
Air Astana Rules for handling of schedule changes and cancellations

(rebooking / reissues / refunds) in travel agency sales.

阿斯塔纳航空公司关于航班时刻变更和取消（改期/换开/退票）代理操作规则

1 Prerequisites and general rules先决条件和总则
2 Rebooking rules 改期规则
3 Refund rules for 退票规则
4 Reissue and Refund procedure 换开和退票程序

1. Prerequisites and general rules 先决条件和总则

 These rules apply to a holder of KC ticket and a confirmed booking on a KC
flight (KC flight number and KC operating)

这些规则适用于持有KC机票（票号前缀465），并且机票上是KC航班的
乘客（KC航班和或代码共享航班中实际由KC承运的航班）

 Changes like winter and summer navigations, changes occurring well in
advance are treated as schedule changes and cancellations.

冬季和夏季航季时刻调整，或是及早提前发生的变更被视为航班时刻变更
和取消。

 Cases like strike, weather conditions, airport closure, technical delays that
result into changes and cancellations are treated as operational changes
and cancellations.

由罢工，天气状况，机场关闭，技术延误导致的变更和取消被视为航班运
行变更和取消。

 Passengers receive SMS on a contact number indicated in the original
booking for both schedule and operational changes and cancellations.

不管是航班时刻变更和取消，或者是航班运行变更和取消，乘客原始预定
中显示的手机联系号码会接收到短信通知。

 The schedule change or cancellation is TO be reflected in the GDS booking
queue of the travel agency. It is mandatory for travel agent to check its queue
and inform passengers about the schedule change or cancellation of the
flights.

航班时刻变更和取消将会发送至机票代理的销售系统QUEQUE信箱中，机
票代理必须检查QUEQUE信箱并及时通知乘客航班时刻变更和取消。

 The operational change or cancellation is NOT to be reflected in the GDS
booking queue of the travel agency. The information about operational delays
and cancellations can be found on www.airastana.com which is updated every
10minutes.

http://airastana.com/kaz/en-us/Plan/Flight-Information/Flight-Status


航班运行变更和取消则不会发送至机票代理销售系统QUEQUE信箱中。有关
航班运行变更和取消的信息，请访问www.airastana.com，相关信息每10
分钟更新一次。

 Travel agencies are authorized to handle KC schedule (KC operating + KC flight
number) and KC flight cancellations ((KC operating + KC flight number) on KC
tickets within 10 working days after the schedule has been effected in the GDS
(UN/TK sent to PNR) (465) as per the rules described below.

在销售系统中收到航班时刻变更和取消通知（UN/TK发送到记录中）后的十个
工作日内，销售代理被授权按照下面的规则来处理KC机票(465)的航班时刻变
更和取消（KC航班或KC实际承运的共享航班）。

2. Rebooking rules 改期规则

 For KC schedule changes for the winter or summer navigation with departure
delayed more than 1 hour (flight departs 1 hour before or 1 hour later) or
cancellations, rebooking is acceptable one time for free (pls see table 1) to
another KC flight/KC flight connection acceptable (please see Chapter 2.1
"Al-ternatives") - any further change is subject to the fare conditions

对于KC冬季或夏季航季时刻的变更，若航班起飞时间变更超过1小时（航
班起飞时间提前1小时以上或延误1小时以上）或航班取消，可以免费更
改一次至KC其他航班（请见表1）或其他可接受的KC转机航班（请参见第
2.1章“备选方案”） - 任何进一步的更改都要根据票价规则操作。

 Please note for all schedule changes and cancellations: the free of charge
rebooking needs to be done within 10 working days after the schedule
has been effected in the GDS (UN/TK sent to PNR) - any rebooking done or
requested later than 10 working days after the schedule change shall be
considered as a voluntary rebooking ac-cording to fare conditions.

请注意对于所有的航班时刻变更和取消：免费更改必须要在销售系统收到
通知（UN/TK发送到记录）后的10个工作日内完成 – 10个工作日后的任
何改期或请求将被视为自愿改期，需要根据票价规则操作。

 Change of origin/destination is not allowed for schedule changes. Exception:
transit passengers with lost connections. For such cases, please contact KC
call.centre.schedule.changes@airastana.com.

