JUPEKTOPAT HUBUJIHOI' BA3AYXOIIVIOBCTBA
PEITYBJIUKE CPBHUJE

OBAJ OBPA3AILl CE KOPUCTH 3A IOJHOHEILE PEKJIAMAIINJE
ABHUO-ITPEBO3UONY W/NMJIN JUPEKTOPATY HUBUJIHOT

BA3AYXOIIVIOBCTBA PEIIYBJIMKE 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 BazaymHoM caoOpahajy y ciryuajy yckpahuBama ykpraBama, CMeITaja y HIKY Kiacy,
OTKa3MBama JICTOBA M KAIllFHCHha JIETOBA, CXOHO 3aKOHY 0 OOJIMTallMOHUM H OCHOBaMa CBOjUHCKO-TIPABHUX
oJHOCa y Ba3myiHoM caobpahajy (,,Crnyx6enu rimacauk PC“, 6poj 87/11 u 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)

YnyTtcTtBO
INSTRUCTIONS

1) MyTHMUM Koju cmaTpajy Aa nmajy npaBo Ha peknamauujy aBno-npeBo3unoLly Yy cry4ajy

yckpahmBama yKpLaBaha, CMeLUTaja Y HUXY Knacy, OTka3uBaka feTa U KallheHla neTa,
NPBO NOAHOCE peknamMauujy y nmcaHoMm obnuky aBno-npeBo3unoLy Koju je obaBmo unu je
Tpebano aa o6aeu neT U TO HajkacHuje y poky o 90 gaHa of AaHa kaj je net obaBrbeH
nnu kag je Tpebano ga ce obasun. Peknamauuja ce nogHocu Ha oBom obpacuy. Monumo aa
cavyBaTe npumepak obpacua pagu cBoje eBuaeHumje. (00Hocu ce Ha siemoege Koje aguo-
npesosunay obassba ca aepodpoma y PC u Ha nemose Koje aguo-npeso3urnay, ca ceduwmem y
ECAA nodpyujy obaerba uz mpehe dpxxaee 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 aBro-npeBo3nnaL, He OAroBOPK Ha peknamaumjy y poky og 60 gaHa og gaHa
AoCTaBe KOMMNMeTHE OKyMEeHTaumje HEONxXoaHe 3a peknamaumjy, OGHOCHO ako He
YAOBOJSbY peknamMaLmjy, NyTHUK MMa NpaBo Aa AOCTaBu peknamauujy Ha oBom obpacLy
unu ga gocTtasm Konujy obpacua Koju je nocnao aBmo-npesoauvoly, upekropaty

umBunHor sasgyxonnoscTtea Penybnvke Cpbuije.
Should the airline fail to provide you with a reply within 60 days of receipt or, if you are not satisfied with their
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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 cny4yaj 4orogmo Ha aepoapomy norneTana koju ce Hanasu BaH ECAA nogpydja, MoxeTe
na ce o6paT|/|Te Ba3ayxonmnoBHMM BriaCtuMa gpxase oapeauiTa.
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 KOPUCTU UCKIbYYMBO 3a peknamaumjy y crny4ajy yckpahmBarwa yKpLaBama,

CMeLIJTaja Y HVXKY  Knacy, OTKa3nBaka JieTa 1 Kallkera JieTa.
This complaint form is to be used only for cases concerned with denied boarding incident, downgrading, cancellation, or long delay
ofa flight.

5) Cee agpyre peknamauuje (Ha npeysnmamwe npTrbara, UsMeHe y pefy neTewa koje cy HacTane
Hajmare 14 faHa npe gatyma nytoBaka Uiy Ha ns3gasarbe KapaTta v cn) nogHoce ce NpBo
aBno-npeso3noLy. AKO aB/nO-NpeBo3unaL, He OAroBOpU Ha peknamMauujy Unm ako HUCTe
3a0BOSbHN OArOBOPOM MoXeTe ce obpatutu LieHTpy notpowwaya Cpbuje (wwwceps.rs) y

Unroy p,onjarba yny¥CTaBa 3a Jarbe 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
advice.

6) Mornumo ga o6pa3au nonyHMTe BENTMKOM, LUTaMnaHUM CrioBUMa.
Please fill in the form in block capital letters.

