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Reason for Issue: 

 

To inform Ground Ops teams and Ground Crew about the potential impact on operations with the full 

implementation of the Entry Exit system which is due on 10th April 2026.  This full roll-out has the potential 

to cause operational and customer delays and issues, this OM is a guide for required actions by our teams.  

 

Details: 

From the 10th of April 2026, 29 EU and Schengen countries will implement the Entry Exit System for 100% 

of applicable customers.   

To help mitigate some of this risks that this massive change could create, we have taken the following 

actions: 

• We have made arrangements with a number of airports to extend bag drop opening and closing 

times, this is to assist Ground Crew and customers to manage their journey. 

• We have written to all airports to highlight our concerns and that we cannot hold customers on 

board our aircraft and that airports must have adequate and well-trained staff to assist customers 

and manage them in a timely way to ensure they can be disembarked and boarded safely. 

• We have written to the European Commission and Members States to highlight our concerns. 

 

Our priority must be to protect OTP.   
As a guide if we are missing UP TO 25 customers we should depart on time.  
If we are missing over 25 customers, then teams should work to get the customers processed as quickly 
as possible and board them.  This is a guide and to be managed on a flight-by-flight basis. 
 
There is NO need to contact ICC before offloading missing customers.  
 
Pilots will not contact ICC to request to delay the flight. It’s the “flight” ops trinity team (TCO Pilot Cabin 
Manager) that will, together, make the best decision depending on the specific case. 
 
The TCO role will be key here as we expect the TCO to communicate and inform the Pilot and/or the 
CM on the missing customers and the estimated time it will take to either offload bags or wait for 
customers – the final decision will sit with the TCO. 
 
In case of a school group or big group, we will make all our best to reunite the group as a priority. 
 
 
 
 
 
 



 

The accountable staff member at each airport must confirm to their easyJet Manager that the SM has been received, understood and cascaded to applicable Ground 
Crew 
 

 
 
To support customers, we send communications pre-flight and have information on the app, and 
website, examples below. 
 
Customer Communications

 
 

Flight Tracker 
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QR Code for missing customers  

If unfortunately, a few customers have been denied boarding, ground crews will look after them and will 
book them on the next available flight. 
 
If too many customers have been denied boarding, and to avoid them to wait for too long, ground crew 
will explain them the situation and will provide the newly created QR code so the customer can contact 
the CMC via Live Chat or phone to arrange a new flight. 
 

 
 
If customers are unable to use our Live Chat service, they can also contact our team on a UK telephone 
number 0044 (0)3305515147., or on our web site, with their booking reference to hand.  
 
 

Holidays Customers  

If Holidays customers have been denied boarding, the UK-based On Holiday Support Team will be 

available 24 hours a day. Customers can find their contact details on a text sent to them on their 

scheduled departure date, or in their ‘getting ready to go’ email sent three days before their holiday start 

date.  

They can also find these details on their view booking page at www.easyjet.com/holidays  

If they need to contact the ‘On Holiday Support line’, please call +44 330 123 5025. 

Process is unchanged and ground crews need to use the same QR code or contact details for any HOLS 

customers. 

If customers have booked a package holiday not with easyJet holidays, they need to contact their travel 
agency directly to discuss their options.  
 


