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Yolcu Haklari Bilgilendirmesi
(TURKIYE)

Degerli Misafirlerimiz,

SunExpress’te yolcularimizin memnuniyeti her seyden 6nce gelir. Tiim SunExpress ekibi, uguslarimizda sizi
gideceginiz yere giivenli bir sekilde ve zamaninda ulastirmak igin islerini biiyiik bir 6zveriyle yapar. Ancak,
havacilik sektériinde zaman zaman ongoriilemeyen aksakliklar yasanabilmektedir. Bu durumundan
miimkiin olan en az seviyede etkilenmeniz icin elimizden geleni yaptigimizi bilmenizi isteriz.

Bu metin size haklarinizla ilgili detayl bilgi vermek amaciyla hazirlanmistir. Onaylanmig bir bilet
rezervasyonunuz varsa ve ugusunuza katilmak i¢in zamaninda check-in kontuarinda ve ucgaga binis
kapisinda bulunduysaniz ancak ucgusa kabul edilmeme, ugus iptali veya erteleme durumu s6z konusu
olduysa “Hava Yolu ile Seyahat Eden Yolcularin Haklarina Dair Yonetmelik” (“Yolcu Haklan Yonetmeligi”)
kapsaminda haklarinizdan yararlanabilirsiniz. iletisim bilgilerinizi paylasmak istememeniz veya yanlis bilgi
paylasmaniz durumunda sirketimizin bu durumdan sorumlu tutulamayacagini hatirlatmak isteriz.

Yolcu Haklar Yonetmeligi kapsaminda hareket kabiliyeti kisith yolcularimiza ve yalniz basina seyahat eden
¢ocuk yolcularimiza (UM) ihtiya¢ duyduklari 6zel hizmetler havalimani c¢alisanlarimiz tarafindan
verilecektir.

Talebinizin bu metinde belirtilen haklariniz dogrultusunda karsilanmadigini diislinliyorsaniz
www.sunexpress.com/tr/bilgi/yardim/yardim-iletisim/ sayfasinda yer alan iletisim Formumuz iizerinden

bizimle iletisime gecmenizi rica ederiz.

Yolcu Haklari Yonetmeligi ile ilgili detayli bilgiye linkten ulasabilirsiniz:
https://www.sunexpress.com/tr/bilgi/yolcu-bilgilendirme/yolcu-haklari/

Saygilarimizla,

SunExpress Hava Yollari
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I. SunExpress tarafindan dizenlenen Tirkiye’deki havaalanlarina/

havaalanlarindan gerceklesen ucguslarda onaylanmis rezervasyon
numarasi oldugu halde ug¢aga kabul edilmeme durumunda verilecek
tazminat ve hizmet kosullari

A. Bu durum Yolcu Haklari Yonetmeligi kapsaminda yolcularin saglk, emniyet, giivenlik, uygun olmayan
seyahat belgeleri gibi sebeplerle ugusa kabul edilmemeleri i¢cin makul gerekgelerin bulundugu durumlar
hari¢ olmak lizere, ugusa kabul edilmek iizere onaylanmis rezervasyon kaydi olan gecerli bir bilete sahip
olmalarina ragmen ugaga kabul edilmemesi anlamina gelmektedir. Ugaga kabul edilmeme durumunun
ongoriilmesi halinde dncelikle ilgili seferdeki rezervasyonundan feragat edecek goniilliiler aranacaktir.
Gonilli olmayi kabul eden yolcularimiza gerekli bilgiler yetkili SunExpress istasyon goérevlisi veya yetkili
yer hizmet kurulusu gorevlisi tarafindan verilecektir. Goniilliilere ayrica asagidaki seceneklerden biri
saglanacaktir:

(a) Bilet licretinin iadesi ve yolcunun seyahat baslangi¢ noktasina licretsiz gétiiriilmesi veya
(b) Son varis yerine glizergah degisikligi saglanmasi veya

(c) Yolcunun uygun gorecegi daha sonraki bir tarihte, benzer tasima sartlari altinda gilizergah
degisikliginin yapiimasi.

B. Yolcularimizin iradeleri disinda ugaga kabul edilmemeleri durumunda
(a) Yolcularimiz TABLO 1’de belirtilen miktarlarda tazminata hak kazanacaktir.
(b) Geri 6deme veya giizergah degisikligi hakki icin asagidaki se¢eneklerden biri saglanacaktir.
(i) Bilet licretinin iadesi ve yolcunun seyahat baslangi¢ noktasina iicretsiz gotiiriilmesi veya
(ii) Son varis yerine giizergah degisikligi saglanmasi veya

(iii) Yolcunun uygun goérecegi daha sonraki bir tarihte, benzer tagima sartlan altinda giizergah
degisikliginin yapilmasi.

