LUFTHANSA GROUP
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CORONA VIRUS COVID-19: TICKETS
ISSUED 20APR20-15MAY?20

I'I

At 2 BGERYAE B B B AR BUER B B B & A AR 2 BUR
This Ticketing Waiver Policy applies for both for voluntary changes

(passengers without any cancelled flights) as well as for involuntary
changes (passengers with cancelled flights from a schedule
change/operational irregularities).

1 EE: GDS Travelsky (1E) A X TR BIFI K1 {E EMD Ihge
Please Note that GDS Travelsky (1E) does not support residual value EMD

function mentioned below

AT 1B & RS o A B 2 L
Goodwill policy is applicable if following conditions are fulfilled
o JEWULEFEIFEH: 20204F 47 20H-20204% 54 15H
Ticket issued: on/between 20APR20 and 15MAY20
e ZEiE: 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 THERLE: ABREELE. HLEEH A OS/LH/LX/WK/SN/EW/AU/EN/NHFATYES: ) S Bk
ia B AR L R PE
Ticketed flights: Ticket includes any OS/LH/LX/WK/SN/EW/4U/EN/NH flight numbers
worldwide, operated by OS/LH/LX/WK/SN/EW/4U/EN/NH and/or operated by OAL
(“Codeshare”)
o JRMIFEE K HMALE 20214 4H 30H (F) Wil
Tickets issued with original confirmed date of travel: on/before 30APR2021
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TWP2011 vs. TWP2012

20206F4H19H/ 20204F 4aH 20H
20206FaH19H (&) AItlE 2020¢f 4H 20H-20205F sH 1sHHE

TWP 2011 (20204F 3H 198043) TWP 2012 (20205F 4H 17H4H)

ERA  ERTRMERRNRS
1) L : BRI RS ( NSRS AR R )
ARG 2FEID : FT2020F 126310 (& ) TETHEARGT (VETREE  BANE
ES0ETTR )

HT0005F12/318 (&) ZEFFREIRT . Yl |3) 03 : BT M 2020151 A E 015 B30 BFFERIT ( VISAREE" )
ERE , NSRRI ( SNEE )

FHTM 2021515 15 E202184 F 30 B I8 T »
| EARERE |, BreNEs 5B | EFRTRIERGEHES
TEHEE0F4 A 0EEFTEERT S —RNER

R R AR

Ticket issued on/before 19APR20 Ticket issued on/between 20APR20-15MAY 20
TWP 2011 (eff. 19MAR20) TWP 2012 (eff. 17APR20)

Section “A” - for passengers with cancelled flights
Rebooking Option 1: Rebooking per standard involuntary policy (same O&D)
Option 2: For rebooking travel before 31DEC20 = “Ticket on
For travel startuntil 31DEC20 heold” plus EUR/USD/CHF520 bonus
“Ticket on hold” plus EUR50 Option 3: “Ticket on hold” for travel start 01JAN21-304PR21
bonus (no change fee)

Involuntary
(Flight cancelled)

For travel start 01JAN21-

30APR21 Section “B” - for passengers without cancelled
“Ticket on hold” plus change flights

fee waiver

Voluntary

(Flight not cancelled) » Change fee waiver for rebooking until 30APR21 travel start
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TEVERL: EARTRECRT, HIHEARRUHE K3 E A /54 50T i .
Please note: In TWP2012, the EUR50 bonus is no longer offered to passengers, whose flights have
not been cancelled.

1. 1FRA: ERTNMHERUHRS
Rebooking Section A: Applicable for passengers with cancelled flights

XFTHBE I RS, RARM LT 3FBEREEIR

For passengers with cancelled flights, we offer the following 3 options for rebooking

HIML: RIS A RIS A RIZREBR &R 0T

Option 1: Rebooking per standard involuntary/irregularity/schedule change policy
HFE2: TIT20206F12H 310 () ZHIFFIBHIIRIT ( “HURTISERE” , RN ZEH500TH
D

Option 2: Rebooking for travel starting on/before 31DEC20 (“Ticket on hold” plus
EURS50)

3. FITM20214E1 A 1 H E20214F4 A 30 H FFEEHImRAT ( “DLETEEE” )
Option 3: Rebooking for travel starting 01JAN21-30APR21 (“Ticket on hold”)
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1) & 1: REFREIERRE/FES /AT NEEBRERMIT

