PASSENGER RIGHTS IN THE EU

In the European Union, rights of passengers are protected by the way of purposely issued regulations.
There are separate regulations concerning different modes od transportation:

e Regulation 261/2004, concerning air travel

e Regulation 1371/2007 concerning rail travel

e Regulation 181/2011 concerning bus and coach travel

e Regulation 1177/2010 concerning sea and inland waterways travel

e Regulation 1107/2006 concerning the rights of passengers with reduced mobility

Some additional rights for air passengers are provided by the Montreal Convention 1999, which is not
an EU-exclusive law.

Generally speaking, these regulations set the legal requirements for carriers in the situations where
the journeys do not go as scheduled. In most cases, this will mean cancellation or delay. In case of air
passengers, the relevant regulation also offers provisions for denied boarding.

AIR PASSENGER RIGHTS

Regulation 261/2004 applies to flights taking off from airports based in the EU (all carriers), as well as
flights taking off from outside of the EU, but landing at EU aiports (EU-based carriers).

This regulation covers the instances where your flight is cancelled, delayed by more than three hours
or when you are denied boarding through no fault of your own.

CANCELLATION (Regulation 261/2004)

If your flight is cancelled, the carrier should offer you the choice between refund and travelling at a
later date/time. In addition to this, they should offer you food and drinks (adequate to the time of
delay, the carrier should offer this once the delay exceeds two hours), the opportunity to make two
phone calls, overnight accommodation (if it is needed when waiting for departure) and transport from
and to the airport. If you incur such expenses, the carrier may be expected to cover these.

If you were informed of cancellation less than 14 days in advance, you may also be due compensation
for the delay in reaching your destination. This depends on the length of the delay and the distance of
your journey. The amount of compensation ranges between €125 and €600. This is subject to the
disruption not being caused by ‘extraordinary circumstances’. It is suggested to seek advice from
consumer organisations, if you are denied compensation for this reason.

IMPORTANT: if you choose refund, the carrier no longer has any obligations towards you, other than
the said refund.



DELAY (Regulation 261/2004 & Montreal Convention 1999)

If the departure of your flight is delayed by more than two hours, the carrier should offer assistance
in the same manner as in cases of flight cancellations.

If the arrival at your destination is delayed by more than three hours, you may also be eligible for
compensation between €250 and €600. This is also subject to the disruption not being caused by
‘extraordinary circumstances’.

IMPORTANT: time of delay is calculated by the way of comparing the scheduled arrival time, as stated
in your booking confirmation and the actual time of arrival, which is the moment of opening the
aircraft door upon landing.

In addition to this, under the Montreal Convention 1999, passengers can also seek compensation for
losses caused by the delay of your flight, like payment for additional time at the airport parking, lost
non-airline connections, etc. This is also subject to the delay not being caused by reasons outside of
control of the carrier and/or his agents, etc.

DENIED BOARDING (Regulation 261/2004)

This applies to the situations where a passenger arrived at the boarding gate on time and with all the
necessary documents required to make the journey. In most cases, this is a problem caused by
overbooking, which happens on occasions.

This does not apply (!) to situations where the passenger was denied boarding because of lack of
necessary documents, like visas, Covid-19 paperwork (where required), late arrival at the gate, etc.

The carrier has the same obligations as in cases of flight cancellations, the only difference is that the
compensation for the delay in reaching the destination is due to passengers in any case.

IMPORTANT: if you choose refund, the carrier no longer has any obligations towards you, other than
the said refund.

It needs to be noted that the time after such claims become time-barred depends on which country
the flight departed from (If departing from the EU) or landed in (qualified flights taking off from outside
of the EU). In some cases, such time may be even as short as one year, so it is suggested to seek advice
on this immediately after the date of affected flight.



LUGGAGE PROBLEMS (Montreal Convention 1999)

This piece of legislation provides that the carrier is responsible for the damage, delay or loss of hold
luggage. There are some limitations to this, as carriers tend to exclude liability for a variety of items,
(mostly valuables, medicines, etc.), hence it is strongly recommended not to put items like cash,
consumer electronics, important documents and the like in your hold luggage. Some carriers may
occasionally ask you to put your cabin bag in the aircraft hold, please make sure to remove such items
from the bag before doing so.

