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All units,

To regulate the transportation principle of passengers with
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service animals, clarify the operation information transmission

mechanism, we now issue the special business tips. Please all of

the units will comply with and execute the regulations.

1 Formulation Basis

1) Inaccordance with 14 CFR (Code of Federal Regulation) Part

382 Nondiscrimination on the Basis of Disability in Air Travel.

2) 2014 [105] Measures for Air Transport for the Disabled

(Trial) issued by the Department of Air Transportation of Civil

Aviation Administration of China on Apr 30, 2009

3) The General Administration of Customs No. 5 of 2019,
“Announcement on Further Regulating the Supervision of

Carrying Entry and Quarantine of Pets” .

2 Define

2.1 Service animals refer to animals with a documentary proof

and specifically trained to help the disabled or animals

necessary for emotional health of someone with a

documentary proof, including guide dogs, hearing dogs,

Emotional support animals. Service animals are restricted to

dogs.

2.2 Scope
Type of animals Type of passengers
guide dogs Passengers with Visual Impairment
hearing dogs Passengers with Hearing Impairment
Emotional support animals | Passengers needs emotional support

Noted: For domestic routes, passengers with a mental disability
level of Level 1 and Level 2 shall be accompanied by an adult
who is at least 18 years of age and has full civil capacity.

3 principle




Whether the service animal being carried in cabin or in cargo
compartment shall be decided based on the following
considerations: whether the animal is too large or heavy to be
held in the cabin; whether the animal poses a direct threat to
other passengers’ health or safety; Whether the animal will
disturb cabin service e.g. animals run randomly or constant
barking to other people or willing to attack people or stool and
urine everywhere; if there’ s no problem, JD allows carrying
service animals in cabin. Otherwise, it shall be carried in cargo
compartment.

3.1 Security principle

1)In addition to be in compliance with safety regulations,
service animals carried into the cabin cannot cause confusion or
affect the safety, cannot obstruct the aisle or other emergency
evacuation routes, cannot pose a threat to other passengers’
body or safety, and cannot affect the air service.

2) A service animal can only be refused to be carried onboard
when it poses a direct threat to safety.

3)JD should try their best to consider other passengers’
worries (including animals exhibit dangerous behavior) and
take measures, for example, to separate the passenger with
service animal and the passengers who may be disturbed by
such animal

3.2 Principle of lawful compliance

1) It is prohibited for passengers to carry their pets into the
cabin as service animals by showing fake documents.

2 ) Passengers carrying service animal to cabin shall abide by
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regulations of entry or transit point countries.

3) JD allow passenger to carry service animal into cabin on the
condition that the number of service animals for each
passenger shall meet the regulations of entry or transit point
countries

3.3 Progressive disposal principle

1 )Passengers shall not be refused to be carried due to that their
service animals may offend or disturb the crew or other
passengers.

2 ) If other passengers are annoyed or feel offended by service
animal, adjust the seat for the annoyed passenger if possible
instead of refusing to carry service animal.

3) If the seats of impaired passengers qualified for taking flight
are unable to hold service animals, carrier shall allow
passengers and their animals to be arranged to a place (if any)
where there’ s enough room for the animals instead of placing
animals into cargo compartment.

4 ) Carrier should negotiate with other passengers before it
arrange the impaired passenger to a place where there’ s
enough room for him/her and service animal (such as there’ sa
volunteer who would like to share the space under seat with
animal).

5) Carrier shall not refuse or allow the service animal to stay
under the seat with its owner only based on that it may partially
occupy the space under the neighboring seat (that is, it shall
not affect other passengers’ use of their space under seat)

6) JD may consider other unsatisfactory plans only when
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there’ s no other satisfactory alternate plan. For example,
arrange limitation passengers to take following flight with a
larger space or place their animal in cargo compartment.

4 Restriction of transportation

1) Service dog breed restrictions: dogs, unlimited to specific
restrictions. (If the dog's behavior has a safety hazard or is too
large for transport in cabin, the service dog may be restricted
from boarding.)

2) Shipping quantity limit: if exports to other countries please
see the requirements of local government. If imports to China,
one person only can take one service dog.

