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Nadine Landry

From:

Sent: Tuesday, March 24, 2020 11:22 PM
To: Info

Subject: Refund complaint

Attention Canadian Travel Agency:

[ was planning a trip to Toronto and was to leave on April 22, 2020. The event [ was planning to go to was
cancelled because of the pandemic we are facing. Due to this unfortunate situation I had to cancel my flight
with Westjet. The money that [ paid has now been returned to my travel bank account with Westjet.

I phoned this evening to see if it was possible to put the $583.96 in my travel bank account and put it back
credit card. The agent told me that she could not do that for me.

[ told her that [ am not a frequent traveller and that at the moment the money would be more useful to buy food
and pay bills as I will be struggling to do this since the Covid19 pandemic has put much stress on me and my
situation. She said I would have to make a complaint to your agency.

I look forward to hearing from you to see if Westjet would make an exception and transfer the money from
the travel bank and put on my credit card in this situation. I would really appreciate if this could be done.

Kind regards
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Nadine Landry

From:

Sent:

To: Info

Subject: RE: EXTERNAL: RE: Westlet Not Refunding Customers
Hello,

Westlet is consistently refusing me a refund, and they are only offering travel credits for a future date. Which is
AGAINST THE LAW.

| am not asking for any extra compensation for inconvenience like you’ve outlined they are exempt from below. All |
need is a full refund to my credit card.

As you have stated, Westlet still must complete the passenger’s itinerary. As they are not able to do so due to COVID-19,
they must provide the customer a full refund in the method of payment originally used.

Please see below an excerpt from an article on Airpassengerrights.ca, and I've also included the link to the full article for
you to view.

“The agent may tell a caller that they do not have a right to a refund - when what has been reduced is
the kind of compensation we used to expect if a flight was changed. Some passengers are told that
due to a Canadian Transportation Agency (CTA) Determination, the airline does not need to issue a
refund and that the obligation to offer a full refund was cancelled by the CTA.

Which is untrue. What has changed is the option to receive extra compensation on top of a refund.
Once upon a time, if the airline delayed your flight, you would be able to receive some compensation.

The CTA Determination also means passengers cannot expect to be placed on the flight of another
carrier that the original airline does not have a commercial agreement with.

Which does not mean that passengers are not able to ask for a full refund and to reject a credit, if the
airline changes your original reservation flight times. You are eligible to receive a refund.”

Please advise. Clearly by law, Westlet must provide a full refund in the method of payment | used.

Regards,

From: Info <Info@otc-cta.ge.ca>
Sent: Wednesday, “I\/Iarch 18,2020 1:34 PM
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Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations provide a list of situations considered 'outside the air carrier's control’,
including medical emergencies and orders or instructions from state officials. The CTA has identified a number of
situations related to this pandemic that are considered "outside of the air carrier's control'. These include flight
disruptions to locations that are covered by a government advisory against travel or unnecessary travel due to COVID-
19.

In these situgtions, air carriers would not be required to provide standards of treatment or compensation for
inconvenience. However, they would have to make sure the passenqger completes their itinerary.

cancellations or delays will be adjusted, to provide air carriers with more flexibility to modify schedules and combine
flights. Air carriers will be aliowed to make schedule changes without owing compensation to passengers until 72 hours
before a scheduled departure time (instead of 14 days), and air carriers will be obligated to compensate passengers for
delays on arrival that are fully within the air carrier's control once those delays are 6 hours or more in length (instead of 3

The CTA has also exempted air carriers from offering alternative travel arrangements that include flights on other air
carrier's with which they have no commercial agreement.

If you would like to file a complaint with the CTA, you can do so here: https://rppa-appr.ca/eng/file-air-travel-complaint

Best,

info@ Team
Office des transports du Canada / Gouvernement du Canada

Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Subject: Westlet Not Refunding Customers

Hello,

My name is [ liv

March 19" to 26", 2020.

and had booked a trip with Westjet through Expedia, to Mexico from

Obviously due to Coronavirus, Justin Trudeau shutting down international flights, and Westjet cancelling all
International/Transborder flights after March 22™, 2020 | had to cancel my trip.
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However, Westjet is now refusing to provide me a refund in the method which | paid {Credit Card) and are only
offering a travel credit. However, they are legally obligated to provide full compensation in the original form of
payment under the Air Passenger Protection Regulations.

| do not want a travel credit as their future is uncertain as well as international travel being very uncertain. |
cannot afford to lose over $2300 on this. How do | go about getting the refund and what steps do | have to take

next?

