
B T  G r o u n d  O p e r a t i o n s
M a r c h ,  2 0 2 3

AIRBALTIC PASSENGERS 
HANDLING 



 CLC operational issues
05:00 – 18:00 UTC
E-mail: BTclc@airbalt ic.com
Phone: +371 6720 7401

 DCS Support Centre + CLC Supervisor
24/7
Phone: + 371 2944 2260
SITA: RIXKHBT
E-mail: CLChelpdesk@airbalt ic.com

 Outstation helpdesk– for irregularit ies
24/7

Phone +371 6728 0440

E-mail: atoirr@airbalt ic.com

 Security (office hours 9-18)
Mobile: +371 2561 4431
E-mail: security@airbaltic.com

 Operations Control Centre
24/7

Phone: +371 6720 7206 
E-mail: Opscontrol@airbaltic.com

 Travel document check (05:00 – 00:00)
Phone: +371 67130810
E-mail: traveldoc@airbaltic.com

+371 28603096

OPERATIONAL CONTACTS



 In case of emergency immediately inform:
airBalt ic Operations Control Center (OCC) 
Phone: + 371 6720 7206
Mobile: + 371 2911 3413
email: Opscontrol@airbalt ic.com

 Ensure local authorities are informed

 Secure all  available documentation about the fl ight and send to email or fax

 DO NOT give any statements to media

EMERGENCY RESPONSE 



PASSENGER HANDLING 



 Air Balt ic offers online and mobile
checkin, as well as kiosk opt ions

 An average of 85% passengers use
self-service channels

 Airport check-in at the desk

CHECK-IN OPTIONS



INFORMATION TO PASSENGERS 
 AirBalt ic logo
 DG information / security questions
 Baggage policy info ( if allowed to placed on desk )

SERVICE
 Qualif ied staff in uniform
 Personal attention to each customer
 Separate desks for Business (always open) and Economy
 Screen logos by air l ine

CHECK IN DEADLINES

 Open 2h before, close 40min before STD economy and 30min – business ( or as
agreed ) 

CHECK IN POLICIES, REQUIREMENTS



 Stock materials as per GOM procedures;

 For stock orders contact: CLChelpdesk@airbalt ic.com

 For new station will be sent with 1st f l ight or as arranged

by Area Station Manager  

MUST HAVE MATERIALS



CUSTOMER AT THE CHECK-IN DESK: 

 Meet the passenger

 Identify passenger

 Travel documents (val id passport; visa, if required)

 Flight documents (e-t icket, boarding pass)

 Seat allocation

 Boarding pass issuance

 Baggage acceptance

 Dangerous goods (DGR) quest ions

 Is this your bagagge?

 Have you packed your baggage yourself? 

 Have someone given anything to take on board your fl ight?

PASSENGER CHECK IN



ECONOMY 

GREEN

ECONOMY 

CLASSIC
BUSINESS 

CABIN BAG YE S  YE S YE S  

CHECKED BAG €
YE S

1 P C / 2 3 K G S  

YE S

2 P C / t o t a l 4 6 K G S  

SPORTS EQPM NT € € YE S

PRIORITY CHECK IN N O YE S YE S

FAST TRACK N O N O
YE S

(  w h e r e a v a i l a b l e )

SEAT RESERVATION 

FREE OF CHARGE
YE S YE S YE S

AIRBALTIC FARES



AIRBALTIC CLUB CARDS 

Digital cards (in pins app) Club Apple Wallet and Android Passbook cards



AIRBALTIC CLUB TIER LEVEL BENEFITS

R U L E S  A N D  B E N E F I T S  CLUB EXECUTIVE VIP

A D D I T I O N A L  B E N E F I T S  

Advance sea t reques t on l i ne - - F r e e

Seat se lec t ion on l ine c / i - - F r e e

P r io r i t y c / i  w i th bas ic t i cke t - Ye s Ye s

Secur i t y  f as t t rack - I n R i g a I n R i g a +  1  g u e s t

Lounge Access - -
Ye s +  1  g u e s t a n d c h i l d re n u p

t o  1 2  y r s

2nd  cab in bag f ree o f charge - - Ye s

Heavy cab in baggage - Ye s Ye s

C H E C K E D  B A G G A G E  A L L O W A N C E  

Green - + 1  i t e m u p t o  2 3  k g -

Green  C lass ic - -
+ 2  i t e ms  u p  t o  4 6 k g ;  + 1 p i e c e  

o f  s p o r t s e q p mn t

Bus iness  - - + 2  i t e ms  u p  t o  4 6 k g ;



