LUFTHANSA GROUP

FXFEERFESEFENNERER (I
EH 2020 &£ 5 H 16 H-2020 £ 8 H
31 H)

CORONA VIRUS COVID-19: TICKETS
ISSUED ON/BETWEEN 16MAY20 -
31AUG20

MPIEBGERYAFB B E AR BB B R E & A 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).

AR E R E R B B ALE
Goodwill policy is applicable if following conditions are fulfilled
o JENUEFFEIH: 20204 5 16H-20204F 8 H 31H
Ticket issued: on/between 16MAY20 and 31AUG20
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 EMIERLL: SEFEREKLE. HLEZH A OS/LH/LX/WK/SN/EW/AU/EN/NHFHES [ SR &
ia B AAY AL R
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 JEMIFEE K HMAE 20214E 4H 30H (&) ZHi
Tickets issued with original confirmed date of travel: on/before 30APR2021

TWP2011 vs. TWP2013
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2020%F 5H 15H/ 2020%F sH 16H

TWP 2011 (hEZka ) TWP 2013
20206E sH 15H (&) mithE 2020£F 5H 16H-2020¢F 6H 30HHE
Eifa SRR SIS

A EATR GRS
1)1 - RiStREI S EREEF] ( EERsiEE o aE
g 1EH) : RS E EEERESETT ( SERs
2)iEETA? : BHT20206F12A 310 (& ) ZREITEHRT (TS5 {28 )

=, AEEEs0ETTIN | - BFFEEH 02058310 )2 « FHT20215E128318 ( 2 ) ZEIFHSaIET
33 : ART20215F12A310 (& ) ZeTEAEET (HERERE | (TEEERE" ) - BaEAR021F1A318
2" ) - BTEFEHE0215F18318

Ehe | ERTAVERIENRE

1EEI : FET20205F12R 318 (& ) FerTEAET (HER AR
£, AsEEs0ETHinid ) - BFFEEEBo205eR 318

2)FEIm2 - fnT20215F128 318 (S ) FETTREAET

> HEa e BTEERARwFIR31H

> F\20205E8 B 31 B A E A iFno-show

202058818 | BEFE%no-showliCEA LAS{TET

3)EETES - 202112310 (& ) ZROTEHRT BE—NEE
( EEMIEE CHEERISR , FstiFno-show )

&Re | ERTFAMFIGEMRE

20215128318 (& ) ZETHERIEET | BEE—R
=2 (EEERYRE CEERIEMN . Faifno-

show )

TWP 2011 version 4

All tickets issued on/before 15MAY20

Section A - for passengers with cancelled flights Section A - for passengers with cancelled flights

Option 1: Rebooking per standard involuntary policy (for
same O&D)
Involuntary Option 2: Changes/rebooking for travel-start until 31DEC20:
[(FIEINEENA G - “Ticket-on-hold” plus special EUR/USD/CHF 50 bonus -
Reissue deadline 31AUG20
Option 3: Changes/rebooking travel-startuntil 31DEC21:
* “Ticket-on-hold™ - Reissue deadline 31JAN21

Option 1: Rebooking per standard involuntary policy
[for same O&D)

Option 2: : Changes/rebooking travel start
on/before 31DEC21
* “Ticket-on-hold™ Reissue deadline 31JAN21

Section B - for passengers without cancelled
flights

Section B - for passengers without cancelled flights
Option 1: Changes/rebooking travel-start before 31DEC20
* “Ticket-on-hold™ plus special EUR/USD/CHF 50 bonus:
Reissue deadline 31AUG20
Option 2: Changes/rebooking travel before 31DEC21:
Voluntary » “Ticket-on-hold™ Reissue deadline 31JAN21
(Flight not * No-shows will not be accepted as of 31AUG?20. For ticket
cancelled) re-issues after 01SEP20, all original flight segment must
be cancelled first.
Option 3: Change fee waiver for travel start until 31DEC21
* Changes are required before original travel date (No “no-
show")

Option: Change fee waiver for travel start until
31DEC21.
= Changes are required before original travel date
(No “no-show™)

JRTWP2012 GERT4H20HE15HHE) MM ETWP2011H,
Original TWP2012 (for ticketing 20APR-15MAY) is now covered under TWP2011..
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1. HRA: EHFAMEEHERNIRE (FEH 2020 %5 B 16 H-2020 £ 8 A 31 H)

