—— BA3YXOMJIOBCTBA

NMPABA NYTHUKA Y
BA3QYLUHOM CAOBPARAJY

AVPEKTOPAT AIR PASSENGER RIGHTS
UmBmnHoOr

renyenuke crense| OBPA3AL 3A NMOOHOLUEHE

PEKINAMALUWJE
COMPLAINT FORM

OBAJ OBPA3AII CE KOPUCTHU 3A IIOJHOIEKBE PEKIIAMALIMJE

ABHO-IIPEBO3NOLY U/NJIN HHCIIEKTOPY JUPEKTOPATA
IUBUJIHOI' BA3JAYXOIIVIOBCTBA PEIIYBJIMKE CPBUJE

THIS FORM CAN BE USED TO LODGE A COMPLAINT WITH AN AIRLINE AND/OR A AVIATION

INSPECTOR WITHIN THE CIVIL AVIATION DIRECTORATE OF THE REPUBLIC OF SERBIA

Mpaea nyTHWKa y Ba3gywHoMm caobpahajy y cnyyajy yckpahvBaka ykpuaBawa, CMeLlTaja y HUXY
Knacy, oTkasumBara NeToBa W Kallkera neToBa, CXO0AHO 3aKoHY 0 06nuraumoHum 1 ocHoBama

CBOjMHCKO-NpaBHNX 0gHOCa Y Ba3gyLlwHoM caobpahajy (,Cnyxb6eHu rmacHuk PC*, 6poj 87/11)

Passenger rights in case of denied boarding, downgrading, cancellation or long delay of their flight under Law on obligations

and the basics of property relations in air transport (“Official Gazette of the Republic of Serbia”, No 87/11)

2)

3)

4)

YnyrtcTBO
INSTRUCTIONS

MyTHUUM Koju cmaTpajy Oa wvmajy npaBoO Ha peknamauujy aBMo—rlpee.oavlou,y1 y cnydajy
yckpahuBawa ykpuasaka, CMellTaja Yy HWXY Kracy, OTKasuBaha feta U Kallhena rneta,
NpBO NoAHOCe peknaMauujy aBmo-npeBo3noLy Koju je obasno unu je Tpebano ga obasu net
Koju je y nutawy. Peknamaumja ce nogHocu Ha oBom obpacuy. Monumo ga cadyBate
npumepak obpacua pagu csoje eBuaeHumje.

Passengers who believe they have a valid complaint against an airline regarding denied boarding, downgrading,

cancellation or long delay to a given flight should first submit such a complaint to the airline operating the flight
concerned. This form may be used for that purpose. Please keep a copy of this form for your records.

Ako aBuo-npeso3unal He OAroBopu Ha peknamauujy y poky og 30 pgaHa oa paHa
JocTaBrbaka pekrnaMaumje, OQHOCHO ako He YAOBOIbU peknamaumju, NyTHYK nMva npaso ga
JocTaBu peknamauujy Ha oBom obpacuy unu ga goctasu Konujy obpacua Koju je nocnao
aBuno-npeso3nouy, Ba3ayxonsioBHOM UHCNEKTOPY ﬂmpeKTopaTa UMBUITHOI Ba3gyxonyjioBCTBa
Penybnuke Cpbuje.

Should the airline fail to provide you with a reply within 30 days of receipt or, if you are not satisfied with their reply,

this form (a copy of the original form sent to the airline may be used) should be sent to the inspector within the Civil
Aviation Directorate of the Republic of Serbia.

Ako ce crniyyaj goroguo Ha aepoAapoMy noneTtawa koju ce Hanasu BaH ECAA nogpydja,
MoOXeTe Oa ce O6paTVITe Ba3gyxonnoBHMUM BfacTuMa gpxase ogpeguLuTa.

If the incident took place at an airport of departure outside the ECAA Area, you may contact the aviation authority in
the state of flight destination.

Ogaj obpasal, ce KOPMCTU UCKIbYYMBO 3a peknamauujy y crnyyajy yckpahusara ykpLaBama,
CMeLUTaja Y HWXKY Knacy, oTka3uBaka JieéTa U Kallkbela neTta.

