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ASSOCIATION OF CARIBBEAN STATES (ACS)

THIRTEENTH ORDINARY MEETING OF THE MINISTERIAL COUNCIL

Panama City, Republic of Panama, January 25, 2008
Agreement No. 7/08
GUIDELINES ON THE COMPATIBILITY OF AIR 

AND AIRPORT SERVICE QUALITY INDICATORS

The Ministerial Council,

Bearing in Mind the 1944 Chicago Convention on International Civil Aviation [hereinafter the “1944 Convention”] and its provisions on measures to facilitate air navigation;

Also Bearing in Mind the Air Transport agreement Among the Member States and Associate Members of the Association of Caribbean States;

Being Conscious that a core  function of the Association of Caribbean States (ACS) is to facilitate and support coordination and co-operation among the States of the region, for the organised development and enhanced utilisation of air transport and their airport facilities and to expedite  the facilitation of the movement of passengers, cargo and mail; 

Aware that air transport is an internationally service by virtue of which requires that States by their joint action seek to ensure its optimal functioning and balanced development. 

Convinced that the establishment of general guidelines that would allow appropriate supervisory measures to be defined in order to attain the foregoing objectives;

Being further convinced that in order to attain the highest level of quality, it is necessary for ACS Members and Associates  to utilize a standard guide that would define the rights and obligations of users, those of air transport services and those of airport services as well, thus setting benchmarks  for domestic  guidelines on client service and total quality.  
Cognizant that quality service norms for the air transport user has developed significantly around the world and particularly in the Latin American region and is a matter of prime importance for air carriers, airport operators and aeronautical authorities, since it is related directly to permanence and stability in a highly competitive market. 

CONSIDERING Finally, that the need for an air transport service of internationally accepted quality that meets the full satisfaction of the user, necessarily requires the adoption of r joint action in order to  protect the interests of sectors involved in, thereby securing  balanced development within an ever changing environment

AGREES 

1. To adopt the GUIDELINES ON THE COMPATIBILITY OF AIR TRANSPORT AND AIRPORT SERVICE QUALITY INDICATORS set out at Annex 1 hereto

2. To recommend to Members and Associates that decide to implement these Guidelines that they favourably consider utilizing the parameters attached as points of reference.

Draft Recommendation

“Guidelines on the Compatibility of Air and Airport Service Quality Indicators”
CONSIDERING that the function of the Association of Caribbean States (ACS) is to facilitate and support coordination and co-operation among the States of the region, for the organised development and enhanced utilisation of air transport and their airport facilities and also develop more quickly the facilitation of the movement of passengers, cargo and mail; 

ConsiderING that air transport is a public service and that, by virtue of this, States must seek out and ensure its optimal functioning; it is therefore imperative for joint action to be adopted so as to ensure the balanced development of the sector, establishing general guidelines that would allow appropriate supervisory measures to be defined;

ConsiderING that under the focus of total quality, it is necessary for ACS States to use a standardised guide that would define the rights and obligations of users, those of air transport services and those of airport services as well; so that said guide could be used as a model for establishing their guidelines on client service and total quality.  
CONSIDERING that the concept of service for the air transport user has developed significantly around the world and particularly in the Latin American region, being a matter of prime importance for air carriers, airport operators and aeronautical authorities, since it is related directly to permanence and stability in a highly competitive market. 

CONSIDERING the need for an air transport service of internationally accepted quality that targets the full satisfaction of the user, it is therefore necessary for joint action to be adopted to protect the interests of air transport users, so as to ensure balanced development within an ever changing environment

THE MINISTERIAL COUNCIL OF THE ASSOCIATION OF CARIBBEAN STATES RESOLVES TO: 

1. Approve the “Guidelines on the compatibility of air and airport service quality indicators” presented as ANNEX 1 of this resolution, so that they could be adopted by ACS States, in so far as they are compatible with their legislations. 

2. Suggest to ACS Member States that when they establish guidelines for the quality and total quality control programme, they should use as a reference, the parameters included as ANNEX 2 of this resolution. 

ANNEX 1

“GUIDELINES ON THE COMPATIBILITY OF AIR AND AIRPORT SERVICE QUALITY INDICATORS”

CHAPTER ONE: DefiniTions
Article 1: 
For the purposes of these guidelines, the following definitions shall apply: 

1. ACS:  Association of Caribbean States.

2. Travel agencies: the duly authorised companies dedicated to carrying out tourism activities geared toward the provision of services, directly or as intermediaries between passengers and service providers.

3. Relevant National Authority: the Civil Aeronautical Authority of each Member State.

4. Passenger ticket: any valid document, whether individual or joint, which states that the passenger has a contract of carriage with the air carrier, or its equivalent in a non-printable format, including electronic format, issued or authorised by the air carrier or its authorised agent.

5. Quality: level of the set of inherent characteristics that meets the requirements. 

6. Cancellation: the non-departure of a scheduled flight.

Unforeseen circumstances: are causes not associated with the regular development of the carrier’s activity that prevent the flight from being carried out or which delay its commencement, such as meteorological causes that hinder the operation of the flight, technical failures not corresponding to the scheduled or routine maintenance of the aircraft or those caused by passengers or third parties at flight time, failures on the part of the ground support staff among others

7. Client: organisation or individual receiving a product. 

8. Contract of adhesion: is that whose clauses have been established unilaterally by the air carrier without having discussed its content with the user.

9. Denial of boarding: the refusal to transport passengers on a flight despite their having arrived with the intention to board with a confirmed reservation as established in the contract of carriage, unless there are justifiable reasons to deny their boarding, such as health or security reasons, or the presentation of insufficient travel documents, or the late arrival at the counter by the passenger.

10. Disembarkation: the act of leaving an aircraft, after it has landed, with the exception of the crew or passengers continuing the journey during the following segment of the same direct flight. It is understood that disembarkation is complete when the passenger enters the Terminal building of the respective airport. 

11. Final destination: the last destination appearing on the passenger ticket presented at the check-in counter.

12. Embarkation:  the act of boarding an aircraft for the purpose of beginning a flight, with the exception of those crew members or passengers who are in one of the previous segments of the same direct flight. It is understood that embarkation begins when the passenger leaves the Terminal building of the respective airport.

13. Luggage: set of articles in the possession of passengers, delivered through a ticket registered by the air carrier for the same journey or route to be used by passengers being transported on an aircraft under the responsibility of the air carrier and in accordance with a contract of carriage.

14. Hand luggage or objects in hand: are those personal items belonging to the passenger that are not prohibited or dangerous and whose weight and volume allow them to be carried in the overhead compartments or below the seats. Their weight shall not affect the maximum weight permissible for the luggage of each passenger.

15. Luggage transferred between air carriers: passenger luggage that is transferred from the aircraft of one air carrier to the aircraft used by another air carrier during the passenger’s journey.

16. Unaccompanied luggage: luggage transported on a flight other than that of the passenger and through an air waybill, to which special security measures have been applied when being transported on a passenger aircraft.

17. IATA:  International Air Transport Association.

18. ICAO:  International Civil Aviation Organisation.

19. Airport Operator: body responsible for airport management. 

20. Tourism operator: anyone who, without being an air carrier, is established as a tourism travel organiser and who also organises special events, among others. A tourism operator is also considered to be any individual who organises, on a regular basis, combined trips and who offers or sells them directly or through a retailer.    

21. Stop-over: flight made with a deliberate interruption, with the right to subsequent re-boarding, by the same air carrier and on the same route. The interruption shall not exceed the period defined by the authority of each State for its territory. 

22. Transferring or connecting passenger: passenger who makes a direct connection at an airport between two flights and different aircraft operated by the same or by another air carrier.  

23. Passengers under special legal conditions: any individual who is detained by order of the relevant authority and who is transported by air, in the custody of State officials, whether on national flights, or international flights.

24. In-transit passenger: passenger who makes a stop or a scheduled or non-scheduled transfer, as part of the itinerary of a same flight. 

25. Volunteer passenger: person with a valid passenger ticket, a confirmed reservation and who has arrived at the counter within the period stipulated and under the conditions required and who accepts the request made by the air carrier to voluntarily withdraw his/her confirmed reservation in exchange for specific compensation.

26. Period of air carrier liability: begins from the moment the passenger approaches the aircraft, leaving the airport Terminal, gate or building, until his/her arrival at similar sites, once the flight is completed, all governed by the provisions of international agreements on carriage by air.

27. Person with reduced mobility: any individual whose mobility is reduced when using a mode of transport due to any physical deficiency (sensory or locomotory, permanent or temporary), mental deficiency, their age or any other disability, and whose situation requires special care and calls for the services available to all passengers to be adjusted to his/her needs.  

