Ceské aerolinie a. s. pristoupily k ,,Charté sluzeb pro cestujici v letecké dopravé ,,

Ceské aerolinie dne 28. fijna 2001 pfistoupily k ,,Charté sluzeb pro cestujici v letecké dopraveé,,. Vlajkovy
dopravce Ceskeé republiky timto krokem znovu potvrdil, Ze péce a spokojenost cestujicich je jednim ze
zakladnich cilad CSA.

,Charta sluzeb pro cestujici v letecké dopravé, je dobrovolnym zavazkem leteckych dopravcli vici cestujicim.
Byla vytvofena leteckymi spole¢nostmi v Evropé po konzultacich se zastupci cestujicich, evropskymi viadami a
evropskou komisi. Jejim zakladnim poslanim je poskytnout stanovené standardy sluzeb. Popisuje pfesné
uroven sluzeb, kterou cestujici mohou ocekavat od zu¢astnénych leteckych spole¢nosti.

Charta je systémem pravidel zahrnujici 14 oblasti standard( sluzeb pro kazdého cestujiciho v letecké dopravé
pred zacatkem cesty, béhem cesty a po jejim ukonceni.

,Charta sluzeb pro cestujici v letecké doprave, urcuje pravidla pro:

Uznani vySe jizdného po zaplaceni

V¢asné informovani cestujicich o provoznich nepravidelnostech
Pomoc cestujicim pfi zpozdéni letu

V€asné doruceni zavazadel

Trvani telefonickych rezervaci a jejich zruseni

Poskytovani v€asné refundace

Nabizeni asistence cestujicim se snizenou pohyblivosti

Uspokojeni zakladnich potfeb cestujicich na palubé pfi zpozdéni letu
Urychleni odbaveni cestujicich

Snizeni poctu odmitnutych cestujicich

Poskytovani prodejnich a provoznich informaci a podminek pfepravy
Poskytovani informaci o dopravci

Reakce na stiznost cestujicich

Czech Airlines joined the Airline Passenger Service Commitment

On 28 October 2001, Czech Airlines joined the Airline Passenger Service Commitment. The flag carrier of
the Czech Republic thus repeatedly declared that passenger care and satisfaction is one of its
fundamental objectives.

The Airline Passenger Service Commitment is a non-legally binding commitment of airline companies towards
passengers. It was created by European airlines, following consultation with representatives of air travellers,
governments and the European Commission. It strives to provide set out service standards. It accurately
describes the level of service passengers may expect from the member airlines.

The Airline Passenger Service Commitment is actually a system of rules, containing 14 areas of service
standards for each air passenger before travel, during travel and after travel.

The Airline Passenger Service Commitment sets out standards for:

Offer the lowest fare available through each of its direct outlets

Honour the agreed fare after payment

Notify passengers of known delays, cancellations and diversion

Assist passengers facing delays

On time baggage delivery

Allow telephone reservations to be held or cancelled

Provide prompt refunds

Provide assistance to passengers with reduced mobility and special needs passengers
Meet passengers’ essential needs during long on-aircraft delays

Take measures to speed up check-in

Reduce the number of passengers who are involuntarily denied boarding

Provide information to passengers regarding an airline’s commercial and operational conditions
Provide information on operating carrier

Be responsive to passengers’ complaints
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Charta sluzeb pro cestujici v letecké dopravé

Letecké spolecnosti v Evropée, po konzultacich se zdstupci
cestujicich, evropskymi viladami a evropskou komisi,
vytvorily ,,Chartu sluzeb pro cestujici v letecké doprave*
(dale jen Charta).

Silnd konkurence mezi leteckymi spolecnostmi poskytuje
cestujicim z Evropy vétsi moznost vybéru leteckeé spolecnosti,
letiste, ceny a sluzeb. Charta obsahuje pravné nezdvazné
pokyny poskytnout cestujicim stanovené standardy sluzeb.
Tento systém pravidel zahrnuje 14 oblasti: pred zacdtkem
cesty, behem cesty a po ukonceni cesty. Popisuje tiroven
sluzeb, kterou cestujici mohou ocekdavat od zucastnénych
leteckych spolecnosti. Umozni cestujicim lépe si vybrat
leteckou spolecnost v dobeé, kdy planuji cestu.

