o

JUPEKTOPAT HUBUJIHOI' BA3YXOIIJIOBCTBA
PEITYBJIMKE CPBUJE

OBAJ OBPA3AILl CE KOPUCTH 3A IOJHOIHEILE PEKJTAMAIIUJE

ABUO-ITPEBO3UONY W/NJIIN JUPEKTOPATY HUBUJIHOT

BA31YXOIIVIOBCTBA PEIIYBJIUKE CPBUJE
THIS FORM CAN BE USED TO LODGE A COMPLAINT WITH AN AIRLINE AND/OR THE CIVIL
AVIATION DIRECTORATE OF THE REPUBLIC OF SERBIA

[IpaBa myTHHKa y Ba3ayinHoM caoOpahajy y cityuajy yckpahuBama ykpliaBama, CMeIITaja y HIKY Kiacy,
OTKa3WBama JIETOBA U KallliEHa JIETOBA, CXOAHO 3aKOHY O OOJMTallMOHUM U OCHOBaMa CBOjUHCKO-TIPaBHUX
oJHOCa y Ba3ymHoM caoopahajy (,,Ciyx6enu rinacuuk PC, 6poj 87/11 n 66/15)

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 u 66/15)

ynyrcTBO
INSTRUCTIONS

1) MyTHMLM KOju cMaTpajy Aa MMajy NpaBOo Ha pekramMauujy aBuo-nNpeBo3noLy Y criyyajy
yckpahuBama ykpuaBaha, CMeLUTaja y HUXY Knacy, OTKa3uBaka fieta 1 Kallkbera neTa,
NpBO NOAHOCE peknamauujy y nmcaHoMm obnmnky aBnmo-npeBo3noLly Koju je o6aBuno unu je
Tpebano ga obasu NeT u TO HajKacHHUje y poky o1 90 naHa of AaHa Kaj je JIeT 00aB/beH WIN KaJl
je Tpebaiio 1a ce ob6aBu. Peknamauuja ce nogHocu Ha oBom obpacuy. Monumo aa cadyeaTte
npumepak obpacua pagu ceoje esmaeHumje. (0dHocu ce Ha riemose Koje asuo-rpesosurnay,
obassba ca aepodpoma y PC u Ha nemose Koje asuo-npesosunay, ca ceduwmem y ECAA
rnodpydyjy obasrba uz mpehe dpxase 3a aepodpome y PC)

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 in writing such a
complaint to the airline operating the flight concerned within 90 days from the day flight was done or
should have been done. This form may be used for that purpose. Please keep a copy of this form for your

records. ( Applies to flights operated bz any airline from airpors within RS and flights operated by any
airline situated within ECAA Area, from third coutry to an RS airports)

2) Ako aBmo-nNpeBo3unay He OAroBopu Ha peknamauujy y poky og 60 gaHa oa aaHa
pocTase
KOMMreTHe JOKyMeHTauumje HeONXo4He 3a peknamMauujy, OQHOCHO ako He yAOBOIbU
peknamaumjn, NyTHUK MMa NpaBo Aa A0CTaBu peknamauujy Ha oBoMm obpacuy unu ga goctasu

konujy obpacua koju je nocnao aBno-npeso3noLy, [upekropaTy LMBMUAHOI Ba3AyXonnoBCTBa
Penybnuke Cpbuje.

Should the airline fail to provide you with a reply within 60 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 Civil Aviation
Directorate of the Republic of Serbia.

3)AKo ce cny4aj 4OroaMo Ha aepoAapoMy noreTana Koju ce Hanasn BaH ECAA nogpyyja,

MOXeTe Aa ce obpaTtuTe Ba3gyxonnoBHUM BriacTMma gpXKaBe O4peanLuTa.
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.

4) OBaj obpasal, ce KOPUCTM UCKIbYYMBO 3a peknamaumjy y criyyajy yckpahveama

YKpUuaBaHk-a, CMeLIJTaja Y HAXKY  Knacy, OTKa3uvBaH-a JieTa U KallheHa NneTa.
This complaint form is to be used only for cases concerned with denied boarding incident, downgrading, cancellation, or long
delay ofa  flight.

