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Flight delays 

If you experience flight delay while traveling, your rights are as follows, depending on the scenario; 

YYou have checked-in 
on time, but the 
airline expects a 

delay of: 
A. 2 hours or more in 
cace of flights having a 
block ime” of up 10 2 ¥ 
hours 
B. 3 hours or more in 
cace of flights having a 
block time* of more 
than 2 ¥ hours and up 
o 5 hours, or 
C. 4 hours or more in 
case of fiights not falling 
in the above two 
categories 

Your Right: 
‘You must be offered 
free of charge meals 
and refreshments, in 
relation to waiting time 

If your domestic flight 
is expected to be 
delayed by more than 

6 hours: 

Your Rights: 
A. rescheduled time 

should be communicated 
10 you more than 
24 hours prior to original 
scheduled departure time 

B. The airine chall offer 
an option of either an 
alternate fight within a 
period of 6 hourc or ful 
refund of ficket o you 

The airline 
experiences a delay 
in flight departure 

communicated more 
than 24 hours prior 
to its original 
scheduled time and 
if delay is more than 
24 hours or more 
than 6 hours for 
flights scheduled to 

depart between 
20:00 and 03:00 
hours: 

Your Rigl 
Free hotel 
accomodation 

n *Block Time i the total amount o ime 3 fight akes from pushing back from the deparkure gale to arving at e destindtion gae.



Flight cancellation 

Ailines must inform you of the flight cancellation at least two weeks before the 
scheduled time of departure and arrange atenate flight or refund as acceptable to you. 

You are informed You are not B. For flights having ~ B. You must 
of the flight informed as per ablock time of more  provide adeguate 
cancellationless  the above than 1hourandup  contact 
than two weeks provisions or have 1 and including information at the 
before but,upto  missed the 2hours, compencation  f booking, or 
24 hours of the connecting flight ~ ©f 37,500 or booked  &lse, no financial 
scheduled booked on the compencation 
departure time same ticket chall be payable 

number C. airiine 

Your Right: of aflight 

Your Rights: fo/from an airport 
The airine shall or terminal other 

than that for which 
you had bool 
the airline shall 

ost of 
ing you 

to/from that 

alowing you to 
or refund the tid 

block time of up to 
and including 1 hour, 
compensation of 

change at leact 6 
hours in advance, 
you chall be 
ecponsible for 

. making your own 
n relation o waifng ~ arrangements 
time 



Boarding denied due to over-booking 
TIC) —— ‘n@— [ . 
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Over-booking is when the number of passengers, who have been given confimmed bookings for fight 
travel and have reported for the flight well-within the specified time ahead of fight departure, is more than 
the number of seats available. In such a situation, the airine must first ask for volunteers to give up their 
seats soas to make seats available for other booked passengers to travel onthe flight, in exchange of 
such benefits as the airine, at ts own discretion, may wish to offer and provided that concemed airports 
have dedicated check-in facilities/ gate areas which makes it practical for the airfine to do so. 

An alternate flight 
scheduled to depart 
within one hour of the 
original scheduled 

departure time is 
arranged 

Your Right: 

You cannot hold the airine 

liable for any compensation 
for the misoed original fight 
on which you were denied 
bearding due to over booking 

The airline fails to arrange 
for an alternate flight 
scheduled to depart 
within one hour of the 
original scheduled 
departure time 

Your Rights: 

You must be compensated 
by the aifine as per the 
following provisions 
A. Compensation equal to 
200% of booked one way 
basic fare plus ailine fLel 
charge, subject to maximum 
of 310,000, f arline 

amanges an afterate fight 
scheduled to depart within 
24 hours of the booked 

scheduled departure 

B.Compencation equal to 
400% of booked one way 
bacic fare plus affine fuel 
charge, cubject to maximum 
of 2 20,000, i aiine 
aranges an attemate fight 
ccheduled to depart more 
than 24 hours of the 
booked ccheclied 
departure 
C. Refund of ful value of 
ticket and compencation 
equal to 400% of booked 
one way back fre plc 
aifne fuel charg, cubect to 
maximum of T 20000, if you 
do not opt for atiemate fight 

How long before you get your refund? 
A, rmedistel; f payment was mede by cach 
B. Within 7 dayc, i payment was made by 
credit card 

C. From the travel agent, if payment wac 
made through ravel agent



an 
or boarding to 

Cancellation charges 

At the time of booking, 

make sure to check the 
ticket cancellation 
charges. 

amount and itc break up 
ndicated on the 
orthrougha 

policy and 
al also 

be dlicplayed by the airines 
on their 

vo hours at alternat 

Your Rights: 

e bacic 
undable 

B. Option of holding the 
refund amount in credit 

shell by the aifines is your 
prerogative and not a 
default practice 
C. You are not liable to 
pay any additonal charge 
to process the refund 

D. You shall get your 
ticket refund in 
accordance with 
regulations of the aifine’s 
courtry of origin f the 
airline is a foreign carier 
operating to/from India 
E. At least one integrated 
display should be 
provided that includes the 
schedues, fares, rules 
and seat avallabilty of al 
participating carriers 
F. ffyou point out a 
legitimate correction of 
your name within 24 
hours of booking, the 
airline shall rot levy any 
additional charge to 
incorporate the correction



No-charge cancellation or amendment 
within 24 hours 
You can cancel or amend the ticket without any additional charges, 
within 24 hours of booking the ficket. This facilty is available up to 7 daye 
prior to the cpecified fight departure on the firct leg 