Letecke spolecnosti, signatari této Charty, si budou nadale
konkurovat, aby splnily potreby cestujicich prostrednictvim
nabidky riznych produktii a odlisnych urovni sluzeb. Budou
se snazit dosahnout standardii uvedenych v této Charté na
odpovidajici urovni.

Kazda signatarska letecka spolecnost si vyvine své viastni
programy sluzeb, do kterych zapracuje ustanoveni Charty.
Signatarskeé letecké spolecnosti vytvori vycvikové programy
pro zamestnance a zavedou zmeény do pocitacovych systémii
tak, aby realizovaly ustanoveni Charty. Béhem realizace
moznd nebudou nékteré casti Charty ihned provadeny
kazdou leteckou spolecnosti.

1. Nabizeni nejniiSiho moZného jizdného

a) Kazda letecka spolecnost bude nabizet prostiednictvim
sveho telefonniho rezervacniho systému, vlastnich
odpovidajici dostupné jizdné na pozadované datum, let a
tridu, na které ma cestujici pravo.

Kazda letecka spolecnost bude informovat cestujici o
skutecnosti, ze rizné jizdné miize byt dostupné
prostiednictvim riuznych prodejnich mist.

Kazda letecka spolecnost bude informovat cestujictho o
podminkdch aplikovaného jizdného a o pouzitych taxdach
a poplatcich.

b)

2. Uznani vyse jizdného po zaplaceni

Po zaplaceni letenky se nebude aplikovat zadné zvyseni
Jjizdného na naknihované datum, let a t/idu sluzeb. Jakdkoliv
zmeéna poplatkii a tax vsak bude podléhat dodatecné platbé
nebo refundaci.

3. Informovani cestujicich o provoznich
nepravidelnostech

Kazda letecka spolecnost bude véas informovat cestujici na
letisti a na palubé letadla o znamych zpozdeénich , zruSeni
letii a neplanovanych pristanich na jinych letistich.

Airline Passenger Service Commitment

Airlines in Europe have developed the Airline Passenger
Service Commitment (APSC) following consultation with
representatives of Air Travellers, European Governments
and the European Commission.

Strong competition between airlines has provided Europe’s
air travellers with an increased choice of airline, airport,
price and service. The APSC contains non-legally binding
commitments to deliver defined standards of service to air
travellers. The code covers 14 areas: before travel, during
travel and after travel. It describes the level of service air
travellers may expect consistently from signatory airlines. It
will enable air travellers to make a more informed choice of
airline when planning their travel arrangements.

The airlines that are signatories to this APSC will continue
to compete vigorously to meet the needs of customers by
offering different products and different levels of customer
service. They will endeavour to achieve the standards set out
in this APSC on a consistent basis.

Signatory airlines will each develop their own individual
service plans incorporating the APSC. Signatory airlines
will establish staff training programmes and introduce
changes to their computer systems to implement the APSC.
During this implementation, some elements of the APSC may
not be delivered immediately by every airline.

1. Offer the lowest fare available through each of its direct
outlets

a) Each airline will offer the lowest appropriate fare
available for which the passenger is eligible through its
own telephone reservation system, through its own web
site and through its own ticket offices for the date, flight
and class of service requested.

b) Each airline will inform passengers that different fares
may be available through these different outlets.

¢) Each airline will inform the passenger about the
conditions of applicable fare and any applicable fees,
charges and taxes.

2. Honour the agreed fare after payment

After payment for the ticket has been made, no fare increase
will apply for the date, flight and class of service booked.
However, any change in fees, charges and taxes will be
subject to additional payment or refund.

3. Notify passengers of know delays, cancellations and
diversions

Each airline will notify passengers at the airport and on
board an affected aircraft, in a timely manner, of the best
available information regarding known delays, cancellations
and diversions.



4. Pomoc cestujicim p¥i zpoZdéni letu

a) Kazda letecka spolecnost poskytne odpovidajici pomoc,
napriklad obcerstveni, jidlo nebo ubytovini téem
cestujicim, jejichz let je opozden o vice nez dve hodiny,
pokud to mistni podminky dovoli. Tato pomoc nemusi byt
poskytnuta v pripadech politickych  nepokojii  nebo
dlouhodobych stavek poskytovateli zdakladnich sluzeb
nebo v pripadeé jinych vyjimecnych okolnosti, které
nemohou letecké spolecnosti ovlivnit. Pomoc nemusi byt
rovnéz poskytnuta v pripade, ze by doslo kdalsimu
zpozdeni letu.