3) Application time limit: At least 24 hours before the scheduled
flight departure time.

4) Fees: Free

5 Supporting documents

5.1 Domestic routes

1) Valid Animal Quarantine Certificate, the certificate indicates
that the animal is healthy after physical examination;

2) Valid Qualified Certificate for Animal Training, Animal Work
Permit or Animal ID.

3) Proof of service dog vaccine injection.

4) The People's Republic of China disabled Card

5.2 International routes

Passengers shall prepare the following documents at least 7
days before departure.

1)valid exit/entry permit issued by relevant (destination or

transit airport) governments
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2) Valid Health Certificate and Rabies Vaccination Certificate
issued by relevant authorities. Prepare all entry permits, health
certificates and vaccination certificates required by
departure/transit country involved in the whole journey.
Requirements of relevant documents can refer to the latest
TRAVEL INFORMATION MANUAL, or consult the consulate or
embassy of relevant country or inquire on the government
website of relevant country. Passengers may (not a must) be
required to provide effective “animal training qualified
certificate ", "animal working permit" or "animal identification
as the documents basis of judgment.

3) Additional special documents required by the government of
departure/transit country involved in any journey.

4) Entering China: please see the requirements in the notice of
GSS2019029 Notice on Pets Transport International

5) Passengers carrying emotional support animals must show
current documentation issued by licensed mental health
experts (including physicians treating passengers with mental
or emotional disorders), otherwise, such animals can only be
carried as pets.

Noted: The date of issuance of the certificate shall be within
one year before the flight date and the certificate can prove
that the passenger is suffering from confirmed mental or
emotional disease and the passenger needs emotional support
during flight or after arrived at the destination, and should
indicate information as below:

(1) The assessor shall be the licensed mental health expert who
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is now treating the passenger.

(2) The date, type, issuance country or jurisdictional area of the
certificate provided by mental health expert.

(3) Licensed mental health experts include physicians
specialized in treating passengers’ mental or emotional
disease. Passengers are suffering from mental health disorders;
passengers are in need of animal given for their mental health
status;

(4) The contact number and office address information of the
licensed mental health experts.

6) If the flight time is more than 8 hours, impaired passengers
shall provide certificate indicating that the service animal will
not excrete or the way it excretes will not cause health or
sanitation problem, and there’ s no need to release animal or
releasing animal will not cause health or sanitation problem.

6 Ground operation procedure

6.1 Reservation Procedure

1) Passengers that departure from China may order the
consignment of the service animals at the ticket office directly
subordinate to JD or ticket agents authorized by JD. Passengers
that departure from oversea stations may contact the overseas
office of the Marketing Department.

2) Time limitation of reservation: passengers should apply for
service 24 hours prior to the day of the flight.

3) Sales units obligation:

(1) Check the situation of the passenger and service animals

and all necessary documents.
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(2) Remind passengers to carry leash, sanitary tools, muzzle
(not a mandatory) for service animals and ESA when taking
flight to avoid others may mind that if application is approved.
(3) Make reservation and pre-lock seat for passengers.

(4) Fill in the documents: The ticket office/ticket agent assists
the passenger to fill in the Application for Service animal
Transportation as required. The "Application for Service animal
Transportation” is issued in quadruplicate, and the ticket
office, the check-in counter at the departure station, the
passenger and the cabin attendant each keep one copy.

(5) For our domestic routes, passengers with a mental disability
level of Level 1 and Level 2 must be accompanied by an adult
who is at least 18 years of age and has full civil capacity.

(6) Enter the service dog code PETC in the sales system.

6.2 Acceptance Approval Procedure

1) After preliminary assessment, sales unit shall inform
customer service unit via phone and email with all details, ticket
can be issued only when received OK to Accept confirmation
from customer service unit.

3) Once received information, customer service unit shall
coordinate with all relevant departments. Decision for the
acceptance shall be made within one hour after receiving the
request and no later than 23 hours before flight departure.
After instruction given, customer service unit shall reply sales
unit and AOC service control unit if the animal can be accepted
immediately.