Thanks.

PROPRIETARY': This e-mail contains proprietary information some or all of which may be legally privileged.
It is intended for the recipient only. If an addressing or transmission error has misdirected this e-mail, please
notify the author by replying to this e-mail. If you are not the intended recipient you must not use, disclose,
distribute, copy, print, or rely on this e-mail.
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Nadine Landry

From:

Sent: Tuesday, March 24, 2020 8:56 PM
To: Info

Subject: Sunwing Cancellation Policy Changes

To whom it may concern,

| am writing this letter to voice my frustration, disappointment and confusion around our recent travel plans
and cancellation process.
Listed below are the facts:

e We booked a trip to Cuba online through Sell Off Vacations on Saturday, March 7t

e We purchased an all inclusive package including the “Worry free” insurance leaving on March 27t and
returning on April 1, 2020. Booking ‘for $3090.00

e We also purchased Elite Plus seating for 2 for the outbound and returning flight at $200.00 total.

¢ We called Sell Off Vacations on March 12" (spoke to t 416-679-2369). We requested details
on the “Worry free” insurance and were told the entire package was covered and a refund would be
available in a voucher or returned to our credit card upon cancellation.

e We visited the Sell Off Vacations Barrie office in Park Place on March 14™ to again confirm the “Worry
free” insurance and how and when we should cancel trip. At this time, we were informed to wait to
cancel the trip as the lines were overloaded with calls, and those leaving in the next couple of days
were taking priority. We were told not to worry, we had plenty of time as long as we canceled 3 days
before the flight leaving.

e On March 17" we received the following email from Sell Off Vacations

We understand that the current COVID-19 outbreak may mean you have additional questions about
travelling, which is why we are reaching out to you to provide information about your booking. Sunwing
Vacations has updates on current travel policies. For the most up to date information, click here.

Please fill out our form and we will begin to process your request. Your claim will be processed based on the
current policy provided by the supplier. Please note we are experiencing an extremely high volume of
requests and if you have already contacted our office about your booking then you do not need to fill out

this form. Those customers travelling within the next 72 hours will be priority.

Thank you for your cooperation and we appreciate your patience during this time.

ellOff Vacations

e On March 17" we read the Cancellation Policy which stated that any trips between March 20 and April
15t could cancelled with a full refund in voucher (for 12 months) or the original payment method. All
we had to do was complete and submit the form provided in the link.

e We completed and submitted the request on March 17

e On March 18" we received confirmation of the forms submission from SmartSheet Forms.

1
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e On March 20" we received a call from Sell Off Vacations informing us that they had canceled our trip
and we would receive a voucher for $3090 to be used within the next 24 months. At this time, we
informed them that we had filled out the required form and our understanding was that we had the
option of receiving our refund in the original payment method. We were then informed that this
Cancellation Policy had been changed on March 19t but if we had submitted the form before that
date, there was no problem and we would receive the refund to our credit card.

¢ On March 215 we received another call from Sell Off Vacations informing us that they had cancelled
our trip and we would receive a voucher for $3090 to be used within the next 24 months. Again, we
went through the same discuss about the Cancellation Policy providing a refund in the original method
and reiterated that we had submitted the form before the Policy had changed on March 19th, This

nformed us that cancellations were still being processed and it did not matter that we

had submitted our cancellation form before the Policy changed. According to her, It now depended
on when Sell Off Vacations processed my form. She had no idea when the Cancellation Policy changed,
we had to inform her of the date and she continued to insist that none of this mattered and we had no
other option than to receive our refund via a voucher.

¢ Needless tosay, It was a very frustrating conversation and unsatisfactory phone call for several reasons
o She was unable to explain when or why the Policy changed
o She was unsure what the voucher would cover ($3090 plus $200) although she finally spoke to
someone who confirmed the voucher would be for $3290.
o We had enquired as to the possibility that either of us would be unwell or unable to travel over
the next 24 months or after the travel ban was lifted. She insisted that the voucher would be
only for those names on the booking.