更改航班时，出发地/目的地不允许变更。 转机连接不上的乘客除外。 对
于 这 种 情 况 ， 请 联 系 我 公 司
call.centre.schedule.changes@airastana.com

Alternatives to be offered in travel agency sales 供代理选择的备选方

案

Alternative 1 备选方案1

http://www.airastana.com
mailto:call.centre.schedule.changes@airastana.com
mailto:call.centre.schedule.changes@airastana.com


Rebooking to an alternate KC flight/KC flight connection (KC flight number and
KC operat-ed)

更改至其他KC航班/KC转机航班（KC航班和KC实际承运的共享航班）

* Re-book in the originally ticketed booking class within ticket validity
在机票有效期内更改至与原始预定票面相同的舱位

* If the original booking class is not available, please contact
msc@airastana.com on working days from 08 am till 17:00 pm for confirming
originally ticketed booking class. This is applicable for both domestic and
international flights.

如果没有与原始预订票面的相同舱位，请在工作日08:00至17:00联系
msc@airastana.com 来确认原始预订舱位。该规则适用于国内和国际航
班。

* Please note: Free rebooking is acceptable one time only if the new flight
departure date is within 2-days before or after the original flight date (pls see
table 1).

请注意：只能免费更改一次，而且新的航班起飞日期应当在原定航班起飞
日期之前或之后的2天内（参见表1）。

Example:例如：

The departure time of flight KC301 30 Jan is changed from 12:30 to 13:40.

1月30日KC301航班的起飞时间从12:30变更为13:40

--- TST RLR MSC ---
RP/ALAKC08AA/ALAKC08AA KC/RM 27DEC16/0346Z
1.TEST/TEST
4 KC 301 M 30JAN 1 ALAUKK TK1 1340 1510 *1A/E*

)>rha
000/007 CS/KC 301 M 30JAN 1 ALAUKK HK1 1230 1400/NN *1A/E*
007/013 TC/KC 301 M 30JAN 1 ALAUKK TK1 1340 1510/ 1230 1400

It’s a schedule changes. The ticket can be changed to flight within 2-days before or
after the original flight, so date of flight must be within 28 Jan – 01 Feb.

这属于航班时刻变更。这张机票可以更改至原定航班起飞日期之前或之后的2
天内，因此新的航班日期必须在1月28日至2月1日之间。

Alternative 2: 备选方案 2

If no alternate KC operating flight is available:

如果没有KC实际承运的航班可以替换：



*Rebooking to an alternate KC marketing flight number (non-KC operated):

更改至KC销售的代码共享航班(实际非KC承运航班)

* Re-book in the originally ticketed booking class within ticket validity -
rebooking to other booking classes will result in ADMs

在机票有效期内更改至与原始预定票面相同的舱位- 若更改至更高舱
位，将会开具ADM罚单

Example:

The departure time of flight KC909 05 Mar is changed from 23:50 to 00:50 06 Mar.

3月5日KC909航班的起飞时间从23:50变更为3月6日00:50

RP/ALAKC08AA/ALAKC08AA AA/SU 21DEC16/1854Z
1.TEST/TEST
3 KC 909 M 06MAR 1 ALAICN TK1 0050 0930 *1A/E*
rha
000/003 CS/KC 909 M 05MAR 1 ALAICN HK2 2350 0930/NN *1A/E*
000/003 CS/KC 909 M 06MAR 1 ALAICN TK2 0050 0930/NN *1A/E*

It’s a schedule changes. The ticket can be changed to flight within 2-days before
or after the original flight. If there are no KC alternate flights, ticket can be
rebooked to flight below:

这属于航班时刻变更。这张机票可以更改至原定航班起飞日期之前或之后的2
天内。如果没有KC承运的航班，那么可以更改至如下航班：

1 KC 578 M 07MAR 2 ALAICN HK1 2315 0755+1 333 E 0
OPERATED BY OZ578 Y
SEE RTSVC

The flight KC578 is KC marketing flight and operated by OZ.

KC578航班是由OZ承运的KC销售的共享航班。

If none of the alternatives 1, 2 is available or accepted by the passenger, please
contact call.centre.schedule.changes@airastana.com. There might be other
alternatives e.g. on KC partner airlines, however these are only to be handled by KC.