Pomoc uvedend v bode 4a nemusi byt nabidnuta na
linkach provozovanych ve verejném zajmu, v souladu
s politikou organu, ktery tuto povinnost definoval nebo
pokud pocasi zpiisobi preruseni na tratich, kde je
pravidelnost provozu vyrazné ovlivnéna poveétrnostnimi
podminkami nebo na linkach provozujicich dopravu na
letiste ve vzdalenosti do 300 km letadly s kapacitou mensit
nez 80 mist.

Kazda leteckda spolecnost vytvori jasné a strucné
prohlaseni o své politice a da ho k dispozici cestujicim.
Bude obsahovat seznam trati, na kterych se uplatiuji
vyjimky.

b)

5. Véasné doruceni zavazadel

Kazda letecka spolecnost se vynasnazi dorucit vSechna
zapsana zavazadla do priletové haly, jak nejrychleji to bude
mozné. V pripadé Spatné zaslanych zapsanych zavazadel se
kazda letecka spolecnost vynasnazi dorucit zavazadlo
cestujicimu behem 24 hodin od priletu do konecné destinace
zdarma. Leteckd spolecnost rovnéz nabidne cestujicimu
okamzitou primeérenou pomoc, dostatecnou k pokryti
kratkodobych potreb.

6. Trvani telefonickych rezervaci a jejich zruSeni bez
poplatkii do 24 hodin

Pokud jde o konecny termin pro vystaveni letenky, kazda
letecka spolecnost umozni cestujicimu bud':

* uchovat telefonickou rezervaci primo u dané letecké
spolecnosti bez poplatku minimdlné 24 hodin nebo,

zrusit rezervaci bez poplatku do 24 hodin v pripade, kdy
letecka spolecnost vyzaduje okamzitou platbu v dobé
zajisténi rezervace.

Cestujicim bude oznameno, kterd z vyse uvedenych moznosti
plati v dobé zajisteni (rezervace) mista.*

* Nekteré letecké spolecnosti se mohou rozhodnout poskytovat tuto vyhodu
pouze do 3 dnii pred odletem. Tato nabidka nemusi byt uplatiovana na

linkach provozovanych letadly s kapacitou mensi nez 80 mist. Letecka
spolecnost by méla upozornit na kazdé takovéto omezeni.

7. Poskytovani véasné refundace

a) Pokud cestujici zada a ma pravo na refundaci letenky
koupené primo od letecké spolecnosti, kazda leteckd
spolecnost provede refundaci béhem 7 pracovnich dnui,
pokud byla letenka zaplacena kreditni kartou, a béhem
20 pracovnich dnu, pokud byla letenka zaplacena
v hotovosti nebo Sekem.

Jakeékoliv taxy a poplatky vybrané s jizdnym a vyznacené
na letence budou refundovatelné, pokud nebude letenka
pouzita. Toto bude uplatiovano i u nerefundovatelnych
letenek a refundace bude provedena béhem stejnych

b)

4. Assist passengers facing delays

a) Each airline will provide appropriate assistance, for
example refreshments, meals, accommodation, to its
passengers facing delays beyond two hours provided that
local conditions allow for such assistance to be
delivered. This assistance may not apply in situations
involving political unrest or long strikes in essential
services or other exceptional circumstances beyond the
airlines’ control. Also, assistance may not be provided if
to do so would further delay departure.

The assistance described in paragraph 4a may not be
offered on routes operated under public service
obligation in accordance with the policy of the authority
defining the obligation or when weather -causes
disruption on routes on which the regularity of
operations is significantly affected by weather conditions
or on routes of less than 300 km serving remote airports
operated by aircraft with fewer than 80 seats.

Each airline will produce a clear and concise statement
of its policy, which will be made available to its
passengers. This will include a list of routes on which
any exceptions apply.

b)

5. On time baggage delivery

Each airline will make every reasonable effort to deliver all
checked baggage to the Arrivals Hall area as quickly as
possible. In the case of mishandled checked bags, each
airline will make every reasonable effort to deliver the
mishandled bag to the passenger within 24 hours of its
arrival at final destination free of charge. Immediate
assistance sufficient to meet the reasonable short-term needs
of the passenger will also be offered by the airline.

