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LOCAL OPERATING PROCEDURE_MUC_PC008 
 

Handling of Overbooking 

 
Prepared by: Sergo Eliava 

Issued: 20.01.2025 
Version: V1 
 
PURPOSE 
This Local Operating Procedure (LOP) establishes a standardised process for handling 
standby passengers on overbooked Pegasus Airlines flights at Munich Airport (MUC). It 
ensures that all standby passengers are handled in a consistent and traceable manner in line 
with Pegasus Airlines policies and local procedures. 
 

OBJECTIVE 
The objectives of this LOP are to: 

• provide a structured and standardised process for managing standby passengers, 
ensuring operational safety and control at all stages of the passenger journey; 

• ensure full compliance with Pegasus Airlines policies, ground handling agreement, 
and applicable customer rights regulations; 

 
APPLICATION 
Passenger Services Department:  
Customer Service Agent 

Supervisor/Lead Agent 
 
 
 
 
GENERAL INFORMATION 
Passengers with a confirmed reservation may be denied boarding due to operational or 
safety irregularities, including but not limited to: 

1. Overbooking of the flight – the number of confirmed passengers exceeds 

available seats. 
2. Reduced aircraft seating capacity – caused by unserviceable equipment (e.g., 

cabin doors, slides). 
3. Payload or weight restrictions – necessitating a reduction in available seating. 
4. Change of aircraft or aircraft version – resulting in fewer seats than originally 

booked. 
 
 

Version/Rev Date Section Amendment 

V1/R0 20.01.2025 Full LOP Initial issue 
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PROCEDURE STEPS 
 
STAND-BY PASSENGER AT BAG DROP 

Step Action 

1. 

Access the Flight List in the system. Review the Capacity and Sold figures for 
the flight. Compare the numbers: If the Sold figure exceeds the Capacity, the 
flight is overbooked. 
When a flight is overbooked, an “Overbook Flight” comment will be displayed 
under the flight number in the system. 
 

 
 
Figure A1 – Flight List in Crane 

2. 

On overbooked flights, once the aircraft seating capacity has been fully allocated, it 
will no longer be possible to assign a seat at the check-in counter. 
This situation most commonly occurs with passengers who: 

• Did not complete online check-in, and/or 
• Did not pre-reserve a seat, and 

• Present themselves at the check-in counter towards the end of the check-in 
period. 

3. 

When selecting the affected passenger in Crane and proceeding with Check-in 
Update as per the standard process, the system will initially allow you to move 
through the steps. 
However, after selecting Continue at the final stage: 

• The system will not complete the check-in. 
• A prompt will appear indicating that mandatory elements are missing. 

Upon reviewing the screen (scrolling up), you will observe that: 

• No seat has been allocated to the passenger. 
• The seat field will appear blank. 

This indicates that the flight has reached full capacity and no seats are available for 
assignment. 

4. 

If no seat is available due to full flight capacity, the passenger can only be 
processed as stand-by. 
To complete a stand-by check-in in Check-in Update, proceed as follows: 

1. Swipe the passenger’s passport to collect API. 
2. Add any hold baggage, if applicable. 
3. At the bottom of the Check-in Update page, select “InVol. Standby.” 

Once selected, the system will: 
• Process the passenger as a stand-by, and 
• Print a stand-by boarding pass. 
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Figure A2 – Accepting PAP as SBY in Crane 

 

5. 

On a stand-by boarding pass, a seat number will not be displayed. 
Instead, the boarding pass will show a stand-by reference code as follows: 

• SBA1 – First accepted stand-by passenger 
• SBA2 – Second accepted stand-by passenger 
• SBA3 – Third accepted stand-by passenger 
• And so on, in sequential order 

This code indicates the passenger’s priority position on the stand-by list.  

6. 

When handling a passenger affected by an overbooked flight, communicate the 
situation clearly, calmly, and professionally. 
Ensure the following points are explained: 

• The flight is currently overbooked and operating at full capacity. 
• A seat may become available at the boarding gate if other passengers do 

not present themselves for boarding (no-shows). 
• Final seat allocation decisions will be made by the gate agents prior to 

departure. 
• If boarding is ultimately denied, the airline will: 

o Arrange rebooking on the next available flight at the earliest 
opportunity, and 

o Provide compensation in accordance with applicable passenger rights 
regulations. 

Advise the passenger that compensation claims are processed directly through 
the airline. Should denied boarding occur, we will provide full assistance and 
guidance regarding the next steps. 

7. 

• Advise the stand-by passenger to proceed directly to the boarding gate and 

present themselves to the gate agents. Emphasize the importance of 
remaining at the gate area until final boarding decisions are made. 

• Inform the gate agents that the stand-by passenger(s) have been checked 
in. 

• Clearly advise the gate agents if any stand-by passenger(s) have hold 

baggage. 
• Provide the gate with all relevant stand-by baggage tag numbers to ensure 

proper tracking and reconciliation. 
• Once the gate is occupied, the baggage status should be cross-checked 

in Eagle, even though stand-by baggage typically changes to red 

automatically. This verification is mandatory to ensure full baggage 
reconciliation and operational compliance. 
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STAND-BY PASSENGER AT GATE 

Step Action 

1. 

