Lufthansa Customer Service Plan








Preamble





Lufthansa is operating more than 540.000 flights and carrying over 45 million  passengers per year.  We are one of the leading airlines in the airline industry and the expectations of our customers are understandably high.


 


The rising number of passengers  encourages us in our continuing effort to offer the best customer service possible. It is Lufthansa’s aim to make every flight a safe and pleasant experience and further enhance customer comfort on the ground and in the air.  





The Lufthansa Customer Service Plan is another step to reach this goal. It has been developed  to reflect  our commitment to treat our customers in a fair, courteous and prompt manner and to provide them with clear information about what they can expect us to do, particularly during the occasional, inevitable irregular operations.


 


The plan contains specific, voluntary service commitments and addresses  all areas of  travel experience from making a reservation to deplaning at the final destination. 





The Lufthansa Customer Service Commitments listed below will clearly state our  policies. In addition they will allow us to act promptly when we fail to meet our customer’s expectations. 


 











1.	Offer the Lowest Fare Available





�Lufthansa commits to offer customers who call our Lufthansa‘s Reservation Call Centers or check Lufthansa’s own web site the lowest appropriate fare for which they are eligible available through the respective channel, depending on the choice of day, time, routing and available seats on the aircraft.





If specific information about travel requirements cannot be provided by the customer, the representative will provide a range of fares to meet the customer’s general needs.





The customer will always be informed by Lufthansa about the applicable fare and any other applicable fees, charges and taxes.





Please note that at the time the fare is quoted, lower fares may be available through other distribution channels.


























2.	Honour the Agreed Fare after Payment





Once payment for the ticket has been made, no fare increase will apply for the date, flight and class of service booked for the ticketed itinerary. However, any change in fees, charges and taxes may be subject to additional payment or refund.











3.	Notify Customers of Known Delays, Cancellations and Diversions





Lufthansa will provide customers at the airport and onboard an affected aircraft, in a timely manner, the best available information regarding known delays, cancellations and diversions.





It is our policy to contact our customers in advance, whenever reasonable and if a phone number is available.


 


Customers can always access the arrival and departure information by calling the Lufthansa Reservation Center, via the Lufthansa Internet Pages or by using the Lufthansa WAP Services and SMS.





When cancellations or delays of more than two hours are experienced, the customer will be rerouted on our next flight or that of a Star Alliance Partner with available seats. If the delay or cancellation was not caused by armed conflicts, severe weather conditions, long term ATC strike or force majeur and the duration will exceed one hour we will provide refreshment and or meal allowances, availability subject to local infrastructure and airport facilities. 


If in such cases we do not get the customer to his final destination on the expected arrival day and ground transportation is not reasonable or available, we will provide hotel accommodations at Lufthansa contracted facilities, subject to local availability. 





In most cases, passengers affected by a flight irregularity need to communicate the delay to someone at their point of destination. Lufthansa will ensure that such messages are forwarded to the final destination and will meet the expenses of transmitting messages to notify a person / company at the destination and/or  to cancel or rebook a hotel reservation.











4.	Provide On-Time Baggage Delivery





Lufthansa has devoted extensive resources and efforts to ensure that our customers and their bags travel on the same flight. 





In case a bag is missing or remains unclaimed, we will make every reasonable effort to locate and return the bag in 24 hours or less within Europe, using a comprehensive system and process to trace the missing baggage and notify affected customers. Returning the baggage may take longer on international flights due to flight duration, frequency of flights, or Customs & Immigration procedures.


Meanwhile our Baggage Services Representatives will provide customers with an envelope containing a copy of the Property Irregularity Report, a Customer Property Claim form, interim expense reimbursement information, baggage liability limitation information, a telephone number of the Lost & Found Office at the Airport, and the direct internet access information. Those Lufthansa Customers for whom a property irregularity report was issued at German stations are provided directly with the telephone number of the Lufthansa Baggage Call Center (BBC) in Berlin for further information and contact.





Information about the status of the missing baggage is directly available to the customer by using Internet access. When a bag is recovered, we will attempt to arrange delivery to the customer at Lufthansa´s expense at a convenient time if the customer is not located at a remote location.











5.	Baggage Liability





Domestic travel is defined as travel in which the itinerary remains within Germany. Lufthansa will  reimburse up to € 1636  for delayed, lost or damaged checked baggage, regardless of the weight. 





International travel is defined as travel in which the itinerary contains travel outside Germany. We will reimburse up to € 27.35 per Kilo. (USA: USD 20) based on the weight of the piece of baggage concerned.





The specific procedures for issuing baggage claims will be provided to the customer at the time a claim is filed. A complete list of the limitations and exclusions is given in our conditions of carriage and is available upon request.











6.	Allow Telephone Reservations to be Held or Cancelled





Lufthansa will allow customers to hold a telephone reservation made directly with the airline without payment for a minimum of 24 hours. 





Also consider that in some cases such as  all ”Instant Purchase/Ticketing”  products through Lufthansa’s web site or ticket vending machines, customers will be required to make the purchase at the same time they make a reservation.











7.	Provide Prompt Ticket Refunds





In case a ticket was directly purchased form the airline and if the conditions of the fare entitle the passenger to a ticket refund, Lufthansa will issue refunds within 7 business days for credit card purchases and within 20 business days (1 month) in case of cash or cheque payments, after presentation of complete documentation for all purchases, irrespective of the form in which the payment has been made. 





Please note that this deadlines cannot be guaranteed in case other airlines are included in the ticket, where further consultation becomes necessary, or in case of tickets paid for in countries with currency restrictions.





Of course, we will always do everything within our power to speed up the refund process for the customer’s convenience.





Any taxes, fees and charges collected with the fare and shown on the ticket will be refundable in case the ticket is not used.