6. Allow telephone reservations to be held or cancelled
without commitment or penalty within 24 hours

Subject to applicable ticketing deadlines, each airline will

allow the passenger either:

e to hold a telephone reservation made directly with the
airline without payment for a minimum of 24 hours or,

o where the airline requires immediate payment at the time
of booking, to cancel a reservation without penalty for up
to 24 hours.

Passengers will be advised which reservations method

applies at the time of booking. *

* Some leisure airlines may decide to provide this facility only until 3 days
before flight departure. This offer may not apply on routes operated by
aircraft with fewer than 80 seats. Any such exclusion should be notified by
the airline.

7. Provide prompt refunds

a) Where a passenger claims and is entitled to a refund on a
ticket purchased direct from the airline, each airline will
issue refunds within 7 business days for credit card
purchases and within 20 business days for cash or
cheque purchases.

Any taxes, fees and charges collected with the fare and
shown on the ticket will be refundable where the ticket is
not used. This will include non-refundable tickets and the
refund will be issued within the same time limits as
above.

b)



casovych omezeni, jak je uvedeno vyse.

8. Poskytovani  asistence cestujicim se  sniZenou
pohyblivosti a cestujicim vyZadujicim zvlaStni péci

Kazda letecka spolecnost zverejni sluzby, které nabizi
cestujicim vyzZadujicim zvlastni péci a cestujicim s omezenou
pohyblivosti v souladu s platnymi bezpecnostnimi predpisy.
U cestujicich s omezenou pohyblivosti se letecké spolecnosti
zavazuji podporovat prilozeny dokument “Vychdzeni vstiic
potrebam lidi s omezenou pohyblivosti”.

9. Uspokojeni zdakladnich potieb cestujicich na palubé pii
zpoZdéni odletu

Letecka spolecnost se vynasnazi poskytnout jidlo, vodu,
toalety a pristup k lékarskému oSetieni cestujicim na palubé
letadla, které je delsi dobu na zemi bez pristupu do
terminalu, v zajmu bezpecnosti cestujicich i zaméstnancit.
Pozn.: Letecké spolecnosti se vynasnazi neponechdvat
cestujici na palubé behem dlouhych zpozdeéni.

10. Urychlent odbaveni cestujicich

Leteckeé spolecnosti uréi vhodné nejzazsi terminy odbaveni
pred odletem a ve spolupraci s letisti podniknou kroky, aby
predesly prehusteni provozu v oblastech odletu, a prijmou
opatreni  wurychlujici odbaveni, aby umoznili cestujicim
odbavit se do nejzazsi stanovené doby. Néktera z techto
opatreni mohou byt napi. zavedeni automatizovanych
odbavovacich a elektronickych ticketingovych systémii,
pouzivani samoobsluznych a mobilnich odbavovacich
prepazek a rovnéz moznost odbaveni mimo letisté a
zjednodusené odbaveni.

11. SniZeni poctu odmitnutych cestujicich

V pripade, kdy ma let pied odletem vice cestujicich, nez je
pocet volnych mist, kazda letecka spolecnost bude nejprve
hledat dobrovolniky, kteri jsou pripraveni odstoupit z letu v
zavislosti na bezpecnostnich a/nebo provoznich omezenich
na daném letisti.

12. Poskytovani prodejnich a provoznich informaci a
podminek piepravy

Letecke spolecnosti budou poskytovat cestujicim nasledujici
informace tykajici se jejich cesty:

A. Pri knihovani (je-li to mozné):

. Planované casy odletii a priletii dle letového Fadu
Il. Letisté/termindl odletu a priletu

Ill. Pocet zastavek na cesté

IV. Jakakoliv zména letadla, terminalu nebo letiste
V. Jakékoliv podminky daného jizdného

VI. Jméno provozujiciho dopravce a cislo letu

VII. Pokud jde o kuridcky let

8. Provide assistance to passengers with reduced mobility
and special needs passengers

Each airline will publicise the services it offers for handling
special need passengers, and for assisting passengers with
reduced mobility in an appropriate manner compatible with
applicable safety regulations. For passengers with reduced
mobility the airlines commit themselves to support the
attached paper on , Meeting the needs of people with
reduced mobility “.