Option 1: Rebooking per standard involuntary/irregularity/schedule change policy

o WUEREZNLRVE I HUE IHIT, H IR LR N s B
For immediate rebooking and ticket re-issue on the same O&D only
o ZARMETHRIAR T /AE B IRBEEHIT: MLIEEEHIRETWP2012
Re-issue as standard schedule change / involuntary: No reference to TWP2012 is
required on the ticket
o TEIHEZ ARIHETE B BBUK
Refer to the standard involuntary policy for details
o ZfHH HZER T EEAR L (RBD)  CInTiise R A EE H #+/-3 R W I
Pt, nILATAIIRSS %% (compartment) P [ HABAH A8 JREAR AL
Rebooking in the same RBD required (except for +/-3 days from the
original ticketed date)
o NTEREFIRINLEE, TT RS AL A RO A RS IR . AR & H
2021 44 A30H
In case of partially used tickets, ticket-validity and maximum stay may be waived.
Travel completion on/before 30APR21

2) &I 2: FIT 2020 £ 12 A 31 B (&) ZAAHERT ( “DEAERE” , [
FTEZA 50 BRTH )
Option 2: Rebooking for travel starting on/before 31DEC20 (“Ticket on hold” plus
EURS50)

FEE T HIBORIHLE T DA — IR AE 3%, RIS AT FE#RTT A5 50 EUR Z 4t

One free rebooking with EUR50 bonus permitted as follows:

o IRMEIEE20204F 8H 31H (&) ZHIMHT HHIHIE . mIRITIT 46 H .
2020%12H31H
Rebooking/reissue required on/before 31AUG20. New travel start date must be
on/before 31DEC20
o AU — IR A B
Change fee is waived
o AV BUEREM LS SN L R S B IG SOMZ& RD
PAUNLHERGI AN AT S 5 MRS OGN E , SRR A6 AR 28 r 3y o 1 ]
ST PR ] PN B R L [ e i AN R AR LT
Change of Origin and Destination permitted. New travel may be any new origin/
destination
Exception for LH due to German tax regulations: A change of
Origin/Destination from entirely domestic (DE) travel to international
travel, or international travel to domestic (DE) travel, is not permitted.
o HTATIE AT LURAE B RS E RN BT R & s . E%?H@%ﬁﬂ iYL,
o FE FOVF R 2
New travel may be any fare in any compartment. Valid on LHG-operated flights
and per routing of the new fare rule
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o “IT/BT” 5 CAREIREM/EMIUN “IT” 8L “BT” ) i J5 H S IRAT HE R E i
It
“IT/BT" tickets (no fare shown/"IT" or “BT" as fare) must be handled by issuing
travel agency only.
o RHITH A RHIU RS BB TERIENY, BTRRLR SAT AR AL an A A AR B/ B L/
B0 2% 2R 5 AN 5, RSS2 B0M TR .
Re-price with current applicable fare, including taxes/fees/surcharges, and apply
the EURDS0 bonus discount.
o WASEHEMMERZN CREFERL T/ /M) =/<50K/k7c, NS0k
JTCHTHIANE -
If both new and old base fares (excl. taxes/fees and surcharges) are equal
to or less than 50 EUR, the discount does not apply
o HWIAHEAN ST REN CEMAIBIS/ B H/MNge) - SRR SR
ZR CRUT MBS/ B /M), JF A ZER P HIERB0MK T .
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 XTI TR AR TT/E VAR /SE T E S, A BT & AU E N Bt
PR LAl
For countries with pricing currencies other than EUR/CHF/USD, use the
EUR amount as the basis for currency conversion.
o BORKTCHTHI ARG — K. RPLZE CHZITWP201 18 TWP201 28T H
0 —IREOB T, WS BT AN PR A S0RRTTH 4116
EUR50 bonus applies only once. If a ticket had been issued with a bonus
once under TWP2011 or TWP2012 in the past, then the ticket no longer
qualifies for another bonus.
BIAMEDL: X T EB A RIBLEE, T 1% RS 52 H & ) B is 38 AT 1
(&S UTHNBO R REFRIIRTT B HIFEAHTE S BOR SV RIIRAT
IR, BIFE20204E12 31 H ZBIIRAT, A 2 Hie A5 B HIRR AR B2 A 2%
.
Exception: For partially used tickets, you may also reprice the new itinerary
(including the already-flown segments) using the fare(s) applicable at the time of
original ticketing. Maximum stay conditions and original ticket validity may be

ignored, as long as the new travel date(s) are within the permitted travel period of
this TWP, i.e. travel on/before 31DEC20.