(c) Duruma gore TABLO 2’ de belirtilen hizmetlerden de iicretsiz yararlanmaya hak
kazanacaklardir.
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Il. SunExpress tarafindan dizenlenen Tiirkiye’deki Havaalanlarina/
havaalanlarindan gerceklesen ucguslarda onaylanmis rezervasyon
numarasi oldugu halde ucgusun iptal edilmesi durumunda verilecek
tazminat ve hizmet kosullar

A. Yolcu Haklari Yonetmeligi kapsaminda bir ugusun iptal edilmesi durumunda

(a) Etkilenen yolcularimiza asagidaki seceneklerden biri saglanacaktir:
(i) Bilet licretinin iadesi ve yolcunun seyahat baslangi¢ noktasina licretsiz gotiriilmesi
veya
(ii) Son varis yerine giizergah degisikligi saglanmasi veya
(iii)  Yolcunun uygun gorecegi daha sonraki bir tarihte, benzer tasima sartlari altinda
glizergah degisikliginin yapilmasi.

(b) Duruma gore TABLO 2’ de belirtilen hizmetlerden de licretsiz yararlanmaya hak
kazanacaklardir.

B. Yolcu Haklari Yonetmeligi kapsaminda asagidaki kosullarin gerceklesmesi durumunda yolcularimiz
TABLO 1’ de belirtilen miktarlarda tazminata hak kazanacaktir:

(a) Yolcular, planlanan hareket zamanindan en az iki hafta 6ncesinde iptalden haberdar
edilmedikleri takdirde veya

(b) Planlanan hareket zamanindan iki hafta ila yedi giin 6ncesinde iptalden haberdar edilmedikleri,
kendilerine planlanan hareket saatinden en fazla iki saat 6nce kalkislarina ve son varis yerlerine
planlanan varis saatinden en fazla dort saat sonra ulasmalarina olanak veren gilizergah
degisikligi teklif edilmedigi siirece veya

(c) Planlanan hareket saatinden yedi giinden kisa zaman oncesinde iptalden haberdar edilmedikleri
ve planlanan hareket saatinden en fazla bir saat 6nce ayrilmalarina ve son varis yerlerine
planlanan varis saatinden en fazla iki saat sonra ulagmalarina olanak veren giizergah degisikligi
teklif edilmedigi siirece. Ancak s6z konusu iptalin sirketimiz tarafindan tiim tedbirlerin
alinmasina ragmen olaganiistii haller nedeniyle gerceklesmesi durumunda yolcularimiz bu
maddede belirtilen tazminat haklarindan yararlanamayacaktir. Yolcu Haklari Yonetmeligi
kapsaminda 6denebilecek olan tazminat, yolcular lehine diger kanun ve diizenlemelerde
ongoriilebilecek olan tazminatlardan mahsup edilecektir.

e OG Form 045-Rev.06-12APR2023

sunexpress




lll. SunExpress tarafindan diizenlenen Tiirkiye’deki havaalanlarina/
havaalanlarindan gergeklesen ucguslarda onaylanmis rezervasyon
numarasi oldugu halde uzun siireli tehir olmasi durumunda verilecek
tazminat ve hizmet kosullari

A. Sirketimiz tarafindan planlanan hareket saatinden itibaren etkilenen yolcularimiza asagidaki
seceneklerden biri saglanacaktir:

(a) 1500 kilometreden (1500 km dahil) daha kisa ve i¢ hatlardaki uguslar i¢in iki saat veya daha fazla;
(b) 1500 ile 3500 kilometre arasi uguslar igin li¢ saat ve daha fazla;
(c) 3500 kilometreden daha uzun uguslar icin dort saat veya daha fazla;

gecikmenin 6ngoérilmesi durumunda yolcularimiz TABLO 2’deki 1 (a) ve 2 bendine uygun olarak,
hizmetlerden Ucretsiz olarak yararlanma hakkina sahip olacaklardir.

B. Beklenen hareket saati, 6nceden ilan edilmis hareket saatinden sonraki giin veya giinler igerisinde oldugu
takdirde, yolcularimiz TABLO 2’deki tiim haklardan licretsiz olarak yararlanma hakkina sahip
olacaklardir.