In summary, we are extremely frustrated and disappointed with the service provide by Sell Off Vacations
and Sunwing. We did everything that was outlined in the Cancellation Policy expecting the option of receiving
a refund to our credit card. We were assured that we would receive a refund to our credit card. This story
changed along with Sunwings Policy. We were never notified of this change in the Cancellation Policy. We
were never told that it would change, in fact, quit the opposite, we were instructed to wait until the
cancellations slowed down and we had no worries as long as we completed and submitted the form before
March 19,

We have booked numerous vacation packages with Sell Off Vacations in the past, but after this atrocious
customer service we will definitely not book any travel plan for the future with Sell Off Vacation. Not
honouring your Cancellation Policy is a disgrace and we would like to have this situation reviewed and a have
our refund processed as guaranteed in the original payment method. If we do not hear back from you
within the next 21 days we feel we have no other option than to seek legal council and to reach out to social
and other media outlets.

In closing, please advise if there is a Sunwing Customer Contact email address which | was instructed to send my
compliant to, which | have been unable to find on the website.

00006



s.19(1)

00007



s.19(1)

Nadine Landry

From:

Sent: Tuesday, March 24, 2020 8:54 PM

To: Info

Subject: Re: unable to file a complaint on CTA website

Attachments: AC 5.16 PM.pdf; AC 5.20 PM.pdf; AC 7.17 PM.pdf, AC 9.44 PM.pdf, AC 10.23 PM.pdf,
AC Email 1.pdf; AC Email 2.pdf; Boarding Pass.pdf; Itenerary.pdf

Hello,

| have been trying to write and include as much details as | could. This was not an easy experience
as | relived these experiences again and again.
Below is the information in detail. Please contact me if you require any further information.

Passengers
Confirmatio
Tickets
YWG - YYZ -LHR

Departure (YYG) — 5 p.m. Tuesday, 17 December 2019, Winnipeg AC270 (2hrs.30 min.)
Arrival (YYZ) — 8:30 p.m. Tuesday, 17 December 2019

Departure (YYZ) — 11:50 p.m. Tuesday, 17 December 2019 YYZ - LHR (7 hrs.)

Arrival (LHR) — 11:50 a.m. Wednesday, 18 December 2019 (U.K. time) AC858

and | travelled to the U.K. to spend Christmas with our family, from 17 December 2019 - 3

January 2020.

my doctor asks me to get Airport Assistance for the
upcoming travel plans. | call and ensure this with Air Canada before my travel plans. At the same
time, | pay an additional $330 to reserve two seats fo and me on AC858 from YYZ to
make our travel easier for us.

17t December AC270, YWG 5 p.m.
We boarded AC270 AT 4.30 p.m. and the flight was to take-off at 5 p.m. The flight didn't took off at 5

p.m. We receive a notification that our flight was going to be delayed to 5:20 p.m., then again to 6:20
p.m. thento 7:20 p.m., then to 9:20 p.m. and then to finally at 9:40 p.m.
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17t December — AC858 YYZ — LHR 11:50 p.m.
This delay made us nervous as our connecting flight from YYZ to LHR was supposed to be at 11:50

p.m. This delay of 4 hours and 40 minutes caused us to miss our connecting flight AC858 from YYZ —
LHR

18th December YYZ 12:40 a.m.

We arrived at the YYZ at 12:40 a.m., on 18" December 2019. The next flight was booked for 18"
December 2019 at 8:30 a.m.

18t" December YYZ 1:45 a.m.
We shuttled to the hotel, where we finally got our hotel room at 3 a.m.

We slept for 3 hours so we could get ready and catch the shuttle bus to the airport, which was to
leave at 6:00 a.m.

18th December YYZ 6:30 a.m.

We reached the YYZ at 6:30 a.m. and first went through the long line-up at the disability services
desk. The lady at the counter was rude and told me | don't have the right ticket and that she can't
help me. | decided to go through the regular line-up at the security check.

At this point, | am completely exhausted mentally and physically. | have not had proper sleep and
proper food and this episode made my condition worse
than it ever neede

0 De.

18th December YYZ 7:30 a.m.

We finally boarded our plane at 7:30 am and | couldn’t wait to rest, have some peace and eat some
food.

The plane finally began moving to leave for the runway when it was announced that the plane needed
to be de-iced and washed. We sat in the plane for another hour and watched from inside the plane
being washed.