o HFIEMMRT RN, Eih AR,
Rl WoRFE M AR T R @A+ 5080T” , ABEA H AR R IHE
EMDIf g8 2k (HI R ATl F O GDSHIR Ik Tt . GDS Travelsky (1E) 32
FRIARYMEEMDIIRE, #AEHILTidsH]) , ERRBOWT. (A REHER,
THZ B WL IR R AR ) .
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
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(1E) as Travelsky does not support the residual value EMD function) (see FAQ
section for details)

o ARVFHENIEA
Name change is not permitted

o HITJEHIHLEE R A M E
Rules and conditions of the new fares shall apply

o No-showHIHLEE IR AT #2 A S BUR BEAT H 0T
Rebooking is permitted also in case of no-show.

o HFIGTHIESREKHIEMDYIIAA &L
EMD associated to the original ticket remains valid.

o HIATEREHA . TEAEIITEHF NI NFFAIRBAS: TWP 2012
In the case of reissues, NO pre-waiver is required. The endorsement entry of
reissues should be: TWP 2012.

e ] LAE FEAE MR LU (R 62020488 H 31 H) e EHHIT. REATELSH
HMMEMOT £ 4 JEEPNR

Passengers have an option of deciding for rebooking at a later date (latest
31AUG20). Insert a MEMO segment to keep the PNR active.

o HMBEABUHITA CATIT LB LAEE % — 2 No-show
Cancel all flight segments in the PNR first to prevent further no-shows
o TERAENRAT HIIML )G, ez i AN SOOI LR ——& M1 20204
8H31H
Advise the customer to call back when new travel date & destination are chosen:
Latest on 31AUG20
o NTETLUGKISEEMBTF, EVUREEN R BEPNR, HT$22 Bl 1] 1 GDS 2
FEBETfE. AIIMEMOTIUNI S 7 % IE R PNRIR B 222020512 H31 H, 7%
: “CORONA TWP2012". MEMOIRFEPNRH1E 7R AMIS 1A HK1 FRA 31DEC-
CORONA TWP2012
Enter a MEMO segment to keep the PNR active until 31DEC20, and with a free-
flow text “CORONA TWP2012" (i.e. MIS 1A HK1 FRA 31DEC- CORONA
TWP2012)
o MG, HFERARILHUE FriTFEm -
At a later date, when passenger contacts to for a new itinerary:
> FHIFEPNRIIALRE :
In case the original PNR is still accessible:
> FHIRAPNR. 4% LIAHE BTN IR HIT A AR
Update the original PNR. Re-price as above and re-issue the
associated tickets.
> FIEPNRCEUH:
In case the original PNR is no longer accessible:
> RIEFZFATIEEE— T HIPNR
Create a new PNR according to passenger’s new travel itinerary.

> 4% LR BUE T RO AL
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Price the itinerary and calculate additional collection based on the
original ticket.
o WITATHREHIETRAL . THLEHITAEFAL N AR RS TWP 2012
In the case of reissues, NO pre-waiver is required. The endorsement entry of
reissues should be: TWP 2012.

3) %W 3: WITM 2021 4£ 1 B 1 BZE 2021 £F 4 B 30 AFFHEHIRIT ( “NETL
*=E” )
Option 3: Rebooking for travel starting 01JAN21-30APR21 (“Ticket on hold”)