C. Gecikme en az bes saat oldugunda yolcularimiz ugustan vazgegmek kaydi ile, bilet  {icretinin tamamini

iade alma ve seyahat baslangi¢ noktasina licretsiz gotiiriilme hakkina sahip olacaktir.

(a) Yolculara glizergah degisikligi, bilet gecerlilik sliresince son varis yeri degistiriimeden ve giin
kisitlamasi yapilmaksizin ve bos koltuk durumu dikkate alinarak yolcunun uygun gorecegi tarihe licret
tahsil edilmeksizin yapilir. Yolcular konaklama hakkindan yararlanmak igin isletme tarafindan sunulan
ilk ugusu kabul etmek zorundadir.

TABLO 1
TAZMINAT KOSULLARI TAZMINAT TUTARI*
i¢ Hat Uguslar 100 Euro
Dis Hat Uguslar
(a) (lfé)(;)(;(':qv;;/s”c)laha kisa tim uguslar igin 250 Euro
(b) | 1500 ile 3500km arasi uguslar igin 400 Euro
(c) | 3500km'den daha uzun uguslar igin 600 Euro

*Son varis noktasina varis zamani 2 (a) icin 2 saat,2 (b) icin 3 saat ve 2 (c) icin 4 saati asmayan bir alternatif ucus teklif edilmesi
halinde tazminat oranlari %50 oraninda dustrulr.

TABLO 2

HizZMET TURU

HiZMET iCERIGi

1 |(a) ikram

(i) 2-3 saat gecikmelerde

Makul 6lgtide sicak ve soguk icecekler

(i) 3-5 saat gecikmelerde

Sicak ve soguk icecekler ile glinlin zamanina gore kahvalti veya yemek

(iii) 5 saat ve Uzeri gecikmelerde

Sicak ve soguk icecekler ile glinlin zamanina gore kahvalti veya yemek, ilave
sicak ve soguk icecekler ile ilave hafif ara yemegi

(b) Konaklama

Bir veya daha fazla konaklama gerektiginde otelde veya uygun bir
konaklama tesisinde konaklama

(c) Transfer

Havaalani ve konaklama yeri arasinda ulasim
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Ny
SunExpress Passenger 4
Rights Guide (TURKiYE)

SunExpress

Dear SunExpress Guest,

At SunExpress, customer satisfaction is our top priority. The entire SunExpress team works devotedly to
get you to your destination safely and on time on your flight with us. However, unexpected flight
disruptions may occasionally occur in aviation. Please rest assured that we are doing everything we can to
minimize the impact of this situation on you.

This text has been prepared in order to provide you with detailed information on passenger rights. In case
of any flight irregularities (e.g. denied boarding, flight cancellation or delay), you can benefit from your
rights stipulated by the "Regulation on the Rights of Passengers Traveling by Air" ("Passenger Rights
Regulation) provided that you have a confirmed ticket reservation and arrive at the check-in counter and
boarding gate on time. We would like to remind you that our company cannot be held responsible if you
do not share your contact information with us or provide us with incorrect information.

Special services are provided to passengers with reduced mobility and unaccompanied children by our
airport staff in accordance with the passenger rights regulation.

If you think that your request has not been met in accordance with the passenger rights indicated in this
text, we kindly ask you to contact us via our Contact Form at
www.sunexpress.com/tr/bilgi/yardim/yardim-iletisim/

You <can find detailed information about the Passenger Rights Regulation at
https://www.sunexpress.com/tr/bilgi/yolcu-bilgilendirme/yolcu-haklari/

Thank you for choosing to fly with us.
Best regards,

SunExpress Airlines
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|. Terms and conditions for compensation and services in the event of

denied boarding of passengers holding confirmed reservation numbers
for flights from/to airports located in Tlirkiye.

A. Denied boarding will mean refusal of a passenger/passengers for a flight although they have presented
a valid ticket with a confirmed reservation, except where there are reasonable grounds to deny boarding
such as reasons of health, security, safety, orinadequate travel documentation. When a denied boarding
occurrence can reasonably be expected, a request will be made for volunteers to relinquish their spaces
first. Additional information will be provided by the SunExpress station personnel or the authorized
ground handling company to the volunteers. Furthermore, volunteers will be offered one of the
following:

(a) a refund of the full fare of the ticket and a return flight to the first point of departure; or

(b) a re-routing to the final destination; or

(c) a re-routing under similar transportation conditions to the final destination on a date suitable to
the passenger.

