

For more information: www.finnair.com/compensation

EUR 200

ISSUANCE REASON:IDB

0000000000001
PRINTED BY: HELAY0020 AY33508

it

BENEFICIARY
KITLAKOSKI/KAISLA
FLIGHT FLIGHT DATE
AY451 30APR19

ISSUE DATE  EXPIRY DATE
30APR19 29APR20

voucHeEr 6480906752

™~

S

36

Compensation notification voucher for overbooking in case egift chosen.
Similar notification will be given if the compensation is given with Finnair plus points or bank transfer.

Customer copy



Example of voucher document automatically printed after customer’s
preferred compensation option chosen — Finnair plus points

1234567 8 910111213141516171819202122232425262728203031323334353637383940414243444546A4748495051525354555657585960616263646566676869707172

4 COMPENSATION NOTIFICATION -

-

BENEFICIARY
THIS CARD ENTITLES THE BENEFICIARY TO: SUKUNIMI/ETUNIMI
Finnair+ points compensation for delayed baggage FLIGHT FLIGHT DATE
in below value will be added to your account. AY451 30APR19

For more information: www.finnair.com/compensation
ISSUE DATE EXPIRY DATE
30APR19 29APR20
PTS 15000

voucHeEr 1112197632

ISSUANCE REASON:DPT

Gl

Compensation notification voucher for delayed baggage in case F+ points chosen.
Similar notification will be given if the compensation is given with egift or bank transfer.

0000000000011 I
.\\ PRINTED BY: HELAY0020 AY33508

e o e e e e R R e e e e e e e
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How to view given compensation later?



How to review given compensation later in PNR:

PNRs compensated with CASH will have new CMP element which can be viewed until PNR is purged

All PNRs - no matter compensation method- will have SK element where compensation can be checked, also
later from Altea CM

Rk e g 2 I b S S S S 2 g dh S S Sh Sh  db Ib  Sb Sb  db Sb (Ib Ib Ib Ib Ib Ib b I b b b b b b b b b b b b b S b b S S S i i S b 2 g g g g 4

-—-— TSM RLR DCS CMP ---
RP/SWI1G/SWI1GBQ430Q/731G/3230535 2APR19/05517 KYPXWJ
SWI1G2400/00001G/11NOV1S8

1.COMP/MEGHANMS 2 .COMP/HARRYMR

3 AY 132 I 19MAR 2 SINHEL FLWN

4 AY 131 I O02APR 2 HELSIN HK2 A2255 2 2355 1630+1 *1A/E*

5 AP HEL - FINNAIR - A

6 TK OK11NOV/HELAYOERS

7 SSR DOCS AY HK1 P/USA/11111111111/USA/09SEP88/F/09SEP22/COMP
/MEGHAN/P1

8 SSR DOCS AY HK1 P/USA/11111111111/USA/09SEP88/F/09SEP22/COMP
/HARRY/S4/P1

9 OSI YY CTCT SIN 1234567
10 FA PAX 105-1111111111/ETAY/11NOV18/HELAYOERS/19492351
/S3-4/P1
11 FA PAX 105-111111112/ETAY/11NOV18/HELAYOERS/19492351
/S3-4/P2
>SKDOWNGRADE INVOL CREDIT CARD VOUCHERNUMBER 3653945856 600EUR

See next slide

Entry for viewing full CMP
element: DSP/CMP/P1 >
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How to review given compensation later in Altea CM: —_—

CMP display from PNR
compensated with CASH will give
full details on given compensation

KK AR KA AR KR AR KA AR A A AR AR A A AR A AR A KRR AN A A AR AR A A A A A AR A XA A KKK

VOUCHER DISPLAY
1.COMP/MEGHNANMS

AY131 HELSIN 02APR19 / INVOLUNTARY DOWNGRADE

AY VOU1909115392
Cash Compensation VOUCHER

VALUE : EUR600.00
EMD : 1058209942695
STATUS : REFUND
EXPIRY : 01JUL19

ISSUED BY : HELAY0020 O02APR19 00Z

40

Voucher Management application in Altea CM gives full compensation
summary even after flight departed

I Customer CtrisH ]

Flght Ctri+F

Flight Monitor ctrl+Q

Crew CtrlsShift+C

Seatmap CtrisS Customer Account Details

Baggage CokG OULU Anna

Boarding Ctri+B Brovider Code: AY

Boarding Morétor CtrisD i rovider Looe:

Track Ctri+K

- ) . () select a voucher to view voucher details

Reservations CtrisR =

Teletype (TTY) CtrisT H Voudher D Category

Teletype Template Admin  C+Y 3653045856 Cash Compensation

My User ID Detals Ctrl+O

My Preferences Ctri+P

Messenger Ctrt+M 1 Select Voucher:

World Tracer CtrisW

Voucher Management Ctri+] Youcher Details

Mo t (MVT CtrieN e

Nemant fa/T) x EMD Number: 1058209942698 1

Set Default Camier CtrisF1

Operationalll 777TTFT ML 1T T s [ nes snann st s nne ST Voucher ID: 3653945856 Status: Active

Meassenger m Category: Cash Compensation Type: COMPENSATION CARD VOUCHER

Hotel . .