 If  CKBG remark displayed in “Info” sect ion – passenger has prepaid baggage;

 If  CKFE remark displayed in “Info” sect ion – airport check-in is FREE of charge;

 If  FAST remark displayed in “Info” sect ion – Fast Track applicable;

 If  PRIO remark displayed in “Info” sect ion – Priority check in and bag drop applicable;

 If HAND remark displayed in “Info” sect ion - Heavy hand baggage 12kg;

 If  UPGR remark displayed in “Info” sect ion – passenger has prepaid Upgrade to C class
at Web Ckin;

 If  there is the remark of special baggage in “Info” sect ion, e.g.,  WEAP, SPEQ, etc.,  it  
means - it has been paid for;

REMARKS IN CUSTOMER SCREEN 
INFO



 Child CHD 2-12 years of age; accompanied by adult

 Infant INF 0-2 years of age; accompanied by adult

 Unaccompanied Minor UMNR child 5-11 years / 12-17 optional;  travell ing alone

 Passengers with reduced mobility and special needs – WCHC, WCHS, WCHR, DEAF, 
BLND, DPNA

 Medical transportation - stretchers NOT available. MEDA, Pregnant passenger
restr ict ions, oxygen restr ict ions

 DEPU, DEPA, INAD - acceptance and check strict ly according to BT procedures

 Unruly Passengers

 Staff/ID passengers

PASSENGER CATEGORIES



UMNR

 Special form to be fi l led (separate for each UM)

 Inserted in UM BT wallet and placed with UM seeable

 Accompanied to/from gate to UMNR’s meeters

PASSENGER CATEGORIES



PREGNANT PASSENGERS 

PASSENGER CATEGORIES



 DISABLED PASSENGERS AND PASSENGERS WITH REDUCED MOBILITY 

 BLND – blind passenger

 DEAF – passenger, who is deaf or deaf without speech

 DPNA – disabled passenger needing assistance

 WCHR – passenger requires wheelchair to/from aircraft

 WCHC – passenger requires wheelchair to / from the aircraft,  and needs to be 
carried up or down the steps and into or from cabin seat

 WCHS – passenger requires wheelchair for distance to / from aircraft . Must be carried 
up / down the steps, but is able to make his own way to / from the cabin seat

PASSENGER CATEGORIES



UNRULY/INTOXICATED PASSENGERS

 Monitoring during the boarding

 If evaluated as unruly – respective of possible causes, medical personel to be called
for examination

 Make sure unruly passengers are stopped before boarding

PASSENGER CATEGORIES



ANCILLARIES



ANCILLARIES/PRODUCTS

PRODUCT 
CHARGE PER 

DIRECTION

CHECK IN  FEE €

CHECKED BAG €

HEAVY BAG €

SPECIAL BAGGAGE €

PET IN  CABIN €

PET IN  HOLD
€

UPGRADE AT CKIN €



 Check-in fee is applicable for passengers using airport check-in for airBaltic operated regular flights

 Check-in fee does not apply to passengers checked in via airBaltic Web, Mobile or self-check-in 
services and dropping baggage at the airport. Checked-in passengers requiring a Boarding Pass reprint 
also shall not be charged

CHECK – IN FEE



EXEMPTIONS OF CHECK IN FEE

 Passengers with CKFE and PRIO remarks, as well as C class passengers

 VIP and Executive airbalt ic Club members ( if no CKFE – card must be presented ) 

 Codeshare passengers

 Group PNRs ( G booking class ) 

 Interline transfer passengers

 Involuntary rebooked passengers

 Passengers with special services/assistance, medical requirements and MEDA 
passengers

 Passengers with infants and children booked separate from their parents

 Passengers with identical name/surname in one PNR (technical ly not possible check in
online) 

 ID/AD ( staff ) passengers



 Upgrade shall only be offered to f l ights where Business class seats are available.

 Upgrade to Business class enti t les passenger to:

 Business c lass check- in  f ree o f  charge;

 Business c lass lounge;

 Pr ior i ty  board ing;

 Seat ing in  f ront  o f  cab in  wi th f ree seat  next  to  passenger ;

 Meal  on board 

 Upgrade Does Not inc lude extra  baggage a l lowance.

 After collect ion of payment Upgrade to Business Class shall be performed in Altea DCS 

via Manual Regrade funct ionali ty. Regrade to C cabin reason Market ing and Sales 

Init iative shall be indicated.