18th December YYZ inside AC858 at 10:45 a.m.
11 hours into our delay from the 11:50 p.m. flight 17" December

As we are waiting for the aircraft to take-off, an announcement is made that the aircraft cannot take
off at this moment and asked to return to the airport where we will have to wait for the next scheduled
flight until 4 p.m. We were given lunch vouchers and asked to return at the same gate and the same
flight AC858.
2
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18™ December 11 a.m. - 4 p.m.
We spent the next 5 hours at a busy international airport with thousands of people all around us.

and |, were completely exhausted, tired, and sleep-deprived as until at this point we had
s of sleep since our last ordeal at Winnipeg Airport, which started on 17" December 5 p.m.

With my anxiety and stress mounting, | try to find a lounge to relax peacefully and maybe catch some
sleep, but all the lounges at this time are full and have no space left.

During this ordeal it's either lost or
stolen

Something like this was bound to happen since it has been now 25 hours with only 3 hours of sleep
since our departure from Winnipeg at 5 p.m. on 17 December.

18t" December YYZ AC858 4:30 p.m.

We finally boarded our flight at 4:00 p.m.

As the plane got ready to take off at 4:30 p.m., the flight attendant announces that all passengers can
apply for the compensation directly at the Air Canada’'s website and that the Air Canada agents will
then calculate each passenger's compensation amount.

19th December LHR 8 a.m.

We finally reached LHR, at 8 a.m. (E.S.T.) on 19" December 2019, which is a delay of 32 hours

(UK. time) 18" December 2019 at 1 p.m.

wallet and now lives in fear of identity theft

After applying for compensation, the answer | received was, 20 January 2020 case numbe

In this instance, the compensation you are requesting does not apply because the delay was
caused by a safely-related issue.

When | pressed further to explain exactly what the technical issues were in both the AC270 and
ACB858 aircraft, then their reason for denial changed to weather conditions;

24 January 2020 case number:
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“In this instance, the compensation you are requesting does not apply because the delay was caused
by an event outside of our control. Specifically, the weather conditions prevented the safe
operation of the airplane. However, the other flights were not cancelled from the same airports if it
was the reason of weather related.

This is a fact that there were no weather-related conditions either in Winnipeg or Toronto on 17" or
18" of December, which caused any flight delays or cancellations in any of the other aircraft.

| reached my final destination in 32 hours, originally 12 hours and 50 minutes including layovers.

Due to the multiple delays and stressful travel with Air Canada, | slept for 3 days to recuperate and
return to some normalcy on top of the jet-lag. It further cut into our already limited time of visitation
with our family. This delay not only stressed me and but our family in the U.K by disrupting
their work schedules in order to pick us up from the

Aircraft maintenance is the carrier’s responsibility. In this instance, Air Canada is only trying to find
any excuse to not have to pay. The proof of this lies in their baseless excuse of weather-related
delay, which never happened.

| also request that you examine if any of the passengers from AC270 and AC858 17-18 December
2019, were compensated? If even one passenger was issued a compensation, then all passengers
on those flights must also be compensated.

| am requesting that you will fully investigate Air Canada in this matter and find that Air Canada has
indeed wrongfully issued unsubstantiated excuses to not pay the appropriate compensation and has
found a loophole to disregard the laws and regulations.

I, therefore, urge you to find an appropriate compensation for myself and

Please contact if there are any other documents and information you require.

Thank you,
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On Friday, February 28, 2020, 07:22:14 a.m. CST, Info <info@otc-cta.gc.ca> wrote:

Thanks for contacting the Canadian Transportation Agency.

If you wish to file a complaint with the CTA, try again to use the online complaint form on a different browser or
attach a separate document with the details of your complaint to the complaint form.

Alternatively, you may respond to this email outlining your complaint. Please include a flight number, dates of
travel, destination of travel, your contact information including a day-time phone number. Also, kindly attach
any correspondence you have had with the airline and tickets.

Best,

info@ Team
Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575

Suivez-nous ; Twitter / YouTube

Canadian Transportation Agency / Government of Canada

info@otc-cta.gc.ca / Telephone 1-888-222-2392

Follow us: Twitter / YouTube
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From:
Sent: Thursday, February 27, 2
To: Info <Info@otc-cta.gec.ca>

Subject: unable to file a complaint on CTA website

8:19 PM

Hello,

| am trying to file my complaint regarding the Flight Delays compensation on the CTA website since Sunday, but
after | hit submit, nothing happens and asks me to check the character count, which is below 4000 characters
including spaces.

