Damage Redress Procedure and Action Plan for Air Transport Users

According to Article 61 of the Aviation Business Act (Protection of Air Transport Users, etc.) and Article 64 of the
Enforcement Rules of the same Act, the following information is provided regarding Air Transport User Damage
Redress.

Damage Redress in Cases of:

1. Failure or delay of transport by aviation transporter

Loss and/or damage of checked baggage

Oversold flight tickets

Delayed payment of refund for cancelled flight tickets

Unable to board due to lack of information on boarding gate, flight number, etc

Missing mileage caused by air carrier’s’ negligence

Mileage expired without airline’s prior notice

Troubled boarding due to lack of Facilities of the Handicapped required by the Act of Promotion of the
Transportation Convenience for the mobility handicapped
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However, redress will be exempt in cases where the air traffic operator can prove that the damages were
caused by unavoidable circumstances such as adverse weather conditions, unexpected measures for safe
operation and maintenance, natural disasters, or flight connections*, etc.

*|ssues with flight connections are as follows:

e Air Traffic Control delays approval for reasons such as airplane standing by for take-off or remaining in the air, etc.
e  Flight delay due to acts of terrorism, contagious diseases, etc.

e  Flight delay due to problems with airport facilities

e  Other conditions acknowledged by the director of local aviation office

Damage redress reception desk set up and operation

1. Office and Mailing Addresses:
e Seoul Office: Cathay Pacific Airways
10th Floor, Tower A, K-Twin Towers,50 Jong-ro 1-gil, Jongno-gu, Seoul, Republic of Korea, 03142
e Incheon International Airport Office:
Room 2082, Incheon International Airport 272 Gonghang-ro, Jung-gu, Incheon, Republic of Korea,
22382
2. Phone:
e 1644-8003 (Customer Care Department)

3. Roles and Responsibilities of the Damage Redress Team:
e Airport Services Office: Redress Application Reception Counter
e Reservation Team: Inquiries regarding damage redress
e Website: Submission of complaints and suggestions
e Processing Time: Typically, 14 days from receipt, up to 60 days for exceptional cases
e Result Notification: Via the email provided at submission



https://www.cathaypacific.com/cx/en_KR/contact-us/complaints-and-suggestions.html

Procedure for Damage Redress
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Cathay Pacific is committed to processing damage relief applications promptly and fairly. However, if the
applicant disputes the result, please note that, in accordance with the regulations of the Korea Consumer
Agency, applications submitted to us cannot be transferred. We kindly ask for your understanding. For further
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damage relief requests, please submit a new application directly to the Korea Consumer Agency.
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However, redress is not provided if the damage is due to uncontrollable circumstances, such as meteorological conditions,
flight connections, unforeseen maintenance for safe flight operations, natural disasters in the course of airport operations, etc
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| hereby confirm that this application for damage redress has been received based on Aviation Business Act §61 and Aviation Business Act Enforcement Regulations §64
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| hereby apply for damage redress based on Aviation Business Act §61 and Aviation Business Act Enforcement Regulations §64
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