5) Cee gpyre peknamauuje (Ha npeysnmare npTrbara, UsSMeHe y peay feTewa Koje cy
HacTane Hajmawe 14 gaHa npe gaTyma nyToBaka WUnv Ha U3gaBake KapaTa 1 Cr) nogHoce ce
NpPBO aBMO-NpeBo3noLly. AKO aB1o-NpeBo3unaL, He 0AroBopu Ha peknamawmjy Unm ako HUCTe
3aJ0BOSbHU 04roBOPOM MOXeTe ce obpaTtntu LieHTpy noTpowaya Cpbuje (wwwceeps.rs) y

Uunroy p,06wjaH>a yny¥CtaBa 3a Aarbe nocrtyname.
For any other complaint types 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 Competent Consumer Protection Body in Republic of Serbia can be contacted for further
aadvice.

6) Monumo pa 06pa3au, nonyHMUTe BennkoMm, LTamMnaHnm crioBumMa.
Please fill in the form in block capital letters.

Peknamauujy nogHeo:
Complaint submitted by:

Nwe: Mpe3ume:
Name: Surname:
Appeca:

Address:

MowTaHckm 6poj, rpaa: OpxaBa:
Postcode, city: Country:
EﬂeKTpOHCKa nowTa:

E-mail:

Bbpoj TenedoHa:

Telephone number:

IeT Ha Koju ce peknamaumja ogHOCHU:
Complaint concerning the following flight:

ABvo-npesosunad: bpoj neta:
Airline: Flight number:
Mopauwn o pesepBaumju:

Booking reference:

Aepoapom nonetamwa:

Airport of departure:

Aepop,pOM ca KOjeI' NYTHUK HaCTaBsba JeT:
Connecting airport:

Oatym neta:

Date of your flight:

Aepogpom crneTtama:
Airport of arrival:

MnaHupaHo noneTake Npema peay netema:

Scheduled time of departure:

I'InaHMpaHo cnetawe npemMa peny netewa:
Scheduled time of arrival:

Aepogpom(1) Ha kKoMe ce Crydaj 4oroAmo:
Airport(s) where the incident occurred:

CTBapHoO BpeMe nonetama:
Actual time of departure:
CTBapHO BpemMe crnetama:
Actual time of arrival:




Moaaumn o NyTHUKY 3a HaBeAeHU neT:
Passenger details for flight detailed above:

Vme nyTHuka HaBecTu: ogpacnu, gete unu ogojye
Name of Passenger (matbe op 2 roguHe)
Please indicate if Adult, Child
or Infant (less than 2 years)

HaBecTtu na nu je 6una HeonxogHa
noce6bHa nomoh
Please indicate if special
assistance was required

MonumMo ga naxsbuBO NpounTate objalikeHwa U 3HakoM [X] o3HauuTe ogroBapajyha nosba.

Please carefully read these definitions, and indicate with a cross [X] that which applies to this complaint.

[l ,Kawkeroe neta“ noctoju ako NeT 3anoyHe KacHMWje y odHOCY Ha Bpeme nonacka no pegy

neTtewa, N TO:

‘Long delay’ means when a flight does not depart until after the scheduled departure time by:

a) [ABa 4aca unu Buwe, 3a netose oo 1.500 km;

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

0) Tpu 4aca nnu Buwe, 3a netose yHyTap ECAA nogpydyja gyxuHe namehy 1.500 n 3.500 km;
three hours or more for intra-ECAA flights between 1.500 and 3.500 km;

B) 4YeTnpu 4aca ninm BuLle 3a ocTtarne JieToBe.
four or more hours, for all other flights.

,LOTKa3uBame neTa“ je n3ocTaHak neta Koju je npeTxoaHo 6uo npeasuheH.
‘Cancellation’ means the non-operation of a flight that was previously planned.

»YCKpahuBamwe ykpuaBawa“ je yckpahmawe MOryhHOCTM NMyTHMUMMAa Ada ce YKpuajy Ha neT 3a
KOju MyTHUK uma noTBpheHy pesepBauujy U 3a KOju ce npujaBuo Ha MecCTy 3a npujaBrbuBare
nyTHMKa 3a NeT U Ha n3nasy 3a ykpuaBake Y Bpeme Koje je MyTHUKY Ha3Hauyno aBuo-npeBo3nnal,
opraHm3aTop nyToBaka UInu oBrawheHn TYPUCTUYKM NOCPEAHMK, a YKOINMKO BpeMe Huje yHanpes
oapeheHo, HajkacHuje 45 myrHyTa npe objaBrbeHOr BpeMeHa nornacka. Y oBe criyyajeBe He cnagajy
OKOMHOCTU MO KOjuMa aBuOo-NpeBo3wnaL, unu HeroB osnawheHy npeacTaBHUMK UMa OCHOBaH
pasnor ga yckpaTu MyTHUKY NpaBo Aa ce yKpua, Ha npuMmep, U3 3[4paBCTBEHUX pasnora, pasnora
Koju ce ogHoce Ha Oe3begHocT w/vnm obesbehmBare, Unu y crnyyajy HeogroBapajyhux nyTHuX

ncnpaea.