This complaint form is to be used only for cases concerned with denied boarding incident, downgrading,
cancellation, or long delay of a flight.

! Mpumensyje ce Ha neToBe Koje aBno-npeBo3unal, obasrba ca aepogpoma y PC u Ha neToBe Koje aBMO-NpeBo3unal|
ca ceguwtem y ECAA nopgpydjy obasrba 13 Tpehe apxase 3a aepogpome y PC.
Applies to flights operated by any airline from airports within RS and flights operated by any airline situated within ECAA
Area, from third country to an RS airports.
[upekTopat umsuHor BasgyxonsoscTea Penybnuvke Cpbuje, www.cad.gov.rs
Civil Aviation Directorate of the Republic of Serbia, www.cad.qov.rs




5) Cse gpyre peknamauuje Ha npyxeHe ycnyre (Mpeysmmarse npTrbara, UameHe y peay netewa

Koje cy HacTane HajMawe 14 pgaHa npe gatyma nyTtoBakwa WM M3gaBake kaparta U Crl.)
nogHoce ce NpBO aBMO-NpeBo3noly. AKO aBMO-NpeBO3unial, He OArOBOpM Ha peknamMauujy
WIN aKo HUCTe 3aJ0BOSbHM OArOBOPOM MoOXeTe ce obpatutu LieHTpy noTpoliada Cp6v|je3 y
unrby gobujara ynyTcTaBa 3a Aarbe NocTynawe.
For any other complaint types for the services rendered such as baggage claims, flight schedule changes made
more than 14 days in advance of your travel date or ticketing issues, these too should be submitted first to the airline
concerned. Should you not receive a reply, or if you are not satisfied with the reply, the Consumer Protection Center
in the Republic of Serbia can be contacted for further advice.

6) Monumo ga obpasau, NonyHUTe BENIMKOM, LWUTaMMNaHWM ClioBUMa.

Please fill in the form in block capital letters.

Peknamaumjy nogHeo:
Complaint submitted by:

Nwme:

Name:

Appeca:

Address:

MowTtaHckn 6poj, rpaa;
Postcode, city:
EnekTpoHcka nowTa:
E-mail:

Bpoj TenedoHa:
Telephone number:

Mpesnme:
Surname:

[pxaBa:
Country:

JleT Ha Koju ce peknamauuja oqHoCH:
Complaint concerning the following flight:

ABVIO-I'IpeBOSVIJ'IaLI,Z

Airline:

Mogauu o pesepBauuju:

Booking reference:

Aepoapom nonertamwa:

Airport of departure:

Aepogpom ca kojer NyTHUK HacTaerba ner:
Connecting airport:

Hatym nera:

Date of your flight:

MnaHupaHo nonetare Npema peay netewa:

Scheduled time of departure:

[MnaHnpaHo cneTawe Nnpema peny netewa:
Scheduled time of arrival:

Aepoapom Ha KoMe ce criyyaj 4oroamo:
Airport(s) where the incident occurred:

Bbpoj neta:
Flight number:

Aepoapom cnetama:
Airport of arrival:

CtBapHO Bpeme norneTtama:
Actual time of departure:
CtBapHO Bpeme creTama:
Actual time of arrival:

Mopaum o NYTHUKY 3a HaBeOeHU neT:
Passenger details for flight detailed above:

Mme nyTHuka
Name of Passenger

HaBecTtu: ogpacnu, pete nnm
opojye (mnane og 2 roguHe)
Please indicate if Adult, Child
or Infant (less than 2 years)

HaBecTtn pa nu je 6una
3axTeBaHa nocebHa nomoh
Please indicate if special
assistance was required

3 LleHTap notpowaya Cpbuje, www.ceps.rs

Consumer Protection Center in RS, www.ceps.rs




Monumo pa nax/bMBO npouuTaTe objawmewa U 3HakoMm [X] o3HauuTe oprosapajyha
nosba.
Please carefully read these definitions, and indicate with a cross [X] that which applies to this complaint.

