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JAS

Denied and Downgrading Compensation via Altéa CM

SAS has implemented denied and downgrading compensation via SK Altéa CM effective
since 010CT2019 at ARN, CPH and OSL. Stations using Altéa Ground Handling CM will be
implemented as well later and will be informed accordingly. Stations not using Altéa will
continue to use the existing ‘Compensation certificate’.

The system will automatically calculate the different compensation amounts based on flight
arriving times, markets and class travelled. It will issue vouchers via the regular boarding
pass printer. Vouchers will be handed over to the passenger advising the compensation will
be reimbursed via www.flysas.com/feedback. Here the passenger can choose between:

e Cash
e EB points

e SAS Voucher (value of the voucher is twice the cash amount)
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Below the basic flows:

Passenger Involuntary Denied Boarding — IDB (see screen shots)

1
2
3

6

Cancel accept - Not Travelling reason Denied Boarding.
Select CF2 Compensation.

Add compensation F11 Add reason involuntary Denied Boarding. This will
automatically Disruption mark the passenger and a Gift parcel icon will appear.

Select CF10 Disruption

SF6 Disruption Transfer passenger to a new flight. The replacement flight will now
be shown

Issue compensation (print voucher)

Passenger Voluntary Denied Boarding — VDB

(o & ) I e

Cancel accept = Not Travelling reason Denied Boarding.
Select Disruption CF10

Update Disruption status CF3

Change status to Disrupted

Select Compensation CF2

Authorize compensation, reason Volunteer for Offload. Gift parcel icon will be
added.

Disruption Transfer passenger to a new flight

Issue compensation (print voucher)
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Downgrading compensation

1 The passenger has been downgraded manually or via the Onload list.
2 Disruption mark the passenger

3 Authorize the compensation with reason Involuntary Downgrading

4

Issue compensation (print voucher)

Issue Compensation
1 Select CF2 Compensation

2 Select Issue Compensation F3

3 Select the flight to compensate first

4 Choose the replacing flight. Press Proceed and the system will calculate the
compensation amount

5 The compensation amount has now been calculated and shown; choose “issue and
print”
Print the voucher via Create

The compensation confirmation will now be printed from the boarding pass printer

Print Voucher at other location
It is possible to print voucher from any location. Choose “Issue and Collect at Another
Location”. To print:

Print AF10 = Print voucher with options SF3—>Print
Involuntary and voluntary denied boarded passengers arriving final destination

earlier than originally booked

1 Cancel accept 2 Not Travelling reason Denied Boarding
2 Disruption mark the passenger

3 Disruption Transfer passenger to a new flight

4 As the passenger will arrive earlier to the destination, no compensation amount will
be calculated, i.e. no voucher will be issued.

5 If passenger insist to have compensation although arriving earlier, hand over
Customer Contact Card and refer to www.flysas.com/feedback

Passengers wishing not to travel
Passenger who decides not to travel at all will receive the highest compensation amount
for the applicable flight/market.

1. Cancel Acceptance - Not travelling - Denied Boarding

2. Authorize Compensation = reason Involuntary Denied Boarding

3. Issue compensation = Indicate original flight both as flight to compensate and flight to
replace.
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Example screenshots

Involuntary Denied Boarding is a fact

Step 1. Cancel Acceptance
Status: Not Travelling
Reason: Denied Boarding
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Step 3
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Add compensation reason Involuntary Denied Boarding|

Step 4

PDT
= SKI416 2E5EP €PH (3) # ARN Stockholm Adanda (5} STD: DB:0D
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Passenger now automatically Disruption marked, and the authorized compensation is

indicated by a gift parcel icon.
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Step 6
Issue the compensation (CF2 -F3)
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ACCEDTENCH ODEn ‘Gate: None Location: 67 Boardng: 16:45

Bk THE Cabin S8 CEat  ACoept Baggage  Info

15 ME} 201 FILY v

Saka Customer(sl:| L |%) Bepand [5F2] 1 of 1 Selected
(0 select=d curtomers are acrepted. Proceed to add bags or select an action on the left.
Comnimedts out of CPH

Authorication

Pecic] Compen
Pastiunis aticws
Dt COMpertation F12
Pstvous tions

Tssiie

Lesupe Loum pensatan B2
Marage

Manage ksued 2]
Comiperisa tinn

Step 7

+ 5K1408 JESEP CPH (3) + RN Stockhoim Adanda (5] STD: 17:05
ALCEOTECE (08 ‘Gate: Mo LOGn: BF Roaring: 16:45

Sywtem Cystomer Ekg Tkt Cabin Gec Seat  Accept Baggage Info
Reestart 512 LARSEN Lars FIr L]
2 FI ¥
Select Customerislz|L (%] Bxpand [SF2] 1 of L Selected
1) Salect fight far compensation issuance requast.
Bight To Compencste
Fight Cate Board Point 5TD 5TA AhaiEtns
T ZLSEF ___ZFH 220 221 oo DoncdBoadng ]
seeci[l | 107 L sahated

Compansats Salact Mght froen b e 1
Onward Aghtis] Afecied: |Ho | w]|
Apphy AL Port AN




November 01, 2019

Step 8
Replacing flight in second step
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Step 11
Print the voucher via Create. No need to enter any information in the blank fields

Messerger [0 | 5K Custamer 5K (1) | Qustomer 5K (2) SKFONT(4) | SKFAQNCE) | Resenations (G | SK Custamer SK1406 (71
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Compensation Information
The compensation information is stored in both the CPR and PNR.

CPR Customer Product Record
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Cancel Voucher

1. Go via Compensation - Manage Issued Voucher
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3. Cancel Voucher (F7) and add a reason why

[T appications  Dewice  Bawigat e
Defaults SK Masserger [00) | 5K Custorer (1] | 5K Fight (2] | Resenetiors (3] | Resengtions [4) | SKFght SK573 {5} | SKFight SK420 (§) | 2K Customer (71
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PDT
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[Restart W07 piorder Codes S0
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Voucher status changed from Active to cancelled

5y
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PDT el Custunicr Uisq Ly yssspr e o ol P

Cancel Voucher 2
Cawstomner Srcount Detaiks
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Sah Cor Deryed Boardng mor,., Concelied TN |

How to filter how many and what kind vouchers issued on a specific flight
From a customer list use filter: Airline Voucher Details — Issuance reason.
Here you can specify the different voucher values

Dol ault: SK Muasserger [0 | 5K Custormer (1] | SH AR SK1018 (2}
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