Rebooking Section A: Applicable for passengers with cancelled flights (Tickets issued
on/between 16MAY20 and 31AUG20)

xR TR IR, FATRHL AT SM SRR

For passengers with cancelled flights, we offer the following 2 options for rebooking

HEHL: RESREEE R BAEEAHRIZEBORER BT
Option 1: Rebooking per standard involuntaryl/irregularity/schedule change policy

BWI2: WIT20214F12H31H (8) ZRIFBMEAT ( “DLERERE” D
Option 2: Rebooking/change for travel starting on/before 31DEC21 (“Ticket on hold”)

1) &% 1: REFREEBE/FEREATEEBRERMIT

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

o WUEEFHHMT —IREFHUE IHHIT, H IR s AT B
For one rebooking and ticket re-issue on the same O&D only

o ZEFRMETHRIAZ /A A RBEEHIT: MLIEEIEHIRETWP2013
Re-issue as standard schedule change / involuntary: No reference to TWP2013 is
required on the ticket

o THHEZMARMERH BB
Refer to the standard involuntary policy for details

o XTHEAMERINLE, AR SOHA/ B KAT R AR T E — IR, W TR
B, Mt CH: 2021 44 H30H
In case of partially used tickets, ticket-validity and/or maximum stay may be
extended once. If such an extension is required, travel completion on/before
30APR21

2) EWI2: FIT 2021 £ 12 A 31 B (&) ZHEIFHIRIT ( “DLRFRRE” )
Option 2: Rebooking/change for travel starting on/before 31DEC21 (“Ticket on
hold”)

76 T HBILRIHLER AT DSl — IR 3t -

One free rebooking/change permitted as follows:

o EMEIEFE20214E 1H 31H (%) ZATHHT FFHITHLEE . BriiRAT I+46 H -
20214F12H31H (&) ZHf
Rebooking/reissue required on/before 31JAN21. New travel start date must be
on/before 31DEC21
o T RIRI—IREE Y
Change fee is waived
o FUVFEESUEEMERE RN B FRAADHT I S B4R 28 5D
PAUFLHRFEIAN AT S5 RAE B SCHEE , AN AR ORI s 5 o 1 ]
ST P ] N it AN EL R et AN T LT
Change of Origin and Destination permitted. New travel may be any new origin/
destination
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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 AT UREERSERNMESEH BN . &HTLHGS bR &z Mt H.
W IR RS FCVF 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 CREIREM/EEMTUN “IT” 8¢ “BT” ) Fid J5 H SEIRAT +E 4R AE 4
It
“IT/BT" tickets (no fare shown/"IT" or “BT" as fare) must be handled by issuing
travel agency only.
o RHITH A REIU M BB THRIEOY, BRRLR SKAT AR AL an A A AR B/ B L/
B0 B 2R R AN ST o RN L, A S B SR L
Re-price with current applicable fare (including taxes/fees/surcharges). In
principle, apply the original ticket value towards the purchase of a new ticket.
BlAME DL X T E R RONLEE, TR BN LEE T i i 0 e B AT 72
& O RATHINIBD B —ik. RESHRIRAT H WIEAT SBUR 0V
FRATHIBR N, EDFE20214E12 H31H (&) ZHTIRAT, W Z2MS AR A5 B 3 PR AN i
PSR RO — K
Exception: For partially used tickets, you may also reprice the new itinerary once
(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 once only, as long as the new travel date(s) are within the permitted travel
period of this TWP, i.e. travel on/before 31DEC21.
B EIREAT, KRR MEAIROSEEE ROV AR 3%/ 2 I/ 9% ) S i A T I3
L.
or Apply the total value of unused coupons (fare and taxes/fees/surcharges)
towards the purchase of a new ticket following the above conditions.
o FRWMELE (EN/BIR/FER/MINZ
Handling of residual value (Fare/Tax/Fees/Surcharges)
XFFIPEBOE B L, ReZH RGBT AR RME . AN AR ARUHEEMD
IRk, EMDERUNGEZE .  (HIIRENTEHKGDSH itk TgE. GDS
Travelsky (1E) NSZFFRIAMMEEMDINRE, #ANE F LI
For passengers with cancelled flights, any residual value will be given to
passengers. Issue a refundable residual value EMD for the amount. (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)
o ARVEXIEA
Name change is not permitted
o HITJE HIHLERE B O SR M E
Rules and conditions of the new fares shall apply
o No-showHIHLIE IR AT #2 A A BUR BEAT 0T
Rebooking is permitted also in case of no-show.
o HFIGETHIESCEKHIEMDYIIRA &L