B. In the event that the boarding of the passengers is denied involuntarily
(a) Our Passengers will be provided with Compensation in the amounts stated in TABLE 1.
(b) For the right to reimbursement or re-routing, one of the following will be offered:
(i) a refund of the full fare of the ticket and a return flight to the first point of departure; or
(ii) a re-routing to the final destination; or

(iii) a re-routing under similar transportation conditions to the final destination on a date
suitable to the passenger.

(c) Based on the circumstances, services stated in TABLE 2 will be provided free of charge.
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Il. Terms and conditions for compensation and services in the event of
flight cancellation for passengers holding confirmed reservations for
flights from/to airports located in Tiirkiye.

A. In cases where a flight is cancelled within the scope of the passenger rights regulation
(a) affected passengers will be offered one of the following:

(i) a refund of the full fare of the ticket and a return flight to the first point of departure;
or

(ii) a re-routing to the final destination; or

(iii)  a re-routing under similar transportation conditions to the final destination on a date
suitable to the passenger.

(b) Based on the circumstances, services stated in TABLE 2 will be provided free of charge.

B. Our passengers will be provided with compensation in the amounts stated in TABLE 1 in cases of the
following occurrences within the scope of the passenger rights regulation

(a) In the event that passengers were not informed of the cancellation a minimum of two weeks
prior to the departure time; or

(b) if they were not informed of the cancellation two weeks to seven days prior to the planned
departure time, and not offered a route change which allows them to depart a maximum of 2
hours before the planned departure time and arrive a maximum of four hours from the planned
arrival time; or

(c) if they were not informed of the cancellation at least seven days before the planned departure
time and not offered a route change which allows passengers to depart a maximum of 1 hour
before the planned departure time and arrive a maximum of two hours from the planned arrival
time.

Although our company takes all possible precautions, in the event that it can prove that force majeure
caused the cancellation, it will not be liable to pay compensation in accordance with the provisions of
this Article. The compensation payable under the passenger rights regulation will be appropriated
from the compensation arising out of other laws and regulations in favor of the passengers.
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Ill. Terms and conditions for compensation and services in the event of
a long delay of flights of passengers holding confirmed reservations for
flights from/to airports located in Turkey.

A. As of the planned departure time of a flight, our passengers will be provided with the services stated in
item 1. (a) and item 2 in TABLE 2 free of charge, in the event that the delay:

(a) is two or more than two hours for flights shorter than 1500 kilometres (including 1500 km) and for
domestic flights;

(b) is three or more than three hours for flights between 1500 and 3500 kilometres (including 3500 km),
(c) is four or more than four hours for flights longer than 3500 kilometres.

B. Our passengers will be provided with the services stated in the TABLE 2 free of charge, if the expected
time of departure is within the day or days after the announced time of departure.

C. Our passengers will be refunded the full ticket fare and a return flight to a first point of departure will be
provided, when the delay is at least five hours.

(a) Route changes for passengers are made without any charge to the date that the passengers
appropriate, without changing the final destination during the validity period of the ticket, without
making any day restrictions, taking into account the empty seat situation. Passengers have to accept the
first flight offered by the operator in order to benefit from the accommodation right.

TABLE 1

CONDITIONS FOR COMPENSATION COMPENSATION AMOUNT*
1 | For Domestic Flights 100 Euro

2 | For International Flights

(a) Flights not exceeding 1500 km (1500 km 250 Euro
included)

(b) | Flights between 1500 — 3500 km. 400 Euro

(c) | Flights longer than 3500 km 600 Euro

*In the event that passengers are offered an alternate flight which does not exceed the planned arrival time the reservation of which is made 2
hours for 2 (a), 3 hours for 2 (b), and 4 hours for 2 (c), the compensation envisaged will be reduced by 50%.

TABLE 2
SERVICE TYPE SERVICES
1 | (a) Meal and Refreshment
(i) delays between 2 and 3 hours Hot and cold beverages at reasonable amounts
(ii) delays between 3 and 5 hours Breakfast or lunch depending on the time of the day in addition to hot
and cold beverages.
Additional hot and cold beverages and an additional snack in
(iii) delays for 5 hours and more addition to hot and cold beverages and breakfast or lunch depending
on the time of the day
One or more than one night’s accommodation is necessary,
(b) Accommodation accommodation at a hotel or at an appropriate accommodation
facility.
(c) Transfer Transfer between the accommodation and airport
— Two telephone conversations, fax messages or e-mail services
2 | Communication . . S
without any time limitation may be offered.
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