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Topic: SSDM Activation For Denied Boarding Customers On easyJet

Dear All

Please find attached a very important document.
This has been activated for all easyJet flights.

Very important, to allow this to work the passenger needs to be offloaded in eRes.
Please don't leave the passenger on Standy or on Checked In.

Instead of the email in the document, you may activate SSDM for a customer using the below link:
https://forms.office.com/Pages/ResponsePage.aspx?id=HdTWOcrHQkquOw-
6ar6ZS3k_C9b7PY9Puxw3c1KGaeBUMUFWWKM3SFkwROY4UVhJRFMzODZZQIIZWS4u

Both option work the same.

The comments in the booking, and the report will remain.
This is a self service for the customers.

Best regards,

Norbert Rakoczi
Station Manager at DHS | Frankfurt

M: +49 (0) 1511 460 7288
E: Norbert.Rakoczi@dhs.aero
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easyJet

SSDM activation for Denied
Boarding Customers
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Customer Operations Specialist

Ground Operations

Customer Operations Manager

Customer Management Centre

Customer Disruption Manager

Integrated Control Centre

The contents of this document are highly confidential and must not be shared with anyone else, except
strictly for the purposes of providing ground handling services to easyJet. Copyright and all other intellectual
property rights in the material belong to easyJet Airline Company Limited.

1. SSDM Introduction

Self Service Disruption management is handled via our self-service disruption portal (SSDM). It supports our
customers at times of disruption (currently only cancellations), allowing them to make new travel
arrangements as easily as possible, by themselves without the additional hassle of having to contact CMC.

However, we've recognised the opportunity for improvements and changes that will allow our customers to
self-serve with even more ease in the event where a customer (or more customers) are offloaded from a flight
due to overbooking.

Through this platform, we'll be offering new and improved self-service options to customers for re-booking
flights (easyJet direct and indirect and other airlines), requesting a refund, and /or booking accommodation.
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2. Denied Boarding Customers

This process applies to any customers that have been offloaded due to an overbooking on the flight
(Voluntary offloads and Denied Boarding Customers),

3. SSDM activation request

1. Ground Crew identify one or more customers that have been denied boarding
2. Ground Crew must notify the Denied Boarding Activation Team by sending an email to:
dbactivation@easyjet.com with below details:
- Flight Route
- Flight Number
- Flight Date
- Customer(s) full name (as it in the booking)
- Booking reference

3. The Denied Boarding Activation Team will activate the SSDM portal.
4. Customer receives email with information and a link to the SSDM where they can select their
preferred flight option and hotel if required. Customers can also select a voucher or a refund on the
SSDM.
5. The denied boarding leaflet must be given to the customer(s) as it contains information about their
entitlements.
** |f Customer does not receive an email with the link for the SSDM in maximum 30 minutes, please revert to
previous manual process and advise the customer to contact the Denied Boarding Line for assistance.

4. Customer Communication

When SSMD has been activated, customers will receive the following email:

INFORMATION ABOUT YOUR FLIGHT 8063

Your Booking: XXXXXX
Dear Customer Name,
We're really sorry that you've been denied boarding on your easylet flight from LGW to BCN.

On overbooked flights, we always ask for volunteers who may be able to change their plans to
give up their seat to enable everyone who wants to fly to get on board. However, this isn't always
possible.

We understand changes to your travel plans can be disappointing, so we're committed to
resolving this for you as best we can. There are a few important things you need to know, so
please read on.

How we'll be helping you:

There are several options available to you, many of which you can request quickly and easily
online by clicking HERE. This link will be live for 365 Days. For vouchers and refunds please
contact our Customer Service Team HERE.

1. Switch to a new flight for free.
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You can switch to a new flight yourself by clicking HERE where you'll be able to book seats on the
next available flight. If there are no direct easyJet flights on your original route then:

e You will also be able to search for flights to/from nearby airports within the same country.

e Or we'll show you Indirect flights, with us, via another airport, to get you to your
destination. Please be aware that these are not connecting flights, and you must therefore
collect any luggage, check-in again and re-clear security for each individual flight. We'll
only show you flights with a minimum transfer time of 3 hours to give you time to do this.
You'll also be able to search for flights to/from other airports within the same country.

e Or flights with another airline on this route, if no other easyJet options are available.

Options available may vary depending on route and availability. Please ensure you have the
appropriate travel documents for each country on your route.

2. You can get a voucher for the full value of your booking.

Vouchers are valid for 12 months from the date of issue and give you the flexibility to book travel
anywhere on our network.

3. You can get a refund for the full value of your booking.

Refunds will be paid to the account you made the booking with. We're processing refund requests
within 7 days, and they make take a few extra days to come through to your bank account.