9. Meet passengers’ essential needs during long on-
aircraft delays

The airline will make every reasonable effort to provide
food, water, lavatories and access to medical treatment for
passengers on board an aircraft that is on the ground for an
extended period of time without access to the terminal, as
consistent with passenger and employee safety and security
concerns.

Note: Airlines will make every reasonable effort not to keep
passengers on board in long delays.

10. Take measures to speed up check-in

Airlines will set reasonable check-in deadlines and in
coordination with the airports will take appropriate steps to
avoid congestion in departure areas and will take measures
to speed up check-in to assist passengers to meet their
check-in deadlines. These measures could include e-ticketing
and automated check-in systems, self-service check-in,
mobile check-in stations, off airport check-in, fast track
check-in and queue combing.

11. Reduce the number of passengers who are involuntarily
denied boarding

In the event of a flight at departure time having more
passengers than seats available, each airline will first seek
volunteers who are prepared to stand down from the flight,
subject to any security and/or operational constraints at the
airport concerned.

12. Provide information to passengers regarding its
commercial and operational conditions

Airlines will provide their passengers with the following
information relevant to their journey:

A. At the time of booking (if available):

1. Planned scheduled time of departure and arrival of the
flights

1. Airport/terminal of departure and arrival

II1. The number of en-route stops

1V. Any change of aircraft, terminal or airport

V. Any conditions attached to the fare to be paid

VI. Name of operating carrier and flight number

VILIf it is a smoking flight



V pripadé zmény provozujiciho dopravce, o které nebyl
drzitel letenky informovan a kterd je pro ného neprijatelnd,
bude mit cestujici pravo na refundaci nebo na prepravu
nasledujicim letem dané letecke spolecnosti, kde bude volné
misto ve stejné prepravni tride.

B. S potvrzujici fakturou nebo s letenkou:

. Potvrzeni casii letu
Il. Volna vaha zavazadel a limity odpovédnosti
Ill. Kabinova zavazadla

Pokud letecka spolecnost po zakoupeni letenky ucini
zavaznou zménu casu letu, kterd neni pro cestujiciho
prijatelnd, a letecka spolecnost nemiize preknihovat
cestujictho na jiny let prijatelny pro cestujiciho, vznika
cestujicimu pravo na refundaci.

C. Na pozadani: (pri viastnich letech dané letecke
spolecnosti, a kde jsou kdispozici, i pri letech
provozovanych jinymi dopravci)

L Typ letadla planovaného na linku a rozestup sedadel

1I. Sluzby bézné poskytované na palube

1II. Vybaveni pro cestujici vyzadujici zvlastni péci a jakékoliv
poplatky za né (s vyjimkou cestujicich s omezenou
pohyblivosti jak je uvedeno v Clanku 8)

V. Zda mohou byt pridélena nebo zamluvena specificka
mista

V. Poplatky za prespocetnad zavazadla

VI. Prepravni podminky letecké spolecnosti

VII. Podrobnosti o programu Frequent Flyer, pokud existuje

VIII. Programy pomoci pro pripad ztraty, poskozeni nebo
zpozdeni zavazadel

IX. Podrobnosti o Charté a viastnich sluzbach letecké spol.

13. Poskytovani informaci o provozujicim dopravci

V pripadé letii  code-sharovych,  franchisovych  nebo
dlouhodobé planovanych na zdkladé leasingovych dohod,
letecké spolecnosti:

1L budou informovat cestujici o nazvu letecké spolecnosti,

ktera bude let skutecnée provozovat.

Cestujici budou informovani:
pri  rezervovani mista, kdykoliv bude rezervace
provadena prostrednictvim distribucniho kandlu primo
Fizeného leteckou spolecnosti, t.j. v kancelarich letecke
spolecnosti, prostrednictvim telefonické rezervace u
letecké spolecnosti a vlastnich internetovych stranek
letecké spolecnosti, a
na letisti pri odbaveni

Pokud se tykd rezervace prostrednictvim kanalu, ktery neni
primo  Fizeny leteckou spolecnosti, tj. prostrednictvim
cestovnich agentur a jinych internetovych stranek nez jsou
viastni stranky letecké spolecnosti, letecké spolecnosti budou
pripominat agentum a provozovateliim internetovych
stranek, aby systematicky informovali cestujici v dobe
rezervace.