Peknamaumjy nogHeo:
Complaint submitted by:

Nme: Mpe3nme:
Name: Surname:
Appeca:

Address:

MowTaHcku 6poj, rpaa;: OpxaBa:
Postcode, city: Country:
EnektpoHcka nowTa:

E-mail:

Bpoj TenedoHa:

Telephone number:

INeT Ha Koju ce peknamauuja ogHOCH:

Complaint concerning the following flight:

ABKro-npeBo3unaw: bpoj neta:
Airline: Flight number:
Mogaum o pesepBaumju:

Booking reference:

Aepogpom nonetama:

Airport of departure:

Aepop,pOM ca Kojer NYyTHUK HaCTaBsIba NeT:
Connecting airport:

HaTtym neta:

Date of your flight:

Aepogpom crneTtama:
Airport of arrival:

Scheduled time of departure:
lMnaHupaHo cneTawe Npema peay netewa:

I'InaHMpaHo noneTtamwe npema peny netewa:

CTBapHO BpemMe nonetakwa:
Actual time of departure:
CTBapHO BpeMe crieTama:

Jdarym npumene: 01.01.2015.
Effective date 01.01.2015.

O6pazan: ALB-31111-0b-001 Hzname 01
Form: CAD-ZPP-OB-001 Issue 01

2|12



Scheduled time of arrival: Actual time of arrival: AepogpomM(1) Ha KOMe ce Cryyaj A4oroamo:
Airport(s) where the incident occurred:

Mopaun o NyTHUKY 3a HaBeOEHU NeT:
Passenger details for flight detailed above:

Mme nyTHMka Name Hasectu: ogpacnu, gete unv ogojye HaeecTtu ga nu je 6una HeonxogHa
of Passenger (mamne of 2 roguHe) nocebHa nomoh
Please indicate if Adult, Child or Please indicate if special assistance
Infant (less than 2 years) was required

Monumo ga naxrbsuBo npouuTarte objawera U 3Hakom [X] o3HauuTe ogroBapajyha norsa.
Please carefully read these definitions, and indicate with a cross [X] that which applies to this complaint.

.KalHeHe nera“ NnocToju ako neT 3anoyHe KacHuje y OAHOCY Ha Bpeme nosiacka no peay netewa, u To:
‘Long delay’ means when a flight does not depart until after the scheduled departure time by:

a) ABa Yaca unv Buwe, 3a netose go 1.500 km;

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

6) Tpu yaca vnu Buwe, 3a netose yHyTap ECAA nogpydyja ayxuHe namehy 1.500 n 3.500 km; three
hours or more for intra-ECAA flights between 1.500 and 3.500 km;

B) YeTWpM Yaca unu BuLLIEe 3a ocTarne neTose.
four or more hours, for all other flights.

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

,ycKkpahuBame ykpuaBawa“ je yckpahmBawe MoOryhHOCTM NyTHMUMMa da ce yKpuajy Ha neTt 3a Koju
NYTHUK MMa NoTBphHeHy pesepBaLyjy 1 3a KOju Ce NpujaBMO Ha MeCTY 3a NpujaBrbMBare MyTHUKA 3a
NeT N Ha n3nasy 3a ykpuaBak-€e y Bpeme KOje je NYTHUKY Ha3Ha4no aBnoO-npeso3usial, opraHn3aTop
nyToBaka WNu oBrawheHn TYPUCTUYKM NOCPEHUK, a YKONUKO BpemMe Huje yHanpepn ogpeheHo,
HajkacHuje 45 muHyTa npe ob6jaBrbEHOr BpeMeHa nonacka. Y oBe cryvajeBe He crnagajy OKONTHOCTM
nona KOjI/IMa aBuno-npeBosusaw nnn eros oBnawheHn npencraBHUK MMa OCHOBAH passior a yckpaTtu
NYTHUKY NpaBO Ja ce yKpua, Ha npuMmep, U3 34paBCTBEHUX pasrora, pasrora Koju ce ofgHoce Ha
©e3begHocT n/unu obesbehuBame, unu y cny4vajy Heogrosapajyhux nyTHUX ucnpasa.

‘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.