[l ,Kawkewe neta“ noctoju ako neT 3anoyHe KacHuje y OQHOCY Ha Bpeme rnornacka no peay
netewa, U TO:
‘Long delay’ means when a flight does not depart until after the scheduled departure time by:
a) [gABavaca nnu Buwe, 3a netose o 1.500 km;

two hours or more, for flights of up to 1500 km;

6) Tpw yaca unu BuLe, 3a netose yHytap ECAA nogpydja ayxuHe namefy 1.500 n 3.500 km;
three hours or more for intra-ECAA flights between 1.500 and 3.500 km;

B) 4eTupum Yaca unu BuLle 3a ocTarne feToBe.
four or more hours, for all other flights.

[l ,OTka3uBame neta“ je M3ocTaHak fneTa Koju je npeTxoaHo 6o npeaBuneH.
‘Cancellation’ means the non-operation of a flight that was previously planned.

[l ,YckpahuBame ykpuaBawa“ je yckpahuarwe MOryhHOCTU NyTHMLMMA Aa ce yKpuajy Ha neT 3a
KOju NYTHWK MMa NOTBPNEHy pesepBauujy U 3a Koju ce npujaBno Ha MecTy 3a npujaBrbMBare
MyTHUKa 3a NeT W Ha u3nady 3a yKpuasawe Yy Bpeme Koje je MYTHUKY HasHayno asuo-
npeso3unay, opraHvM3aTtop MnyToBawa WM OBMaWneHn TYPUCTUYKM MOCPEOHUK, a YKOSMKO
Bpeme Huje yHanpepq ogpefheHo, HajkacHuje 45 muHyTa npe objaBrbeHor BpemeHa nonacka. Y
OBe Ccrly4yajeBe He cnajajy OKONTHOCTW Nofj Kojuma asBuo-npesos3unal, unu weros osnawhexm
npeacTaBHUK MMa OCHOBaH pasnor fa yckpatu MyTHUKY NpaBo Aa ce ykpua, Ha npuMmep, us
30paBCTBEHUX pasrnora, pasrnora Koju ce ogHoce Ha 6e3begHocT u/mnu obesbefuBare, unu y
cny4vajy Heogrosapajyhux nyTHUX ncnpasa.

‘Denied boarding’ means a refusal by the airline to carry a passengers on a flight on which they hold a confirmed
reservation  and where have presented themselves for check-in and at the boarding gate not later than the time
advised by the airline, tour operator or travel agent (if no time was indicated, not later than 45 minutes before the
scheduled departure time). This does not include situations where the airline or its agent has reasonable grounds to

deny passengers boarding, such as reasons of health, safety, and/or security, or in cases of inadequate travel
documentation.

[] ,CMeluTaj y HMUXKY Knacy“ 3Hauu Aa je NyTHUK Mopao, NPOTUB CBOje BoSbe, Aa MyTyje Knacom

KOja je HmxKa o Knace 3a Kojy je umao notespheHy pesepBauujy.
‘Downgrading’ means the passenger involuntarily travelled in a class of service lower than the class of service for which
they had a confirmed reservation.

[a nu je nyTHUK nmao noTBpheHy pe3epBaunjy 3a 4OTUYHU neT?
Did the passenger(s) hold a confirmed reservation on the flight concerned?

DA
YES

1 HE
NO

[a nu ce NnyTHUK NpujaBuo Ha MecTy 3a NpujaBrbuBame NyTHUKA 3a NeT y BpemMe Koje je
NyTHAKY Ha3Ha4yuMo aBuWO-NpeBO3wUNaL, WNW, ako BpemMe Huje yHanpepn oapeheHo,

HajkacHuje 45 MnHyTa npe objaBrLeHOr BpemeHa nonacka?
Did the passenger(s) present themselves at the check-in desk at the latest at the time indicated by the airline (or if no
time was indicated: not later than 45 minutes before the published departure time of the flight)?

DA
YES

1 HE
NO

[a nu ce NyTHMK NpujaBMO Ha M3na3y 3a yKkpuaBatbe fnpe BpeMeHa Koje je Ha3Ha4yeHo y
KapTu 3a yKkpuaBame?
Did the passenger(s) present themselves at the boarding gate before the time indicated on the boarding card?