‘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.

»,CMeLTaj y HUXKy Knacy"“ 3Hauu fa je NyTHUK MOpao, NpOTMB CBOje BOSbe, Aa NyTyje Knacom Koja je

HWXa o[ Knace 3a Kojy je uMao noTepheHy pesepsauujy.
‘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 pe3epBaLujy 3a AOTUYHM NeT?
Did the passenger(s) hold a confirmed reservation on the flight concerned?

LOA
YES



[THE
NO

Oa nu ce NnyTHUK NpujaBMO Ha MecTy 3a NpujaBrbMBake NMyTHUKA 3a NeT y Bpeme Koje je
NYyTHUKY Ha3Ha4YMo aBuO-NpeBoO3unal UKn, ako Bpeme Huje yHanpen oapeheHo, HajkacHuje
45 muHyTa npe objaBrbeHor BpemMeHa 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)?
L1OA
YES

[JHE
NO

[a nu ce NnyTHUK NpujaBuo Ha u3nasy 3a yKkpuaBake fnpe BpeMeHa Koje je Ha3Ha4eHo y KapTu
3a yKpuaBakwe?
Did the passenger(s) present themselves at the boarding gate before the time indicated on the boarding card?
LIOA
YES

[JHE
NO

.[la nm je aBuo-npeBo3unay yno3Hao nyTHukKe ca sMxosum npaBmma 1 ob6aBesama?
Did the airline provide the passenger(s) with information on their rights?
T10A
YES

LUHE
NO

OBuM u3sjaBrbyjeM ga cy cBe MH(opmauuje yHeTe y OBaj obpasal npeuusHe U Ta4yHe y
CBaKoOM norrneay v 3a ceBe 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.

MoTtnuc (noTnucu) cBUX oapacnux NyTHUKa:
Signature(s) of all adult passengers:




KALUHEHE NETA:
IN CASE YOUR FLIGHT WAS DELAYED:

[a nn cte pobunun nomoh of aBMO-NPEBO3MOLA UITM HEroBOr oBnawheHor npeacTaBHMKA OOK CTe
yekanu net?
Did you receive assistance from the airline or its agent during your long delay?

LIOA

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

[1 obpouu
Meals

[1 ocsexaajyhu HanuTLm
Refreshments

[1 cmewTaj (xoTen unu cnmyHo) (y criyyajy kaga je 300r kalwhersa Neta HeonxonHo

06e36euTn npeHohuwTe)
Place of accommodation (hotel or other) (in case the delay resulted in an overnight stay)

[l npeB03 oA aepoapomMa A0 MecTa cMmellTaja (y cny4ajy kaga je 300r Kalkera neTa

HeonxogHo 06e36eanTn NnpeHohuwTe)
Transfer between airport and place of accommodation (in case the delay resulted in an overnight stay)

[1 cpeacTBa 3a KOMyHUKaUWjy (TenedoHCKN No3nBK, dakc nnm eneKkTpoHcke nopyke)
Communication facilities (telephone calls, fax or e-mail messages)

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

LJHE
NO

Ja nn cte gobunu HoBYaHy HaKHaZy ako je MeT KacHWo Ayxe of 3 yaca y OAHOCY Ha MPBOOMTHO
nnaHMpaHo BpeMe crieTamwa?

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

LJOA
YES
MN3Hoc:
Amount:
[IHE

NO



Ako je Ball NneT KaCHMO AyXe o4 5 vacosa:
If the delay of your flight was longer than 5 hours:

- JJ,a 11 CTe NeToM OCTBapunn cepxy I'IyTOBaH:a?
Did your flight still serve a purpose?

LIOA
YES

UHE
NO

- Ako je oaroBop Ha NPeTXO4HO NuTakwe OMo HeraTMBaH M y Criydajy Ada je Balle nyToBake
6eh 6uno otnoyeno: ga nu Bam je noHyheHO mMecTo Ha noBpaTHOM METy y MpPBY 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?