,LCMeLTaj y HAXKy Kracy“ 3Hauu ga je nyTHUK Mopao, NPOTUB CBOje BOSbE, Aa MyTyje Knacom Koja je
HWXa o[ Knace 3a Kojy je umao noTepheHy pesepaauujy.

‘Downgrading’ means the passenger involuntarily travelled in a class of service lower than the class of service for which they
had a confirmed reservation.
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[a nu je nyTHUK nmao noTBpheHy pe3epBauujy 3a 4OTUYHM NeT?
Did the passenger(s) hold a confirmed reservation on the flight concerned?

OA
YES
HE
NO

Oa nu ce NyTHMK NpujaBMO Ha MeCTy 3a NnpujaBibuBake NyTHUKa 3a NeT y BpemMme Koje je
NyTHUKY Ha3Ha4YMo aBMO-NpeBo3unaL Uim, ako Bpeme Huje yHanpepn ogpeheHo, 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)? A
YES

HE
NO

[a nu ce nyTHUK NpujaBMO Ha u3nasy 3a ykpuaBaH-€e fnpe BpemMeHa Koje je Ha3Ha4eHo Yy KapTu
3a yKpuaBawe?
Did the passenger(s) present themselves at the boarding gate before the time indicated on the boarding card?

OA

YES

HE
NO

.L'la nn je aBuo-npeBo3usiay yno3sHao nyTHukKe ca suxXxoBmum npasuma m o6aBe3ama?
Did the airline provide the passenger(s) with information on their rights? OA
YES

HE
NO

OBuM u3sjaBrbyjeM aa cy cBe uHcdopmaulmje yHeTe y oBaj o6pasal npeuusHe U Ta4yHe y CBakoMm
norneay 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.
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MoTnuc (noTnucu) cBUX ogpacnux NyTHUKa:
Signature(s) of all adult passengers:

KALWWHEHE JIETA:
IN CASE YOUR FLIGHT WAS DELAYED:

Oa nu cte gobunu nomoh of aBrMo-nNpeBo3noLa Unu kerosor oenawheHor npeacTaBHMKa JOK CTe
Yekanu net?
Did you receive assistance from the airline or its agent during your long delay?

OA

YES

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

obpouwm
Meals
ocsexaBajyhu HanuTum
Refreshments CMeLUTaj (XOTeN Unun cnuyHo) (y cny4ajy kaga je 30or kalmera neta

HEeOonxoaHo
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06e36eauTn npeHohuwiTe)
Place of accommodation (hotel or other) (in case the delay resulted in an overnight stay)
npeBo3 04 aepoapoma 4o MecTa cMellTaja (y cry4ajy kaga je 360or KalwHena neTa
HeonxoaHo 06e36eanTu npeHohuwTe)
Transfer between airport and place of accommodation (in case the delay resulted in an overnight stay)

CpeAcTBa 3a KOMyHUKauujy (TenedoHCckn No3meK, akc Uim enekTPoOHCKE MNOpYKe)
Communication facilities (telephone calls, fax or e-mail messages)

apyre ycnyre (HaBecTw):
Other services (please specify):

HE
NO

[a nn cte 4obunm HoBYaHY HakHaAy ako je NneT KacHWO Ayxe of 3 Yyaca y 0gHOCY Ha NpBOBUTHO

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

OA
YES
M3Hoc:
Amount:
HE
NO

AKo je BaLl feT kKacHWo ayxe of 5 vacosa:
If the delay of your flight was longer than 5 hours:

- [a nu cTe neTom OCTBapunun CBpXy nytoBawa?
Did your flight still serve a purpose?

OA
YES

HE
NO

- AKO je oaroBop Ha NPeTXo4HO NUTake OMO HeraTUBaH M y Cry4ajy Aa je Balwle nytoBake 6eh

6uno otnoyeno: ga nv Bam je noHyheHO MecTo Ha NnoBpaTHOM FeTy 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?

OA

YES

HE
NO

- Y cnyyajy ga cte ce onpeaenvnu aa He Hactasute nyT, Aa nvu Bawm je noHyheH nospahaj

HoBLA?
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In case you decided not to continue your journey, were you offered a refund?