6 T IR BLAIHLE AT A Sl — IR ekaE 3% -

One free rebooking permitted as follows:

o IKMEIEFE20204F 8H 31H (&) ZRITHT I . B RAT I 46 H -
202141 A 1HZE 202144 H30H
Rebooking/reissue required on/before 31AUG20. New travel start date must be
on/between 01JAN21-30APR21
o ARG IR MR B
Change fee is waived
o RVFHESCEMELE AL R FEFDHT M B IR A2 5D
PAURLHFFIAN AT S 5 ARIEBSORSCHEE , AN AR ORI S 5 o 1 ]
BT FRT E] N E  AN HLE E Z AN TR LT
Change of Origin and Destination permitted. New travel may be any new origin/
destination
Exception for LH due to German tax regulations: A change of
Origin/Destination from entirely domestic (DE) travel to international
travel, or international travel to domestic (DE) travel, is not permitted.
o HIATEEAT DURAE R IR E RN IERE RIS . &M T LHGSERR KB HidE H.
W EAN R E FCVF I 2
New travel may be any fare in any compartment. Valid on LHG-operated flights
and per routing of the new fare rule
o “IT/BT” 5 CAREREM/ZENDN “IT” 8L “BT” ) AU 5 H ZERAT 4 e E 4
It
“IT/BT" tickets (no fare shown/"IT" or “BT" as fare) must be handled by issuing
travel agency only.
o HEHIT H EORAIORS BB THSRL IR, BB ST RN S an A SR A B/ B /
B 2 ZE A0 5 4D 55 o
Re-price with current applicable fare (including taxes/fees/surcharges).
BIAMEOL: X ER R RONLEE, T 1SR R & ] A O g AT A2
(&S UATHNBO BRI REFRIIRTT B WIFEAHE S BOR SV R IRAT
IR, BIFE20214E4 H30H ZHiTiRAT, I ZMSHA A5 B IR AN R AL A &L
.
Exception: For partially used tickets, you may also reprice the new itinerary
(including the already-flown segments) using the fare(s) applicable at the time of
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original ticketing. Maximum stay conditions and original ticket validity may be
ignored, as long as the new travel date(s) are within the permitted travel period of
this TWP, i.e. travel on/before 30APR21.

o ANFVFHEHIEA
Name change is not permitted

o HITJEHIHLEE R A M E
Rules and conditions of the new fares shall apply

o No-show LI IR A% IRASER o BUR AT HT
Rebooking is permitted also in case of no-show.

o HFIRTHIESREKHIEMDYIIAA &L
EMD associated to the original ticket remains valid.

o HITATHERIETRAL . THAEHITEFHAL NI NRF RIS : TWP 2012
In the case of reissues, NO pre-waiver is required. The endorsement entry of
reissues should be: TWP 2012.

e ] LA FEAE MR LU (R 2020488 H 31 H) e EHWIT. REATELSH
HMMEMOT £ 4 JEEPNR
Passengers have an option of deciding for rebooking at a later date (latest

31AUG20). Insert a MEMO segment to keep the PNR active.
> ESHIETI2 T KIMEMOTI NI
Refer to the MEMO segment instruction under Option 2

2. 1E4 B: ERTMYERBGHERSE

Rebooking Section B: Applicable for passengers without cancelled flights

1) MTFEENAZERITESHINR:
For changeable fares:
o UV ARTATREA IR, R EXSFAT R E R
Permitted: One change of itinerary with change penalty waived. Itinerary re-price
is required
o THUUEAMNERAE RN BT R EMHUE
Change of Origin/Destination is per original fare rule only.
o AR 2 R SEAN B E AT
All other conditions of the original fare applies
T H 2 R i B T SR, BTR 2k ST M AR S N A S22 BB ZE A A
?‘ﬁ;o
RBD/Booking class: Re-price according to the new itinerary and the RBD used.
B G B2t H 3
New date of travel:
o MUIEEAFERMM: 202144 H 30 H A HIRT -
For completely unused tickets: Travel start on/before 30APR21
o MLEMMEH: BERERITZHE, 1FHN%ERIRIT.
For partially used tickets: Travel completion maximum of 1 year from the date of
outbound travel.

o WA TFERIGFHIZH . T EHIFEHER N NFFRAZ RS : TWP 2012

H Date: 21APR2020
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In the case of reissues, NO pre-waiver is required. The endorsement entry of
reissues should be: TWP 2012.