28. Reservation: action that is accepted or registered by the means established by the air carrier, through which the user is guaranteed a space on a flight.

29. Air service: includes all forms of public transport, scheduled or non-scheduled, carried out by an aircraft.

30. Quality management system: set of related elements that include the principles of efficiency, modernisation, security and facilitation, measuring equipment, procedures, trained staff and customer service.

31. System of contractual civil liability for carriage by air: refers to the international conventions in force in the area of international carriage by air, which include the International Convention for the unification of certain rules relating to international carriage by air, signed in Warsaw, in 1929; the 1955 Hague Protocol; the Complementary Guadalajara Convention of 1961; the Montreal Protocols 1, 2, 3 and 4 of 1975 and the Montreal Convention of 1999 for the unification of certain rules governing international carriage by air, which seeks to replace all those preceding.   

32. Overbooking: any scheduled flight on which the number of passengers with a confirmed reservation and who arrive for boarding within the timeframe indicated, exceeds the number of seats available on the aircraft.  

33. Fare: international fare is understood as the price charged for the carriage of persons between one point in the national territory and one point abroad, and includes the commissions and conditions of payment for tourism operators and intermediaries in general, and all the rules and conditions that shape or influence the price paid by the user, as well as any significant benefit associated with carriage; without affecting what is stipulated in the Agreements and other international commitments in the field of aeronautics. 

34. Air Carrier: legal person providing transport services by aircraft, performed for remuneration. Can also be referred to as carrier or airline.

35. User: persons using air and/or airport services as passengers, including those natural or legal persons involved in air transport activity as “operators” who require suitable resources for the proper execution of their duties. Also includes the concept of passenger, as well as that of operator; understood as air carriers, security companies, State institutions and other concessionaires.

Passengers using the infrastructure are end users (or end line users) and are therefore recipients of services without using that infrastructure to in turn provide another aeronautical service to another user. This situation is not the same in the case of airlines, who effectively utilise airport infrastructure but only to offer another service (carriage), which generates a far more complex set of relations, requirements, obligations and rights between them and airport operators that are not duly included in this Recommendation.
 
36. Frequent flyer: programmes offered by air carriers as a marketing strategy to encourage client loyalty, enabling them to accumulate miles as long as they travel on the flights offered by said carriers or by using other previously defined services, which may be used in the acquisition of passenger tickets for subsequent travel on routes serviced by said carriers.

37. Trips with all inclusive packages: product offered by an air carrier or its representative including, in addition to passenger tickets for air carriage, 2 of the following elements: accommodation, meals, airport – hotel – airport transfers, tours and other tourism services not related to the preceding. The trip must be offered at an overall cost and the service must exceed 24 hours or include one night’s stay.

38. Non-scheduled flights: flights made without being subject to the set of elements that define scheduled flights.

39. Scheduled flights: flights made on an aircraft to transport passengers or passengers and cargo and/or mail, under conditions such that, on each flight, seats are made available to the public, whether directly by the air carrier or by its authorised agents; subject to pre-fixed itineraries and timetables, and which are offered to the public with such frequency or regularity that they constitute an evident systematic series. Such conditions must be met as a whole.     
CHAPTER TWO: PASSENGER RIGHTS AND AIR CARRIER OBLIGATIONS 
SECTION A.
INFORMATION, RESERVATIONS AND PASSENGER TICKETS 
Article 2.
When the reservation is requested, the passenger has the right to be informed by the air carrier or its representative, tourism operator and travel agency of the following:

1. Available flights, clearly indicating if they are direct and non stop flights, flights with stopovers or connections, stating the scheduled place and time for such flights, based on the planned itinerary and/or whether or not it is a flight sharing a code with air carriers. In this last case, information pertaining to the name of the current air carrier of each of the segments of the flight shall be included, and this rule shall also apply in the case of “wet lease”.

2. The types of fares available with the air carrier whose service is being solicited. In the case of a travel agency, the various fares offered by different air carriers for the flight requested and their validity, clearly outlining the applicable restrictions if any, as well as conditions for reimbursement. 

3. The cost of the passenger ticket according to the fare applied, excluding any additional charges (VAT, airport tax, departure tax or any other authorised surcharge) that must be paid by the passenger. 

4. The airports and air terminals of origin and destination of the flight provided.

5. The type or capacity of the aircraft expected for the flight, if requested.

6. Carriage conditions with respect to: reservations and cancellations, acquisition of passenger tickets, fares and their conditions, luggage restrictions, items that cannot be carried and in general, the obligations, limitations and requirements that must be observed by the passenger in order for an adequate carriage service to be provided by air.

7. When the passenger is not directly notified of the general conditions of the contract of carriage by air, the air carrier or travel agency must provide the means necessary for the passenger to consult said information or indicate the place or means by which such information could be obtained. The foregoing among other information must be contained in the contract of carriage incorporated into the passenger ticket or the fares manual.   

Article 3.

Reservations
1. Reservation request: the reservation can be requested by the passenger personally, by telephone, or by any electronic means or data messages, where available, directly contacting the respective air carrier or through a travel agency. 

2. Reservation record or code: when the reservation is requested and accepted, the passenger must be provided with a record or code for said reservation, outlining the fare category in particular, as clearly as possible.

3. Protection of information: when the passenger submits his/her personal information, it must be used solely for matters related to the service of air carriage, mainly, security aspects and shall be protected by the air carrier or its representatives, so as to avoid it being used for other purposes. 

4. Respect for the reservation: when the reservation is made, it must be respected unless timely confirmation is not received.
5. Information on changes: in the event of any change in the flight, timetable, or in general, any aspect affecting the agreed reservation, the air carrier or travel agency that has made the reservation (if the latter is aware of such change), must notify the passenger through the fastest means possible (telephone, fax, e-mail, etc.) no later than one (1) day prior to the flight, with the exception of circumstances associated with an act of God.   

Article 4. 
Passenger tickets: 

Air carriers must do their utmost to offer the lowest fare for passenger tickets and make known the conditions of the rates applied.

1. Acquisition of passenger tickets: with the acquisition of the respective passenger ticket, the passenger is granted the following rights:

a) That he/she be provided with the information outlined in Article 2, if said information has not already been obtained.

b)
That the corresponding physical passenger ticket be issued or by any other means, under the terms agreed. Said passenger ticket must contain, in addition to the information provided by law, the text of the respective contract of carriage of the air carrier, clearly printed, in a legible size and in ink contrasting with the paper. If the passenger ticket is issued by electronic means, the passenger must be informed of the basic information contained in the contract of carriage and shall receive a written notice indicating that the air carrier shall be responsible for death or injuries, and for the destruction, loss or damages to luggage and for its delay, under the System of Contractual Civil Liability for Carriage by Air. 

c)
That the fare charged correspond with that in force at the moment the passenger ticket is obtained, according to the type of fare selected. Said fare must be respected while valid. Information pertaining to fares is the responsibility of air carriers.

2. Validity: the passenger ticket shall be valid for a maximum period of one (1) year, unless extended by the air carrier, or it shall be valid for the special period determined by the fare obtained. Once the aforementioned period has expired, if the passenger decides to travel, the air carrier or agency shall issue a new passenger ticket, including the additional costs that must be absorbed by the passenger based on the current fare. Similarly, if the passenger decides to not travel, he/she shall be entitled to a reimbursement from the air carrier, for the amount paid for the passenger ticket, excluding the relevant deductions.  
3. Errors in the issuing of the passenger ticket: in the event the traveller discovers an error in the information contained in the passenger ticket, he/she may request its immediate amendment by the air carrier or agent.
4. Cancellation by the passenger: the passenger may cancel the trip before its commencement, notifying the air carrier at least seventy two (72) hours prior to the departure of an international flight and forty eight (48) hours in the case of a national flight. In these instances, when applicable, and in accordance with what is agreed to with the air carrier, the air carrier or its representative may retain a percentage according to the stipulations provided by the company, which have been approved or recorded by the aeronautical or relevant authority, in which case, the reimbursement shall be made based on the conditions of the fare. The percentage included shall not exceed 10% of the cost of the passenger ticket, unless it involves duly approved promotional rates, in which case, the reimbursement shall be made according to the conditions of the fare.
5. Carriage of minors
An adult passenger can travel on national flights with a child under the age of two (2) without paying any fare for said minor, on the condition that he/she travels in the arms of the adult and does not occupy a seat. 

In countries where there are fare controls, there may be a charge for children under the age of twelve (12) on national flights, at a maximum fare equivalent to two thirds of the corresponding fare, with the right to occupy a seat.

The benefits outlined in the preceding paragraphs shall not be mandatory for the airline when duly approved promotional fares are involved.