EMD associated to the original ticket remains valid.
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o HWITATERIETIRN . EEHITEFA NI NFFIR IS : TWP 2013, Jf
fEiE3R P hRiE SSR OTHS-TWP2013
In the case of reissues, NO pre-waiver is required. The endorsement entry of
reissues should be: TWP 2013, and please include the SSR OTHS element.

e W] DL FRAEM LR (202141 H31H) REBEFH M. RBEAELGR
JNMEMOT £ B4 JFRPNR
Passengers have an option of deciding for rebooking at a later date (latest

31JAN21). Insert a MEMO segment to keep the PNR active.

o EHEL THARHABUHITE LA W BB LAEE St — 2 No-show
IMPORTANT: Cancel all flight segments in the PNR first to prevent further no-

shows
o TEFENRIT HIIMERLL S, Fez al B R AN B SO P L ZE—— i 2021 4F
1H31H

Advise the customer to call back when new travel date & destination are chosen:
Latest on 31JAN21
o NTETLUGKISEEMBIF, EVUREEN R BEPNR, HIT$22 Fr il 1] 1 GDSH
FUtIhEe. IRIIMEMOIAN S 7 &R PNRIR B £220214F1 31 H, 74
7E: “CORONA TWP2013". MEMOIEPNRH 7~ AMIS 1A HK1 FRA 31JAN -
CORONA TWP2013
Enter a MEMO segment to keep the PNR active until 31JAN21, and with a free-
flow text “CORONA TWP2013" (i.e. MIS 1A HK1 FRA 31JAN - CORONA
TWP2013)
o MHJE, HAFILRAMIIEWATHENS «
At a later date, when passenger contacts to for a new itinerary:
> FHIFEPNRIIALRE :
In case the original PNR is still accessible:
> THERPNR. 4% _EIAHUE B I HIT AR SCHLER
Update the original PNR. Re-price as above and re-issue the
associated tickets.
> HJRPNRCOHUH:
In case the original PNR is no longer accessible:
> RIEFZFATIEEE— T HIPNR
Create a new PNR according to passenger’s new travel itinerary.
> 1% LIRS RO T A LR
Price the itinerary and calculate additional collection based on the
original ticket.
o WITATEHETIRNL . TEIEHITRHAL N NI ALY : TWP 2013, Jf
FEIEFHARTE SSR OTHS-TWP2013
In the case of reissues, NO pre-waiver is required. The endorsement entry of
reissues should be: TWP 2013, and please include the SSR OTHS element.
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2. &R B: ERATHMPEREGHEMNRE (FFEEH 2020 5 A 16 H-2020 48 A 31 H)
Rebooking Section B: Applicable for passengers without cancelled flights (Tickets

issued on/between 16MAY20 and 31AUG20)

T RBER B IR E, RATRMLL TR 4
For passengers without cancelled flights, we offer the following waiver of change
fee as follows:

a) MTFEFENMERIFELHIHE:
For changeable fares:
o UV ARTATEW U —IREEE . HEXFATEE R
Permitted: One change of itinerary with change penalty waived. Itinerary re-price
is required
o WAAMEJEMIPEE K H WIRTE
Change must be made prior to the ticketed travel date
o FHKIEMNRM A BT R ENRLE
Change of Origin/Destination is per original fare rule only.
o AR SR SR FE AT
All other conditions of the original fare applies
I HRTT H A RS BT RS, W 4 ST BERR AL A SR AN 22 BB 22 R 75 b
Fo
RBD/Booking class: Re-price according to the new itinerary and the RBD used.
A H
New date of travel:
o MUEAFERMA: 20214E12 31 HATHFLHIRT
For completely unused tickets: Travel start on/before 31DEC21
o MLEMMEH: BEMERITZHE, 1N TERIRIT.
For partially used tickets: Travel completion maximum of 1 year from the date of
outbound travel.
o MITATERIETIRM . AR NI NFFIRI S : TWP 2013, Jf
FEIEF R SSR OTHS-TWP2013
In the case of reissues, NO pre-waiver is required. The endorsement entry of
reissues should be: TWP 2013, and please include the SSR OTHS element.