1I. jasné oznami, ze smlouva cestujiciho je s marketingovou
leteckou spolecnosti, tj. leteckou spolecnosti, jejiz kod
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In the event of substitution of operating carrier which has
not previously been disclosed and which is not acceptable to
the ticket holder, the passenger will be given the right to a
refund or carried on the airline’s next flight on which space
is available in the same class.

B. With the confirmation invoice or with the ticket:

1L Confirmation of flight times
1I. Free baggage allowance and liability limits
1II. Cabin baggage allowance

1If, after purchase of the ticket, the airline makes a significant

change to the scheduled flight time, which is not acceptable

to the passenger, and the airline is unable to book the

passenger on an alternate flight which is acceptable to the

passenger, he/she will be entitled to a refund.

C. On request: (for the airlines own services and where

available for services operated by other carriers)

L The aircraft type scheduled to be operated on the route

and seat pitch

1I. Services normally offered on board

III. Facilities for passengers with special needs and any
charge made for using them (except for passengers with
reduced mobility as provided for under Article 8)

1V. Whether specific seats can be allocated or pre-booked

V. Charges for excess baggage

VI Its Conditions of Carriage

VII.Details of frequent flyer programme, if any

VIII. Assistance programs for baggage lost, damaged or
delayed

IX. Details of the APSC and airline’s own service plan

13. Provide information on operating carrier

In case of flights operated under a code share, franchise or
long term planned lease agreements, airlines will:

I Inform passengers of the name of the airline actually
operating the flight.
Passengers will be informed.:
upon reservation whenever such reservation is made
through a distribution channel under the direct
control of the airlines, i.e., airlines’ own offices ,
airlines’ telephone reservation center and airlines’
own web sites; and
at the airport upon check-in

As regards reservation made through a channel, which is
not under the direct control of the airlines, i.e. travel
agencies and websites other than airlines’ own websites,
airlines will remind travel agents and web sites’ operators to
systematically inform passengers at the time of reservation.

II. Make it clear through appropriate wording that the
passeneer’s contract is with the marketine airline. i.e..



bude uveden na kuponu letenky nebo palubni vstupenky
vedle cisla letu.

1I1. budou informovat cestujici na code-sharovych letech, zZe
uroven sluzeb se miize lisit a Ze nemusi byt uplatiovana
Charta.

14. Reakce na stiZnost cestujicich

Za normadalnich okolnosti kazda leteckd spolecnost odpovi na
pisemnou stiznost behem 28 dmit od data doruceni. Pokud
tato doba neumozni radné vysetrit stiznost, bude poskytnuta
predbézna odpoved' s udanim divodu zpozdeni. Kazda
letecka spolecnost urci vhodné kontaktni misto k podavani
vSech stiznosti cestujicimi a uvede adresu a/nebo telefonni
cislo véetné jména utvaru této sluzby zakaznikiim v letovych
radech, na internetovych strankach a ve verejnych zdrojich
informaci. Tyto informace budou rovnéz k dispozici u vsech
agenti akreditovanych leteckou spolecnosti.

passenger’s contract is with the marketing airline, i.e.,
the airline whose designator code appears on the flight
coupon or routing slip next to the flight number.

1II. Inform passengers travelling on code shared services
that the level of service may be different and the APSC

may not apply.
14. Be responsive to passengers’ complaints

Under normal circumstances, each airline will provide a
substantive response to written complaints within 28 days
from the date of receipt. When this does not permit sufficient
time for the complaint to be properly investigated an interim
response will be provided giving the reason for the delay.
Each airline will designate a convenient point of passenger
contact for all complaints and the address and/or phone
number and departmental name of this customer service
function will be provided in timetables, on websites and any
other public information source and also will be available at
all travel agents accredited by airlines.