The minors referred to in this point, in the event they are not travelling with their parents or a responsible adult, must be entrusted to the airline, in accordance with the conditions established by said airline, which may add extra charges in the case where additional or supplementary staff needs to be assigned for the custody of the minor or if any added care is required that involves costs for the airline. Said costs must be made known to the public and the parents of the minor or the adults responsible for him/her shall be notified of such costs when the passenger ticket is purchased  
6. Application of promotions: the air carrier must ensure the application of frequent flyer programmes and other promotions offered to the passenger, which are legally permitted. In such cases, the special conditions of the promotional rates that have been approved shall take priority.
The promotions offered must be absolutely clear and their airfares duly registered and/or approved by the relevant authority. If their conditions are publicly announced, they must adhere strictly to what is advertised.   
7. All inclusive packages: when “all inclusive” packages are offered, the air carrier and/or its representative must clearly inform the passenger of the conditions of said product. At all times, the air carrier shall be responsible for carriage by air and not for the additional services included in the “all inclusive packages” that have not been organised directly by it.

SECTION B.
CARRIAGE

Article 5. 
Issue of the boarding pass 
When the passenger ticket is presented by the traveller to the air carrier at the counter and the reservation or seat for the respective flight is verified, and the passenger has satisfied the other flight requirements (passport, visas, etc.), the corresponding boarding pass or authorisation to board the flight shall be issued and the passenger informed of the scheduled time of departure, departure gate or lounge, boarding conditions, in addition to the conditions of the flight: shared code, wet lease, stopover, etc.
. 

At the same moment, the passenger shall be given the corresponding tickets for the luggage recorded for transport in the hold, as proof of its delivery to the air carrier. 

Article 6. 
Boarding call

Once in the departure lounge, the passenger must be notified of the moment in which the aircraft shall be boarded, with the relevant instructions. In the absence of a boarding bridge in the respective airport, the passenger must be driven to the aircraft, guided by an air carrier representative or through the use of vehicles destined for this purpose, in accordance with the provisions applicable to airport operations and safety that are established by the respective authority. 

Article 7. 
Passengers connecting with the same air carrier 
If a passenger connecting with the same air carrier is preparing to board the aircraft for the initial segment of the journey and there is some delay, as a result of which it is anticipated that under normal flight conditions the carrier or passenger will not arrive at the connection point on time, the air carrier must notify the passenger of such circumstance, giving him/her the option to not travel, without any penalty whatsoever for the passenger. 

Article 8.
Admittance of the passenger

The passenger must be admitted for boarding and subsequent carriage upon presentation of the passenger ticket and/or boarding pass, unless the air carrier must satisfy a legal requirement of the relevant authority. Despite the foregoing, the airline may refuse to admit the passenger for boarding and carriage, in accordance with its previously established internal policies.

Article 9: 
Facilitation of embarkation/disembarkation

The air carrier must avail itself of the technical, human and logistical resources necessary to facilitate procedures for the presentation and embarkation or disembarkation of the passenger and his/her luggage, under reasonably comfortable conditions, provided that the passenger arrives on time and complies with the relevant instructions.

Article 10:
Passenger carriage

The passenger shall be transported in accordance with what is contracted, observing the fare, itinerary, frequency and timetable agreed upon, on the condition that he/she fulfils the duties and obligations outlined in these guidelines. 
Article 11: 
Passenger treatment 

At all times, the passenger must be treated with dignity and respect by the air carrier or its representatives and employees.

Article 12: 
Information on changes or delays

The carrier or its representative must notify the passenger of flight delays, cancellations and changes in route. During the flight, the passenger shall be provided with information pertaining to the journey, in so far as this falls within the scope of the crew and does not obstruct their duties. 

Article 13:
Denial of Boarding

When an air carrier responsible for a flight anticipates that it will have to deny the boarding of a flight, it shall, first of all, ask for volunteers to withdraw their reservations in exchange for specific benefits, under the conditions agreed upon between the interested passenger and the air carrier responsible for the flight. Volunteers shall receive assistance in accordance with the provisions of Article 23 (passenger compensation). In the event that the number of volunteers is not sufficient for the remaining passengers with reservations to board said flight, the air carrier responsible for the flight may refuse to board passengers against their will.

In the case where passengers are denied boarding against their will, the air carrier responsible for the flight shall immediately compensate them in accordance with Article 23 and provide them with assistance pursuant to Article 22. 

Article 14: 
Safety announcements

Prior to and during the flight, the passenger shall be provided with the information necessary for his/her safety (use of emergency equipment, evacuation etc.) by means of physical demonstrations, announcements and audiovisual and printed materials. Furthermore, the passenger shall be afforded an environment with maximum safety conditions during the flight, in accordance with international civil aviation standards and norms that are applicable in this respect. The obligations of the air carrier in terms of passenger safety begin from the moment the passenger approaches the aircraft, leaving the airport Terminal, gate or building, until he/she arrives at similar sites once the flight is completed, all governed by the System of Contractual Civil Liability for Carriage by Air. 
Article 15:
Passengers with reduced mobility

Passengers with any form of limitation, elderly passengers, children under the age of five (5) and pregnant women, together with those accompanying them, and depending on the type of aircraft, shall receive special assistance at boarding time.

Article 16:
Care for infirmed passengers, with mental disabilities or minors 

When the air carrier, duly notified, admits on board infirmed passengers, with mental disabilities or minors, they must be provided with the regular care demanded by their status or condition. Similarly, the air carrier shall provide assistance and attention, within its limits, for passengers who suddenly suffer injuries or present some illness during the flight, in so far as is possible.  

For the carriage of mentally disabled passengers, air carriers shall demand a certificate signed by a physician, issued no more than twelve (12) hours prior to the flight, bearing the respective professional certification of said physician and outlining the health conditions of the passenger and his/her ability to travel. Similarly, and depending on the condition of the passenger, it may be demanded that a physician or any other person suitable for the case, assist the passenger at their own cost for the duration of the flight, unless deemed unnecessary by the physician.

According to the conditions stipulated above, the air carrier may impose additional charges if it is necessary for staff to be assigned to care for the passenger or to provide any attention that involves costs for the carrier.  
Article 17:
Carriage of infirmed persons

The passengers to whom the two previous Articles apply shall not be denied carriage, unless it is evident that their state of health may deteriorate under normal flight conditions; that the resources needed to transfer them safely are not at their disposal on the aircraft; and that the conditions of such passengers could involve risks for or injury to the other passengers on board.

Article 18:
Pregnant women

In the case of pregnant women, they shall not travel by air if they are beyond their seventh (7) month of pregnancy, unless the journey is absolutely necessary, in which case, such passengers must sign a document backed by a medical certificate indicating their ability to travel, thereby releasing the company from any liability if any unforeseen circumstances were to arise in their condition during the flight. 

Article 19:

Exoneration clauses 

The declarations containing clauses exonerating the air carrier from liability in terms of the situations outlined in the previous Articles shall not apply, according to law and/or international conventions. However, there is nothing to prevent the signing of a declaration that indicates the illness or injury suffered by the passenger, the attention required during the flight as long as it can be provided by the air carrier, as well as the specific risks that would be involved for the passenger as a result of the flight, in order to demonstrate the pre-existence of such circumstances in the application of the following Article and for the relevant preventive measures to be adopted. 

Article 20:
Exoneration of the air carrier

The air carrier shall not be liable for damages suffered by passengers when they occur exclusively at the hand of third parties, or when the passenger is solely culpable, nor shall it be responsible for organic injuries or illness prior to the flight that have not deteriorated as a result of situations imputable to said air carrier, and provided that there is proof that all measures necessary to avoid the damage were taken by the carrier or that it was impossible for such measures to be adopted.

Article 21:
Breach and compensation

In all cases of breach on the part of the air carrier, the passenger must be notified immediately of the policies provided by the company for the corresponding compensation, without prejudice to the rules stipulated in these Guidelines with respect to the following:

Article 22: 
Cancellation, interruption or delay

When the flight cannot begin under the conditions stipulated or its departure is delayed due to an act of God, unforeseen circumstances or for meteorological reasons compromising its safety, the air carrier shall be released from liability, refunding the cost of the passenger ticket. In such cases, the passenger may demand a refund of the total cost without need for any sanction.      

Once the flight has begun and is interrupted due to any of the reasons indicated in the preceding sub-paragraph, the air carrier shall be obligated to carry the passengers and luggage at its own cost, employing the fastest means possible to get them to their destination, unless the passengers decide to accept reimbursement for the part of the journey not made. The air carrier shall also cover the reasonable expenses incurred for maintenance and accommodation resulting from an interruption.

