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Handling of Overbooking
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PURPOSE

This Local Operating Procedure (LOP) establishes a standardised process for handling
standby passengers on overbooked Pegasus Airlines flights at Hamburg Airport (HAM). 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:
e provide a structured and standardised process for managing standby passengers,
ensuring operational safety and control at all stages of the passenger journey;
e 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 holding a confirmed reservation may be denied boarding due to irregularity
reasons, for example:

(1) Overbooking of the flight.

(2) Reduced aircraft seating capacity due to unserviceable equipment (cabin doors, slides,
etc.).

(3) Reduced weight/seat capacity due to a payload restriction.

(4) Change of aircraft or version.
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PROCEDURE STEPS

STANDBY PASSENGER AT BAG DROP

Step

Action

Verify whether the flight is overbooked by going to Flight List and checking
Capacity/Sold figures. If Sold number is bigger than the Capacity, it means that the
flight is overbooked. “Overbook Flight” comment will be dispalyed under the flight
number:

A it Flight T
BaggageDrop o ™ o Type v

Invoice Management Airline Code : o

Sales Report
[] **Show Overbook List

All Sales Reports
Departure/Arrival

**Check-In ve Boarding
nonslar

Anonst Flight List

Travel Documents
Requiremen t

it Flight UnBD Hinerary Dep. Date Arrival Date smws O/ o8 Alrcraft BD 0K
af
MUC - SAW 24-12-2025 10:45 24-12-2025 15:25 FF

MUC - SAW 24-12-2025 14:20 24-12-2025 19:00 FF 4 TC-RDY

Previous Day Next Day

Figure A1 —Flight List in Crane

On overbooked flights, passenger who arrives at the check-in counter after flight
capacity has been reach, it will not be possible to allocate the seat anymore. This is
usually a passenger that did not do online checkin or did not reserve the seat and
comes to the counter towards the end of the check-in.

When displaying the affecting passenger in the Crane and continuing Check-in
Update as usual, in the end after you press Continue the system will not check the
passenger in and display a prompt that some mandatory elements are missing. If
you scroll up, you will see that the there is no seat allocated to the passenger and
instead the window is blank.

This means that due to unavailability of the seat we can only perform a stand-by
check-in. To print the standby boarding pass for the passenger, in Check-in Update
page first you swipe the passport, add hold baggage (if applicable) and on the
bottom side of the page select InVol. Standby. The system will check the standby
passenger in and print a standby boarding pass.
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l Please Read Seating and Safety
° Instructions

Figure A2 — Accepting PAP as SBY in Crane

On a standby boarding pass instead of seat number will be displayed SBA1 for the
first accepted standby passenger, SBA2 for the second accepted standby passenger,
SBA3 for the third accepted standby passenger, etc.

Inform the customer clearly and calmly about the situation.
Explain that:
e The flight is currently overbooked and operating at full capacity.
e A seat may become available at the boarding gate should any passengers
fail to present themselves (no-shows).
o Seat allocation decisions will be made by the gate agents prior to departure.
o In the event that boarding is ultimately denied, the airline will arrange
rebooking on the next available flight at the earliest opportunity, and the
customer will be entitled to compensation in accordance with applicable
passenger rights regulations, which will be claimed directly from the airline.
If this will be the case, we will assisst the customer with further steps.

e Advise standby passenger to proceed to the gate and present themselves to
the gate agents.

e Inform gate agents that you have checked in the stanby passenger(s) for
the flight.

e Inform the gate agents if stanby passenger(s) have hold baggage.

e Provide all standby baggage tag numbers to the gate.

e Once you accept someone, inform correctly the Ramp Agent which bag can
be loaded.

STANBY PASSENGER AT GATE

Step Action
1. Upon gate occupation:
o Check that all standby passengers in the system and who have bags.
2. After check-in closure, check for passengers who did not check in but might have
reserved the seats.
3. If no-shows who did not check in but reserved the seats are identified:

o Contact the supervisor and ask to release the seats of the noshow
passangers

o After seats are released, onload standbys from Stanby Onload option in the
Flight Information page:
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Flight Information

Flight Date: 15/01/2026 10:45
Flight Number: PC1020
Route: MUC - SAW
My Profile Status: FF

Boarding Time: 15/01/2026
heck-i
Check-in 10.

Flight List Boarding Gate: B09
Park:
Baggage Drop
Estimated Departure Date.
Wvoice Mensgement Estimated Arrival Time:
Sales Report Actual Departure Date
Actual Arrival Date
All Sales Reports
Departure/Arrival

**Check-In ve Boarding

Figure A3 —Flight Information Page in Crane

e Print new boarding passes with allocated seats for stanby passengers.
e Inform customers of their seat number.
e Inform the Ramp Agent which bags can be load.

If Stanby Onload option does not work for some reason, ask supervisor to open
the flight and perform a standard check-in for the stanby passenger at the gate.

If no seats available after check-in closure, ask stanby passengers to wait on the
side until boarding is completed.

When boarding an overbooked flight, boarding agents must exercise heightened
vigilance to ensure that every passenger boards only after their boarding
pass has been successfully scanned.

Failure to scan a boarding pass will result in the passenger being recorded in the
system as a no-show, which may lead to their seat being incorrectly reassigned to
the standby passenger. This can cause duplicate seat allocation, operational
disruption, and significant delays while the issue is resolved.

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. PAX Control) shows that
the passenger has passed through security, agents must perform a seat check
before releasing/reallocating the seat to the stanby passenger.

This verification step is critical to prevent incorrect seat release, duplicate seat
allocation, and potential safety and operational disruptions.

