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HNA Holding Group Hainan Airlines
Co., Ltd.
International Business Documentation

To: Business departments and overseas offices

From: International Business Department-Board of Commerce- Hainan Airlines

Issued by: Zhu Li Processed by: Zhao Yuanlong, Zhao Lu

Cc: Hainan Airlines (Finance Department)  No. of Pages: 5

Recipients: [ Business Departments and Overseas Offices Agents

Means of Publication: ©Sales terminals oElectronic fare handbook
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Regulations on Amending Names and Identification numbers on
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Hainan Airlines International Passenger Tickets

With the rapid development of e-commerce and multichannel sales,
name errors on passenger tickets are more frequent. In order to ensure
smooth travel for all passengers, from now on, if a name or
identification number error occurs during the ticket purchase and must
be changed, the Hainan Airlines Customer Services Center will provide

a name or identification number amendment service.

Preconditions

File an application by calling the Hainan Airlines customer service
hotline at 95339, or go to a Hainan Airlines domestic and overseas
ticket office for on-site processing.

On the same passenger ticket, you can either change the name or the
identification number. Each ticket can only be changed once.

For 880 tickets issued by Hainan Airlines, where Hainan Airlines
is the operating carrier or is connecting with other airlines, or as
marketing carrier for code-share flights

Name change limitations:

In principle, the maximum number of character changes allowed for
Chinese Pinyin and English letters should not exceed 3 English letters
(inclusive).

However, with the precondition that the passenger is the same person
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and their identity can be confirmed, the maximum number of character
changes allowed for Chinese Pinyin and English letters is not limited to
3 English letters (inclusive). Including, but not limited to the following
circumstances:

(1) When Chinese Pinyin and English first names and last names are
reversed (first and last names are reversed or given names are
reversed);

(2)  When the FIRST NAME and MIDDLE NAME are inverted, or
when the MIDDLE NAME is missing in English;

(3)  When Taiwan Pinyin, Hong Kong Pinyin and other Chinese
Pinyin are spelled differently, for example:

(4) "LIQIAN" becomes "LEEQIAN";

(5) When the name is repeated, such as: CHENYI/CHENYT,;

(6) When there is a full name (the first and last names are not

separated),
whereas the name was separated when the ticket was booked, for
example, if the name AUCHMANMODE is wrongly entered as
AUCH/MANMODE, and it needs to be reverted to
AUCHMANMODE/XX;
2) Change limitations to identification numbers:

(1) Identification numbers: can be changed, but only up to characters

(including English letters).

However, if the travel document is lost or replaced during travel (using
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temporary documents for the flight), the number of characters that can
be changed is not limited to 2 (including English letters), with the
precondition that the passenger is the same person and their identity
can be confirmed.

(2) Passport validity period: can be changed without restrictions.

(3) Date of birth: cannot be changed in principle. However, in special
circumstances (for example, the identification number and passenger
name are correct), it can be changed by the judgment that the
passenger and the original drawer is the same person, and there is no
substitution.

(4) Under normal circumstances any travel document information not

covered above cannot be changed.

3) Change fee:

No charge when changing a name or identification number.

3. Procedures for ticket change:

Overseas offices or ticket offices of Hainan Airlines and 95339
extract
PNR in the reservation system to change the passenger name:

1) To change electronic tickets for the whole flight of the actual
segment of Hainan Airlines (including chartered flight) and the
code-share flight with Hainan Airlines as the marketing carrier,
excluding SPA and ADD ON flight segments of other airlines:

(1) Note in RMK "changed name/PX+ the ticket office of Hainan
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Airlines or 95339 + staff name". For example, Li XX of 95339
changed the name of the second passenger in a PNR and marked it
as “changed name/p2 95339 lixx” in RMK.

Ticket processing: Upon the change of PNR, the ticket must be
withdrew in DETR to confirm that the ticket name has been changed
accordingly, and the ticket office of Hainan Airlines, 95339 and the

name of the operator must be noted in TRMK of the ticket history.

Note: For code-share flights unable to change names directly in PNR, it

will be regarded as repurchase in reference to the provisions of 2).

2)

(D

To change tickets which cover SPA segment and/or ADD ON
segment

of foreign airlines:
A new ticket must be issued with the correct name, and the date of
flight must be the same as the original ticket. Note in RMK of PNR
on the new ticket "changed name/PNR record of the original ticket+
the office, the ticket office of Hainan Airlines or 95339 + staff name".
For example, Li XX of 95339 changed the name of the second
passenger in a PNR and marked it as “changed name/jv12t 95339
lixx” in RMK. At the same time, enter the original ticket number in
FC, and add the code "CHNA" in front of IE.

(2) After the new ticket is issued, the passenger shall pay the fare and

tax according to the actual sales price, and involuntary refund can

be got for the unused section of the original ticket (refund is
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handled at the original place of issue).
(3) If the passenger does not agree to pay the price difference, the
passenger must contact the original ticket issuer.

4. For group tickets, please contact the original ticket issuer.

5. If you do not meet the conditions listed above, please contact the
original ticket issuer, and re-purchase the ticket, following a
voluntary refund.

6. Please see the attached flow-chart for the business handling
procedure.

7. The Regulation shall be valid from the date of issuance,
<HUIR12069 Regulations on Amending Names and Identification
numbers on Hainan Airlines International Electronic Tickets> and

<HUIR18117yuRegulations on Amending Names and Identification
numbers on Hainan Airlines International Passenger Tickets > shall

be invalidated as of the same date.

International Business Department-Board of Commerce

-Hainan Airlines Co.,Ltd

January 2, 2019
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Attachment: Business handling procedure

The name and identification number on the
passenger ticket in the application have never

been modified

In accordance with the Not in accordance with the

contents of the regulation contents of the regulation

Passenger ticket status Passenger ticket status CHECK IN
OPEN FOR USE Check-in must be canceled through the original check-in channel
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Call the customer service hotline at 95339
and send the document used to make the
booking and/or replacement document
front page (photo and document
information page, when the document is

replaced) to 95339intl@hnair.com

Bring the document used to make the
booking document and/or replacement
document (once the document has been
replaced) to a Hainan Airlines domestic

and overseas ticket office for on-site

processing.

The service charge is exempted

when changing a name or

identification number