Article 23:
Passenger compensation 

In the case of cancellations, interruptions or delays in which there is no reimbursement, in accordance with what is provided in the preceding Article, or in light of any other event imputable to the carrier, and in cases of overbooking, the passenger shall be compensated according to the following:

1. Delays: when there is a delay in the start of the flight (commencement of taxiing for take off) resulting in the breach of the flight schedule authorised by the corresponding aeronautical or relevant authority, the following shall be observed:  

a) When the delay exceeds two (2) hours and is less than four (4), the passenger shall be provided with refreshments and, upon request, a telephone communication not exceeding three (3) minutes or by the fastest means available, to either the place of destination or origin, in the case of connections.

b) When the delay exceeds four (4) hours and is less than six (6), in addition to the foregoing, the passenger shall be provided with meals (breakfast, lunch or dinner, according to the time).

c) When the delay exceeds six (6) hours, in addition to the foregoing, the carrier shall compensate the passenger in accordance with what is established in point 6  of this Article. However, when this delay goes beyond 22:00 hours (local time), the air carrier must also provide the passenger with accommodation (if not in his/her domicile) and transport expenses, unless the passenger voluntarily accepts to wait if it seems likely that the flight may depart within a reasonable period of time.

2. Interruption of carriage: in the event that carriage is interrupted, in accordance with what is provided in the previous Article, if the passenger refuses the refund for the amount proportional to the part of the journey not made, he/she shall be compensated for the delay suffered until the resumption of the flight, based on the provisions of point 1 above.
3. Cancellation: in cases where the air carrier decides to cancel the flight, and the passenger has a confirmed reservation, without refunding the full cost of the passenger ticket and without: 

a) transferring to the final destination under comparable transport conditions, as quickly as possible, or 

b) transferring to the final destination, under comparable transport conditions, at a subsequent date convenient to the passenger.

In the case of cities or regions where there are several airports, the air carrier responsible for the flight that provides the passenger with a flight to an airport other than that for which the reservation was made, shall cover the transport expenses of the passenger from that second airport, or to the airport for which the reservation was made, or to another nearby location agreed upon with the passenger. 

Accommodation costs shall also be covered (if not in his/her domicile) as well as transport expenses. Furthermore, if there is a delay prior to the cancellation of the flight, the passenger shall be compensated as stipulated in point 1, as the case may be.

4. Overbooking: if boarding is denied as a result of overbooking, and the passenger has a confirmed reservation and has arrived at the airport on time, the air carrier shall provide the passenger with transport to his/her final destination on the next available flight of the same air carrier, on the same date and following the same route. If there is no flight available, the air carrier shall make the necessary arrangements at its cost, for the passenger to board another air carrier as soon as possible and/or shall refund the full cost of the fare corresponding to the segment or segments of the trip not made in relation to the passenger’s initial trip, all of this without affecting the additional compensation provided in point 6 of this Article. 
5. Premature departure of the flight: when the air carrier brings forward the flight by more than one hour, without notifying the passenger, or when the passenger is advised and is unable to travel according to the new timetable, he/she shall be provided with transport to his/her final destination on the next available flight of the same air carrier, following the same route. If there is no flight available, the air carrier shall make the necessary arrangements at its own cost, for the passenger to board another air carrier. In such cases, there shall be no extra cost to the passenger if the new seat corresponds to a higher fare. If the passenger refuses any of these alternatives he/she may demand a refund of the amount paid, without any penalty.  
In the case where the passenger is not in his/her city of domicile, food, accommodation and transportation expenses shall be covered.
6. Additional compensation: the air carrier shall compensate the passenger with a minimum amount equivalent to 25% of the cost of the passenger ticket, payable in cash or in any other form accepted by the passenger, such as passenger tickets for routes serviced by the air carrier, vouchers for passenger tickets, allocation of miles, etc., in the following cases:
a) Overbooking, when there is no agreement with the passenger due to which he/she voluntarily accepts to not travel on the scheduled flight.

b) Delay exceeding six (6) hours, for reasons imputable to the air carrier. In order to determine the value of the segment of the journey for which compensation is to be made, the total amount paid for the passenger ticket shall be multiplied by the ratio between the distance of said journey over the total distance.

c) Cancellation, for reasons imputable to the carrier, provided that the passenger is not taken to his/her final destination, on the same day planned for the commencement of the flight.

7. Transits and connections: the aforementioned compensations shall also apply to in transit or connecting passengers who cannot continue their journey for reasons imputable to the air carrier.   
Article 24:
Sanctions

If the air carrier fails to honour the compensation due, according to the preceding Articles, it shall be penalised based on the provisions of the legislation in each State.

Article 25: 
Exoneration from sanctions

When compensation is due to the passenger according to what is provided in the preceding Articles, the carrier may be exempt from administrative sanctions, if so authorised by the relevant legislation.
Similarly, if the passenger refuses all of the previous compensation options, he/she may demand total reimbursement of the amount paid or the amount proportional to the segment of the journey not made, with sanctions for neither the passenger nor the carrier.

Article 26: 
Reimbursements and reissuing of passenger tickets

In cases other than those mentioned above, the passenger may demand the reimbursement of the cost of the ticket, for the following reasons: 

1. Cancellation by the passenger: in the event the trip is cancelled by the passenger, he/she has the right to be reimbursed the amount paid for the passenger ticket, without affecting the discount percentages applicable in favour of the air carrier, according to the regulations of the company that have been approved by the aeronautical or relevant authority (provided that reimbursable fares are involved). 

2. Loss of passenger ticket: if the traveller claims that the passenger ticket has been lost or completely destroyed, and this situation is confirmed by the carrier or the passenger and in accordance with the relevant procedures, he/she shall be entitled to the issue of a new ticket or the reimbursement of its cost, if the passenger ticket is refundable. The loss of the passenger ticket does not nullify the existence of the contract of carriage by air, which may be proven with any other probative measure.

Article 27:
Provision of food and beverages

When food and beverages are provided on board the aircraft, the air carrier shall be held liable for health injuries suffered directly from poor food preservation or hygienic conditions, when consumed on board.

Article 28:
Resulting obligation for the air carrier

As a result of the contract of carriage, the air carrier shall transport the passenger by air, safe and sound to his/her place of destination, according to timetables, itineraries and other aeronautical standards; within a reasonable period of time and by relatively direct means, without prejudice to the provisions of Article 17 of these Guidelines.

Article 29:
Injuries to the passenger

In the case of injuries, death or wounds suffered by the passenger on board or during the execution of carriage, from boarding to the completion of disembarkation, the passenger or his/her assignees, have the right to be compensated in accordance with what is established in the System of Contractual Civil Liability for Carriage by Air. The foregoing does not prevent the passenger from obtaining life or travel insurance, at his/her own cost. 
Article 30: 
Location of and assistance for the family members of accident victims 

In the event of an accident or incident, or if injury or death is sustained by a passenger by any other means during the execution of the contract of carriage, the air carrier shall contact the person referenced by the passenger at the moment the reservation was made or on a subsequent occasion, and shall provide said individual with the relevant information and support; or, in the absence of this, the next of kin. 

Article 31: 
Complaints

In light of any breach or non-fulfilment of the service received, the passenger may resort to the following alternatives: personally present his/her claim to the air carrier, in writing or verbally, so as to proceed with the settlement through compensations or indemnifications, or present a complaint to the aeronautical or relevant authority so that it could proceed with the necessary investigation, if said passenger is not adequately compensated and/or resort to legal action requesting the relevant indemnifications. 

Article 32: 
Waiting lists

The air carrier may include on waiting lists, passengers who arrive for a flight in numbers exceeding the seats available, so that they could occupy the places of those passengers who fail to present themselves. Placement on these lists shall be assigned strictly by the personal presence of the passengers, assigning them a number that shall be rigorously respected. Inclusion on a waiting list does not entitle an individual to embarkation.

CHAPTER THREE: PASSENGER OBLIGATIONS AND AIR CARRIER RIGHTS 

SECTION A. 
INFORMATION, RESERVATIONS AND PASSENGER TICKETS 

Article 33:
Accuracy of information

The passenger must provide the air carrier or travel agent with accurate personal information. Such information must include at least, full name, original document of identification, address, domicile and telephone contact in the place where the passenger ticket is purchased or in the place of origin and destination of the journey, as well as the name, address and telephone number of a person in any place, who could be contacted in case of an accident or any other contingency.  In the event that the information given to the air carrier is erroneous, incomplete or false, there shall be no obligation to notify the passenger of changes that may occur in the flights and itineraries. 

Article 34:
The following obligations are established regarding reservations  
1. Confirmation of reservations

If requested by the air carrier or its representative, the reservation must be confirmed by the passenger according to the special conditions applicable and in keeping with what is stipulated. 