If you notice that your bag is damaged or missing from the reclaim area, please make sure to complete
the Property Irregularity Report (PIR) at the appropriate office at the airport. It is particularly important
when it comes to damaged luggage claims, as you will have no way to prove that the damage occurred
in the course of your journey otherwise.

IMPORTANT: completing the PIR is NOT (!) enough to register your claim with the airline. You need to
submit the claim to the carrier within the specified time limits:

e seven days for damaged luggage claims
e twenty one days from delivery of your bag for delayed luggage claims
e as soon as possible for claims regarding lost luggage

The luggage is considered permanently lost when the airline advises you that it is the case OR if the
bag is not delivered within 21 days from the date of your flight.

In case of delayed (or ultimately lost) luggage, the passengers can buy essential items (basic clothing,
toiletries, etc.), adequate to the time of delay in delivery of your luggage. Please make sure to keep
the receipts for such purchases.

When making claims, we suggest passengers to provide as much evidence of the value of your claim
as possible. This means the need to provide purchase receipts. The airlines may apply some degree of
depreciation.

In case of lost luggage claims, if no receipts are presented, the airlines may calculate the compensation
using different methods, like basing it on the overall weight of the lost bag.

The upper limit of compensation is currently set at 1288 Special Drawing Rights (SDR), the value of
which fluctuates, like any other currency.

RIGHTS OF PASSENGERS WITH DISABILITIES AND REDUCED MOBILITY (Regulation 1107/2006)

This regulation provides for assistance to passengers that are either disabled or with reduced mobility
(elderly, etc.). Generally speaking, it sets rules for providing assistance at the airports to such
passengers. The passengers with such needs should make the airline(s) or their agent(s) aware of it at
least 48 hours ahead of the scheduled departure, so that the necessary arrangements could be made.



NMPABA NACAXWUPIB B €C

Y €sponeiicbkomy Coto3i npaBa NacaXWpiB 3axulieHi 3a [A0MNOMOrol cheuianbHO BUAAHUX
HOPMATMBHO-MPABOBUX aKTIB. ICHYIOTb OKpeMi HOPMaTUBHI aKTU LWOA0 Pi3HUX BUAIB TPAHCMNOPTY:

e PernamenT (EC) N2 261/2004 uioa0 asianepeseseHb

e PernamenT (EC) Ne 1371/2007 npo npasa Ta 060B'A3KMN NacaKMpiB 3a0i3HUYHOro TPaHCNoPTY

e PernameHT (EC) Ne 181/2011 npo npasa nacaxupis aBTobycHOro TpaHCnopTy

e PernameHt (EC) Ne 1177/2010 npo npasa naca*kMpis nig Yac noAopoKi MOPeMm i BHYTPILLHIMK
BOAHMMMU LUNAXaMM

e PernameHT (EC) Ne 1107/2006 npo npasa iHBaniais Ta oci6 3 06MeXeHO PyXanBicTio

Jeski foaaTKoBI NpaBa gnsa nacaxupis asianepeseseHb nepeabdbayeHi MOHpeanbCbKOO KOHBEHLLIED
1999 poKy, AKa He € BUKAKOYHMM 3aKoHOAaBCcTBOM EC.

3arasom, Ui NpaBuia BCTAHOBAIOKOTb IOPUANYHI BUMOTM 4O MEPEBi3HMKIB Y CUTYyaLifaX, KoKW pencu
3/iACHIOIOTbCA He 3a PO3KAagoM. Y BinblIoCTi BUNaAKiB Le 03HaYaTMMe CKacyBaHHA abo 3aTpumKy. Lo
CTOCYETbCA aBianacampiB, BignoBigHWI PernameHT TaKoX MICTUTb MOMIOXKEHHA NPO BiAMOBY B
nocaau,i.

NMPABA NACAXKHWPIB NOBITPAHUX CYAEH

PernameHT 261/2004 noluMploeTbCA Ha pelicK, AKi BUAiTatoTb 3 aeponopTis EC (BCi nepeBi3HUKK), a
TAKOX peWicu, AKi BMANITalOTb 3 KpaiH, Wo He BXoaaTb Ao EC, ane npusemnaoTbea B aeponopTax €C
(nepeBi3HUKK, Wo basytoTbes B EC).