 Pre-defined comment PAID UPGRADE need to be added in case of upgrading 

passengers;

SELLING UPGRADE AT CHECK-IN



 ***STAFF*** for C class staff to be printed on BP

 NOT PAID UPGRADE used for Flight Oversold Upgrade to be printed on Onboard Service 
List;

 PAID UPGRADE used when Upgrade is sold at Check-in counter, to be printed on 
Onboard Service List;

 STAFF UPGRADE used when Pilots are Upgraded to C class, to be printed on Onboard 
Service List;

BT SPECIFIC PASSENGER COMMENTS



BAGGAGE HANDLING 



Each passenger except infants may carry cabin baggage under following circumstances 
all airBalt ic f l ights:

 1 cabin bag (55x40x23 cm) + 1 personal item (30x40x10 cm) 
with a Basic or Premium ticket;

 2 cabin bags (55x40x23 cm each) + 1 personal i tem (30x40x10 cm) with a Business 
ticket or airBalt ic Club VIP card.

HAND BAGGAGE POLICY



Piece Concept

 Each bag remark CKBG 1pc grants up to 23kg allowance

 PC1 = 23KG

 PC2 = 46KG

 PC3 = 69KG

 Maximum allowance for comercial passenger - No limits

 airBalt ic staff al lowance – 3 bags, Other airl ine staff allowance – 1 bag;

 Baggage weight summing up is allowed within 1 PNR;

Heavy baggage fee

 Heavy baggage – weight from 23kg up to 32kg

BAGGAGE PIECE CONCEPT  



BAGGAGE ALLOWANCE

Checked baggage Cabin baggage combined with personal item



 Excess baggage calculator will be activated only in situations when payment need to 
be collected.

 Excess calculator will not be activated i f ;
 Baggage allowance is included in ticket; 
 EMD is issued for excess baggage;
 Baggage is prepaid in web page.

 Excess calculator will be activated i f ;
 Baggage in not prepaid and not included in ticket. In this scenario payment needs to be collected 

according to BT policy

BAGGAGE ALLOWANCE IDENTIFICATION



 Pax without baggage allowance

 If bag is added system will insert $ sign!!

 Baggage must be PAID or WAIVED 
 (system will not allow pax to board with $ sign )

BAGGAGE ALLOWANCE IDENTIFICATION



 PAYMENT (Use Bag Receipt ) must be recorded in system with invoice / receipt or BT 
baggage cpn Nr. as shown below:

 Enter Invoice Document number, please use same number as in sales report, record 
payment.

 Baggage WAIVING (Waive Excess) is allowed only is cases l isted in “Reasons for waiver ’’

BAGGAGE PAYMENT



 Sporting equipment

 Bike, Golf,  Skis, Snowboard, Scuba, Fishing equipment, Windsurf equipment, 
Surfboard, Kite board, Ice hockey equipment (2 baggage pieces - 1 bag + st icks 
(several st icks permitted)

 Weight allowance 23kg (except for bike 25kg) 

 CBBG

 Musical instrumets

 Fragile items

 Weapons (WEAP)

 Ammunition separately from firearm and not exceeding 5kg 

 Bulky items

 Any baggage dimensions exceeds L100xW50xH80 

SPECIAL BAGGAGE 



 When accepting special baggage (SPEQ, BULK, BIKE etc.) always select Yes in the Is 
this a special bag? f ield.

SPECIAL BAGGAGE



 Pooling only within one PNR

 Add transfer pax bag tags at gate if missing

 Accept bag til l  f inal destination even if IATCI fai ls

 Accept bag til l  specif ic dowline station

 In case collecting payment: Pay Excess and mark invoice number

 Able to Waive excess if required (select correct reason)

BAGGAGE ACCEPTANCE PRACTICES 



 PETC – Pet in Cabin

 AVIH – Live Animal in Cargo hold

 SVAN – Passenger with Service Animal in cabin

 Only cats and dogs are accepted in passenger baggage

 Acceptance checklist of Animal has to be fi l led, stickers

used: 

ANIMALS ON BOARD 



 Only Baby trol leys and WCH is counted as DAA Baggage!

 DAA bag is checked in as regular baggage using the manual DAA tag. 

 Tag number and weight must be reported in DCS.

BAGGAGE – DAA PROCEDURE 



 CREW, RUSH baggage accepted in hold at check-in counter using Baggage 
aplication;

 System Bag tag with CREW/RUSH indicator;

BAGGAGE – CREW BAG, RUSH BAG



 Report in World Tracer

 NO cash compensation on the spot.