L OA
YES

[l HE
NO



Ll,a nn je aBuo-npeBpos3unay yno3Hao nyTHuUkKe ca bMXoBMM npaBmma un ob6aBesama?
Did the airline provide the passenger(s) with information on their rights?

L OA
YES

L HE
NO

OBuM usjaBmbyjem Aa cy cBe uHdopmaumje yHeTe y oBaj obpasal npeuusHe U TavyHe y
CBaKoOM fnorneay v 3a cBe NyTHUKE.

I hereby declare that all of the information provided in this form is true and accurate in all respects and for all
the passengers concerned.

MoTnuc cBux ogpacnux NyTHUKa:
Signature(s) of all adult passengers:




KALUHBEWE NIETA
IN CASE YOUR FLIGHT WAS DELAYED:

[a nn cte gobunn nomoh of aBMo-NpeBo3noLIa UNKU Herosor oBnawheHor NnpeacTaBHMka 40K CTe
Yyekanu net?

Did you receive assistance from the airline or its agent during your long delay?

1 DA

YES
Koja Bpcta nomohu Bam je noHyheHa?
What kind of assistance has been provided to you?

[] obpouu
Meals

[l ocexaBajyhun HanuTum
Refreshments

[l cmewrTaj (xoten unu cnu4yHo) (y cnyyajy kaga je 300r kallkewa neta HeOomnxo4HO
06e36eanTn npeHohuwTe)
Place of accommodation (hotel or other) (in case the delay resulted in an overnight stay)

[l npeBo3 of aepogpoma A0 MecTa cMmellTaja (y cnyvajy kaga je 36or kalnena neta
HeonxogHo 06e36eanTn npeHohuwTe)
Transfer between airport and place of accommodation (in case the delay resulted in an overnight stay)

[l cpeactBa 3a koMyHMKaLUKjy (TenedOoHCKN N03MBM, hakC NN eNeKTPOHCKE NopykKe)
Communication facilities (telephone calls, fax or e-mail messages)

[l ppyre ycnyre (HaBecTw):
Other services (please specify):

[l HE
NO

[a nu cte pobunu HoBYaHy HakHady ako je neT KacHMo Ayxe oA 3 yaca y ogHOCy Ha npBOBUTHO
nnaHMpaHo BpeMe crietawa?

If the delay of your flight was of 3 hours of more after the arrival time originally scheduled, did you receive any financial
compensation?

L OA
YES
M3Hoc:
Amount:
[l HE
NO

Axo je BaLl neT KacHMO ayxe of 5 yacosa:
If the delay of your flight was longer than 5 hours:

- ,D,a N CTe NeToM oCTBapuin CBpxy I'lyTOBaH:a?
Did your flight still serve a purpose?

DA
YES

T HE
NO

- Ako je oaroBop Ha NpeTxogHo NuTakwe 61O HeraTMBaH M y cryyajy Aa je Balwle nytoBake 6eh
6uno otnoyeno: aa nu Bam je noHyhieHo MecTo Ha NoBpaTHOM NeTy Y NPBY Tayky nonacka?

In case your answer to the previous question is ‘no’ and in case your journey had already commenced: were you
offered a seat on a flight back to your first point of departure?

L OA
YES

[l HE
NO



Y cnyyajy ga cte ce onpegenunu ga He HactaeBuTe nyT, Aa nv Bam je noHyheH noepahaj
HoBLA?
In case you decided not to continue your journey, were you offered a refund?

DA
YES

[J s3a LenoKynaH N3HOC KapTe
for the whole ticket price

[l 3a HeuckopuwheHe KynoHe 3a net
for the non-used flight coupons



AKO JE NET OTKASAO ABNO-NPEBO3UNAL
IN CASE YOUR FLIGHT WAS CANCELLED BY THE AIRLINE:

,D,a N1 cTe obaBeLllTeHN aa je neTt oTKa3aH
Were you informed about the fact that your flight was cancelled
[l no monacky Ha aepogpom?
after your arrival at the airport?

[] npe ponacka Ha aepoapom?
before you arrived at the airport?

