LUFTHANSA GROUP

2

TR E R R SR TN EBIR
CORONA VIRUS 2019-NCOV

EBUEAARBUERIATEEE R AR R EER
This Ticketing Waiver Policy applies for Stil-OPERATING AND ALSO for
already-CANCELLED FLIGHTS!

15EE: GDS Travelsky (1E) I3 #F T XX K HUFI R B EMD Ihge
Please Note that GDS Travelsky (1E) does not support residual value EMD
function mentioned below

1. UTHEAEREHFRNSERE
Goodwill policy is applicable if following conditions are fulfilled

o JRNLEEFFEEH: 7E20204E 3H 31H (%) i
Ticket issued: on/before 31MAR20

e ZE{E: OS/LH/LX/SN/EN (257-,220-,724-,082-,101-)
Ticket stock: OS/LH/LX/SN/EN ticket numbers starting with 257-, 220-, 724-, 082-,
101-

o EMIMRLL: EFREKLE. WL A OS/LH/LX/WK/SN/EW/AU/ENFTHE S [ SEFx K B,
AR FE =L
Ticketed flights: Ticket includes any OS/LH/LX/WK/SN/EW/4U/EN flight numbers
worldwide, operated by OS/LH/LX/WK/SN/EW/4U/EN and/or operated by OAL
(“Codeshare”)

o JERIHEE CHLAE 20204 12H 31H (%) ZHi
Tickets issued with original confirmed date of travel: until 31DEC2020

2. FELARARNETARK—RKESR, FEFTAIERFERE 50 EUR EMt
Rebooking with 50 EUR reduction. One free rebooking permitted if ticket fulfills the
above mentioned conditions

o RIGIHFE20204F 8H 31H (%) ZHITT I ITHLEE
Rebooking/reissue must be completed on/before 31AUG20
o AL IR .
Change fee will be waived
o VSRR M L (EFIHT SRR R R
PAURLHARRBIAN AT BE 5 ARIE RSO G E , SRR R 24 s 49 D 7 L 3 i 1 [ A it
LA [ bR AN AT AH BT
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Change of Origin and Destination permitted (any new origin/destination permitted)
Exception for LH: due to the tax regulations: Origin/Destination change from entirely
domestic (DE) travel to international travel, or international travel to domestic (DE) travel,
is not permitted.

o AR HUE PR LHGEE bR I8 AP R 8T (0 S5 I E
Valid on any LHG operated flight or as per fare rule of new fare.

o M KHI: 2020912 A31HBUFEHLEA RGN, LA ik
Any new travel-start date until 31DEC20 or within ticket validity, whatever is earlier

o ARRifrAfehz
Any fare in any compartment

o JHZHTT H HRHI A AT THRLSEA, BrER A ST PRAG A A SR AR U/ B L/ F TN B
BT AN, HEAZB0RTT T
MAHEN = T IREAN CEMAEL /S /Nt - THREFR SIS 2 CENFIRL
W/RA/MEINTD . HFNEBP RS0 T, (FE: WAUH AN AR (ANELERL
/BN =/<60WkIT, WSOKKTTIrIAEH) -
Always re-price with current applicable fare (including taxes/fees and surcharges) and
apply 50 EUR discount. (Note: If both, new and old base fare (excl. taxes/fees and
surcharges) =/< 50 EUR discount does not apply).
If new ticket value is higher than original ticket value (fare and taxes/fees/surcharges):
Calculate total difference to be paid (fare and taxes/fees/surcharges) and deduct 50 EUR
from the total difference.

o HMBEMMETIEE, ZEih AR,
Rl WSO BN SR T “REN S50/ ” , AREA AT H AR R M EEMD IR
Tl (ATIRATE M IGDSH ML IIRE. GDS Travelsky (1E) A iﬁﬂ%%@EMD
Dife, WAEH IR , ERRSOMKIG. CHREAIME R, ES I Wi S e
) .
Any residual amount will be ignored.
Exception: If new fare amount is lower than “original fare amount + 50 EUR", issue a
residual value EMD on max 50 EUR- and refund to passenger. (Provided that the GDS
used provides this function. This exception is not applicable in GDS TravelSky (1E) as
Travelsky does not support the residual value EMD function) (see FAQ section for details)

o ARVFHHIEA
No Name change permitted

o IR HIHLERE B A SR A HLE
Rules and conditions of the new fares shall apply

o [FAFEEM T CBEEABITE FIHLEE (G- Je BT S BRI T BB S bR EUH AR B
BT
Applicable also for PNRs which have already been previously rebooked and re-issued
(either on basis of one of the previous TWPs or due to flight cancellation)

o No-showHIHLEE IR AL IR AR S BUR AT HT
Applicable also in case of no-show

o SEURTHIESRERHIEMDIIRA &L

EMD associated to the original ticket remains valid

o HITATEAEHHN . WAEHRITERA A M AR RIS : TWP 2011
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In the case of reissues, NO pre-waiver is required. The endorsement entry of reissues
should be: TWP 2011.