In order to confirm the reservation, air carriers may demand that the passenger or his/her representative provide the number of the passenger ticket purchased by the traveller or proof of its acquisition.

In the absence of the abovementioned conditions, the air carrier or its representative may refrain from making the reservation or may cancel it as the case may be. 

2. Reconfirmation

The air carrier may demand that once the departure flight has been made, the passenger must reconfirm the confirmed reservation for the return seat no less than twenty-four (24) hours in advance, unless the return is scheduled for the same day. 

3. Failure to confirm

If the passenger fails to confirm or reconfirm his/her reservation according to what is indicated above, the air carrier may utilise the respective seat, without preventing said passenger from requesting a new reservation for a subsequent date.
4. Cancellation or change of reservation
If the reservation is not going to be used, the passenger must cancel it within the timeframes provided in point 4 of Article 4 on cancellation by the passenger, unless returning on the same day. Any intended change to the reservation must be requested within the same timeframe, provided that fares with restrictions and special confirmation obligations are not involved, with the passenger absorbing the incidental surcharges according to fare conditions and seat availability.

5. Reservation of cages for pets

At the moment of reservation, the passenger must indicate if he/she will be accompanied by a pet and will require the respective cage, on the condition that the air carrier would provide such service. Similarly, the passenger must comply with the health requirements approved for such purpose and shall report any other item whose carriage may be restricted. 
Article 35:
Passenger tickets and fares 
1. Timeframes for the collection of passenger tickets: if at the moment of reservation, the traveller is notified that passenger tickets must be paid for and collected before a date specified in relation to certain fares, this must be done and the payment made no later than the date indicated, observing the conditions approved by the air carrier in this respect, otherwise the reservation may be cancelled without the need to notify the passenger.
2. Payment: when the passenger ticket is collected, the traveller is obligated to pay the cost in accordance with the fare in effect in the form agreed (cash, credit, credit card, cheque, etc.).
3. Excess: the passenger must pay the excess, in the event he/she decides to travel using a seat at a fare that exceeds that which was previously agreed to or which falls outside the terms agreed upon in the promotional fares. Similarly, the passenger shall be reimbursed the excess in the event he/she travels in a category or class lower than that purchased, within a period no less than thirty (30) days and not exceeding sixty (60) days.
SECTION B. 
CARRIAGE 
 

Article 36:
Presentation of the passenger

The passenger must present him/herself at the counter of the air carrier and check-in within the timeframe specified by the air carrier or its representatives at the moment the passenger ticket is collected or the reservation made. In the absence of said instruction, the passenger must arrive at least one (1) hour and a half (90 minutes) prior to the departure of national flights, and three hours (180 minutes) for international flights. 

Article 37: 
Presentation of the passenger after the time stipulated

If the passenger fails to present him/herself for the flight in a timely fashion prior to its departure, the air carrier may make use of his/her seat. Nevertheless, if seats are available when the passenger arrives and the flight has not been closed, he/she shall be admitted. 

Article 38: 
Absence or ill-timed presentation of the passenger

If the passenger fails to appear or presents him/herself at the wrong time and misses the flight, he/she shall be assigned a seat and reservation on another flight, in which case the air carrier shall impose a penalty not exceeding ten percent (10%) of the amount paid for the journey, if appropriate. 

Article 39: 
Travel documents

The passenger must identify him/herself and present his/her travel documents when requested by the air carrier or the immigration, police or customs authorities at airports. If the passenger fails to present the travel documents requested, he/she shall not be able to board said flight. 

Article 40:
Departure lounge

In airports equipped with departure lounges, the passenger must heed the instruction of the air carrier to enter said lounge at the time specified and stay there, once check-in is complete and the respective boarding pass issued; the passenger shall proceed with boarding when indicated as such.

Article 41:
Searches and control procedures

The passenger is obligated to observe the rules in force governing airport security and operations and must submit to searches and other control procedures and safety measures put in place by the airport authority or respective air carrier during boarding, flight and disembarkation.

In the case where the passenger is asked to identify the luggage prior to boarding, apart from the exceptions set forth in the Vienna Convention on diplomatic and consular provisions governing diplomatic bags, neither the passenger nor his/her luggage shall be allowed to board the aircraft if said requirement is not met.  

Article 42:
Inspection of valuables

The passenger must submit to searches conducted at airports before and during boarding. However, if the passenger is in possession of valuable items that have been duly declared or is suffering from some form of limitation, he/she may insist that said search be conducted in private.

Article 43:
Assigning of seats

The passenger must occupy the seat assigned at check-in, unless, upon the justified request of the crew, he/she is asked to occupy another or is authorised to do so by the crew.

Article 44:
Assigning of seats to special passengers

Minors, infirmed passengers or those suffering from some form of limitation, in addition to passengers who for some reason may require assistance from another individual, shall not occupy seats adjacent to the access doors or emergency exits of the aircraft, so as to facilitate a possible evacuation. In the case of crutches, wheelchairs or any other equipment, these must be stowed in such a manner so as to not inhibit traffic within the aircraft or obstruct evacuation in an emergency.

Article 45:
Passenger conduct

It is the passenger’s obligation to comply with the instructions of the air carrier and its crew regarding safety or conduct during the flight, which are relayed after boarding operations and also during taxiing, take-off, flight, landing and disembarkation. According to law, the pilot is the highest authority on board the aircraft, as a result of which the other crew members and all passengers shall be subject to his/her authority for the duration of the flight. 

Article 46:
Actions that are improper, illicit or a breach of security 

For the purpose of maintaining order on board aircraft, it is the interest of States to create an appropriate procedure to penalise, in a prompt fashion, conduct not considered a crime but which is categorised as an administrative offence. Passengers must refrain from the following in particular:

1. Unfastening their safety belts or leaving their seats when unauthorised by the crew.

2. Operating during the flight or its preparatory phases, as indicated by the crew, cellular or satellite telephones, transmitter radios or portable radios, computers and other electronic equipment that may interfere with the flight, communications or navigation systems of the aircraft.

3. Removing or misusing safety vests and other emergency equipment or other items on board the aircraft or in airports. 

4. Interfering with alarms and fire detection systems or other devices installed in the aircraft. 

5. Smoking in any part of the aircraft during national flights or in unauthorised areas of the aircraft during those international flights where smoking is permissible.   

6. Adopting attitudes or expressing comments that may bring about panic among the other passengers.

7. Physically or verbally attacking any of the passengers, flight crew or ground service staff for the aircraft.

8. Carrying on board the aircraft or in airports, weapons or sharp, pointed or blunt objects that may be used as weapons. 

9. Obscene behaviour or actions.

10. Consuming food or beverages not provided by the air carrier without its authorisation during the flight.

11. Boarding the aircraft or staying on board in an advanced state of intoxication or under the influence of narcotics or prohibited psychotropic substances.

12. Any other act or situation deemed improper by the air carrier, the aeronautical or relevant authority and which is defined in the general conditions of the contract of carriage, in the aeronautical regulations or in the Guidelines on the legal aspects related to insubordinate or disruptive passengers (Circular 288-LE/1 of the ICAO).
Article 47:
Passengers in special legal circumstances 

When transporting a passenger under special legal circumstances, who is travelling on the orders of any judicial, administrative or police authority, or is being detained as a result of having been accused of a crime, there must be strict observance of the special security measures provided in the National Airport Security Plan, or circulars issued by the aeronautical or relevant authority for this purpose, as well as additional measures required by the air carrier based on the special conditions of such carriage. The person or official responsible for the custody of said passenger must, upon entering the airport of origin, contact the police authorities, airport security and the air carrier itself, notifying them of the passenger so that the necessary measures could be taken. In the case of non-observance of the measures in question, the air carrier shall refuse to board the passenger.

CHAPTER FOUR:
LUGGAGE 
SECTION A.
Passenger rights and carrier obligations
Article 48:
Type of luggage

The passenger has the right to carry and on the same flight, the number of pieces of luggage indicated by the air carrier according to the capacity of the aircraft and, on all occasions, within the quotas provided in the regulations applicable.  

Luggage can be transported as hand luggage in the passenger cabin when, owing to its weight, characteristics and size, it would be feasible to transport it on board the aircraft; or as registered luggage in the aircraft hold. The carriage of luggage, within the weight allowed, is included in the cost of the ticket
Article 49:
Luggage ticket

The air carrier must provide the passenger with a ticket or tickets as proof of having received the registered luggage for stowage, or hand luggage transferred to the hold when boarding, which would allow the number of packages or pieces, their weight and destination to be determined. Said documents shall be attached to the passenger ticket and the corresponding pieces of luggage. Luggage shall be delivered upon presentation of the ticket. Failure to present such ticket authorises the air carrier to verify the identity of the claimant, thereby deferring delivery until verification. Consequently, passengers must adequately label their luggage with their name, country, city and telephone number. 