Llelt PernameHT 3aCTOCOBYETLCA 10 BUMAAKIB, KOAW Ball peic CKacoBaHO, 3aTPUMYETLCA BiNbL HiXK Ha
Tpu rognHn abo Konu Bam BiAMOBAAIOTb ¥ NOCAALi He 3 BalOl BUHMW.

CKACYBAHHS (PernameHT 261/2004)

AKWO Ball pelc CKacoBaHO, NepeBi3HMK MOBMHEH 3aMnpoMoHyBaTWM Bam BMOIp MiXK NOBEPHEHHAM
KOLLTIB i 3MiHOIO BPOHIOBaHHA Ha Ni3Hilly AaTy/yac. Kpim Lboro, nepesi3HMK NOBUHEH 3anponoHyBaTu
BaM DKy Ta Hanoi (BignoBigHO A0 4Yacy 3aTPMMKW - KOJIM 3aTPUMKA NEPEBULLYE ABi rOAWHM),
MOXK/INBICTb 34INCHUTU ABa TenedOHHUX A3BiHKA, HOYIBAIO (AKLLO Le HeobxigHO Nig Yac O4YiKyBaHHSA)
Ta TPaHCMNOPT 3 aeponopTy Ta B aeponopT. AKLLO BU NOHeceTe BULLEeBKa3aHi BUTPATU, MOXHA O4YiKyBaTH,
LLLO NepeBi3HUK iX BiAWKOAYE.

AKWo BM BynM nNoBigOMIEHI NPO CKacyBaHHA MeHLW HixK 3a 14 AHIB 40 peicy, BM TaKOX MOXKeTe
OTPMMATU KOMMEHCaL,it0 32 3aTPUMKY B TPUOYTTi A0 NYHKTY NPU3HAYeHHsA. Lie 3a1eXunTb Big, TPMBaANOCTI



3aTPMMKM Ta BiACTaHI Bawwoi NnoaopoxKi. Cyma KomneHcaLii KonmeaeTbea Big, 125 o 600 eBpo a TaKoXK
06YMOBIEHO TUM, LLLO MNOPYLUEHHS HE CNPUYMHEHI «HaA3BUYaNHUMKM 06CcTaBUHaMMY. PekomeHayeTbea
3BEPHYTUCA 3@ KOHCY/IbTALi€l0 A0 CMOMKMBYMX OpraHisaLii, AKLLO 3 Li€i NPUYMHM Bam BiAMOBASIOTb Y
KomneHcauii.

3ATPUMKA PEMCY (PernameHT 261/2004 Ta MoHpeanbcbKa KOHBeHLiA 1999 poKy)

AKLWO BignNpaBAeHHA BaWOro peicy 3aTpMMyeTbca 6inblu HiXK Ha ABi rOAWHK, NepeBi3HUK NOBUHEH
3anpOnNoOHYBATV AOMNMOMOrY TaKk CaMo, AK i y BUNAZKY CKacyBaHHA peicy.

AKWO NpmbyTTA A0 NYHKTY NPM3HAYEHHA 3aTPUMYETLCS 6ilbLL HiXK Ha TPU FOAUHU, BM TaKOXK MOXKETe
MaTK NPaBO Ha KomneHcauito Big 250 Ao 600 eBpo. Lle Takox 0O6yMOBAEHO TUM, LLO MOPYLUEHHA He
BUKAUKAHO "Haa3BUYaliHMMK obcTaBnHammn'".

BAXJ/IUBO: yac 3aTPUMKM PO3PAXOBYETbCA LIIAXOM MOPIBHAHHA 3anjaHOBaHOro 4Yacy npubyTTs,
3a3HAYeHOro B MiATBEPAMKEHHI OPOHIOBAHHSA, | GaKTMUYHOrO Yacy NpubyTTA, TO6TO MOMEHTY BigKpUTTA
ABepeit nitaka nicna npusemneHHs.

Kpim Toro, 3rigHo 3 MoOHpeanbCbKo KoHBEHUiE 1999 poKy, naca*kMpmU MOXKYTb TaKOXK BMMAratu
BifLWKOAYBAHHA 36UTKIB, CNPUYMHEHUX 3aTPUMKOIO peiicy, TakMX AK 40AATKOBO NPOBEAEHWUI Yac B
aeponopTy, NPONyLLEHE CNOJYYEHHA NO3a NOBITPAHMM TPAHCNOPTOM Towo. Lle Takox obymosneHo
TUM, LLO 3aTPMMKA He BUK/IMKaHa NPUYMHAMM, AKi He 3a1eXKaTb Big nepesisHMKa Ta/abo Moro areHTis
TOLWO.