Can you please let me know whats happening and why | cant submit my complaint?
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Subject  Air Canada - REVISED TIME -
AC270/Dec 17, 2019

From Air Canada Notification
<f||ghtnotlflcatlon@alrcanada ca>

To:

Date Dec 17, 2019 at 5:16 PM
Please note the revised time for your flight to Toronto

AC270
Departing Winnipeg, JA Richardson Intl (YWG) on

Reason for delay: The reason for this flight delay is still
under investigation.

Booking Reference

KRAERRKARRRARRRARRKRARKN

This is an automated message - Please do not reply to
this email. Should you have questions concerning the
booking or require assistance for alternative travel
optrons please contact us at

D AAwyew sroanada comdooniact If you have booked
your fllght wrth Aeroplan you may refer to

£ e PO BTN DT ”szf srioomtinot-us, . or
W|th a travel agency, please call them directly. If your
flight is departing in the next 48 hours, please contact

Air Canada for assistance.

We've sent you this email about an Air Canada product
or service that you've requested - this is not a
promotional email. Your privacy is very important to us.
To see how we're protecting your personal information,
please take a look at our Prrvacy Policy

i ‘
foglipn s frasanaina, onivey “ / (‘ ot
IR AT R A A TN H f.‘.,.“«, .

EEEXXXKEXLTREREX X, XX TK

Si le présent courriel n'est pas dans la langue de votre

choix (francais ou anglais) appelez les Réservations

i ,f.f'-f‘r

d'Air Canada au i ##4 24 2 et nous serons

$.19(1)
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heureux de metire a Jour votre reservaton et gde vous
envoyer une nouvelle copie de l'itinéraire.
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Subject  Air Canada - REVISED TIME -
AC270/Dec 17, 2019

From Air Canada Notification
<flightnotification@aircanada.ca>

To:

Date Dec 17,2019 at 7:17 PM
Please note the revised time for your flight to Toronto

AC270
Departing Winnipeg, JA Richardson Intl (YWG) on

Reason for delay: This flight is delayed due to a
technical issue with aircraft systems.

Booking Reference

KRAERRKARRRARRRARRKRARKN

This is an automated message - Please do not reply to
this email. Should you have questions concerning the
booking or require assistance for alternative travel
optrons please contact us at

D AAwyew sroanada comdooniact If you have booked
your fllght wrth Aeroplan you may refer to

£ e PO BTN DT ”szf srioomtinot-us, . or
W|th a travel agency, please call them directly. If your
flight is departing in the next 48 hours, please contact

Air Canada for assistance.

We've sent you this email about an Air Canada product
or service that you've requested - this is not a
promotional email. Your privacy is very important to us.
To see how we're protecting your personal information,
please take a look at our Prrvacy Policy

i ‘
foglipn s frasanaina, onivey “ / (‘ ot
IR AT R A A TN H f.‘.,.“«, .

EEEXXXKEXLTREREX X, XX TK

Si le présent courriel n'est pas dans la langue de votre

choix (francais ou anglais) appelez les Réservations

i ,f.f'-f‘r

d'Air Canada au i ##4 24 2 et nous serons

s.19(1)
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heureux de metire a Jour votre reservaton et gde vous
envoyer une nouvelle copie de l'itinéraire.
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Subject  Air Canada - REVISED TIME -
ACB858/Dec 18, 2019

From Air Canada Notification
<flightnotification@aircanada.ca>

To:

Date Dec 17, 2019 at 10:23 PM
Please note the revised time for your flight to London

AC858
Departing Toronto, Lester B Pearson Intl (YYZ) on

Reason for delay: This flight is delayed due 1o a
technical issue affecting the inbound aircraft.

KRAERRKARRRARRRARRKRARKN

This is an automated message - Please do not reply to
this email. Should you have questions concerning the
booking or require assistance for alternative travel
optlons please contact us at

D AAwyew sroanada comdooniact If you have booked
your flrght with Aeroplan you may refer to
i SRR DT ,,,‘.:,:;f';,;"'fr:'g":fr;,l inrrverfooriactas, or

W|th a travel agency, please caII them directly. If your
flight is departing in the next 48 hours, please contact
Air Canada for assistance.

We've sent you this email about an Air Canada product
or service that you've requested - this is not a
promotional email. Your privacy is very important to us.
To see how we're protecting your personal information,
please take a look at our Prlvacy Policy

(" i e slroamadiaonmdorh ,.f,’-;).