Article 50:
Conditions for the carriage of luggage

Stipulations provided for the carriage of luggage must be clearly outlined in the contract of carriage printed on the passenger ticket.

Article 51:
Carriage and safeguarding of luggage

When transporting registered luggage, the air carrier must receive it, transport and deliver it to the passenger in the condition in which it was received, supposedly in proper condition, unless otherwise recorded. The air carrier’s responsibility for luggage shall be established in the System of Contractual Civil Liability, and for national flights, it shall be governed by the internal legislation of each State. 

Article 52:
Delay, loss, damage or destruction of luggage 

In the case of alleged delay, loss, damage or destruction of registered luggage, the passenger is entitled to the compensations stipulated in the regulations of each State concerning domestic carriage by air, as well as those provided in the System of Contractual Civil Liability. 

Article 53:
Delay in the delivery of luggage

If the luggage fails to arrive on the same flight as the passenger, the air carrier shall deliver it as soon as possible, in such a manner that its owner could verify its condition.

Article 54:
Period for claiming mishaps in the carriage of luggage 

The air carrier must address the claim of delay, loss, damage or destruction of registered luggage, provided that said claim is presented by the passenger within the following terms: 

1. For national carriage, in accordance with the domestic regulation of each State.

2. For international carriage, in accordance with the System of Contractual Civil Liability for Carriage by Air. 


If the passenger fails to make the report within twenty one (21) days counted from the date of the flight, no action shall be taken against the carrier.

Once the claim or complaint is received, the company shall immediately commence the corresponding procedures for the search or compensation, if necessary.
Article 55:
Compensations

In addition to the foregoing, if the luggage accompanied or unaccompanied by a passenger fails to arrive, or if it arrives on another flight, in such a manner that the owner must wait for the luggage or must return to the airport to claim it, the transportation costs to and from the airport, if necessary, shall be defrayed by the air carrier. In such cases, the air carrier shall also cover the passenger’s primary expenses, which are understood as those that are essential in order to obtain clothing as well as laundry expenses. 

SECTION B. Passenger obligations and carrier rights
Article 56: 
Excess luggage

The passenger must pay the amount stipulated for the excess luggage presented, agreeing to it being transported on another flight if necessary.

Article 57:
Restrictions and prohibitions

The passenger shall not carry as hand luggage, items whose weight or size obstruct their safe carriage, objects that would cause discomfort for the other persons on board or which may in some way obstruct the movement of persons during a possible emergency evacuation. These items must at all times be placed in the aircraft’s compartments destined for such purpose, or below the seat, as instructed by the cabin crew.

Article 58:
Limitations on the carriage of goods

The passenger shall not board the aircraft with any item that may be considered hazardous. Similarly, the passenger must refrain from bringing on board any element, drug or psychotropic substance whose transport, possession, trade or consumption is prohibited. Any regular item whose nature is doubtful must be reported at check-in, in order to determine whether or not it can be admitted on board the aircraft.

Article 59:
Transport of weapons

If the passenger is transporting any legally permissible weapon or ammunition, the legal security procedures established in each State shall apply.

Article 60:
Articles that are difficult to transport

The passenger must not include in his/her registered luggage, fragile or perishable articles, money, jewellery, precious stones or metals, silver, negotiable documents, bonds or other securities, cash, passports, portable electronic equipment, spectacles or bottles of alcohol, for which the carrier is not responsible for the commercial value, but it must pay the compensation provided in the system of civil contractual liability, for cases of loss or damage, if transported under those conditions. Nevertheless, the passenger may make a special declaration of value to the air carrier and pay the corresponding additional amount, in which case, the air carrier shall be obligated, in the case of loss, destruction, damage or delay of luggage, to pay an amount that shall not exceed the value declared.
Article 61:
Valuable items

Valuable items must be transported under a declared value. If the air carrier accepts this value, it shall be responsible for the minimum value. Nevertheless, in such cases, the air carrier may demand that the passenger provide additional safety conditions or measures for such carriage.   

Article 62:
Carriage of pets

Animals or pets that may pose a risk or nuisance to the other persons on board shall not be allowed in the passenger cabin. These animals must travel in the cargo hold, unless authorised by the air carrier when proven that such species constitute neither a risk nor nuisance, or in the case of seeing-eye dogs for passengers with disabilities requiring as such. At all times, prior to carriage, the interested party must prove compliance with all the health requirements demanded by the relevant authority in the airport of origin, which include among others, the certificate of health of the animal and the pet’s vaccination and examination card in the case of an international flight. The animal must travel in a cage provided by the passenger on the condition that it is suitable for its carriage, or previously requested of the air carrier. The passenger shall be responsible for the minimum hygiene and health precautions for the animal and must present the documentation so that the animal may be accepted in the place of destination.

Article 63:
Carriage of food and plants

The passenger must not include in his/her registered luggage or hand luggage, items whose entry into the State or other States is prohibited or restricted phytosanitary regulations. 

Article 64:
Passenger responsibility for breach 

The breach of obligations on the part of the passenger constitutes a violation of the contract of carriage by air, in which case the air carrier shall not be held liable for injuries suffered by said passenger as a result of such breach. In these cases and, depending on the severity of the situation, the air carrier, represented by the aircraft pilot, as provided by law, shall refuse to board the passenger, arrange for his/her disembarkation if the aircraft is on the ground or during the next landing or stop-over, whether scheduled or carried out for that sole purpose, requesting if necessary, support from the airport or police authorities in the respective airport. Without affecting the responsibility of said passenger and the legal action against him/her, the foregoing applies in the case of damages caused to the air carrier or other passengers.

When carriage is interrupted due to the preceding conditions, the air carrier shall be exonerated from its obligation to transport the passenger to the destination agreed,   without reimbursement and without dismissing the possibility of agreeing to transport said passenger on the same or on another flight, when there is reason to believe that the situation of danger or breach has ceased to exist and that similar events shall not recur. In such cases, the air carrier shall immediately notify the aeronautical or relevant authority of the decisions taken.  

CHAPTER FIVE: 
USER SERVICE SYSTEM 
Article 65:
General provisions of the user service system 

All passenger air carriers shall provide, in each airport where they operate, a user service system, through which they shall receive and address, promptly and personally, complaints, claims or suggestions presented by passengers, providing immediate solutions that are relevant according to circumstances; and in its absence, they must immediately transfer the corresponding request to the relevant person or body for resolution as soon as possible. This system shall function in coordination with the assistance service for the families of accident victims mentioned in these Guidelines. 

Article 66:
Staff for the system

The user service system in each airport shall be implemented with special staff, on hand for that purpose, or with the regular staff employed by the air carrier for other tasks, on the condition that they are suitably trained and their usual duties so permit. 

Article 67:
Service timetable

The service system shall operate during the hours in which the air carrier has flights, at least two hours prior to the first flight and two hours following the last flight of the day. 

Article 68:
Procedure for claims 

For the presentation of complaints, claims or suggestions, air carriers must design simple forms and make them available to the public, duly reproduced and recorded. These forms shall contain the information outlined in the specimen included as Appendix A of this article. When companies operate internationally, the forms used shall be written in Spanish and at least in English.  

Article 69:
Advertising 

Once the corresponding user service system is implemented, each company must report on it to the aeronautical or relevant authority, indicating the nature of its service, its modus operandi and attaching a copy of the forms used. 

Article 70:
Dissemination 

The provisions related to the rights and obligations of users and air carriers outlined in these Guidelines shall be disseminated, facilitating their application by the staff of the air carriers and their representatives who are responsible for the sale of tickets, reservations and check-in at counters, and also by the crew and staff responsible for user service, in accordance with the preceding points and shall consequently form part of the training received by said staff. 

Similarly, air carriers, as well as their agents and intermediaries, shall provide their users with the text of these provisions, making copies available for reference by passengers at the user service points at the counters, at reservation centres and at least one copy on board each aircraft, for reference by the company staff or passengers. 
CHAPTER SIX: RIGHTS AND OBLIGATIONS OF USERS AND AIRPORT SERVICE OPERATORS 

Article 71: GENERAL PRINCIPLES

The airport operator is responsible for providing all services required in airport facilities, under the principles of total quality, safety, equality and equity in treatment, targeted at satisfying user demands. 

