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“REFRESHER”

Booking errors cost Lufthansa 7 million Euros a year

Imagine if every year 2,000 fully booked Airbus A380s took off without a single passenger on board. This
is exactly what would happen if we do not take action against booking errors. For this reason we kindly
ask you for your support to avoid unnecessary costs — both for your travel agency and for Lufthansa.

Every year Lufthansa faces more than 1 million misused booking segments which according to the IATA
Travel Handbook and IATA Resolution 830a, are considered to be misusel. As a consequence,
Lufthansa decided in 2010 to introduce a ‘Compensation fee for booking misuse’ in some countries. It
is charged to travel agents through ADM. This is an established practice that has been used for years by
many airlines throughout the world. Lufthansa intends to introduce the fee worldwide in all markets later
this year.

Compensation fees:

Please be advised that as of 15 February 2014 Lufthansa will strictly charge respective agents for
mentioned booking misuse: Since 1°' November 2011, below compensation fees are implemented into
the system. Needless to say these fees were already communicated via agent info no. 43-11 on
30.0CT.2011.

Booking error Charge or compensation fee”

No-shows without ticket USD 10 per segment (F/C/Y)

Inactive segment USD 5 per segment

Fictitious names USD 5 per segment

Fake ticket number USD 5 per segment

Fake bookings USD 5 per segment

Breaking married segments

Charge or manipulation fee”

Economy Class (continental):

EUR 150 per passenger & per segment

Economy Class (intercontinental):

EUR 250 per passenger & per segment

Business Class (continental):

EUR 250 per passenger & per segment

Business/First Class (intercontinental):

EUR 400 per passenger & per segment

* Please note ADM administration fee EUR 10 applies per ADM/invoices

! Under the heading ‘Consequences of Violation of Ticketing and Reservation Procedures’, IATA Resolution 830a states that

airlines can charge travel agencies fees for the misuse described therein.

% The fees are charged to IATA agents by ADM and invoiced to non-IATA agents. See the local Lufthansa communication for the

current Compensation fee status in your country.
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First steps to avoid booking errors

e Do not create a test booking just to obtain a price or to print an itinerary. The CRS offer passive

segments for pure fare quoting:
- For Amadeus see under: HE PNR, then: GP PAS

- For Galileo: H/FQP

e Clean the PNR promptly; delete all inactive segments
o Clear reservations that are no longer required as well as waiting lists

Play your part: avoid booking errors and eliminate the risk of having to pay compensation fees!

Possible

. ... and how you can avoid these
booking errors

Fake Booking a) Do not create a test booking to obtain a price, to print an itinerary or to test
something. A guide on how to proceed correctly is available on the next page

b) Do not create a booking without real demand. Do not try to block a class or
compartment.

c) Double or multiple bookings for one and the same passenger are not allowed.

d) Always insert full name and surname.

Fictitious Groups | Avoid individual bookings for 10 or more passengers travelling together; request a
group booking.

Ticket Time Limit | Pay attention to the ticket time limit. If the time limit is up, your options are:

(TTL)
a) Issue the ticket and insert ticket number, or
b) If customer doesn’t want to buy now, cancel the booking.
No-show Do not book for someone who never intended (or no longer intends) to travel, or

cancel the booking as soon as you become aware of this.

Inactive Segment | These are segments with one of the following status codes which are still held on the
PNR face (the active part of the PNR) within 24 hours of departure. Unless they are
cancelled these will be charged to Lufthansa as active segments:

- HX (holding cancelled)
- UC (unablefflight closed)
- UN (unable/flight cancelled)
- NO (no action taken)
‘Clean out’ PNRs that contain such status codes!

Breaking After booking an O&D, segments are ‘married’. It is not allowed to split the segments

again.
the Segments
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Class The booking class on the ticket must match the class in the PNR.
Manipulation

Miles & More The Miles & More status is bound to the person and thus not transferable. No
reservation other than that of the member may hold the Miles & More status.

How to obtain fare information — with passive segments

Fare information — i.e. fare calculations for pure price information — can be obtained very easily with
passive segments (in Amadeus: ghost segments). The result is the same as in a PNR with active
segments!

Transfer time-dependent taxes are correctly calculated, travel schedules can be produced — until ‘Best
Buy’ everything works just like the previous test bookings with active segments.

The correct way to get fare information — using the example of Amadeus:

In Amadeus this works very simply: after the ‘Standard availability’ request, create a ghost segment with
status code GK.

1. ANLH25CCTFRALHR

** LUFTHANSA - AN ** LHR HEATHROW CB 210 TU 250CT 0000

1 LH 900 J9 CO D9 729 19 RO Y9 /FRA'1 LHR 1 0730 0805 EO0/320 1: 35
B9 M HO X9 @@ N9 VL SL P9 &8 K9

2 LH 902 J9 CO D9 729 18 R8 Y9 /FRA' 1 LHR 1 0825 0900 EO/321 1:35

BO MO HO X9 @@ N9 V9 W W9 S9 P9 ¥ K9 L9

2. Then enter:
SS1K1/ GK/ NW
(&K = status code ghost segnment/NW = enpl oyee initials)
3. The test PNR might therefore look like this before the FXP is entered:
RP/ FRALH0989/ FRALH0989 NW SU 29MAR11/0753Z  732ZFF

1. MUSTERMANN/ PETER MR

2 LH 900 K 25CCT 2 FRALHR GK1 0650 1 0730 0805 NW

3 AP XXXXXXX
4 TK OK29MAR/ FRALH0989

Passive (non-billable) segments can also be generated in other reservation systems. You will find
instructions:

e in Amadeus under: HE PNR, then: GP PAS
e in Galileo under: H/FQP
e in all other reservation systems (CRS) under their ‘Help’ pages
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Passive (non-billable) segments can also be generated in other reservation systems. You will find
instructions:

e in Amadeus under: HE PNR, then: GP PAS
e in Galileo under: H/FQP
e in all other reservation systems (CRS) under their ‘Help’ pages

Thanks in advance for your usual support and common understanding,

Your Lufthansa Sales Team in Iran
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