UOA
YES

[LJHE
NO

- Y cny4vajy oa crte ce onpefenunu a He HacTtasute nyT, Aa nv Bam je noHyheH nospahaj
HoBLA?
In case you decided not to continue your journey, were you offered a refund?

UOA
YES

[1 3auenokynaH U3Hoc kapTe
for the whole ticket price

[1 3a HewuckopuwheHe KyrnoHe 3a net
for the non-used flight coupons

LUHE
NO



AKO JE JIET OTKA3AO ABUO-MPEBO3WUIALL:
IN CASE YOUR FLIGHT WAS CANCELLED BY THE AIRLINE:

[a nu cte obaBewTeHn ga je neT oTkasaH
Were you informed about the fact that your flight was cancelled

[1 no pgonacky Ha aepogpom?
after your arrival at the airport?

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

[l mare o Hegerlby AaHa npe nonetawa npeasuheHor no peay netexwa?
less than 1 week before the planned departure time of your flight ?

[l y poKky of OoBe Heperbe 4O cefjam JaHa npe nonetawa npeasuheHor no peny
netewa?
between 7 days and 2 weeks before the planned departure time of your flight?

[l Hajmame OBe Heferbe npe noneTawa npensuheHor no pegy netewa?
more than 2 weeks before the original scheduled departure date of your flight?

[a nn Bawm je noHyfheH anTepHaTuBHM NeTt?
Were you offered an alternative flight?

[10A
YES

LUHE
NO

ﬂa nun cte obaBeLlTEHN O pasnory oTkasmBaHa nera?
Were you informed about the reason why your flight was cancelled?

LIOA
YES
Koju Bam je pasnor HaBegeH?
What was the reason given to you?

LJHE
NO

ﬂa n Ccte npuMmmnun nomoh Ha aepogpomMy o asuo-npeBo3nvoula uUnn Herosor oenawheHor
npencraBHuka?
Did you receive assistance from the airline or its agent at the airport?

LIOA

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



[l obpouun
Meals

(1 ocBexaBajyhu HanMTum
Refreshments

[l cmewrTaj (xoTen wnu cnmyHo) (y criydajy kaga je 300r kawhera Neta HeonxogHo

06e36eanTn npeHohuwTe)
Place of accommodation (hotel or other) (in case the delay resulted in an overnight stay)

[l npeBo3 on aepofpoma o cMewTaja (y crnydajy kaga je 30or kawmwersa neTa

HeomnxoAHo 06e30eanTn npeHohuwTe)
Transfer between airport and place of accommodation (in case the delay resulted in an overnight stay)

[1 cpeactBa 3a KOMyHUKaUMjy (TenedoHCKN No3nBK, bakc nnm eneKkTpoHcKe nopyke)
Communication facilities (telephone calls, fax or e-mail messages)

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

[LJHE
NO

[a nun cte gobunm HoBYaHy HakKHady 3a OTkas3uBahe neta?
Did you receive any financial compensation for this cancellation?

T OA
YES
M3Hoc:
Amount:
[THE
NO

Ha nu Bam je noHyheH n3bop mMamehy noBpahaja HOBLA uUnNM npeycMepaBaka NyTa [0 Kpajeer
ogpeguwTa?
Were you offered the choice between a re-fund OR a re-routing to your final destination?

UOA
YES

(1 onpegenuo cam ce 3a nospahaj HoBUa
| chose the refund option

(1 noHyheH mu je noBpahaj HoBLA 3a LienoKynaH U3HOC KapTe
| was offered a refund for the whole ticket price
(1 noHyheH mu je noBpahaj HoBLa 3a HeuckopuwheHe KyrnoHe 3a neT (HaBecTu
N3HOC)
| was offered a refund for non-used flight coupons [please specify]
0 onpenenno cam ce 3a npeycMepaBame nyrta:
| chose the rerouting option:

LJHE
NO

(1 noHyheH je camo noBpahaj HoBUa
Only refund was offered
[l noHyheHo My je NpeycMepaBara nyTa [0 Kpajwer ogpeauwita (HaBecTu rae)

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



YCKPARUBAKE YKPLABAHA MNMPOTUB BALLE BOJbE:
IN CASE YOU WERE DENIED BOARDING AGAINST YOUR WILL:

[a nu je aBno-npeBo3nna, no3sao JOOPOBOIbLE KOjU Cy BOMbHM Aa 04yCTaHy o4 pesepsauunje?
Did the airline call for volunteers?