BIAMOBA B NEPEBE3EHHI (PernameHT 261/2004)

Le cTocyeTbcs CcUTyauil, KoM nacaxkmp npubyeB A0 BMXody Ha NOCagKky BYacHO Ta 3 ycima
HeobXiAHMMM [OKYMEHTaMM A5 34iMCHEHHA NoAopoXKi. Y binbwocTi BMNAaKiB ue npobnema,
BUK/IMKAHA HaAMipHUM BPOHIOBaAHHAM, WO iHOA( TPanaaEeTbCA.

Lle He cTocyetbeca (!) cuTyauiii, Konn nacaxkupy 6yno BigMOBAEHO Yy MOCAAui 4Yepes BiACYTHICTb
HEeobXiAHUX [OKYMEHTIB, TaKMX AK Bi3n, AoKymeHTU Covid-19 (3a HeobxigHOCTi), ni3He NpnbyTTa A0
BMXO4Y TOLO.

MepeBi3HMK Ma€E Taki X 000B'A3KM, AK i Y BUNAAKY CKacyBaHHA peicy, EAMHA BiAMIHHICTb NONAraEe B
TOMY, L0 NACAXKMPU MAtOTb NPaBo Y 6yAb-AKOMY BUNAAKY Ha KOMMEHCALLIO 33 3aTPUMKY NpUbYTTs A0
MiCLLA MPU3HAYEHHS.

BAXJ/IUBO: AKLLO BU 0OUpaETe NOBEPHEHHSA KOLWITIB, MEpPeBi3HUK Binblue He Mae nepes, BaMu KO4HUX
3060B’A3aHb, KPiM 3a3HAYEHOTO NOBEPHEHHS.

Cnig 3a3HaunTK, WO TEPMiH NO30BHOT AABHOCTI A/1A TaKUX NPETEH3i 3a1eXnTb Bif KpaiHK, 3 AKOT NiTak
BuneTiB (ana peicis 3 €C) abo npusemnmeca (KBanipikoBaHi pencu, WO CTapTyroTb 3 KpaiH, WO He
BXoAATb A0 €C). Y aesakux BMnagKax LUein TepMiH moxKe 6yTM HaBiTb MEHLUMM, HiXK OOAUH PiK, TOMY



PEKOMEHAYETbCA 3BEPHYTUCA 3@ KOHCY/IbTALLIEID 3 LLbOrO NMUTAHHA Bigpasy nicna Aatv BiAnOBiAHOIO
peiicy.

NPOBJIEMW 3 BATAXXEM (MoHpeanbcbKa KoHBeHL,iA 1999 p.)

Y uboMy 3aKOHOAABCTBI MepeabdayvyeHo, WO MNepeBi3HMK Hece BiAMNOBiAa/IbHICTb 33 MOLKOAMKEHHS,
3aTPMMKY abo BTpaTy 6araxKy. Lle mae neBHi oOMeXKeHHS, OCKiNbKW MepeBisHMKWU, AK Npasuno,
BMKOYAlOTb BiAMOBIQANbHICTL 3a LiAMIN pag pedven (NepeBaykHO LIHHOCTI, NiKKM Towo), a Tomy
KaTeropuyHo He pPeKoMeHAyeTbcsA 36epiratv B cBOemy bOaraki TaKi pedi, AK rotiBka, nobytoBa
€NEeKTPOHIKa, BaXK/MBI OOKYMEHTU Towo. [leaki nepeBisHMKM iHOAI MOXYTb NONPOCUTU BacC BiaAaTU
Ballly Py4YyHY TMOKAaXy /10 BaHTaXXHOro BiAAineHHAa niTaka, nepes UMM O60B’A3KOBO BUIMITDL
BULLLEBKa3aHi peui 3 6araxy.