Article 72: 
With respect to attention, information and service for the user, the airport operator shall: 

a) Provide the users of the air terminal (passengers, airlines, security companies, State institutions, etc.) with respectful and courteous service.

b) As a priority, collaborate in providing attention for persons with special needs. 

c) Make available an adequate communication system to provide flight information, which would include effective mechanisms, such as: boards, monitors, clearly audible public address systems, on the condition that they comply with the legislation in force, etc., so that passengers and the public could be duly informed of arrivals, departures, flight cancellations and in particular, any last minute change in departure and arrival times and gate and/or boarding lounge numbers. 

d) 
Provide an adequate signage system that would guide users in airport facilities. 

e) 
Ensure adequate sanitary conditions. 

f) 
Provide and maintain the conditions necessary to guarantee users the greatest comforts possible, such as: seating, restrooms, escalators and staircases, elevators, water coolers, diaper changing areas, bins, ventilation, lighting, telephones and facilities for disabled persons, pregnant women or the elderly. Similarly, the airport operator shall facilitate in so far as is possible, the operating of restaurants and cafeterias, pharmacies and newspaper or magazine kiosks in the respective airport. 

g) Support or arrange in so far as is possible, the existence of sufficient modes of transport for the ground transfer of users. 

h) Disseminate to users, information on all aspects associated with their rights and obligations, so that they could exercise them fully, satisfactorily and accordingly.

Article 73:
With respect to the infrastructure destined for the provision of airport services, the operator shall:

a) Take the steps necessary to provide passengers with the fastest service possible.  

b) Provide ramps and facilities for the movement of persons with reduced mobility.
c) Provide sufficient conveyor belts so that luggage could be delivered to passengers in the shortest time possible.
d) Provide preventive maintenance for airport equipment so as to reduce the possibility of malfunction, resulting in a slower service for users.
e) Establish the space necessary for offices where flight itineraries could be reviewed in comfort by airline crew and staff.
f) Make available spaces for airlines, waiting areas, traffic areas; and for governmental bodies, telecommunications, security, first aid, maintenance, cargo spaces, commercial spaces, foreign exchange offices, etc.
g) Provide adequate facilities for managing public health measures, veterinary health and phytosanitary measures, applicable to aircraft, crew, passengers, luggage, goods, mail and supplies.
h) Provide ample parking for vehicles, with sufficient booths to facilitate prompt service during the entry and departure of vehicles and persons.
i) Assign parking spots as close as possible to the terminal building, for quick loading and offloading.

j) Plan parking spaces for aircraft involved in neither embarkation or disembarkation, nor loading or offloading, so as to not obstruct the movement of traffic on the platform.
k) Facilitate in aircraft parking spaces, prompt and safe access to the resources necessary to execute all service operations.
l) Place adequate information systems at the disposal of airlines, which would allow the embarkation and disembarkation of passengers, without delays.
m) Provide adequate traffic areas using the most direct courses possible, so as to avoid passenger traffic crossing luggage traffic, and to prevent the different circuits from crossing one another.

n) Provide at the terminal, easy and prompt access for passengers and their luggage arriving at the airport using modes of surface transport.
o) Set up luggage claim posts as close as possible to the points designated for surface transport arrival.
p) Provide specialised equipment to control and check luggage, which would accelerate the process. 
q) Provide mechanical systems suited to the volume of traffic and capable of sorting, transporting and loading large quantities of luggage within a minimal period of time.
r) Equip facilities to store luggage left behind in airports, if required by air carriers.
s) Provide an adequate area that would allow passengers to quickly identify and retrieve their luggage.
t) Make available a sufficient number of control posts so that arriving passengers and crew could be attended to as quickly as possible.
u) Provide an exclusive cargo terminal so that cargo aircraft could arrive at this terminal and be processed there, if necessary.
v) Provide quick and easy access to cargo terminals, taking into consideration the space required by large trucks when making the necessary manoeuvres to position the vehicle.
w) The cargo terminal must be equipped with delivery and receiving posts adjustable to the height of the truck platforms.
x) Provide mechanical and computerised methods for loading, offloading, transporting and storing cargo.
y) Provide an efficient and hygienic system for the removal of any type of waste, sewerage, food not consumed, food remains and other substances hazardous to health.
Article 74:
With respect to the total quality of client service, the airport operator shall:

a) Establish or coordinate with the relevant authority, the procedure through which users may present their claims and suggestions (complaints office, electronic terminals, mail, etc).
b) Address the claims made by users concerning airport services, in accordance with each country’s legislation.
Article 75:
With respect to commercial air service operators, airport operators shall:

a) Indicate to the airlines operating scheduled and non-scheduled services, well in advance of the peak seasons, all limitations that may be applied (infrastructure, maintenance, etc.), so that traffic could be adjusted to suit the capacity of the airport.

b) Ensure that carriers fulfil their obligation to provide the officials responsible for managing the information system, with timely and up to date information on all data pertinent to flights, including last minute modifications.

Article 76:
Passengers using airport infrastructure shall:

a) Make good use of airport facilities placed at their disposal.
b) Treat with respect the persons providing their services in the airport and other users.

c) Comply with airport security provisions, refraining from carrying and transporting weapons or prohibited objects in the airport, as well as entering the restricted or prohibited areas of same.

d) Comply with sanitary provisions, avoiding the improper disposal of garbage and refrain from having in the airports, food, animals or plants and other items of vegetable origin without due control measures.

e) Comply with the instructions of the operator or airlines regarding safety or carriage by air.

f) Engage in proper conduct and not encourage disturbances or disorder in airport facilities. 

g) Proceed to departure lounges or immigration sections when indicated and stay there until otherwise instructed.

h) Refrain from obstructing the movement of persons by placing luggage or other objects in passageways, staircases or other inappropriate places, and must also refrain from leaving them behind in any area.

i) Refrain from smoking in unauthorised areas.

CHAPTER SEVEN: User service quality control 
SECTION A.- 
OBLIGATIONS OF THE AERONAUTICAL OR RELEVANT AUTHORITIES

Article 77:
The aeronautical or relevant authorities shall facilitate the establishment of service quality control systems, for which they shall: 

a) Have a “Master Plan for Airport Development” that would allow airport facilities to continue being developed, according to aeronautical activity needs, and for the purpose of providing efficient and quality service to the different users of airport terminals.

b) Ensure compliance with the rules governing quality, safety, quantity, reliability, continuity, opportunity and the optimal rendering of said services, based on their capabilities.

c) Ensure that capacity levels in airports comply with the international guidelines of the ICAO and other organisations associated with the industry.

d) Evaluate performance in terms of the maintenance and preservation of the aeronautical aspects of airports, as well as the satisfaction levels of the user regarding the services provided.

e) Make available a supervisory system to monitor the performance of the airport operator, which must be equipped with duly trained staff for this purpose.

f) Examine and perform contingent inspections, with the frequency and emphasis deemed appropriate.

g) Collaborate with the airport operator on all that is necessary to demand and maintain the quality levels required in airport services.

h) Use the results of the survey to monitor the performance of the operator, concessionaires, airlines and the services rendered by the State, in addition to the capacity problems experienced by the airport.

i) Monitor the performance of the airport operator through the supervisory system.

j)
Establish the National Facilitation Commission, so that the various governmental entities (immigration, customs, civil aeronautics, public safety, narcotics, phytosanitary measures, tourism entities, airport operators, etc.) and airlines could have a forum that would guarantee compliance with what is established in Annex 9 (Facilitation) of the International Civil Aviation Convention.

k)
Establish in the regulation, a national programme for quality control in civil aviation safety so that airport operators, air transport operators and service providers could establish quality systems when applying physical safety measures and procedures.

SECTION B.
OBLIGATIONS OF THE AIRPORT OPERATOR 

Article 78:
Airport operators shall comply with the service quality control system, for which they shall:  

a) Comply with quality procedures, rules and standards previously established in the programme for quality control in the provision of airport services.

b) Submit to the procedures and requirements for evaluating service quality established by the relevant authority. 

c) Develop and implement a quality control programme, outlining quality procedures, rules and standards.

d) Submit to quality control mechanisms under qualitative and quantitative standards in the following areas:

· Performance quality standards (based on minimum acceptable levels of service measured in terms of the frequency and regularity of the services provided).

· Airport capacity standards (based on minimum area requirements and measured by mathematical formulas on congestion by area, in accordance with the generally applied methods).

· User perception standards (based on surveys conducted with users and measured through a qualitative analysis of their perception).

e) Design and conduct an annual survey in airports, to evaluate their management and adopt corrective measures.

f) Adopt and develop a quality improvement plan.

g) Present to the relevant authority, an operations manual to establish service quality procedures, evaluation criteria and measuring rules, in accordance with the ISO regulations in force or their equivalent, in addition to the best practices employed globally in international airports.

h) Adopt and develop a quality control plan, establishing rules for performance in airport facilities and services and identifying opportunities to gradually improve it.

i) Establish training programmes for staff, in which they will be introduced to the concepts of total quality management specialising in airport administration.

j) Implement a quality control plan for the provision of the maintenance services of their facilities, aimed at total quality management and the continuous improvement of the maintenance programme.

k)
Participate in the National Facilitation Commission and follow the guidelines established therein. They must also establish an Airport Facilitation Committee, whose function shall be to comply with the rules governing facilitation.

l)
Implement quality systems that would ensure the efficiency and effectiveness of the airport Safety Programme, to comply with airport safety regulations.