[10A
YES

LUHE
NO

[ IHe 3Ham
I don’t know

[a nu cte noOpoBOIbLHO ofycTanum a ce ykpuaTte Ha net?
Did you volunteer not to board the aircraft?

LI OA aKo CTe o4roBopwunv NOTBPAHO HE oaroBaparte Ha crniegeha nutama
YES if so, the questions below do not apply

[THE y OBOM Chy4ajy ogroBopuTe Ha cnefeha nutamwa
NO in this case, please answer next questions

[a nu je aBMo-npeBo3unaL, yckpaTMo ykpuaBahe M3 pasnora 6e3begHoctn n 06e3behuBamsa,
34paBCTBEHUX pa3riora nnm 36or Heo,u,rosapajthx NyTHUX McnpaBa?
Did the airline refuse your boarding for reasons of safety, security, health or inadequate travel documents?

[10A
YES

LUHE
NO

[ IHe 3Ham
I don’t know

[a nun cTe ce npuvjaBunNu Ha 1M3nasy 3a ykpuaBahe MNpe BpeMeHa Koje je Ha3Ha4yeHo Yy KapTu 3a
yKpuaBare?
Did you present yourself at the boarding gate not later than the time indicated on your boarding pass?

LOA
YES

LJHE
NO

[a nu cte pobunun nomoh of aBMO-NpeBO3noLA UK HEFOBOTr OBNaLReHor NpeaCcTaBHMKA Y Criyyajy
Aa Bawm je yckpaheHo ykpuaBane?
Did you receive assistance from the airline or its agent after you were denied boarding?



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

[l obpouun
Meals

(1 ocBexaBajyhu HanuMTum
Refreshments

[l cmewTaj (xoTen unu cnmdHo) (y criydajy kaga je 300r kawhera Neta HeonxogHo

06e36eanTn npeHohuwTe)
Place of accommodation (hotel or other) (in case the delay resulted in an overnight stay)

'] npeBo3 o aepogpoma o cMeluTaja (y crnydajy kafa je 36or kallkbera neTa

HeonxogHo 06e36eanTn NnpeHohuwTe)
Transfer between airport and place of accommodation (in case the delay resulted in an overnight stay)

[1 cpeacTBa 3a KOMyHUKaUWjy (TenedoHCKN No3nBK, bakc nnm eneKkTpoHcKe nopyke)
Communication facilities (telephone calls, fax or e-mail messages)

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

[JHE
NO

Ha nn cte gobwnm HoBYaHy HakHagy nowTo Bam je npotuB Bawe Borbe yckpaheHo ykpuaBare?
Did you receive any financial compensation after you were denied boarding against your will?

LIOA
YES
N3Hoc:
Amount:
LIHE
NO

Ha nn Bam je noHyheH n3bop mamehy noBpahaja HOBUa MnM NpeycMepaBaka nyTa [0 Kpajwer
ogpeguwTa’?
Were you offered the choice between a re-fund or a re-routing to your final destination?

UOA
YES

(1 onpegenuo cam ce 3a nospahaj HoBUa
| chose the refund option

(1 noHyheH mu je noBpahaj HoBLa 3a LienoKynaH U3HOC KapTe
| was offered a refund for the whole ticket price

(1 noHyheH mu je noBpahaj HoBLIa 3a HemckopulheHe KyrnoHe 3a neT
| was offered a refund for non-used flight coupons

[1 onpenenuo cam ce 3a npeycMepaBarbe nyra:
| chose the rerouting option:

LJHE
NO

(1 noHyheH je camo noBpahaj HoBUa
Only refund was offered
(1  noHyheHo MK je NpeycMepaBara nyTa [0 Kpajher oapeauwita (HaBecTu rae)



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

CMELUTAJ Y HNXY KITACY:
IN CASE YOU WERE DOWNGRADED:

Mmao cam pesepBaLujy 3a:
| had a reservation in:

[InpBy knacy
First Class

[ 6u3Huc knacy
Business Class

MMyToBao cam:
| actually travelled in:

[ 6u3HUC knacom
Business Class

[ | eKOHOMCKOM KIacom
Economy Class

[a nu cte pobunn HoBYaHy HakHaZy 3a CMeLUTaj y HUXKY Knacy ?
Did you receive any refund as a consequence of this downgrading?

LI OA
YES
M3Hoc:
Amount:
[THE
NO

Konuko je nsHocmna ueHa Bawue kapte?

What was the price of your ticket?