b) M TFEFRNME L ITEHINR:
For non-changeable fares:
o UV ARTATREA IR T EXFAT R E R
Permitted: One change of itinerary. No change penalty applies. Itinerary re-price is
required
o WMAHERMIPEAR & H IR L
Change must be made prior to the ticketed travel date
o ZEMERLA RUANZ ST B
No change of Origin/Destination
o HPTTFE SN RHIT U

Re-price/ticketing instruction
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o HFHLEAT B AL A LS, Bl LR IR T & T Eim TR
fro R T 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 ESE T IR R, AR
When RBD is changed the new fare may only be equal or higher.
o ZEWZEEBIEAT AT
Charge the difference to the higher fare
o ARATHHIIT, JEAERE) IR BB B 2T AR ANR
In case of subsequent re-issue/exchange, the original non-refundable fare
or refund penalty amount remains non-refundable
o JLAMRN I R SEAN L E AT
All other conditions of the original fare applies
IR TE H 2 RIS R RS AT, OBTER 4 ST AR A7 an A7 SE A 22 BB 22 A5 A b
Fo
RBD/Booking class: Re-price according to the new itinerary and the RBD used.

MR H B
New date of travel:

o MUEEAFERMA: 20214E12 31 HATHFLHIRT
For completely unused tickets: Travel start on/before 31DEC21

o MLEMMEH: BEERITZHE, 1HENTERUIRIT.
For partially used tickets: Travel completion maximum of 1 year from the date of
outbound travel.

o HITATEHEIIRAL . THAEBITZFEF N AR BUAS: TWP 2013, Jf
fEid & bRE SSR OTHS-TWP2013
In the case of reissues, NO pre-waiver is required. The endorsement entry of
reissues should be: TWP 2013, and please include the SSR OTHS element.

3. BEHE
Refund

1) AHIEBUHRIRE
For passengers with cancelled flights:
> ZbrHEIE B /AN RS A RIAE B HOE

Per standard involuntary/irregularity/schedule change policy

2) MPEREUHAYIRE
For passengers without cancelled flights:

> IR HE AT
Per original fare rule only

HERE, MATLHGIIR IR IRE A%, v RE 2 aE iR AL LR FRIE 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.
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4. ERo)EBEE

FAQ:

o TWP20124MEELARl 2 N ATWP2011 CGE4RRD BUZE H 224 %3 20204E5 H 15
H?
What happened to TWP2012 and why is TWP2011 (revision 4) now valid until 15MAY?20
ticketing?

HTHMTWP2013, HATCEKHETWP20124 I8 TWP2011+ . 20204 H20H &
202045 H 15 H 1 H 22 HIH/E & /ETWP2011 .

Due to the new TWP2013, we have merged TWP2012 into TWP2011. The ticketing
period of 20APR-15MAY20 is now included under TWP2011 conditions.

o BIUAFEMHEEHE, TWP20135TWP20114 4 4384k?
What has changed in TWP2013 from TWP2011 aside from different ticketing dates?
FUSEBGE IR, ANHZEAS0RTMHT .
MUHERA BUE IR, X TR CH A2 rr e ss, AT 45358 0 — IR
Fo (B, NEHEAHLORKICHITH, FHEABFRETWP2011H R “HLERE 7 1k
Iﬁo
For passengers with cancelled flights, we no longer offer EUR 50 bonus.
For passengers without cancelled flights, we continue to offer a change fee waiver for

regular rebooking prior to original ticketed travel dates. However, there is no EUR50
bonus nor “ticket on hold” as offered under TWP2011.

o INARFFAE2021F 1 H 31 H AT I e B ESEE AN T, ol SR ARLRS i R AR F ?
What happens to the ticket value, if customer does not rebook until 31JAN217?
W RSRPERUGH B, 25 AT LLESE TR AH [ A O&D,  BAEAH 5 M Bt 22
If original flight was cancelled, customer will be able to rebook for the same O&D, or to
refund ticket at a later stage.
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