2) HTFEFNMES L ITE IR
For non-changeable fares:
o UV ARTATEW U —IREEE . THEXFATREE R
Permitted: One change of itinerary. No change penalty applies. Itinerary re-price is
required
o TEANARAG R R AT L
No change of Origin/Destination
o EFTIF RS ST U
Re-price/ticketing instruction
o HHTHLEAT BRI A ALS), Bl LURIR T & T alim TR
fro HFFMRT IR E S, Zhr AR
When original ticketed RBD is kept, the new fare may be lower/equal or
higher. Any residual amount will be ignored
o AT BEMAL AL, R e T aSE T IR R, (SRR
When RBD is changed the new fare may only be equal or higher.
o W ZEEBIEAT AT
Charge the difference to the higher fare
o AT RIHRIT, JRANATRE SN BOR S R IIR AR
In case of subsequent re-issue/exchange, the original non-refundable fare
or refund penalty amount remains non-refundable
o FARFRINFE R SR FLE AT
All other conditions of the original fare applies
ORFEHTT H 2 RS BTSSR, ORTER 4k ST HEAR 7 an A7 S 22 A 22 A A
%:o
RBD/Booking class: Re-price according to the new itinerary and the RBD used.
S/ SR EEE
New date of travel:
o MUEEAFERMM: 202144 H30H A4 IRT -
For completely unused tickets: Travel start on/before 30APR21
o MLEMMEH: BEMERITZHE, 1N TERIRIT.
For partially used tickets: Travel completion maximum of 1 year from the date of
outbound travel.
o WITATHREHIETRAL . THIEHITEFAL N NRF RS : TWP 2012

In the case of reissues, NO pre-waiver is required. The endorsement entry of
reissues should be: TWP 2012.

3. BE#ME
Refund

1) AMHEBRGHRRS
For passengers with cancelled flights:

> ZWirEAR B R/ A LR/ RIA B
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Per standard involuntary/irregularity/schedule change policy

2) MEEARBUHAYIRE
For passengers without cancelled flights:
> 1ZJEENRE AT
Per original fare rule only

THER, HATLHGHERFRIEA I %, 7l Re e iR A BRI K
Please note that there is currently a temporary adjustment in our refund process due to
the volume, and may be a delay in processing refund requests.

4. ERCEBEE
FAQ:

o BRTHIZHMARE, TWP2012 5TWP201 145 MFLb75 1k 2
What has changed in TWP2012 from TWP2011 aside from different ticketing dates?
XMt CHUA RS, BEZN
TR B RS, FRAIGR SR B i . SR, AFHZEATWP20114 1150
KR IGH 4.
For passengers with cancelled flights, there are no changes

For passengers without cancelled flights, we continue to offer a change fee waiver.
However, there is no EURB0 bonus as it was offered under TWP2011.

o SOWRTTHIHT NI AL ?
How does this work with the 50 EUR discount?
(VE: SORRIeHrn i F T Mg CBUE HAE 2020412 H31H (&) A CHIMTED
(Please note: 50 EUR discount only applies for passengers with both A. cancelled flights, and
B. new travel-start date on/before 31DEC20)

2B (RTWP2011m 61 -
Here some examples (Calculation are the same as under TWP2011):

i1

Example 1:

JEHLEEMEB00BK TG, (FRA-BCN-FRA)

PR A EHEHLEE H A (FRA-NYC-FRA) o 224/ /&£800RK T -

S ZE M 300RK TG (800-500=300) #41J LAHIFRBOR T 1. B Zm T 508k 7T
) 3fe 2 A AU 2508k o6 (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:

| Date: 21aPR2020
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JFHLEEANESOR L.  (ZEAT20WKTT, Bidh/P/MN 39k t)  (BRU-FRA)

Fefe A B EHUE H IO (BRU - LYS) o B 2o9Rot. CRHM30WTT, Biok/%h
/B I 3% 39876

BRI AR ZE G N FERL 2 AN 2% ) IR F-508K T

PR BIANE IS0 TT T $T. (A B2 AR s/ 2 /BN %) v §-501K
76, HWZEMREZEG 2 CERY/ LMD w508 e, S0BRICHrfnA & .
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).

EEE: B (BB RN 7D
*Fare means: Fare (incl.taxes/fees and surcharges)

o WIARSEEAESH 31 H Al JCIk e RN IT, Tl 5% 52 1 v fECKs SR Ab 3 2

What happens to the ticket value, if customer does not rebook until 31AUG?
WG DL, 2 al DR e P BOB 5

If original flight was cancelled, customer will be able to refund ticket at a later stage.
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