Priloha

Vychazeni vstfic potiebam lidi s omezenou pohyblivosti
(PRM)

Uvod

Utelem tohoto dokumentu je zlepsit dostupnost cestovani
letadlem lidem s omezenou pohyblivosti tim, Ze jejich
potteby budou pochopeny a zajistény, a jejich bezpecnost a
dastojnost respektovany. Dokument je zaméfen na letecké
spolecnosti, které poskytuji sluzby a vybaveni na letistich a
v letadlech, a tvofi zéklad, na némz by mohl byt vytvoien
dobrovolny systém provadécich predpisi - Kodex. Pri
ptipravé Kodexu se budou brat vuvahu odpovidajici
ustanoveni Evropské konference o civilnim letectvi (ECAC),
Dokument 30 (sekce 5) a ICAO Annex 9. Tyto dokumenty
poskytuji technické informace a jsou vytvofeny vladnimi
agenturami, jez se zabyvaji vytvafenim standardd a
doporuc¢enych  praktik po  konzultacich s leteckymi
spole¢nostmi.

Definice

Osobou s omezenou pohyblivosti (PRM) se rozumi
kdokoliv, kdo ma omezenou pohyblivost z divodu fyzické
nezpisobilosti (smyslové nebo pohybové), dusevni poruchy,
véku nebo jiného divodu v dob¢, kdy pouziva dopravu a
jehoz stav potfebuje zvlastni péci a prizplsobeni sluzeb,
které jsou dostupné vSem cestujicim, potfebam dané osoby.

Zakladni predpoklady

1. PRM maji stejna prava jako jini obcané na svobodu
pohybu a vybéru. To se vztahuje na cestovani letadlem
jako na ostatni oblasti zivota.

Letecké spolecnosti, letisté a poskytovatelé souvisejicich
sluzeb jsou odpovédni za vychazeni vstfic potiebam
PRM. PRM maji rovnéz odpovédnost vyjadiit své
potieby odpovidajicim postupem a ve vhodnou dobu.
Informace musi byt dostupné, aby umoznily PRM
planovat a uskutecnit cestu.

Néklady na uspokojovani potfeb PRM se témto osobam
pfimo neuctuji.

. Nezpusobilost by neméla byt stavéna na Groven nemoci a
proto od PRM nesmi byt vyzadovana lékatska prohlaseni
o jejich nezptisobilosti jako podminka cestovani.

Otazky vztahujici se k PRM budou konzultovany s
organizacemi zastupujicimi PRM.

Zaméstnanci projdou odpovidajicim vycvikem,
rozuméli a vychazeli vstiic potfebam PRM.
Kontroly a bezpecnostni prohlidky by se mély provadét s
ohledem na respektovani distojnosti PRM.

PRM musi byt umoznéno zlstat nezavislymi, jak jen to
bude mozné.

aby

Provadéci piedpisy leteckych spole¢nosti

e Zadny dopravce neodmitne PRM s vyjimkou situace, kdy
nebude moci takového cestujiciho bezpecné piepravit
nebo ho nebude moci fyzicky umistit. Pokud bude
pfeprava odmitnuta, dopravce jasné vysvétli divody
odmitnuti.

e Pokud PRM prohlasi, ze je samostatny (sob&stacny a
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Attachment

Meeting of the needs of people with reduced mobility
(PRMs)

Introduction

The purpose of this document is to improve the accessibility
of air travel to people with reduced mobility by ensuring
their needs are understood and provided for, and their safety
and dignity are respected. It is aimed at airlines providing
services and facilities at airports and on aircraft, and forms
the basis on which a voluntary Code (or Codes) of Practice
may be prepared. When preparing Codes, the appropriate
provisions of the European Civil Aviation Conference
(ECAC) Document 30 (Section 5), and the International
Civil Aviation Organisation (ICAO Annex 9) will be
considered. These documents provide technical information
and are produced, following consultation with the airline
industry, by governmental agencies concerned with
establishing standards and recommended practices.

Definition

A person with reduced mobility (PRM) is understood to
mean any person whose mobility is reduced due to any
physical disability (sensory or locomotory), an intellectual
impairment, age, or any other cause of disability when using
transport and whose sutuation needs special attention and the
adaptation to the person’s needs of the services made
available to all passengers.

Basis assumptions

1. PRMs have the same rights as other citizens to freedom
of movement and freedom of choice. This applies to air
travel as to all other areas in life.

Airlines, airports and related service providers have a
responsibility to meet the needs of PRMs. PRMs also
have a responsibility to identify their needs to the proper
channels at the proper time.