3. FHELEFRMRIT HAIMIRE, FTRUMRBERNHENE, FATHRIHORIE. LHG {2
HEATRRRTS -
Passengers who do not yet know new travel date, can keep the original ticket value
and use it towards purchase of a new journey. Please offer the following solution:

o MBEAFGBUHIA CALTITRIME GEER: WKL EHTILE K H HIHTBOE M
B ZMUEETRAE RO
Cancel all flight segments first (Note: in case flight cancellation was not possible prior to
departure, the ticket will also remain valid)

o TEHENRITHME, FeR AR AN E SOOI IR ——R 20204831 H

Inform the customer to call back when he/she decided on the travel date - latest on
31AUG2020
o Ma, ZRFEKAIHUEFATIEN -
At a later date, when passenger contacts to for a new itinerary:
o A JEPNRYIIRIRE
In case the original PNR is still found:
> HUHEPNR. % R EE T IR AR LR

Update the original PNR. Re-price as above and re-issue the associated
tickets.
o #HIEPNRCHH:
In case the original PNR is no longer accessible:

> WRIEFRENIRT 2 EEE— M HHIPNR
Create a new PNR according to passenger’s travel wishes.

> i BB HE U IR A L
Rebook as described above.

o IRMEE KHE: 20204E12 H31HEUENIEEA RGN, LB ik
New travel will have to start latest until 31DEC2020 or within ticket validity (whichever is
earlier)

o N T UUEHIBEEMEIT, EBURHE LR FLPNR,  Hi$&2 Fr 1] 1 GDS TR itk 1)
AEo WIIMEMOTIAN S F & PNRIREE 22 20204F 12 A31H, CF#&1: “CORONA
TWP2011". MEMOI{EPNRH 7R AMIS 1A HK1 FRA 31DEC- CORONA TWP2011
Enter a MEMO segment to keep the PNR active until 31DEC, and with a free-flow text
“CORONA TWP2011" (MIS 1A HK1 FRA 31DEC- CORONA TWP2011)

o (WD FUEMEFEIFMAE20209E8 H31H (&) ZHIFEMK
(new) Booking and re-issue must be completed on/before 31AUG20

o JUEHTTH RN AE B THL I, B 4 ST ARG 7 a0 S AN 9t / 2 /B n 2
WA TANE, = ZE0M TR .

MAHEN = TIREAN CEMAEL /2 /M) - THREF SIS 28 CEMFIRL
W/RA/MEINE IR ERB0RK T

Always re-price with current applicable fare (including taxes/fees and surcharges) and
apply 50 EUR discount.
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If new ticket value is higher than original ticket value (fare and taxes/fees/surcharges):
Calculate total difference to be paid (fare and taxes/fees/surcharges) and deduct 50 EUR
from the total difference.

o HWMEMRTIEZEN, ZEh AR,
Rl WSO SN SR T “REN S50, AREART H BRI R M EEMD IR
Pz BR (AU P GDSHEAEILTIRE, GDS Travelsky (1E) ASCRFRIRMEEMD
g, WONE BRI, ERRBORKIG. CHXREMER, 1ES 5 W) S

) .
GE: WARFEM MG CRRER PR/ P /BN %) =/<50Rk75, MIS0RKTTHr A
EHD .

Any residual amount will be ignored. Exception: If new fare amount is lower than “original
fare amount + b0 EUR?”, issue a residual value EMD on max 50 EUR- and refund to
passenger. (Provided that the GDS used provides this function. This exception is not
applicable in GDS TravelSky (1E) as Travelsky does not support the residual value EMD
function) (see FAQ section for details)
(Note: If both, new and old base fare (excl. taxes/fees and surcharges) =/< 50 EUR
discount does not apply).

o WITATHREHIETIRAL . THAESRITZFAL N N RS TWP 2011
In the case of reissues, NO pre-waiver is required. The endorsement entry of reissues
should be: TWP 2011.

4. AREFRELRBIHNKEA, LHG FXBRBRALKTFEME FHEETEHA®)
Travel agents who handle these reissues for their customers will receive an incentive
payment for each ticket reissue (details will follow later)

5. BREMMZEZNAENT
Refund: Per original fare rule only
FEHAMAEFE ST CEFAEMEE AR/ ARIEFERIRE) , BRAESATEA, PIEERAS
WL RLREE . HUEROR B SR E, 7T T DS AR AT S B0 21 37 T e A 5
BORSE (FpE) o (TEIETES DR WA MRS
H K, 1530 LT E R T 55
Otherwise, no immediate refund until further notice in any other cases (including any
involuntary/ Irregularity scenario). Ticket keeps its original value and may either be used
for later rebooking under this TWP* or refunded at a later stage (tbd). (Pls see FAQ for
further details).
*For details see rebooking section above

6. HERERRMRE
FAQ:

o UEHERRBCIE B E T RIBUH (I ATHE ?
Is this TWP only valid for still operating flights?
Ao HERRBERRANESN, AGER T REGEMPE (BERFBL , BFEFEEH T2
BOHMATEE EEE/ARIEHR L .
No. This Waiver is exceptional and applicable not only for still-operating flights (voluntary
cases) but also for already-cancelled flights (involuntary/ Irregularity cases).
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o SORKTTHIHT I FAEH ?
How does this work with the 50 EUR discount?