OA
YES 3a LenoKynaH U3HoC KapTe
for the whole ticket price 3@ HemckopuwheHe
KyrnoHe 3a net
for the non-used flight coupons

HE
NO

AKO JE JIET OTKA3AO ABNO-NPEBO3UNALIL:
IN CASE YOUR FLIGHT WAS CANCELLED BY THE AIRLINE:

[a nn cte obaBelwTeHn aa je net oTkasaH

Were you informed about the fact that your flight was cancelled MO Jonacky Ha aepoapom? after
your arrival at the airport? Mpe gonacka Ha aepogpom? before you arrived at the airport?
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Mahe Ol Heferby AaHa npe noneTtawa npeasuheHor no peay netewa? less than 1 week
before the planned departure time of your flight ?

Yy POKY 04 OBe Hederbe 00 cedam faHa npe noneTtawa npeasuheHor no peny netexwa?
between 7 days and 2 weeks before the planned departure time of your flight? Hajmal-be ABe Heferbe npe
nonetawa npeasuheHor nNo peny netexwa? more than 2 weeks before the original scheduled
departure date of your flight?

[a nn Bawm je noHyheH anTepHaTMBHM NeT?
Were you offered an alternative flight?

JA

YES

HE
NO

[a nun cte obaBeluTeHn 0 pasnory oTkasvBara neta?
Were you informed about the reason why your flight was cancelled?

OA

YES

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

HE
NO

[a nn cte npumunu nomoh Ha aepoapomy o4 aBMO-NPEBO3nNoLIa UNn kerosor osnawheHor

npeactaBHmKa?
Did you receive assistance from the airline or its agent at the airport?

OA
YES
Koja Bpcta nomohwu Bam je noHyheHa?
What kind of assistance has been provided to you?
obpouwm
Meals

ocBexaBajyhu HanuTum
Refreshments CMeLUTaj (XOTen unun cnnyHo) (y cny4ajy kaga je 36or kawmera neta
HeonxogHo
06e36euTn npeHohuwiTe)
Place of accommodation (hotel or other) (in case the delay resulted in an overnight stay)
npeBo3 o aepogpoma Ao cMmelTaja (y cnydajy kaga je 3bor kalrera neta
HeomnxogHo 06e36eanTy npeHohuwTe)
Transfer between airport and place of accommodation (in case the delay resulted in an overnight stay)

cpeacTBa 3a KOMyHUKauujy (TenedoHCKM No3mBK, hake Nnn enekTPoHCKe Nopyke)
Communication facilities (telephone calls, fax or e-mail messages)

apyre ycnyre (HaBecTw):
Other services (please specify):

HE
NO
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[a nn cte nobunu HoBYaHy HakHagy 3a OTKasuBahe neta?
Did you receive any financial compensation for this cancellation?

OA
YES
M3Hoc:
Amount:
HE
NO

[a nn Bam je noHyheH n3bop namehy noepahaja HoBLa UNn NnpeycMepasara nyTta 4o Kpajser

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

OA

YES

onpegenuo cam ce 3a nospahaj HoBua
| chose the refund option

noHyheH mMu je noBpahaj HoBLIa 3a LernoKynaH U3HOC KapTe
| was offered a refund for the whole ticket price

noHyheH mu je noepahaj HoOBuUa 3a HeuckopuwheHe KynoHe 3a neT (HaBecTu
N3HOC)

| was offered a refund for non-used flight coupons [please specify]
onpenenno cam ce 3a npeycMmepaBame nyra:
| chose the rerouting option:

HE
NO
noHyheH je camo nospahaj HoBUa
Only refund was offered

noHyfheHo MK je NpeycMepaBara nyTa 4o Kpajwer ogpeauita (HaBecTu rae)

Only re-routing to my final destination was offered [please specify]
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YCKPARUBAHE YKPLIABAHA NMPOTUB BALLE BOJbE:
IN CASE YOU WERE DENIED BOARDING AGAINST YOUR WILL:

[a nu je aBno-npeBo3unay, No3sao 4OOPOBOSbLE KOjU CYy BOSbHM Aa 0AyCTaHy of pesepBauuje?
Did the airline call for volunteers?