SECTION C. 
OBLIGATIONS OF THE REGULATING ENTITY REGARDING CIVIL AVIATION, AIR TRANSPORT AND AIRPORT SERVICES

Article 79:
The function of the regulating entity shall be carried out by the aeronautical authority or the relevant body designated by each State. This function includes:

a) Convene an annual informative meeting, attended by the aeronautical or relevant authority, the body responsible for airport management and possibly the contractors or concessionaires and users of the airport, for the purpose of discussing the results of the survey, inspections, reports, complaints and suggestions presented directly by the users, as well as the solutions proposed in the quality improvement plan.

b) Establish tariffs taking into account the execution of the quality improvement plan and other factors.

c) Facilitate mechanisms for user participation that would ensure that their proposals are adequately considered.

APPENDIX A

(to Article 68)

	CLIENT SERVICE DEPARTMENT



	

	FOR AIRLINES____________ IT IS OF VITAL INTEREST TO KNOW YOUR OPINIONS, SUGGESTIONS AND COMPLAINTS REGARDING THE SERVICE PROVIDED. WE THEREFORE INVITE YOU TO COMPLETE THIS FORM

In order for your complaint to be addressed, you must fill in all the fields below

CONSECUTIVE COMPLAINT ________________



	City 
	Date 
	
	Place of Receipt:

	
	
	Year 
	Month 
	Day 
	
	Airport
	Office 

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	

	

	

	Passenger Name
	ID Document: 
	
	ID Number

	
	
	ID Card
	
	Passport
	
	Other
	
	

	

	Home Address

	

	

	City of Residence
	
	Country 


	
	Contact in



	

	Permanent Telephone


	
	Temporary Telephone
	
	Cellular 

	

	E-Mail

	

	

	INFORMATION ON AIRLINE OR TRAVEL AGENCY

	

	Airline and/or Travel Agency


	
	Flight Date


	
	Flight Time:
	
	Flight No.

	
	
	Year 
	
	Month 
	
	Day 
	
	______AM
	
	

	
	
	
	
	
	
	
	
	______PM
	
	

	

	Route:

	Origin:                                                                                                   Destination:

	

	Connections:

	

	Description of Compliant                                               (Indicate with an X the reasons for the complaint)

	

	N
	X
	
	N
	X
	Applicable

	1
	
	Flight delay
	7
	
	Damage or theft of luggage

	2
	
	Flight cancellation 
	8
	
	Loss of luggage

	3
	
	Bringing forward of flight
	9
	
	Overbooking 

	4
	
	Inadequate provision of service
	10
	
	Reservation 

	5
	
	Insufficient information
	11
	
	Others: 



	6
	
	Delay in receiving luggage
	
	
	

	

	SUPPORTING ATTACHMENTS:

	
	
	PASSENGER TICKET
	
	
	REPORT ON LUGGAGE IRREGULARITY NO._____________

	
	
	
	
	
	

	
	
	BOARDING PASS
	
	
	LUGGAGE WEIGHT REGISTERED_____________________

	
	
	
	
	
	

	
	
	LUGGAGE TICKET______________________
	
	
	LUGGAGE WEIGHT DELIVERED______________________

	
	
	
	
	
	

	
	
	LUGGAGE TICKET NO.___________________
	
	
	OTHERS

	
	
	
	
	
	

	
	
	RECORD OF RESERVATION
	
	
	_______________________________________________

	
	
	
	
	
	

	
	
	FLIGHT VOUCHER
	
	
	

	
	
	
	
	
	


	REPORT OF EVENTS

	

	

	

	

	

	

	

	

	

	PASSENGER SIGNATURE__________________________



	

	SPACE FOR USE BY AIRLINE 

	ATTENDANT

	

	IMMEDIATE CUSTOMER SERVICE REPORT

	

	

	

	

	

	COMPENSATION AWARDED TO THE PASSENGER 

	

	N
	X
	
	N
	X
	

	1
	
	Telephone Call
	7
	
	Basic Expenses ($)

	2
	
	Refreshments 
	8
	
	Endorsement with another airline

	3
	
	Meals 
	9
	
	Bonds and/or MCO

	4
	
	Cash ($)
	10
	
	Tickets 

	5
	
	Hotel Voucher 
	11
	
	Others

	6
	
	Transfer and/or Transport Expenses ($)


	
	
	


	COMPENSATION ACCEPTED BY THE PASSENGER  

	I hereby express that I agree fully with the compensation received according to this document, releasing the company from all liability.

	Passenger Name___________________________
	Airline Official ______________________________

 

	Signature ________________________________
	Signature __________________________________




ANNEX 2

Parameters for the guidelines for a quality and total quality control programme 

	Area of Responsibility
	Performance 

Indicator
	User/Client 
	Type of Service

	Runways, ramps and taxiways

	
	a) Cost of maintenance per square metre 
	Airlines
	Operator Performance

	
	b) Airport Capacity (number of flights during peak hours) 
	Airlines
	Capacity

	
	c) Average time between the landing of the aircraft and the disembarkation of the passenger 
	Airlines / Passengers
	Operator Performance

	
	Additional indicators
	
	

	
	d) Percentage of movement by aircraft of airlines for which there is no available point of contact 
	Airlines / Passengers
	Capacity

	
	e) Reliable performance of the shuttle service in the air field, as a percentage of the total
	Airlines / Passengers
	Operator Performance

	Terminals

	
	a) Cost of maintenance per square metre
	Passengers
	Operator Performance

	
	b) Number of hours per flight
	Passengers
	

	
	c) Number of employees per flight
	Passengers
	

	
	d) Number of flights
	Passengers
	

	
	e) Response time for emergency repairs 
	Airlines / Passengers
	Operator Performance

	
	Additional indicators
	
	

	
	f)  Cost of cleaning service per m2
	Passengers
	Performance of Contractor

	
	g)  O&M cost of the Terminal per passenger
	Passengers
	Operator Performance

	Cargo Terminal (CTRM)

	
	a) Average time to transfer cargo (within the terminal) 
	Airlines / shipping companies 
	Operator Performance

	
	b) Lost or damaged cargo as a percentage of the total cargo handled 
	Airlines / shipping companies 
	Operator Performance

	
	Additional indicators
	
	

	
	c) Cost / Kg. of total cargo in the cargo terminal
	Airlines / shipping companies 
	Operator Performance

	
	d) Revenue / Kg. of the cargo terminal 
	Airlines / shipping companies 
	Operator Performance

	
	e) Number of complaints/shipments handled 
	
	

	Service Quality 

	
	a) Operations and maintenance budget per passenger 
	Passengers
	Operator Performance

	
	b) Budget for labour per passenger 
	Passengers

	Operator Performance

	
	c) Cost of labour as a percentage of the total cost 
	Passengers

	Operator Performance

	
	Additional indicators
	
	

	
	d) Complete assessment by means of an annual passenger survey 
	Passengers

	Operator Performance

	Labour Productivity 

	
	a) Number of passengers per airport employee 
	Passengers

	Operator Performance

	
	b) Gross earnings per employee 
	Passengers
	Operator Performance

	
	c) Net operating earnings per employee 
	Passengers

	Operator Performance

	Performance in Generating Revenue 

	
	a) Revenue not associated with aeronautics as a percentage of the total revenue 
	Passengers
	Operator Performance

	
	b) Revenue associated with aeronautics per passenger 
	Passengers
	Operator Performance

	
	c) Revenue not associated with aeronautics per passenger 
	Passengers
	Operator Performance 

	Commercial Activities 

	
	a) Revenue derived from concessions and earnings per passenger 
	Passengers
	Operator Performance

	
	b) Gross revenue derived from sales/m2
	Passengers
	Operator Performance

	
	c) Net revenue/m2
	Passengers
	Operator Performance

	Others

	
	a) Hours/employees - training and education 
	Passengers
	Operator Performance

	
	b) Cost of ticket/employee 
	Passengers
	Operator Performance

	
	c) Cost of marketing/passenger
	Airlines / Passengers
	Operator Performance

	Financial Administration 

	
	a) Quarterly and annual reports 
	Airlines / Passengers
	Operator Performance

	
	b) Follow-up of accounts receivable
	
	Operator Performance

	
	c) Quality control programme
	All clients
	Operator Performance


� Comment by ACI/LAC


� Venezuela’s proposal
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