The United States Department of Transportation (DOT) released a new
reqgulation requiring airlines to promptly refund tickets and additional services
for flights to and from the United States under the following two
conditions:

. Passengers are affected by involuntary operational changes.
2. Passengers are identified as no-show at the departure of the booked
flight.

These provisions are effective October 28, 2024, and will apply to flight
cancellations, delays of over 6 hours, airport changes, increases in the number
of connection points, and/or downgrade to a lower class of service occurring
after the effective date.

What are the implications of this regulation for Travel Agencies?
Travel Agencies must:

1. Check for operational irregularities in your queues, specifically for
reservations issued to/from the United States.

2. ldentify passengers who did not show up for the booked flight and
were marked as no-shows.

3. Make a proactive refund request to avianca within the next 24 hours
for all bookings that meet DOT's conditions.

This communication is a legal instruction that is part of the contractual
and commercial obligations of the agency. Failure to comply with it may
result in penalties by the DOT and by the airline to the agency. Check the
Distribution Policy available on avianca trade for more information.

0 Including contact information from the passengers (email and
telephone fields*) is mandatory and allows the reception of
messages about possible operational irregularities.

*avianca will not use the contact information providen by the agencies for sales or
rarketing purposes.





