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Dear Handling Partners,

We are happy to introduce our new Fault Log process, that will go live on 01 April 2025.

The new Airport Systems Incident Process utilizes the TAGO Portal and makes it easier to raise a ticket, to follow-up on the status of the ticket and it gives
the user a better overview of the tickets that are outstanding.

Attached to this notice you will find the instruction guide and a poster with a QR code, which can be scanned on any mobile device to be able to quickly raise a
ticket.

If the TAGO Portal is unavailable, it is still possible to raise a Fault Log through the current process via email template.
Feel free to reach out via gopsprojects@tuifly.com in case of any questions on the above.
Kind regards,

TUI Airline Ground Operations

For questions contact gomsupport@tuifly.com
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General Information




Ground Handling Agents must follow these priority levels when raising an Airport System Incident Report:

Priority

Description

Critical - Complete System
Outage

High - Serious System Error

Medium - Service unavailable,
Component Down

Minor - User Management and
Minor functional Error.

Definitions

Complete System Outage.
* Unable to critical access airport systems —
GoNow & elLoadsheet

Serious System Errors
* Serious errors occurring with critical airport
systems — GoNow & elLoadsheet

P1 will be downgraded to P2 by Service Desk or

GOPS IT if issue relates to airport connectivity
provider & is not network wide

Service unavailable or Functional error within Airport
Systems

User Management or Minor functional error

Example Scenarios

* GoNow & elLoadsheet DCS System Outage - Network
wide due application host issue

* GoNow & elLoadsheet System Outage - Specific
Airports due to airport connectivity provider

* GoNow Interactive Government Security Messaging

* eloadsheet — integration error

* GoNow/elLoadsheet outage Isolated to one airport

* Bag Drop Application Error — Severe Operational Impact

* Functional Issue & User ManagementSystem Process

* Question / Query - pricing incorrect

* Issues isolated to a booking/flight level with minimal
impact



Airport Systems Incident Report Process
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Airport Systems Incident Report Process
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irport Systems Incident Report Process
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Airport Systems Incident Report Process
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Select a Priority

P1 - Critical - Complete System Outage
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Tracking & Responding to Ticket Updates

*  Ground Operations IT is responsible for updating all ticket statuses within TAGO.

*  TAGO generates automatic email notifications to Ground Handling Agents when updates are made by Ground Operations IT.

* For P1 & P2 incidents, the Service Desk will respond via email.

e Ground Operations IT will update P1 & P2 ticket statuses within the TAGO Portal and will manage the updates and communication for P3 &
P4 tickets within TAGO.

Responding to Ticket Updates

* The ‘Stream’ option within the ticket is used by Ground Operations IT to communicate updates.

*  Ground Handling Agents can also use the ‘Stream’ option to respond.

* The 'Stream’ option becomes available to Ground Handling once Ground Operations IT has updated the ticket and added a comment.

Vlewmg & Adding Ticket Comments
From the Airport Incident Report Dashboard, select the ticket.
*  (lick the downward arrow on the far right and choose ‘View' > ‘Full Form’.
e Scroll to the bottom of the report to find the ‘Stream’ option.
*  View and add comments as needed.
e  Always click ‘Post’ after adding comments or attachments.

Supplying Additional Information
* Attachments such as photos, screenshots, and documents can be added within the ‘Stream’ option on the ticket.



Airport Systems Inciden
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t Report Process

TAGO Incident Update
Notification: P4 - Low - User
Management and Minor
Functional Error GoNow

Your ket has bean undated with naw information. Plaasa review the changes by
uning the link below,

Incident Details

Priority Level: P4 - Low - User Management and Minor Functional Error
Date & Time of Incident: 2103 2025 11:00

Flight Number & Routing:

Airport Lacation; PFO.

Reporting Information

Supplier

Company: (AlrportSystemsincidentReport reportngSupplierCompanyL abel)
Reported By: Emma Jane

Reported Person Email: GHAG0A1Co.uk
System Information

System Affected: Golow

Environment Impacted: Production

Incident Description

Usar request to resat logons for attached usars
Workaround Status

15 there a workaround?

Additional Information

‘You can view the incident report datails and any attached file(s) by
clicking the link below:




Airport Systems Incident Report Process

TUI Operation Centre
Tel: +44 (0) 203 451 2874
email: csoffice@tui.co.uk

TUI Service Desk
Tel: +49 511 87989980
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Airport Systems Incident Report Response and Resolution Times:

MyLTy1a"8 Description

Critical - Complete System Outage

High - Serious System Error

Medium - Service Unavailable,
Component Down

Low - User Management and Minor
functional Error.

Definitions

Unable to critical access airport systems — GoNow &
elLoadsheet

Serious errors occurring with critical airport systems
— GoNow & elLoadsheet

P1 will be downgraded to P2 by Service Desk or
GOPS IT if issue relates to airport connectivity
provider & is not network wide

Service unavailable or Functional error within Airport
Systems

User Management or Minor functional error

Response Time

25 minutes

45 minutes

60 minutes

240 minutes

Resolution Time

4 Hours

6 Hours

5 working days

10 working days



Airport Systems Incident Report Process

TUI

Airport Systems Incident

o TAGO Portal
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TUI

Airport Systems Incident
Report

GOPsIT

0 GoNow
e elLoadsheet

e NewSkies Applications

o Citrix/Backoffice Solutions

e Self-Service Bagdrop Kiosks

tago.tuigroup.com
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