* Minor subsidiary points are still in transformation








8.	Provide Proper Assistance to Passengers with Disabilities


	and Special Needs





We will make every reasonable effort to transport and provide assistance to all customers, particularly those with special needs.





Customers with Disabilities may request through reservation representatives  assistance while travelling, such as transportation to and from gates either by wheelchair or, in several locations by electric cart, boarding assistance, accommodation for certain medical requirements and dietary needs on board. At our hub Airports (Frankfurt, Munich) we hold waiting lounges designed for the special needs of passengers with disabilities and unaccompanied minors. We have a team of employees who regularly consult with disability advisory groups on how we can improve the quality of our service. 





Children between 5 and 11 years old who are travelling alone need to hold a confirmed reservation as an Unaccompanied Minor. At the airport they will be escorted onboard the aircraft by a Lufthansa representative and introduced to the Flight Attendant before being escorted to their seat.





On longhaul flights we offer special Child Meals to be ordered with reservation.


For entertainment our Flight Attendants will provide children with toys and reading material on board.





Upon arrival the minor will be escorted  off the aircraft by one of our representatives and will be released only to another Lufthansa representative or to those persons named on the Special Service Form. Identification will be required.











9.	Meet Customers‘ Essential Needs during Long On-Aircraft Delays





We will provide full and timely information regarding the status of a flight if there is a long delay after customers have boarded or after the plane has landed. 





While on board we will provide for customers essential needs such as food, beverages, air conditioning and restroom facilities.





On request the captain may allow customers to use cellular phones and laptop computers in accordance with safety and governmental regulations.





During the waiting time the Flight Crew will make every reasonable effort to respond to the customers special needs if available and possible.




















10.	Take the Necessary Measures to Speed up Check-In





To speed up check-in procedures for customers  we offer a variety of check-in possibilities such as, telephone / fax check-in, WAP check-in and WEB check-in. Airports and telephone numbers are indicated in the Lufthansa Time Table. In addition it is important to pick up the boarding pass within the specific communicated check-in deadlines to avoid being denied a seat. 





For customer’s convenience at the airport, Lufthansa offers at all German airports and at a large number of international airports automated Lufthansa check-in terminals with guided assistance if needed. They can be used for multiple leg journey and return flights, some of  them even to check-in baggage. 





The Lufthansa check-in counters are dedicated to customer’s travelling classes and offer the possibility to check-in for all Lufthansa flights.











11.	Reduce the Number of Passengers who are Involuntarily Denied Boarding





When a flight is expected to be oversold, our Airport representatives will first ask for volunteers who are willing to give up their seats in exchange for compensation in cash or a higher amount in from of compensation vouchers which can be used for purchasing tickets, surcharge for a change of class, paying excess baggage or purchases on board and in the Lufthansa Sky Shop, as well as transportation on a specified later flight. In addition we will offer transportation on a specified later flight, meals and hotel accommodations will be offered when appropriate.











12.	Information to Passengers regarding Lufthansa‘s Commercial and�Operational Conditions





Besides all relevant information in connection with the passenger travel plans, Lufthansa sales representatives will always provide passengers upon request with a variety of information related to the Lufthansa fleet, aircraft configuration, seat size and pitch, and other conditions of carriage as well as details from the frequent flyer program, to mention just a few.





�Lufthansa will always make available for its passengers the following information relevant to their journey:  





I.	Planned scheduled time of departure and arrival of the flights


II.	Airport / terminal of departure and arrival


III.	Number of en-route stops


�IV.	Any change of aircraft, terminal or airport


V.	Any conditions attached to the fare to be paid


VI.	Name of airline and flight number


VlI.	Confirmation of flight times


VIII. Free baggage allowance


IX.	Cabin baggage allowance





Upon request (for own services and where available for services operated by other carriers):


I.	Aircraft type scheduled to be operated on the route and seat pitch


II.	Services normally offered on board


III.	Facilities for passengers with special needs, and any charge made for using�them, if applicable


IV.	Whether specific seats can be allocated or pre-booked


V.	Charges for excess baggage


VI.	Conditions of carriage


VII.	Details of our frequent flyer program








Please contact Lufthansa Reservation for further details.








* Minor subsidiary points are still in transformation








13.	Ensure Information from Code Share Partners





In case of a flight offered with a Lufthansa Flight Number but operated by another partner airline under a code share agreement, Lufthansa will inform passengers about the name of the airline actually operating the flight.





The passengers will be informed upon reservation, whenever such reservation is made through one of Lufthansa’s own distribution channels like Lufthansa’s own offices, Call Centers or web site, and at the airport upon check-in.





In case of reservations made through a channel which is not under the direct control of Lufthansa, i.e. travel agencies and web sites other than Lufthansa’s own web site, Lufthansa will remind travel agents and web sites‘ operators to systematically inform passengers upon reservation that their contract is with the marketing airline, i.e. the airline whose designator appears on the flight coupon or routing slip next to the flight number.





Whenever available, this information will also be offered in case of flights operated through franchise and wet leasing partners, as well as for code share flights offered by other airlines under their own flight number.











14.	Be more Responsive to Customer Complaints





Lufthansa will respond to customer complaints within 28 days from the date of receipt.





Please note that whenever extensive research is needed to respond responsibly we cannot guarantee a final answer within that period of time. In these cases we will provide our customers with an interim reply where we acknowledge the receipt of the concern and giving the reason for delay. 





Customer complaints can be addressed  directly to Lufthansa via the Lufthansa website. Lufthansa will publish a generic postal address and fax number  to contact the Customer Service Function. In addition,  we will give contact information in our timetables.


 


It is Lufthansa´s policy to reply to all Customer contacts. To ensure a high standard of responsibility, Lufthansa has  established service guidelines to ensure  the keeping of time limits.











		