 Info update about the progress 

 Information to passengers/ leaflets

 Poster for passenger to use online fi le creat ion

BAGGAGE IRREGULARITIES 



FLIGHT IRREGULARITIES 



 In case of irregularity, instructions will be given by BT Outstations Coordinator Team

 The traff ic irregularity shall be announced as soon as possible and not later than 15 
minutes prior – reason and durations of the irregularity shall bee announced

 Passengers should be informed of the reason and durat ion of the irregularity at 
least every 30 min

 AirBalt ic representative shall be available at gate or check in (or both, if check in
st il l open, but some passenger checked in already) 

 Information of where are the meal vouchers handed out ( if applicable ) to be shared
to atoirreg@airbalt ic.com

FLIGHT IRREGULARITIES 

*Care as per GOM and Outstat ion Coord inator team instruct ions
*Cal l Centre 24/7 Helpl ine for passengers +371 672 80 422
*Ir regular i t ies Helpdesk 24/7 contact Superv isor



 Involuntary passenger rebooking and e-ticket reissue will be done by airBalt ic Outstation
Coordinator team.

 Passenger I t inerary with new fl ight detai ls will be prepared and sent directly to 
passengers E-mail or Mobile device. 

 Ground handler must provide passengers with actual information, meal cards, hotel 
reservations and ground transportat ion according to airBalt ic Outstat ion Coordinator team 
instruct ions.

FLIGHT IRREGULARITY HANDLING



 Upgrade is done by Gate agent according to Customer l ist -17 Upgdare Priority

 For oversale upgrades to C cabin use Predefined comment `NOT PAID UPGRADE` to be
printed on ONBOARD Service List;

FLIGHT IRREGULARITY HANDLING



 In case of irregularity, wait for Instructions from RIX Irregularity Coordinator team

 General guidelines and act ions to be taken will be added in Flight Information screen

FLIGHT IRREGULARITY HANDLING



 Volunteer search is a must

 Flight banner with compensation amount* applicable will  be assigned by BT RIX:

* the amount of fered for Volunteer may be increased at the gate ,  p lease see the Fl ight  comments.

 Assign voluntary customer in dcs:

Customer Services > Update Volunteer status

Select  Voluntary Denied boarding status as Volunteer > Set  :

FLIGHT IRREGULARITY HANDLING



 After Volunteer passenger is off loaded
Volunteer Denied boarding form need to
be completed by passenger and agent,
passenger phone number and signature
need to be collected.

 Received data need to be added to
Customer record in DCS as Add
Comment.

DENIED BOARDING PROCEDURE 



 If you need to deny boarding:

 Check the passenger in

 Then Cancel Acceptance: set status to Not travelling – Denied boarding

 Always choose correct reason when canceling acceptance.

 !!! Always Onload or Offload SBY before complete boarding

DENIED BOARDING PROCEDURE



MANUAL CHECK- IN 

PREPARE USE
INFORM ATION TO BE 

COLLECTED 

S e a t p l a n

L i m i t e d  re l e a s e t a g s ,  

b a g g a g e  t o  b e c h e c k ed i n

t i l l  f i n a l d e s t i n a t i o n

S u r n a me / N a me

B o o k e d p a s s e n ge r l i s t

M a n u a l b o a r d i n g p a s s e s

( i n f o r m s e c u r i t y       a n d

b o r d e r c o n t r o l )

A D L / C H D / I N F

P a x  w i t h s p e c i a l s e r v i c e s
b o o k e d

C l a s s o f t r a v e l ( C / Y )

P a x  w i t h o n w a r d f l i g h t s S p e c i a l s e r v i c e ( m e n t i o n )

N u mb e r a n d w e i g h t o f b a g s

B a g g a g e  t a g  n u m b e r s ,  o n w a r d

f l i g h t s a n d f i n a l d e s t i n a t i o n o f

b a g s

Phone nbr. BT Irregularities Coordinators: +371 672 80 440



 Customer claim forms can be found on BT Ground operations web site

 AirBalt ic Customer relations handle claims for passengers after completion of travel.