Upon gate occupation, complete the following checks in Eagle: 
• Verify that all stand-by baggage has automatically changed to red status. 

• If any stand-by baggage has not changed to red, update the status 
manually in the system. 

• Immediately inform the Ramp Agent of any manual changes 

2. 

After check-in has closed, perform a review to identify any passengers who: 
• Did not complete check-in, but 
• May have reserved a seat in advance. 

This ensures that all potential passengers are accounted for and allows the gate 
agents to manage stand-by lists, no-shows, and seat allocation efficiently. 

3. 

If passengers who reserved seats but did not check in (no-shows) are 

identified: 
1. Notify the Supervisor and request that the seats of the no-show 

passengers be released. 
2. Once the seats are released, onload stand-by passengers using 

the Standby Onload option on the Flight Information page:  
 

 
 
 
Figure A3 –Flight Information Page in Crane 

 

4. 

Once stand-by passengers have been allocated seats: 
1. Print new boarding passes reflecting the assigned seat numbers. 
2. Inform passengers of their seat allocation clearly. 
3. After the passenger has boarded, verify that their checked baggage 

status in Eagle has changed to green. 
o If the baggage has not updated automatically, manually change 

the status to green. 

5. 

If the Standby Onload option is not functioning: 

1. Notify the Supervisor immediately. 
2. Request the Supervisor to reopen the flight temporarily. 
3. Perform a standard check-in for the stand-by passenger. 

6. 

If no seats remain available after check-in closure: 
• Advise stand-by passengers to wait in the designated area near the 

gate. 
• Explain that they will be considered for boarding after all confirmed 

passengers have boarded. 
• Ensure passengers remain attentive and accessible so they can be 

promptly accommodated if seats become available at the end of boarding. 



                                                                                               Seite 5 von 6 

 

Controlled document. Controlled version on AVBIS/LOP. Printed/downloaded copies uncontrolled. 

DHS-LOP-MUC_PC008_V1R0_20.01.2026 

7. 

Boarding agent must follow the standard operating procedure and must 
exercise heightened vigilance to ensure that: 

• Every passenger boards only after their boarding pass has been 
successfully scanned. 

Key reasons for strict scanning compliance in regard to overbooked 

flights: 
• Failure to scan a boarding pass results in the passenger being recorded as 

a no-show in the system. 
• This may cause the passenger’s seat to be incorrectly reassigned to a 

stand-by passenger. 
• Duplicate seat assignments can lead to operational disruptions, 

delays, and confusion during boarding. 

8. 

If there is any indication or suspicion that a passenger may have 
boarded without their boarding pass being scanned, or if system data 

(e.g., CAMEL) shows the passenger has passed through security: 
1. Perform a seat verification before releasing or reallocating the seat to a 

stand-by passenger. 
2. Confirm that the original passenger has not occupied the seat. 

9. 

If no-show passengers are identified after boarding is completed, and it is 
confirmed that they did not board without scanning their boarding pass, 
proceed as follows: 

1. Offload the no-show passengers from the system. 
2. Onload the stand-by passenger(s) to fill the available seat(s). 
3. Print new boarding passes reflecting the allocated seat(s). 

4. Board the stand-by passenger(s), ensuring proper scanning of the 
boarding pass. 

10. 

If the number of stand-by passengers exceeds the number of available seats: 
• Allocate seats based on stand-by priority, using the sequential stand-by 

codes: 
o SBA1 – highest priority 
o SBA2 – next in priority 
o SBA3, and so on 

11. 

If a stand-by passenger cannot be accommodated and is denied boarding: 

1. Inform the passenger that unfortunately there is no seat left for them and 
they will not be able to take the flight. 

2. Locate the stand-by passenger in Check-in mode. 
3. Select the passenger and choose “Involuntary DB” to add them to 

the Denied Boarding List. 
 

 

 
 
Figure A4 – Adding Passenger to Denied Boarding List in Crane 

 
Immediately after adding a passenger to the Denied Boarding List: 

• Inform the Supervisor on Duty without delay. 

• Provide the passenger’s full name and PNR number for proper record-
keeping and further assistance. 

• Hand over to the passenger the Pegasus Airlines Passenger Rights 
Brochure: 
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Figure B1 – Page 1 of the Pegasus Airlines Passenger Rights Brochure, form ref.: PG-MD-BK-002 

 

12. 

Upon notification of a denied boarding passenger, the Supervisor on Duty will: 
1. Request the GCC (Guest Control Center) to check for alternative 

flights for the affected passenger. 
2. Ensure that GCC rebooks the passenger and provides the supervisor 

with the new routing details. 
3. If the alternative flight is not on the same day, 

arrange accommodation for the passenger. 

13. 

If the rebooked flight is on the same day and the passengers are traveling 
with cabin baggage only: 

• Passengers may remain airside, provided one of the following conditions 
is met: 

o Boarding passes are issued at the gate, or 
o Passengers complete online check-in themselves. 

14. 

If the rebooked flight is on the same day and passengers have checked 
baggage: 

1. Passengers must collect their offloaded bags from the baggage claim 
area. 

2. All bags must then be re-checked for the new flight. 

 
 
 
 

 
 
 
 
 
 
 
REFERENCE  
Pegasus Airlines GOM, 9.6.6 Denied Boarding Due To Unavailability Of Seats 
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