如果以上2种备选方案都没有，或者乘客不能接受以上2种备选方案，请联系
call.centre.schedule.changes@airastana.com。也许和KC有协议的其他航空公
司有其他替代方案，但此类情况只能由KC处理。

In case none of the possible alternatives is accepted by the passenger, the ticket
needs to be refunded Free of Charge.

如果乘客不能接收任何备选方案，那么可以为乘客办理免费退票。

3. Refund rules for schedule and operational changes and cancellations
航班时刻变更和取消 以及 航班运行变更和取消的退票规则

mailto:请联系call.centre.schedule.changes@airastana.com
mailto:请联系call.centre.schedule.changes@airastana.com


 In case of flight cancellation of a KC flight (KC flight number) on a KC tick-et
the passenger is always entitled for refund.

如果KC机票上的KC航班（KC航班号码）被取消，乘客均有权退票。

 In case of schedule change with departure more than 1 hour (flight departs 1
hour before or 1 hour later) refund made without penalty.

如果航班时刻变更，且起飞时间变更超过1小时（航班起飞时间提前1小
时以上或延误1小时以上），可全额退款。

 In case of operational change with departure more than 6 hour (flight departs 6
hour before or 6 hour later) refund made without penalty.

如果航班运行变更，且起飞时间变更超过6小时（航班起飞时间提前6小
时以上或延误6小时以上），可全额退票。

 You may do a refund on involuntary basis directly in your GDS. However, in all
cases it is necessary to make a refund stating the reason. A missing the
reason will result in an ADM.

您可以直接在您的销售系统中操作非自愿退票。 但是，在所有情况下的
非自愿退票操作，都必须注明退票理由，否则将会开具ADM罚单。

 Any unused ticket may be refunded in full, partially used tickets may be
refunded partially, e.g. on 1/2 return basis.

完全未使用的机票可以全额退款，部分使用的机票则按照票价基础退未使
用的部分。

4. Reissue and Refund procedure 换开和退票手续

 You may do the reissue or refund yourself as per the rules described above
without authoriza-tion / waiver from KC.

您可以根据上述规则自行换开或退款，无需KC的授权/豁免。

 It is mandatory to enter the reason of the involuntary reissue into the mask of
the reissued ticket: e.g. INVOL DUE SCHED CHNGE KC XXX/DDMTH or
INVOL DUE CANCEL KC XXX/DDMTH. In case of refund it is mandatory to
enter the reason into the mask of refund: e.g. INVOL REFUND DUE SCHED
CHNGE KC XXX/DDMTH or INVOL REFUND DUE CANCEL KC
XXX/DDMTH.

非自愿换开时必须在机票票面信息中输入免费换开原因：例如： INVOL
DUE SCHED CHNGE KC XXX / DDMTH或 INVOL DUE CANCEL KC
XXX / DDMTH。 退票时也必须在退款票面信息中输入原因：例如。



INVOL REFUND DUE SCHED CHNGE KC XXX / DDMTH或 INVOL
REFUND DUE CANCEL KC XXX / DDMTH。

 Failure to enter the wrong flight/reason will automatically result in an ADM

没有输入问题航班或者没有输入原因，将会开具ADM罚单。

 Please note: all rules in this guideline need to be observed even if the
involuntary reissue or refund is done by means of the "involuntary" option of
the GDS system (Amadeus Ticket Changer(ATC), etc).

请注意：即使按照系统规则里解释的“非自愿”情况来执行非自愿的换开
或者退票，也需要遵守本指南中的所有规则。

Table 1. Time of delay for free rebooking and full refund.

Operational changes Schedule changes
Refund
permitted if
delay more
than

Rebooking
(once) permitted
if the delay is
more than

Refund
permitted
if delay
more than

Rebooking
(once) permitted
if the delay is
more than

Domestic
flight 6 hours 1 hour 1 hour 1 hour
Inter.flight 6 hours 6 hours 1 hour 1 hour

航班运行变更 航班时刻变更

允许退票

如果延误

超过

允许一次

rebooking如果

延误超过

允许退票

如果延误

超过

允许一次

rebooking如果延

误超过

国内航班 6 hours 1 hour 1 hour 1 hour
国际航班 6 hours 6 hours 1 hour 1 hour