EEEXXXKEXLTREREX X, XX TK

Si le présent courriel n'est pas dans la langue de votre
choix (francais ou anglais), appelez les Réservations

s.19(1)

00018



O'AIr Lanada au 1 888 24 /-2262 €t NoUS Serons
heureux de mettre a jour votre réservation et de vous
envoyer une nouvelle copie de l'itinéraire.
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5.20(1)(b)
Subject  Flight Disruption (CLAIM ONLY) / S5DXYE / s.20(1)(c)
$.20(1)(d)

From Customer Care
<CustomerCare.serviceclient@aircanada.ca>

To:

Date Jan 24 at 10:55 AM

Your case number is:

Dea

We are in receipt of your claim under the Air
Passenger Protection Regulations for your flight.
We are sorry for the delay you experienced at
arrival to your final destination.

In this instance, the compensation you are
requesting does not apply because the delay
was caused by an event outside of our control.
Specifically, the weather conditions prevented
the safe operation of the airplane.

If a delay or cancellation of a flight is for
reasons outside our control, we do not have to
compensate customers and the minimum
standards of treatment (such as hotels, meals,
means of communication) do not apply.

We hope to have the opportunity to welcome
you on board in the future.

Sincerely,

00020



Customer Relations

To serve you best, I kindly ask that you do not

change the subject line if responding to this
email.

s.19(1)

5.20(1)(b)
s.20{1)(c)
5.20(1)(d)
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vawlduiull pavhayeo,

------ Original Message
From:
Sent: 2020/01/17 2:56 PM

Subject: Flight Disruption (CLAIM ONLY) /
S5DXYE / I/ 2020/01/17 4:56

PM
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Subject  Travelocity travel confirmation - 17 Dec - (A_ltinerary®_ #

From Travelocity Canada <TravelocityCanada@e. travelocity.com>

To:

Date Qct 8, 2019 at 8:45 PM

R {73

Thanks!

Ctnere i 0o need o oall we o

E-ticket: This email can be used as an E-ticket. Proof of cilizenship is required
forinternational travel. Be sure to bring all necessary documentation (e.g.
passport, visa, transit pemit). To learn more, visit our Yisa anid Fassper! page
Ipens angw window) . Remember to bring your itinerary and government-issue
d photo 1D and security.

L

T

specific sgat assignments special meals frequent flyer point awards special
assistance requests
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FUUILDHIAT IDT0 1 YU THYT L LD LOHUUE T AUV AT 1SS 10 FUUl T WD U oY

Airline rules + restrictions

We understand that sometimes plans change. We do not charge a cancel or change
fee. When the airline charges such fees in accordance with its own policies, the cost
will be passed on to you.

Please read the complete penalty rules for changes and cancellations applicable to
this fare.

Tickets are non-refundable, non-transferable and name changes are not allowed.

Please read important information regarding airline liability limitations.

More help

Change or cancel this reservation.
Visit our Customer Support page.

Call Travelocity customer care at 1-855-222-6739

For faster service, mention itinerary

Complete your trip

Rooms are filling up quick! Tickets sell out fast!

Check out popular hotels in Book your London activities now.

London before they sell out! L
Get Activities

Find a hotel

Avoid the stress of traffic! How will you get around

Let someone else do the driving London?

Getaride Explore London with your own set
of wheels.

00026



Rent a car

Please do not reply to this message. This email was sent from a notification-only email address that
cannot accept incoming email.

You are receiving this transactional email based on a recent booking or account-related update on
Travelocity.ca.

© 1986-2019 Travelocity, Inc.. All rights reserved. Travelocity, the Stars Design, and The Roaming Gnome
Design are trademarks of Travelocity, Inc. Use of this Web site constitutes acceptance of the Travelocity
User Agresment and Privacy Policy. CST# 2056372-50

Data Protection Notice: Your personal data will be processed in accordance with the applicable carrier's
privacy policy and, if your booking is made via a reservation system provider {(GDS), with its privacy
policy. These are available at http:/Awww.iatatravelcenter com/privacy or from the carrier or GDS directly.

You should read this documentation, which applies to your booking and specifies, for example, how your
personal data is collected, stored, used, disclosed and transferred (applicable for interline carriage).

s.19(1)
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Subject  Air Canada - REVISED TIME -
AC270/Dec 17, 2019

From Air Canada Notification
<flightnotification@aircanada.ca>

To:

Date Dec 17, 2019 at 5:20 PM
Please note the revised time for your flight to Toronto

AC270
Departing Winnipeg, JA Richardson Intl (YWG) on

Reason for delay: This flight is delayed due to a
technical issue with aircraft systems.