3) Customer service unit shall forward all relevant passenger
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information to front line ground services departments as well
as cabin crew dispatch unit for preparation.

6.3 Check in procedure

1) Check in time: passenger shall be at counter with service
animal and relevant documents 90mins before check-in started
to ensure enough time for processing.

2) Document verification: Check in staff shall verify the validity
of all necessary documents according to requirements and
check the passenger "Service Dog Application Form" and keep
a copy.

3) Service animal check: check in staff shall observe and confirm
with passenger to ensure the animal is in good physical
conditions. Meanwhile remind passenger to put their service
animal on the leash before boarding. And Domestic routes
suggest passengers to wear muzzles for service dogs if other
passengers mind. At the same time, remind passengers to take
care of the service dogs they carry during the flight.

4) Seat allotment :

(1) Staff shall allocate reserved seats for passenger; the adjacent
seats shall leave empty if flight is not fully booked. Try to keep
the passengers carrying the service dog and the seats of other
special passengers (such as pregnant women, unaccompanied
children, infants, patients, etc.) more than 3 rows apart.

(2) If seat was not reserved by sales unit, check in staff shall
allocate front row seat, other suitable seat according to the
guidance of ground service manual chapter 11.2.1.8 reserved

seats for restricted passenger, isle seat may be assigned to
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passenger upon request, the animal may rest beside passenger
feet or under the seat in the front.

(3) In case passenger purchased extra seat, it is still required to
rest their service animal besides their feet or under the seat in
the front.

5) Document handover

(1) If the passenger applies for special passenger service at the
same time, the ground special service staff will receive the
completed Application for Service animal Transportation and
bring the document to the aircraft to hand over the flight crews.
(2) Passengers who bring service dogs but do not apply for
special passenger services, the check-in staff should inform the
passengers to carry the completed Application for Service
animal Transportation and hand it to the flight crew after
boarding.

6) Weight & Balance notification: Check in staff or departure
controller shall inform load controller the number and weight of
service animal on-board.

7 Follow up actions when service animal unfit for carriage in
cabin

7.1 Circumstances of unfit for carriage in cabin

1) Service animal shows direct threat to the safety and health of
others, such as growling, barking, bite or jump to others
personnel.

2) The existence of service animal has great negative impact to
cabin service, such as the animal is too large or heavy in size

and weight to accommodate itself in cabin, or cause severer
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disorder.

7.2 Follow up actions after denied acceptance of the animal into
cabin

1) If it is due to large size, recommend passenger to rebook on
other HU flight operated by wide body aircraft or endorse to
other airlines ( The ticketing is processed on a non-voluntary
basis ) , or check in the animal according to checked in pet
handling procedure.

2) If it is due to safety and security, after negotiation ground
staff may rebook passenger to following HU flight or check in
the animal according to checked in pet handling procedure.

3) If the animal is unfit for carriage in cabin and also not the
type allowed for check in as pet, then it is commended to
endorse passenger to other airlines.

4) Report flow

(1) When it is determined the service animal is unfit for carriage
in cabin, ground staff shall report the case to duty officer timely,
duty officer, generally refers to local HU representative, duty
leader of HNA ground service or other member companies of
HNA group, shall in charge the follow up actions and
communicate with passenger, finally report the negotiation
result and disposal action to customer service unit.

(2) Duty staff of customer service unit shall report the case to
AOC duty officer who is responsible of forwarding the
information to Communication and Marketing Development
Center, Customer Relationship Management Center.

(3) If passengers applied but our company refused to carry, and
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passengers are under emergency and endangering the life
safety of passengers themselves, local ground service unit shall
assist to endorse their ticket to other possible airlines or find
other means of transportation for them.

7.3 The principle of service dog escape emergency disposal:
Refer to the Civil Aviation Industry Standard of the People's
Republic of China MH/T 1059-2014 "Air Transport Live Animal
Escape Emergency Disposal Specifications” (appendix 2).

8 For the content not mentioned above, please follow the

ground service manual.

EEHIN
NOTES

LA EERBRIRET , MUSERHAT.