245 ] <

Here some examples:

i1

Example 1:

JEHLEEMES00BK TG, (FRA-BCN-FRA)

e 75 A LS H i (FRA-NYC-FRA) o #5240 *&800RK G«

S ZHr300RKTC (800-500=300) H m] AFIERSOR Ll R4 Z M T-500K T
A e Z A A M 2508k 76 (300-50=250)

Original ticket with a value of EUR 500. (FRA-BCN-FRA)

Passenger wishes to change to a new destination (FRA-NYC-FRA). New Fare* is EUR
800.

Fare* difference of EUR 300 (800-500=300) will be discounted by EUR 50. Fare
difference is higher than EUR 50

Additional collection amount EUR 250 to the customer (300-50=250)

112

Example 2:

JEMUEEAMESIRRTC.  CRAT20WkIT, MiPk/%H/MTINgk39k t)  (BRU-FRA)

Pk A EHSHLE H M (BRU-LYS) o BN 269 It. CGEMM30WIT, Fidh/9t
F /7Bt 2% 398k 7t

W MR SR ONEAERL SR AT N 3% ) 24K F-50KK T«

SR A& B0 TSN . R 208 A CRVELEERE 2R/ 9% FH /BN 2 ) = 1508k
JG, HBEEMREZEENZE (SBU/T A2 & 508k ok, S0BITirinA @) .
Original ticket with a value of EUR 59. (Fare 20 EUR, Taxes/Fees/Surcharges 39 EUR )
(BRU-PAR)

Passenger wishes to change to a new destination (BRU-LYS). New Fare* is EUR 69. (Fare
30 EUR, Taxes/Fees/Surcharges 39 EUR)

BOTH “base fares” (Fare excl. Taxes/Fees/Surcharges), original and new are below EUR
50.

Discount of EUR 50 does not apply here. (EUR 50 discount applies only if the new fare
(excl. Taxes/Fees/Surcharges) is higher than EUR 50 and the difference between new fare
and original fare (incl.taxes/fees and surcharges) is higher than EUR 50).

TEMETT: B (ER/ AR 7D
*Fare means: Fare (incl.taxes/fees and surcharges)

o WHIFKnoshow, X —ERBBURE REH?
Does this TWP apply if customer was noshow?
o MWEAMRBUR R VFRBEEAENIYEE KG, BLEAEnoshowITEHL T CRPJEAETIIT R4k
JBTHGHD 5 XL AT S AT
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Yes. As an exception, re-booking and re-issue are permitted after flight departure and also
in case of noshow (i.e. original reservation had not been cancelled).

o WURMIPESLERBOE,  (FDEEAKEA IEFHPEE (OS/LH/LX) ) B {JIREM?
Do standard Involuntary Policies still apply in case of cancelled flights?
e, RANFRBOR R RRE R NAIMNERE. (H2: EMAEAR/AFERIBRE, B
BTN, HUEMASHOLNERE . HUERREHFE MR OME, "R T DS IRYE A #8 %
BUR PO SAEM G BORE (FrE) o RA R EN AN TR B2 SRR 22,
A A R IR EE
Yes, this TWP is an additional offer to the customer. However: no immediate refund until
further notice based on any involuntary/irregularity scenario. Ticket keeps its original value
and may either be used for later rebooking under this TWP or refunded at a later stage
(tbd). Only if the original fare used is a refundable fare, an immediate refund is possible.

o NS A BEAL AR, LHOARHE A fnfar =] 53 2
How shall LHG service agents react, if customer wishes to refund now?
IRFAERETAT, BIEFATEAZ AT, LHGE B AR 2 FIAL AT IR R IE R . TE TR
A I B B T AP N R S AR S A R
Refund remains possible, but until further notice LHG cannot accept and process any
refund requests. Kindly ask customer to call back at a later stage.

o WIARSEEAESH 31 H Al JCIk e AN IT, Tl 5% 52 1 v RS o SR AL 3

What happens to the ticket value, if customer does not rebook until 31AUG?
TEIXFPFHL T, & o] AEFE S B BB 22

In this case, customer will be able to refund ticket at a later stage.

o AR EURE A MIEH TR
Does this TWP also apply Oneway fares?
XEEO
Yes.

o ARERBUK T 5 i I T FH LR ?
Does this TWP also apply for partially used tickets?
& AN RBURRIREH T8-S, B2 0 SR T o
This TWP also applies for partially used tickets. They can be rebooked according to above
mentioned instructions.
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