Disruption | () Enter Voucher ID or customer Account ID or Search Accounts cr | EXpiry Date: 05APR19 03:00 Creation Date:  04APR19 03:00

Aitline Setti|  Provider Code: AY . Original Amount: EUR250.00 Current Amount: EUR250.00

Departure ¢ youcher ID Printable: Yeas Re-printable No

Free Text £ :

Ten Teut Voucher ID: 3653945856 Voucher Printed: Yes
Non-Traveh
. Issuer Office ID: HELAYO0D20 Issuer Sign: 5180EH
Customer Account ID
Issuance Reason: OVERBOOKING COMPENSATION AND CUSTOMER CARE
Disrupted Flight: AY433 05APR19 HEL-OUL
Search Accounts Form Of Compensation: EMD

Authorisation Date: 05APR19 Authorisar: 5180EH

Authoriser Location: HELAYDO020



Q&A



Q&A New smart compensation

What is the right place to contact in case of system support?
» Please contact Finnair OSC help desk (open 24/7): +358 9 8185708

How do | know the correct compensation amount?

« Altea CM will calculate the correct compensation amount automatically. However, before issuing compensation (for example in
case of overbooking) make sure that:

1. The customer has been marked as "volunteer” in case of voluntary denied boarding.
2. The customer has been rerouted (either by yourself with Altea CM DT or by Service Recovery team: +358 9 818 31999)

« Delayed baggage compensation amounts are not shown on the screen as system adjustments take place and correct amount is
shown only in the voucher.

Where can | see paid compensations later?
* You can see paid compensations later in customer’s PNR.

If customer does not want Finnair points to himself, how do | proceed?

* ltis possible to change the Finnair plus account number during the compensation process through editing the compensation screen
where the FQTYV card is validated.

* Finnair Plus Family&Friends enables transferring points to another account free of charge. This is something customer can do by
himself after receiving points compensation on his own account.
—> https://www.finnair.com/int/gb/finnair-plus/what-is-finnair-plus



https://www.finnair.com/int/gb/finnair-plus/what-is-finnair-plus
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Q&A New smart compensation

| made a mistake, how can | cancel the compensation if needed?

« Compensation Notification can be cancelled via “Cancel voucher” functionality. This has to be done as soon as possible as report is
sent from Altea CM for CR handling every day at 3:15 GMT time.

+ Choose “manage compensation” - use "cancel voucher” -> insert reason for cancellation ( e.g.”compensation not needed”)

Can | modify the compensation sums in the Altea CM screen?

* No, you cannot. In case you have agreed to a different compensation e.g. with VOL customer, mark information in PNR and send
Agent Report Form (www.finnair.com/agentform).

How soon is the money on the customer’s bank account?

» This depends on the country and bank customer is using. But we will contact customer by email within 3 working days after the
compensation notification has been given to customer and ask for bank details in order to process the payment. Due to GDPR the
bank account details are always asked via secured email connection.

How soon does the customer get the points or egift compensation?
« After compensation notification is issued for customer the compensation should be processed for customer within 3 working days.

What if the customer does not have an email address?

» If customer does not have an email, station shall send report via Agent Report Form and include in the report customer’s phone
number and/or home address so CR can contact customer either by phone or by a letter.
Agreed compensation shall be included in the report and the reason for the compensation to be paid.

30/11/2021
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Q&A New smart compensation

Customer is asking for compensation to her own credit card, can | do that?

* Monetary compensation to customer’s own credit card is an option that will be available later. HEL HUB is piloting this functionality but it
Is currently not available for other stations.

If a family wishes to have one big egift, instead of several small egifts, what should | do?

» Please proceed as usual, issue separate egifts and notify CR of customer’s wish with Agent Report Form. Include PNR details in the
message.

Is ID staff traveller entitled to compensation for delayed baggage?
» ID staff is entitled to same compensation as normal customer. If the baggage is delayed when returning home, no compensation is paid.

If the customer refuses the compensation, what do | do?
» Please ask the customer to contact Finnair Customer Relations. It is also important to add this information in the PNR:
Add Service > OTHS: "Customer refused all compensation options and will contact customer relations”.

GOOD TO KNOW:
In Overbooking situations customer is entitled to OD (Origin-Destination) compensation.

« ARN-HEL-BKK (ARN-BKK is over 3500km) and ARN-HEL flight is overbooked. Customer is entitled to 600eur compensation if
customer is INVOL and arrival time at BKK later than 4hrs than the original STA.
In case customer is VOL and/or delay in BKK less than 4hrs than STA, customer is entitled to 300eur compensation
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