 Customers are welcome to submit all claims via www.airbaltic.com

 In case of irregularit ies please hand out BT leaflets of assistance

CUSTOMER RELATIONS



DIVIDERS AND SEATING 



 Mandatory seating rules set in BT seatmaps

 Seatmap configured according to safety regulations (CHD, INF, UMNR, WCH*, DEPA 
etc. restrictions) 

 Jumpseats – available (confirmed with Captain and CLC)

 Seats blocked/changed manually by CLC due to W&B 

 Dividers monitored by BT CLC and outstations

 DIV change can be requested to to BT CLC ( +371 67 207 401 )

 Info to cabin crew about divider posit ion before boarding (C/Y seats), i f requested

 In business class middle seats are blocked for comfort

DIVIDERS AND SEATING 



 A220 – 300

SEATMAP



 Children, Infants and Unaccompanied minors may not be seated in Emergency and
exit row seats.

 For the comfort of Business class passengers it  is advised to seat children and 
infants booked in Economy class in the middle and rear part of the economy cabin

 This general recomendation does not apply to «C» class pax

Sample seatmap with targeted zone for infant and children seating

CHILD SEATING 



BOARDING 



 Gate ready for boarding -40min STD

 Announcement as per BT GOM

 Pre-boarding in bridge or bus where possible

 Boarding of special passenger groups ( UM, Escored, PRMs )

 Priori ty lane, where airports infrastructure allows that

 Passengers boarded by scanning their boarding cards

 Re-print boarding card, i f seat changed and alarmed during boarding

 Passport check only, if required by local authorit ies (not requested by BT from EU)

 Gate has to be closed according to local deadlines if no other information given;

 Missing passengers to be cancelled from fl ight and bag tags reported to ramp staff
for bga off load no later than -10min ETD

BOARDING 



If an automated boarding announcement is used, it shall contain:

 Greeting

 Information about boarding procedure

 Flight number and destination

 Invitat ion to C class, VIP and Famil ies with small children to board at any t ime

 Local and English languages to be used only

BOARDING 



BOARDING

 Boarding starts -30min ETD

 Prepare for boarding

 F9 Ineligable to board list (issues, gate comments etc)

 Specials (No. 3 and No. 6)

 Standby list (No. 10)

 Possible incoming pax list (No. 7)

 Baggage details (No. 5) etc.

 Crew Information: will be obtained by themselves via acars

 Divider Position

 Cheked in pax number C/Y

 Pax with service codes MEDA, WCHS, UMNR, etc

 Upgrade passengers

NOTE! Passengers whos bags will not be waived or paid (if applicable) will not be possible to 
board.



BT CUSTOMER LIST 



STAFF PASSENGER HANDLING 



 Priority codes in 95% cases come from booking

 If Onload / Regrade priority info is missing, use codes with applicable cabin:
C or Y

 For Bookable staff Regrade priority is 04

 For Space Available staff Regrade priority is 03

 Codes can be found in: GOM Chapter A.4.7

STAFF PASSENGERS



 To ensure that correct information is delivered to Commander, Gate agent has to 
print passenger l ist 11 – Staff.  Collect information from staff  passengers with SBY 
status:

 Company (BT or other airline);
 Position*;
 Date of employment;
 For non-employee passengers* - relation with Staff (mother, children, friend etc.)

*Staff ID card is not mandatory to be presented at the gate.

STAFF PASSENGERS 
ACCEPTANCE IN JUMP SEAT



 Captains and First Off icers traveling on any of airBalt ic f l ight as staff on duty or leisure 
may request and may be upgraded free of charge , if :  

 Presents themselves at the gate in ful l airBalt ic uniform: 
 Presents a Crewmember certi f icate:

 Upgrade to Business Class shall be performed in Altea DCS via Manual Regrade 
functionality. Regrade to C cabin reason Staff shall be indicated.

 Pre-defined comment STAFF UPGRADE need to be added;

UPGRADE FOR PILOTS 



COMMUNICATION CHANNELS 



 Electronic avalabil ity https://groundops.airbalt ic.com/

 Only for BT and authorized partners;

 Username, Password is unique for each station.

ACCESS TO BT MANUALS



 Dedicated recipients wil l receive a notif ication from 
Ground_DOC@airbalt ic.com, if there are NEWS published on
groundops.airbalt ic.com or NEW GOM revision published. 

UPDATES TO BT MANUALS



 Operational 24/7 communicat ion with RIXCLC through FM/CM messenger, or:
Phone: +371 294 42 260              
E-mail: BTclc@airbalt ic.com

 DCS errors, User IDs and passwords, training f l ight requests, device issues that are
not t ime-crit ical:

E-mail: CLChelpdesk@airbalt ic.com

COMMUNICATION



 Help > Send Error report > OK

 Please provide details to BT, we will report issue to AMADEUS.

ERROR REPORT IN DCS



THANK YOU!