AKLWO BM NOMITMAN, WO Baw Harak nolwKoaXKeHNn abo He NpubyB pa3om i3 percom, SKMm npubyam
Bu, HeobxiaHO HeramHo NoAaTh 3aABY NPO Le Ta 3aMNOBHUTM aKT NPO NOLWKoAKeHHA Baraxy (AMB, aHrA.
PIR - Property Irregularity Report), nepw HixX NOKMHYTU TPAH3WUTHY 30HY Yy BignosigHomy odici B
aeponopTty. Lle 0co61BO BaXkNMBO y BUNAAKY peKnamaliii/3aaBu NoWKoAKeHOro 6araxy, OCKiNbKM B
iHWOMY BMMAAKy BM HEe 3MOXeTe 0BEeCTH, WO MNOWKOAKEHHA CTaocA came Mif Yac L€l KOHKpeTHOol
NoAOPOXKi.

BAXK/IUBO: 3anoBHeHHss ANB HEQOCTATHDO (!) ans peecTpauii Balwoi npeTeH3ii B aBiakomnaHii. Bam
HeobxigHO NoAaTn NpeTeHsito 40 NepeBi3HNUKA B 3a3HAaYEHi TEPMIHM:

e cim gHiB ANA OTPMMaHHA NOLWKOAKEHOro baraxy
*  [ABagUATb OOAUH AieHb 3 MOMEHTY A0CTaBKM BaLLOT CYMKU Y pasi 3aTPUMKM baray
* AKoMmora wsugLle 418 npeTeHsilt Wwoao BTpadeHoro 6araxy

Barak BBA*KAeTbCA OCTAaTOMHO BTPAYE€HMM, AKLLO aBiaKOMMaHiA NOBIAOMWUTb Bac Npo Le abo AKWwo
6araxk He npmnbys npoTarom 21 AHA 3 4aTW BALLOro peicy.

Y pasi 3aTpuMku (abo ocTaTouHOI BTpaTK) Baraxky naca*kMpu MoXKyTb Npuabatv npeameTy nepoi
HeobxigHOCTi (OCHOBHUI OAfAT, Tya/JIeTHO-KOCMETMYHI 3acobu Tollo), BiANOBIAHO A0 Yacy 3aTPUMKU
[,0CTaBKK Baworo 6araxky. O608’A3K0BO 36epirainTe KBUTAHL,i NPO TaKi NOKYMNKM.

Mig, 4Yac BMCYBAHHA MPETEH3IM MM PEKOMEHAYEMO Maca)KMpam HagatM Akomora binblwe aokasis
BapTOCTi Baloi ckaprn. TobTo HeobXigHO HagaTWU YeKM Npo KyniBAw. ABiaKOMMaHii MOXKYTb
3aCTOCOBYBATU NEBHMI CTYMiHb aMOPTU3aLLil.

Y BMNAAKy peknamaduii BTpayeHoro 6araxy, AKWO HEMAE YeKiB, aBiakoMnaHii MOXKyTb HapaxyBaTu
KOMMNEHCaLilo 32 AONOMOIOI0 Pi3HUX METOAiB, HAaNPWKNAA, Ha OCHOBI 3arasibHOI BarM BTPAYeHOro
baraxy.

BepxHA Merka KOMMeHcauji B faHWI Yac BCTAHOBAOETLCA Ha 1288 cneuianbHUX NpaB 3ano3nYeHHsA
(CN3, aHrn. SDR - Special Drawing Rights), BapTicTb AKMX KONMBAETLCA, AK | ByAb-AKa iHLIA BaaloTa.



NMPABA NACAXWPIB 3 IHBANIAHICTIO TA OBMEXEHOIO PYX/IUBICTIO (Pernament 1107/2006)

Uei PernameHT nepepbauvae pgonomory nacaxkmpam, AKi € iHBanigamm abo matoTb 0OMeENKeHy
pyxnuBicTb (niTHi noam Towlo). 3aranom, BiH BCTAHOB/IOE MNpaBMAa HadaHHA AONOMOMM TakUM
nacakmpam B aeponopTax. Macaxunpu 3 TaKMMK NoTpebammn NOBUHHI BiAMNOBIAHO NOBIAOMUTU NPO L
asiakomnanito abo ii areHTa/is woHameHwe 3a 48 rogMH A0 3aMn/i1aHOBaHOro BiAnpasieHHsA, o6
MOXHa By10 BXKUTU HEeOobXiaHNX 3axoaiB.