If any no-shows are identified after boarding has been completed, and it has been
positively confirmed that these passengers have not boarded without scanning
their boarding pass, proceed as follows:

o Offload the noshows.

e Onload the stanby passenger(s)

e Print a new boarding pass with the allocated seat

o Board the passenger

If the number of standby passengers exceeds available seats:
e Apply priority as displayed by the standby number: SBA1, SBA2, etc.

10.

If any standby passenger is denied boarding:
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o Offload the stanby customer and add them to the Denied Boardin List ->
find the passneger in the Checkin mode, select the passenger, and select
Involuntary DB :

Figure A4 — Adding Passenger to Denied Boarding List in Crane

e Inform the Supervisor on Duty immediately by sending the full name and
PNR number of the Denied Boarding passenger.

e Hand over to the passenger the Pegasus Airlines Passenger Rights
Brochure:

Dear Passemgers, | commumcanon AN COMPLAINTS DeTais.
]| 1. Thisinformation has been prepared with reference to the passenger rights regulations "m-‘:ﬁol :ﬂ H:I ith the rights and services | the scope)
whmnmapp\ :xh\lmjmnmapermﬂbrkgn us Airlines in Turkey, the European | ©F this ifermatian bulletin Turimy - gt 0850 250 6702
Union, the United Kingdom and other relevant national and international civil aviation | 9. we request you In the firs instance to make melal rvice | Disruptions Fax no 0990 216 560 7083
jurisdictions. W ims 1 nkorm You of the rights you are entitied to in the following provee in you ocaton ! Pease emember tha ths 1 the guiches Wb 10 A 8 Gormany * G088 31197539035
circumstances resclution 10 your issues e )

1.1 when you are denied boarding except in the situations permitted by statutony 10- 1! My e o & 00354 12 5580558

e

regulations or - 00m3 17212033
w request by contacting our <all ce ase | United Acab Erwates Abu 00971 4 3578128
& 12 your flght s cancelled or inclutie Dhabi 00971 02 6770678
T 1.3 your fight is delayed and takes place later than scheduied (this inchudes delays 101 A hort summaryof i Denmark 05 7aT7A%a1
S due to your aircraft landing in a different location than the one scheduled and| g oAb ambean v R 0033 170080140
missing  eonneeting fight) 10.2 Your fight ate, Might ramber, and reservation number [PN) = ETTETSTTTTT
B [ | 2. 7o be eigiie for these rghts, you must have a vl ket for the relevant Pegasus G031 102626924
o and must be at p control: at least 45 mi 00964 750895 50 30
£ scheduled departure time for domesti scheduled fights; :lhlwn 50 it bekore 00964 7827818749
1ts; and within the check-
0084 3333003555
g in times stated by Pegasus Airfines for charter flights. o a0t
1"
e || 3. e senvces outlined here may be deiivered to you by Pegasus Airlines, or tour b 00t wa0I0RIE2
g aperators or ground crew authorised to act on behalf of Pegasus Airlines. 001 45510018
= || 4. Pegasus Airine: ity to children, c 0039 0645226534
w restricted mwlm together with their companions and guide :klu wmm m {htisdivhshem,govtrs). o 00974 44421807
g sccompany passengers in this category. This applies 1o both carriage and the provisios 00974 44420961
g of ather services. 12 e astonmes ssparati o the plemantason o e psseger gt sected [ oo TSI
a s etk copede e 0381 36 225 610
a There \snl\lymsemnmulnall]mmmnurm by Pegasus Akoes Therefore, .
a2 passengers will not be offered e they oo s, | st 00965 22847709
z reservation for. Lebaron 00961 1 165 868
E' IMPORTANT WARNINGS AND EXEMPTIONS .  EX 0020 1006038501
& 0010 1000068070 0020
< || 6. Passengers who are not allowed to board their flight for justifiable reasons such as 4,251 ranenal_enforcement_bodies pdl B
o heaith, safety, seeurity of not having appropriate travel documents do not quaily for (13 author r the " . ™
F the rights specified here. o Authority httos: fwn.caa.co.ukiOur Norway G047 11958265
< | | 7. Compensation is not paid by our airiine if light disruptions occur, despite our airline workiAboutus/Contact-ual.” ORAITRNT
2 taking 3l precautions, due 16 extepbonal ercumstances. Exceptional cireumstances Romania 0100821 215 22 89
e may arise when operations are affected by political instability, unsuitable
meteorological conditions for the flight, natural disasters, security risks, unexpected = 007 84396092878,
flight safety issues, strikes, air traffic and airport restrictions. Viwsing 0038 0800 505 510
8. Pegasus Airlines takes na responsibility for not being able 1o contact passengers if, Greece 0030 210 32 44453
duspie the contact detalt being requesked, the informacion & nat provided o i Tt Ropie o Vo Cooren & 0390 50 150 5777 o]
reorre Countries

L m in Al
‘We thank you for your understanding, Pegasus Alrlines T T T

Langin CHE 0.36 por miste
Opan: Meraday Friy D990 - 11:00 and 14:00 - 140

Figure B1 — Page 1 of the Pegasus Airlines Passenger Rights Brochure, form ref.: PG-MD-BK-002

11.

The supervisor will:
e Ask GCC to check for alternative flights
e GCC will rebook passengers and inform supervisor about the new routing
o If the flight is not on the same day, arrange accomodation.

12.

If the new flight is on the same day and passengers have cabin baggage only:
e They may remain airside, provided boarding passes are issued at the gate
or the passengers complete online check-in themselves.

13.

If passengers have checked baggage:
e They must collect their offloaded bags from baggage claim.
e Bags must 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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