Information must be made available to enable PRMs to
plan and make their journey.

The cost of providing for the needs of PRMs must not be
passed directly to the PRMs.

Disability should not be equated with illness and
therefore PRMs must not be required to make medical
declarations about their disability as a condition of travel.
Organisations representing PRMs will be consulted on
issues relevant to PRMs.

Staff will be given appropriate training in understanding
and meeting the needs of PRMs.

Control and security checks should be undertaken in a
manner which respects the dignity of PRMs.

PRMs must be enabled to remain independent to the
greatest possible extent.

Airline Practices

e No carrier will refuse a PRM except where he/she cannot

safely be carried or cannot physically be accommodated.
When the carriage of a PRM is refused, carrier will
explain clearly and explicitly the reasons for refusal.

When a PRM declares that he/she is self-reliant (self-
sufficient and capable of taking care of all of his/her



schopny postarat se sam o své fyzické potieby béhem
letu), letecka spolec¢nost by mela takové prohlaseni
ptijmout. Letecka spole¢nost by pak neméla mit zadné
zavazky poskytnout asistenci behem letu, ktera by
presahovala pozadavky na zdravi, bezpecnost nebo
hygienu.

Letecké spolec¢nosti budou soustavné hledat technické a
provozni moznosti zlepSeni pfistupu a vybaveni letadel
vSech velikosti, obzvlast pii vétsich prestavbach.

Tam, kde neni mozny pfimy let (napf. malé letadlo), se
letecké spolecnosti vynasnazi navrhnout pfijatelnou
alternativu.

Bez ohledu na velikost letisté a letadla by nastup a vystup
z letadla mél respektovat distojnost PRM.

Letecké spolecnosti budou, kde to umozni prostor,
poskytovat na palubé vybaveni, které usnadni
samostatnost PRM v oblasti zdravotni, bezpecnosti a
hygieny.

PRM budou mit stejny vybér mista v letadle v zavislosti
na bezpecnostnich pozadavcich. Letecké spoleénosti
jasné vysvétli diivody, pro¢ nelze pfidélit urCité misto,
pokud ho nelze ptidélit z divodu bezpecnosti.
Doprovazejici psi s osvédCenim budou pfepravovani v
kabin¢, v zavislosti na narodnich ptedpisech a ptedpisech
letecké spolecnosti. Za jejich pfepravu se nebude platit.
PRM nebudou platit za ptepravu zakladniho vybaveni
umoziujiciho pohyb nebo jinych pomiicek umoznujicich
pohyb.

Letecké spolecnosti musi pfijmout vSechna piimétena
opatfeni, aby zabranily ztrat¢ ¢i poSkozeni vybaveni
umoznujiciho pohyb nebo jinych pomiicek umoziujicich
pohyb. Pokud dojde ke ztraté nebo poskozeni, letecké
spolecnosti se postaraji o okamzité potieby pohybu
daného cestujiciho.

physical needs independently in flight), the airline should
accept that declaration. The airline should then be under
no obligation to provide on-board assistance which
contravenes health, safety or hygiene requirements where
such declaration has been made.

Airlines will pursue technical and operational options for
improving access and facilities on aircraft of all sizes,
particularly when major refurbishment is undertaken.
Where a direct route is not possible for a PRM, (e.g.
because of small aircraft), airlines will endeavour to
suggest an acceptable alternative.

Regardless of the size of airport and aircraft,
arrangements for embarkation and disembarkation should
respect the dignity of PRMs.

Airlines will, where space permits, provide on-board
equipment / facilities to aid the self-reliance of PRMs
within limits of health, safety and hygiene.

PRMs will have equal choice of seat allocation, subject
to safety requirements. Airlines will explain clearly and
explicitly the reasons for not allocating a specific seat
when the request is not met for safety reasons.

Certified Service Dogs will be carried in the cabin,
subject to national importation and airline regulations.
Where they are carried, there will be no charge.

PRMs will not be charged for the carriage of basic
mobility equipment or other essential disability assistive
devices.

Airlines must take all reasonable steps to avoid loss or
damage to mobility equipment or other disability
assistive devices. Where loss or damage occurs, airlines
will make appropriate arrangements to meet the
individual’s immediate mobility needs.