The regulation will be carried immediately, please follow it.
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RFARSHERIFD

Application for Service animal Transportation

ik 25 44 MYy

Name Electronic Ticket Number
WidFs/ HiW HB

Flt No. / Date Route

PR HE

Age Weight

shWI2RA Type of Animal

O SEH KR Guide dog O BhWrK Hearing dog O %8k ESA

IEHFA G GREUEF 27 574) Document checking

E A #iZk Domestic flight:

Oz 481k Quarantine Certificate  CIIRSS R & 4riEH] Certificate for Animal Training
OIS RPZEEVESHIEN] vaccine injection Certificate

O N IRIEFIE 5% NIE - China disabled Card

E PR KX ALk International flight:

AEEHE:

O##3E Quarantine certificate

OV R 2 W B phiiE 45

Rabies Vaccination Certificate

OV T8 Electronic chip

OV RS B ra R 2 (JE4R & H 20

Reports of rabies antibodies (non-designated

AR HANE SR

OV 58/ NS VT exit/entry permit

O ESIEM  vaccination certificates

O Al N353/ 3k 353 ] IS0 F 2 3R 1A 40 40 e Bk S A
Additional special documents

LR #2238 AT S0 F (iR Documents for

countries) Esa

DRI BT CRBIR)
Documents for ESA

IR 4% R 2% F 75554 Tools for service animal
O #5|4¢ Ropes OPARRE (R#, JRAE)  Sanitary tools
O OB BEmLLIEZi)  Muzzle(Not must for China-US route)

FUATIS Rl 8 /NI 7 EESR A SR A S IE IS AE AT & b 7 75 HRME B HEM 7 A 2 51 kS f el 1
A, HE LN AR

Documentation is required stating your service animal won'’t relieve itself during the flight, or can do
so in a way that doesn’t create a health and sanitation issue.

Lo EIR R T A5 AL B UL (RS B A AL AT @ b HE .

Describe what steps have been taken to prevent your animal from relieving itself during the flight.
O =ikl

O oAb, 5]
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2. AT PR ST AR, R R e A B Sl P R IR R DL ORI b AR

If your animal needs to relieve itself during the flight, describe how you would handle this to prevent
a health and sanitation issue.

O #HwEwEAEMRA OR#E JRA

O HAhit, 5]

W
L R BRI R 224 REAE B R A 51T .
2. M5 RS R AR 2 LR ST A A S BT ZER . FE BRI, BLAEIS Mz IR R L [ 5K sl
X HIHEANVFAT . A UE W] S5
3. R ARG LA EORIAE, DR R U g i 85 447 F) R 55 R0 BOE L 22 A ARV L Pk
BH AR, RN T AR £
4. FRE P T R 55 R A O B 5K B X BUF I 28 1 e N85, L A R T B0 2 2% 51
P ASH TR 54
5. [E A MTZHE R 5 R IIR A RO R &5 Koty EAE5l 48 e PAM B s O, WA NRS
RAWIG I E, AR R 55 R S Bl YA SRR e 7 5K

STATEMENT
1. Passenger shall assume full responsibility for the safety, well-being.
2. Passenger is similarly responsible for compliance with all governmental requirements,
regulations, or restrictions, including entry permits and required health certificates of the country,
state, or territory from and/or to which Service Animal is being transported.
3. Any passenger who fails to control their animal in accordance with the above mentioned rules
shall reimburse Beijing Capital Airlines for any loss, damage, or expense arising out Service
Animal's behavior.
4. Beijing Capital Airlines shall not be liable for loss or expense, without limitation, if any Service
Animal is refused passage into or through any state or country.
REANFRE (B4%) 1 agree (Signature):
HiH (Date) :

ik

Remark

Y. KPR, RS . B-HOVm R, mERLEA: B BONMENLER, aREE LA B A
BEIRIRSTIC, RS A RAE: VUV IRE K.

Note: This application form consists of four forms without carbon copy. The first form is airline
form to be kept by the department handling the passenger’ s application, the second form is the check-in
form to be kept by the check—in counter, the third form is the crew form to be kept by the cabin crew,

the fourth form is passenger form.
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