O Make O4 Heferby JaHa npe nonetakwa npeasuheHor no pegy netexwa?
less than 1 week before the planned departure time of your flight ?
[ y POKy o4 OBe Hederbe 0O cedam AaHa npe nonetanwa npegsuheHor no pegy
netewa?
between 7 days and 2 weeks before the planned departure time of your flight?
[ Hajmare OBe Heferbe npe nonetawa npegsuheHor no pegy netewa?
more than 2 weeks before the original scheduled departure date of your flight?

[a nn Bam je noHyheH anTepHaTUBHN NeT?
Were you offered an alternative flight?

DA
YES

T HE
NO

[a nu cte obaBeluTeHn 0 pasnory oTka3nBawa nera?
Were you informed about the reason why your flight was cancelled?

1 JA
YES
Koju Bawm je pasnor HaBegeH?
What was the reason given to you?
[l HE
NO

,D,a nn cte npuMmunun nomoh Ha aepogpomy oa asuo-npeso3noua unn Herosor oBnawheHor
npeacTaBHuKa?
Did you receive assistance from the airline or its agent at the airport?

Ll OA

YES
Koja Bpcta nomohu Bam je noHyheHa?
What kind of assistance has been provided to you?

[] obpouu
Meals

[l ocBexaBajyhu HanuMTum
Refreshments

[l cmewrTaj (xoTen unu cnuyHo) (y cnyyajy kaga je 36or Kalhera neta HeonxXo4Ho
06e36eanTn npeHohuwTe)
Place of accommodation (hotel or other) (in case the delay resulted in an overnight stay)

[l npeBo3 oA aepogpomMa o cMmellTaja (y cny4ajy kaga je 360r kalHera neta
HeonxogHo 06e36eanTy NnpeHohuwTe)
Transfer between airport and place of accommodation (in case the delay resulted in an overnight stay)

[l cpencTBa 3a KOMyHMKaLUMjy (TenedOHCKN NO3MBY, haKkC NN EeNEeKTPOHCKE NOopyKe)
Communication facilities (telephone calls, fax or e-mail messages)

[1 ppyre ycnyre (HaBecTn);
Other services (please specify):

[l HE
NO



[a nu cte gobunu HoBYaHy HakHagy 3a oTkasuBake nera?
Did you receive any financial compensation for this cancellation?

L OA
YES
M3Hoc:
Amount:
[J HE
NO

Oa nn Bam je noHyheH n3bop uamehny nospahaja HoBUA WNKU MpeycMepaBaka MNyTa OO KpajHer
ogpeavwTa?
Were you offered the choice between a re-fund OR a re-routing to your final destination?

L OA
YES

[l onpegenvo cam ce 3a noepahaj HoBLa
| chose the refund option

[l noHyheH MK je noBpahaj HoBLA 3a LieNIoKynaH U3HOC kapTe
| was offered a refund for the whole ticket price

[l noHyheH MU je noBpahaj HOBLa 3a HenckopulheHe KynoHe 3a neT (HaBecTn
N3HOC)
| was offered a refund for non-used flight coupons [please specify]

0 onpenenno cam ce 3a npeycMmepaBsame nyta:
| chose the rerouting option:

NO

[l noHyheH je camo noBpahaj HoBLa
Only refund was offered

[l noHyheHO MU je npeycmepaBara nyTa 40 Kpajiker ogpeauwita (HaBecTu rae)

Only re-routing to my final destination was offered [please specify]



YCKPAKRUBAKE YKPLIABAHA NMPOTUB BALLE BOJbE
IN CASE YOU WERE DENIED BOARDING AGAINST YOUR WILL:

[a nu je aBMo-npeBo3unaw Nno3sao JOO6POBOSbLE KOju Cy BOMbHU Aa ogycTaHy oA pesepsaunje?
Did the airline call for volunteers?

] OA
YES

[] HE
NO

] He 3Ham
| don’t know

[a nn cte [obpoBoOSbEHO oAycTanu aa ce ykpuarte Ha net?
Did you volunteer not to board the aircraft?