The quickest and easiest way to choose the option you'd like is by clicking HERE. If you wish to
choose a voucher or a refund instead, please contact our Customer Service Team HERE. You will
also be able to make the same choices for any return flight you may have in this booking.

You may also be entitled to compensation. This can be requested by going to
easyJet.com/claim/EU261.

If you need a hotel room:

We'd like to offer you a hotel room for the night if you need one. You can book a hotel room now
for free, quickly and easily by clicking HERE. If no hotel rooms are available, or if you need an
accessible room, please contact us.

If you're an easylJet holidays customer:

Our dedicated easylet holidays team will be in touch shortly via email or SMS with the updated
travel plans for your trip. Please keep your phone to hand while we finalise the details.

If your flight is part of another package holiday:
Please contact your travel agency directly to discuss your options.
Additional information:

For more information on your entitlements, please visit our notice of rights and Delays &
Cancellations page. For our full terms and conditions, please visit our website.

Ground Operations



https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fu21816397.ct.sendgrid.net%2Fls%2Fclick%3Fupn%3DzeBrxiSmUNk7WcJIG6Giy2-2BDfcjtc0DNa2yCDk9n54wIEAU4wlVH2UaoBPIaZ5CZ9K8u_5fL-2BdZKd8ocMNHc9SFg5eoMnomt8yKmHuOmUNaENSCuOtE8QPLYFd2UThP-2BYHlBrVJfm0k1-2FWJuoyHtM7WEKE2YbfooKtafcQyMV4UWKm-2FvK0m8kutfpxKIKMuQXgV-2Fm5ONahHL6Cp-2BvrzVNc2eLO-2FUrNTT8T8A0Gsq9zrb-2F-2FIzjMUXxw-2FtJwk9lhNO9nn6HSgTlg7aE1Ky1DtBa4xE3X38A8d-2Bue-2BqNkCsCxCFvyFFvwiaBWS8lEjrtrUKh15YUDC0P27dj283v4iEsjKOabA-3D-3D&data=05%7C02%7CIulia.Cristescu%40easyJet.com%7C999d18ff34a74855284e08dc11057a4a%7C39d6d41dc7ca4a42ae3b0fba82be994b%7C0%7C0%7C638403962434888265%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=kIROdsiwhKyzXUmaImpyXxtNENr%2BeETy742D8AE3MSo%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fu21816397.ct.sendgrid.net%2Fls%2Fclick%3Fupn%3DzeBrxiSmUNk7WcJIG6Giy2-2BDfcjtc0DNa2yCDk9n54wIEAU4wlVH2UaoBPIaZ5CZw5N-_5fL-2BdZKd8ocMNHc9SFg5eoMnomt8yKmHuOmUNaENSCuOtE8QPLYFd2UThP-2BYHlBrVJfm0k1-2FWJuoyHtM7WEKEwlaqlAUkHe-2F6HYE0WjmZD03SwWwtgX5iXyEnZkzXfxNkJN6mBR0BeeSBch9JlwU6x9Ej0EkWb2y6oLMPeb7pa-2FZ30Mj7iTW7TIJrtxUCdlu8H1OHqMv-2B7WQIb2lV3-2F7Lcng-2BANQfk746m46eI6G6qK0N6nHORpx5idS255u5zNv4so1sIgPBgMbkZSJWJYGGA-3D-3D&data=05%7C02%7CIulia.Cristescu%40easyJet.com%7C999d18ff34a74855284e08dc11057a4a%7C39d6d41dc7ca4a42ae3b0fba82be994b%7C0%7C0%7C638403962434888265%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=yP43%2F0y0P1%2BvkmhW1gRwHnE6lvaYyPmhjml3K5KnR0Y%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fu21816397.ct.sendgrid.net%2Fls%2Fclick%3Fupn%3DzeBrxiSmUNk7WcJIG6Giy-2FSLUYvkzU53Vkrklsp1WDcs1KsagaQe2dxgJ5tU5FX4tKX6_5fL-2BdZKd8ocMNHc9SFg5eoMnomt8yKmHuOmUNaENSCuOtE8QPLYFd2UThP-2BYHlBrVJfm0k1-2FWJuoyHtM7WEKE2lYGL35UbSJxgnO6YbKvxQrGvNw80jJRYU1SZLMvVnw2ickeqU7wjs1LO1NLvo6T-2BQ82vcw53f9olOUhwyP13I9V3fZXmjvhr8K6b6krE436eYoMiaz3-2FAl68BoLfup5ljMTtHniUGJul2JfaWodKeF-2BPOTesSFMQdsTH5CtfiNmPnzIVXX0D-2FQRPjU8bamCg-3D-3D&data=05%7C02%7CIulia.Cristescu%40easyJet.com%7C999d18ff34a74855284e08dc11057a4a%7C39d6d41dc7ca4a42ae3b0fba82be994b%7C0%7C0%7C638403962435045105%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=k5I8sa%2BKMuXzim0CqNJlhGvlxnix9y5Ey0TtaT3jauY%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fu21816397.ct.sendgrid.net%2Fls%2Fclick%3Fupn%3DzeBrxiSmUNk7WcJIG6Giy2-2BDfcjtc0DNa2yCDk9n54wIEAU4wlVH2UaoBPIaZ5CZ5u4a_5fL-2BdZKd8ocMNHc9SFg5eoMnomt8yKmHuOmUNaENSCuOtE8QPLYFd2UThP-2BYHlBrVJfm0k1-2FWJuoyHtM7WEKE59-2FCN7Mo66NoZ9mh3LRcgJvowyVQ2pGiw1uklx911ClJ0lqwGUBBZ0sHKjLV3L7t-2F6yGlAL8VppcBWvo6v5bcYtzSey502fThouJaDBODA3hGNhq7ZBKUhneNH5usNQB-2BYoMc7DwhL2nPBxYMQ1yvvLWeVsF9ANc0U00pnaJznK-2Fm7FIb4E5DNolb-2BHqxeFrQ-3D-3D&data=05%7C02%7CIulia.Cristescu%40easyJet.com%7C999d18ff34a74855284e08dc11057a4a%7C39d6d41dc7ca4a42ae3b0fba82be994b%7C0%7C0%7C638403962435045105%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=Qhlywc8wRt8J1ke1N7Kr8OsTh2i%2FAZE06iMfFtMbgC4%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fu21816397.ct.sendgrid.net%2Fls%2Fclick%3Fupn%3DzeBrxiSmUNk7WcJIG6Giy-2FSLUYvkzU53Vkrklsp1WDezRGH0hnr9uDCJMcsdLH1j4fvG-2B3WSuBHnawwLbb5IKwRf3z0JGiAsn-2BW3m29OJBOnm2DtCKbrdeHWdbuBeoFEJnTgnGimAT66tddUlKSrnA-3D-3D3nmF_5fL-2BdZKd8ocMNHc9SFg5eoMnomt8yKmHuOmUNaENSCuOtE8QPLYFd2UThP-2BYHlBrVJfm0k1-2FWJuoyHtM7WEKEyJcH3e-2BxiPn0UEmxxwLYktjcHnrzXF88387NI3aD8C20CQr74-2BH83PCUDw1KonUm4FFSLjlf-2BF6SXBlaYkREKXsQ9USEhUiIr4dp3Yw3bFnEq17q2EEhqsU8mxAbb4DLvdrnh-2BykQRTPQm9gVS1LHUxgLxpEdbmtOM7uma4RLTDrIB9TVsMN26lX5Ax66N6Gw-3D-3D&data=05%7C02%7CIulia.Cristescu%40easyJet.com%7C999d18ff34a74855284e08dc11057a4a%7C39d6d41dc7ca4a42ae3b0fba82be994b%7C0%7C0%7C638403962435045105%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=g0nBjVyK9Le3%2Fh9xNFJD2MOeLvpA%2BQHmeOhMoWcJLPE%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fu21816397.ct.sendgrid.net%2Fls%2Fclick%3Fupn%3DzeBrxiSmUNk7WcJIG6GiyyJn-2BK274Sh-2BwQPfAVRNyxls-2FeuTxNOVDhqzdtBDJITTETPqU2eG6JDUJTlw5yw-2BA4gtxAPLcDl0qAy7-2FARcohVI0ZIRB-2FH-2F975sxucpj2fz1kJuecSxwDiw2FDaS11yl9gsaskffxsJgu6yUclAWjqZ1GCYHBOvvgE9oExoE7g3ftQxdEff1dcKbv0H8J-2FGwKEe0-2BKPrzIJ-2B2AEZj5bpdwE7a6L8pGMmicYDTjVinUm6jxfikRAkuuaAFrlLuHJ0vsclCYFdFt-2BxilIRs72t2aYbBGmKtPZhiNwiFiYZWcinMhP8eplQpNN8ZlL7VcO8G21giiiF24M-2F47pDHgAowIGAVRCUySIsl9kakoPBOMauhPRbLbhynlE0TdftbWewfs8pkK-2FRynrN0VL80A441RxIFJ0mtauvE-2Bqf35SPdZX3YV8gvtdrcj7hKA4Oo9jRCmcG8RsoIvm7NWdP9tjwy8Dl9sWJvKQQG5vRMkLi7WluenwT-2FR3w6wnZb4Q-2F1yWAj-2Fomy-2BelL6hY8sSGN3Dlbl4WK0Ep5HZP838x0Ejo91jFm-2BpL9nchRRGN8US9HmM-2F9OAb-2Bw1nukJxSHFh-2ByhtKU-3D4JdJ_5fL-2BdZKd8ocMNHc9SFg5eoMnomt8yKmHuOmUNaENSCuOtE8QPLYFd2UThP-2BYHlBrVJfm0k1-2FWJuoyHtM7WEKE7vQJrJyM3iEQrjTyNd8bOKix1v71lys8NQkuaCnhHSErEXjsmouvCQpBssCwPQaG3Xao8V-2B2kFdxGmFECSTYy5urOV-2BXBTMZh-2B6KOHBukSlPQP12bR77oN47viVKqTKcozxlTsvYJMQa6Eo68M5maoDZ9acj6JRHrlgotAI3ZD5Qx-2B7TKjGxN65HHm6ZhtZsg-3D-3D&data=05%7C02%7CIulia.Cristescu%40easyJet.com%7C999d18ff34a74855284e08dc11057a4a%7C39d6d41dc7ca4a42ae3b0fba82be994b%7C0%7C0%7C638403962435045105%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=snwU7Ckk%2BKAcBmJXyk%2BY5rrA4z5uEuh0oGLLCB099Ko%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fu21816397.ct.sendgrid.net%2Fls%2Fclick%3Fupn%3DzeBrxiSmUNk7WcJIG6GiyyJn-2BK274Sh-2BwQPfAVRNyxls-2FeuTxNOVDhqzdtBDJITTETPqU2eG6JDUJTlw5yw-2BA4gtxAPLcDl0qAy7-2FARcohVI0ZIRB-2FH-2F975sxucpj2fz1kJuecSxwDiw2FDaS11yl9gsaskffxsJgu6yUclAWjqZ1GCYHBOvvgE9oExoE7g3ftQxdEff1dcKbv0H8J-2FGwKEe0-2BKPrzIJ-2B2AEZj5bpdwE7a6L8pGMmicYDTjVinUm6jxfikRAkuuaAFrlLuHJ0vsclCYFdFt-2BxilIRs72t2aYbBGmKtPZhiNwiFiYZWcinMhP8eplQpNN8ZlL7VcO8G21giiiF24M-2F47pDHgAowIGAVRCUySIsl9kakoPBOMauhPRbLbhynlE0TdftbWewfs8pkK-2FRynrN0VL80A441RxIFJ0mtauvE-2Bqf35SPdZX3YV8gvtdrcj7hKA4Oo9jRCmcG8RsoIvm7NWdP9tjwy8Dl9sWJvKQQG5vRMkLi7WluenwT-2FR3w6wnZb4Q-2F1yWAj-2Fomy-2BelL6hY8sSGN3Dlbl4WK0Ep5HZP838x0Ejo91jFm-2BpL9nchRRGN8US9HmM-2F9OAb-2Bw1nukJxSHFh-2ByhtKU-3D4JdJ_5fL-2BdZKd8ocMNHc9SFg5eoMnomt8yKmHuOmUNaENSCuOtE8QPLYFd2UThP-2BYHlBrVJfm0k1-2FWJuoyHtM7WEKE7vQJrJyM3iEQrjTyNd8bOKix1v71lys8NQkuaCnhHSErEXjsmouvCQpBssCwPQaG3Xao8V-2B2kFdxGmFECSTYy5urOV-2BXBTMZh-2B6KOHBukSlPQP12bR77oN47viVKqTKcozxlTsvYJMQa6Eo68M5maoDZ9acj6JRHrlgotAI3ZD5Qx-2B7TKjGxN65HHm6ZhtZsg-3D-3D&data=05%7C02%7CIulia.Cristescu%40easyJet.com%7C999d18ff34a74855284e08dc11057a4a%7C39d6d41dc7ca4a42ae3b0fba82be994b%7C0%7C0%7C638403962435045105%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=snwU7Ckk%2BKAcBmJXyk%2BY5rrA4z5uEuh0oGLLCB099Ko%3D&reserved=0
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If you arranged other services for your trip, including hotels, transfers or car hire, please contact
the relevant service provider directly to change or cancel these.

Any questions?
If you have any questions, please click here to contact us.
Once again, we're very sorry for the disruption to your travel plans.

easyJet Customer Services

5. IT Support

For any issues related to the activation of the SSDM for denied boarding customers, please reply to
dbactivation@easyjet.com and describe the issue.

6. Process

Ground Crew sends email
to the DBD Activation
Team advising which
customers are being

Denied Boarding. DBD activation Team activate

the SSDM portal for the
customers.

DBD Activation team will
reply to all and advise that
the Portal has been
activated.

Customer receives Comms
advising that the Portal has
been actived for them to self
manage.

Customer uses link provided
to choose alternative fligh,
refund or voucher and hotel if
required.

Customer uses link provided to
access claims form to claim any
compensation due to them.

Ground Operations

easyJet
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