OA
YES
HE NO

He 3Ham
| don’t know

Oa nn cte fobpoBOrbHO oaycTanu Aa ce ykpuare Ha neT?
Did you volunteer not to board the aircraft?

OA aKo CTe o4roBopunv NOTBPAHO He ofrosapare Ha crneaeha nuTawa
YES if so, the questions below do not apply

HE y OBOM Chy4ajy ogroBopute Ha cnegeha nutama

NO in this case, please answer next questions

[a nv je aBMo-nNpeBo3nnaL, yckpaTio ykpLaBake 13 pasnora 6e36eaHocTn 1 06e3benunBamsa,

30paBCTBEHMX pasnora unm 3dor Heogrosapajyhux nyTHux ucnpasa?
Did the airline refuse your boarding for reasons of safety, security, health or inadequate travel documents?

OA

YES

HE NO
He 3Ham
| don’t know

[a nu cTe ce ﬂpVIjaBl/IJ'II/I Ha n3naasy 3a ykpuaBah-€ npe BpemMmeHa KOje je Ha3Ha4Y€eHOo Yy KapTu 3a

yKpuaBare?
Did you present yourself at the boarding gate not later than the time indicated on your boarding pass?

OA

YES

HE
NO

,El,a nn cTte ,D,O6VIJ'1I/| nomoh o aBMO-NnpeBo3noLua nin HEerosor oBnawheHor npeancrtaBHUKa y cnyqajy
Aa Bawm je yckpaheHo ykpuaBawe?
Did you receive assistance from the airline or its agent after you were denied boarding?

OA

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

obpouwm
Meals

ocBexaBajyhu HanuTum
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Refreshments CMeLUTaj (XOTen Unun cNn4Ho) (y cny4ajy kaga je 3bor kalmera neta
HeonxogHo
06e36eauTn npeHohuwiTe)
Place of accommodation (hotel or other) (in case the delay resulted in an overnight stay)
npeBo3 0 aepodpoma Ao cMelTaja (y cryyajy kaga je 300r KalheHa neta
HeonxoaHo 06e36eanTu npeHohuwTe)
Transfer between airport and place of accommodation (in case the delay resulted in an overnight stay)

CpeacTBa 3a KOMyHUKauujy (TenedoHckn No3mBeK, hakc UM enekTPoHCKe Nopyke)
Communication facilities (telephone calls, fax or e-mail messages)

apyre ycnyre (HaBecTu):
Other services (please specify):

HE
NO

[a nn cte nobunu HoBYaHy HakHagy nowTo Bam je npotus Bawwe Borbe yckpaheHo ykpuaBare?
Did you receive any financial compensation after you were denied boarding against your will?

OA
YES
M3Hoc:
Amount:
HE
NO

Ha nn Bawm je noHyheH n3bop namehy nospahaja HoBUa 1M NpeycmepaBara nyTa 40 KpajHer
ogpeauwTa?
Were you offered the choice between a re-fund or a re-routing to your final destination?

OA
YES

onpepnenno cam ce 3a nospahaj HOBLa
| chose the refund option

noHyheH mMu je nospahaj HoBLia 3a LieroKynaH U3HoC KapTe
| was offered a refund for the whole ticket price

noHyheH mMu je nospahaj HoBLia 3a HeuckopuheHe KyrnoHe 3a net
| was offered a refund for non-used flight coupons

onpenenno cam ce 3a rnpeycmMmepaBare nyra:
| chose the rerouting option:

HE
NO

noHyheH je camo nospahaj HoBUa
Only refund was offered

noHyheHo M1 je NpeycMepaBara nyTa [0 Kpajiwber ogpeaviTta (HaBecTu rae)

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

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

npBYy Knacy
First Class

©un3HUC knacy
Business Class

[MyToBao cam:
| actually travelled in:

OU3HMC KNacom
Business Class
€KOHOMCKOM KIacom
Economy Class

[a nu cte pobunu HoBYaHy HakHady 3a CMeLUTaj Y HUXY Kracy ?
Did you receive any refund as a consequence of this downgrading?

OA
YES
M3Hoc:
Amount:
HE
NO

Konuko je nsHocmna ueHa Bawue kapte?
What was the price of your ticket?

HUzpame 01
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