If you have a disability 

Your Rights: 

A. No aifine can refuse to carry you 
along with your assistive aids/devices, 
escorts and guide dogs 
B. All the necessary information about 

your specific requirements shall be 
obtained by the airiines at the time of 

ticketing/online booking processes 
C. You must notify the airines about 
your needs at least 48 hours prior to 
scheduled departure time 
D. I you are assisted by an escort, the 
airines shall make all reasonable efforts 

1o give him/her a seat next to you 
E. Cabin crew in charge must brief you 
before taking off on the emergency 
procedures, cabin layout and 
specialzed equipment on board the 
aircraft to cater to your nesds 

F. If you are being denied carriage 
bacic your dicabilty, the airine must 
cpecify in writng the reacons for came 
G. You hold the highest priority for 
transportation, including your escorts, i 
for any reacon off loading hac to be 
done by the aifine 
H. If you wich to travel without an 
eccort, you are not required to 
produce medical certifcate or il up 
cpecial forms 
1. You will be alocated convenient 
ceats and provided vith al relevant 
and avaible accictive devices within 
Indiia without any extra coct 
J. Arrangements for your quick 
clearance and baggage delvery chall 
be made by the airines



Medical emergency at airport 

33 Ambulance 

If you ever feel unfit or can sense a medical emergency, stay calm. 

Al the airports are equipped with the following: 

A Medical doctors B. Ambulance C. Medical support equipment 
D. Paramedical perconnel E. Expert handing of mecical emergencies 

In an unfortunate eventuality 
During International Travel: For Domestic Travel: 

A. In case of death of or bodiily injury o A. In case of death or bodily injury to a 
apascenger on board an aicraft, the  passenger on board an aircratt, airline 
airine s liable to pay damages up to ic liable to pay up to ¥ 20,00,000 per 
113,100 SDR per passenger passenger 
B. In cage of death inside the aircraft B. In case of death incide the aircraft 

due to natural causes, airline is not liable  due to natural causes, airine is not 

1o pay any compensation liable to pay any compensation



Lost, delayed or 
damaged baggage or cargo 

You can claim damages from the airlines only when the event which caused the loss, 
delay or damage took place on board the ircraft or during any period within which the 
checked baggage was in the charge of the carrier. 
Additionally, in case of unchecked baggage, the carrier is liable if the damage has 
resulted from its fault or that of its agents. 

International Carriage: Domestic Carriage: 

delay or camage to 
019 SDR iabity i im 

While you travel, your nee 



Your right to 
Information 
A. A clearly legible notice ic 
dicplayed at check-n, 
containing the folowing text, I 
you are denied boarding or if 
your fight is cancelled or 
delayed, ack at the checkin 
counter or boarding gate for 
the text ctating your rights, 
particularly with regard to 
compeneation and acsistance’ 
B. If you are denied boarding 
orafight i cancelled, the 
operating cartier muct provide 
you with a written notice 
setting out the rulec for 
compencation and acsistance 
in line with thic regulation. 
The contact details of the 
escalation mechanicm chall 
alco be given toyou inwriten 
form 
C. F you are vicually mpaired, 
the provision of thic articie 
chall be applied using 
aternative means 
D. Go through the copy of the 
Passenger Charter given 
along with your ficket It alco 
kept along with in-fight 
magazines and at aiports 
E. Arlinec are required to 
regularty cubmit data on 
number of cases of denied 
boarding, cancellations and 
delays on a monthly becis to 
DGCA. You can see the 
detalc on the DGCA portal 

v 
~ 

Your right to 
escalation 
A. You can lodge and claim 
compencation at help decke 
placed at arval and 
departure ctations or 
do <o electronically 
B. If you are not catisfied 
with the recolution of the 
arine you can fil the 
grievance on AitSewa app 
or portal 
C. F you are not caticfied 
with the recolution of 
grievance by aifine and/or 
Aircewa, you can complain 
to any ctatutory body/court 
et Up under relevant 
applicable laws 

Force 
majeure 
A. Afine wil not have the 
obigation to pay compensation 
in cases where the delayc and 
cancelations are caused by an 
evert of force majeure ie. 
extracrdinary dicumstances 
beyond the control of the 
aiine, the impact of which lead 
to the delay offights, and 
which could ot have been 
avoided even f all reaconable 
meacures had been taken by 
the aline. Such extraorainary 
circumstances may in 
particular, oceur due to political 
inctabilty, natural disaster, civi 
war inaurrection o ict, food, 
explocion, government 
reguiation or order affecting the 
aircratt, strikes and labor 
dicputes causing ceccation, 
slowdown or interruption of 
work or ary other factors that 
are beyond the control of the 
arine 
B. Addftionaly, airne wil also 
not be liable to pay any 
compencation in recpect of 
delay clearly attrbutable to air 
traffic control, meteordogical 
conditions, securiy ricks, or 
any other causes that are 
beyond the conrol of the aiine 
but which affect their abilty to 
operate fightc on schedue. 
Extraordinary circumetances 
should be deemed to exict 
where the impact of an air 
trafic management decision in 
relation toa particuler aircraft o 
several aircraftc on a particular 
day,gives rise to a long delay 
or delays, an overnight delay, or 
the cancellation of one or more 

S fights by that aircraft, and 
which could ot be avoided 
ven though the airne 
concemed had taken all 
reaconable measures to avoid 
or overcome the impact of the 
relevant factor and, therefore, 
the delays
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Www.airsewa.gov.in 
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