L OA ako CcTe ogrosopunn NOTBPAHO He oAroBapaTe Ha criegeha nutaka
YES if so, the questions below do not apply

[l HE y OBOM Criyyajy oaroBopute Ha cnegeha nutamwa
NO in this case, please answer next questions

[a nu je aBuo-npeBo3unay yckpaTuo ykpuaBawe u3 pasnora 6e3begHoctu u obesbehuBarsa,
30paBCTBEHUX pa3nora unu 3bor Heoarosapajyhux nyTHMX ucnpasa?
Did the airline refuse your boarding for reasons of safety, security, health or inadequate travel documents?

1 DA
YES

[] HE
NO

L[] He 3Ham
I don’t know

,D,a nn CcTte ce anjaanM Ha n3nasgy 3a ykpuaBawe npe BpemMmeHa KOje je Ha3Ha4eHo Yy KapTh 3a
yKpuaBare?
Did you present yourself at the boarding gate not later than the time indicated on your boarding pass?

L OA
YES

[l HE
NO

[a nu cte pobunu nomoh oa aBuno-rnpeso3noLa nin kerosor oBnawheHor npegcrtaBHUKa y cnyqajy
na Bawm je yckpaheHo ykpuaBare?
Did you receive assistance from the airline or its agent after you were denied boarding?

1 DA
YES
Koja Bpcta nomohu Bam je noHyheHa?
What kind of assistance has been provided to you?

[] obpouu
Meals

[l ocBexaBajyhu HanuTum
Refreshments

[l cmewrTaj (xoTen nnu cnuyHo) (y cnyyajy kaga je 360r kawrera neta HeonxoaHo
06e36eanTn npeHohuwTe)
Place of accommodation (hotel or other) (in case the delay resulted in an overnight stay)

[l npeBo3 oA aepogpomMa o cMmellTaja (y cny4ajy kaga je 360r kalHera neta
HeonxogHo 06e36eanTu npeHohuwTe)
Transfer between airport and place of accommodation (in case the delay resulted in an overnight stay)



[l cpeacTBa 3a kOMyHMKaLMjy (TenedoHCKN No3nBK, hakC UK eNEeKTPOHCKE NOopyKe)
Communication facilities (telephone calls, fax or e-mail messages)

[l ppyre ycnyre (HaBecTu):
Other services (please specify):

[l HE
NO

[a nn cte pobunu HoBYaHy HakHaay nowTo Bam je npotus Balie Borbe yckpaheHo ykpuaBahe?
Did you receive any financial compensation after you were denied boarding against your will?

L OA
YES
M3Hoc:
Amount:
[l HE
NO

Oa nu Bam je noHyheH n3bop mamehy nospahaja HoBUa UNU nNpeycMepaBara NyTa OO KpajHer

oppeauwTa?
Were you offered the choice between a re-fund or a re-routing to your final destination?

DA
YES

[l onpenenvo cam ce 3a noepahaj HoBLa
| chose the refund option

[l noHyheH mu je noBpahaj HOBLa 3a LiefIoKynaH U3HoC kapTe
| was offered a refund for the whole ticket price

[l noHyheH mu je noBpahaj HoBLa 3a HenckopuwheHe KynoHe 3a net
| was offered a refund for non-used flight coupons

[l onpegenvo cam ce 3a npeycMmepaBame nyTa:
| chose the rerouting option:

[l HE

[l noHyheH je camo noepahaj HoBUa
Only refund was offered

[l noHyheHO MW je NpeycMepaBana nyTa [0 Kpajiwer ogpeaviuta (HaBecTu rae)

Only re-routing to my final destination was offered [please specify]
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CMELUTAJ Y HNXY KNACY
IN CASE YOU WERE DOWNGRADED:

Mmao cam pesepBauujy 3a:
I had a reservation in:

[] npey knacy
First Class

[1 6un3HuC knacy
Business Class

[MyToBao cawm:
I actually travelled in:

[J ©usHuC knacom
Business Class

[] ekoHOMCKOM Krnacom
Economy Class

[a nn cte [obunu HoBYaHY HakHady 3a CMeLUTaj y HUXY Knacy ?
Did you receive any refund as a consequence of this downgrading?

L OA
YES
M3Hoc:
Amount:
[l HE
NO

Konuko je nsHocuna ueHa sawle kapte?

What was the price of your ticket?
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