Booking Reference

KRAERRKARRRARRRARRKRARKN

This is an automated message - Please do not reply to
this email. Should you have questions concerning the
booking or require assistance for alternative travel
optrons please contact us at

D AAwyew sroanada comdooniact If you have booked
your fllght wrth Aeroplan you may refer to

£ e PO BTN DT ”szf srioomtinot-us, . or
W|th a travel agency, please call them directly. If your
flight is departing in the next 48 hours, please contact

Air Canada for assistance.

We've sent you this email about an Air Canada product
or service that you've requested - this is not a
promotional email. Your privacy is very important to us.
To see how we're protecting your personal information,
please take a look at our Prrvacy Policy

i ‘
foglipn s frasanaina, onivey “ / (‘ ot
IR AT R A A TN H f.‘.,.“«, .

EEEXXXKEXLTREREX X, XX TK

Si le présent courriel n'est pas dans la langue de votre

choix (francais ou anglais) appelez les Réservations

i ,f.f'-f‘r

d'Air Canada au i ##4 24 2 et nous serons

s.19(1)
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heureux de metire a Jour votre reservaton et gde vous
envoyer une nouvelle copie de l'itinéraire.
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Subject  Air Canada - REVISED TIME -
AC270/Dec 17, 2019

From Air Canada Notification
<flightnotification@aircanada.ca>

To:

Date Dec 17, 2019 at 9:44 PM
Please note the revised time for your flight to Toronto

AC270
Departing Winnipeg, JA Richardson Intl (YWG) on

Reason for delay: This flight is delayed due 1o a
technical issue with aircraft systems.

KRAERRKARRRARRRARRKRARKN

This is an automated message - Please do not reply to
this email. Should you have questions concerning the
booking or require assistance for alternative travel
optlons please contact us at

D AAwyew sroanada comdooniact If you have booked
your fllght with Aeroplan you may refer to
i SRR DT ,,,‘.:,:;f';,;"'ﬂ:'g":fr;,l inrrverfooriactas, or

W|th a travel agency, please caII them directly. If your
flight is departing in the next 48 hours, please contact
Air Canada for assistance.

We've sent you this email about an Air Canada product
or service that you've requested - this is not a
promotional email. Your privacy is very important to us.
To see how we're protecting your personal information,
please take a look at our Prlvacy Policy

(" i e slroamadiaonmdorh ,.f,’-;).

EEEXXXKEXLTREREX X, XX TK

Si le présent courriel n'est pas dans la langue de votre
choix (francais ou anglais), appelez les Réservations

s.19(1)
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O'AIr Lanada au 1 888 24 /-2262 €t NoUS Serons
heureux de mettre a jour votre réservation et de vous
envoyer une nouvelle copie de l'itinéraire.
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Subject  Flight Disruption (CLAIM ONLY) / S5DXYE /

/2020/01/17 4:56 PM s.19(1)

5.20(1)(b)

$.20(1)(c)

From Customer Care 5.20(1)(d)
<CustomerCare.serviceclient@aircanada.ca>

To:

Date Jan 20 at 4:00 PM

Case Number:

Dear

We are in receipt of your claim under the Air
Passenger Protection Regulations. We are sorry
for the delay you experienced at arrival to your
final destination.

In this instance, the compensation you are
requesting does not apply because the delay
was caused by a safety-related issue.

Air Canada airplanes are maintained in
accordance with the required maintenance
program but not all malfunctions, such as this
one, can be foreseen or prevented through
regular maintenance. The technical fault for
your flight was unexpected and all reasonable
measures were taken to avoid the flight
disruption.

In accordance with the Air Passenger
Protection Regulations, compensation does not
apply under these circumstances. Unexpected
airplane malfunctions may compromise safety
and flight disruptions caused by unexpected
aircraft malfunctions would be within a
carrier’s control, but required for safety.
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s.19(1)
s.20{1)(b)
s.20{1)(c)
5.20(1)(d)

Sincerely,
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To serve you best, I Kkindly ask that you
do not change the subject line if
responding to this email.

------ Original Message

Sent: 2020/01/17 2:56 PM
Subject: Flight Disruption (CLAIM ONLY) /

S5DXYE /
4:56 PM

/ [/ 2020/01/17

s.19(1)
$.20(1)(b)
s.20(1)(c)
$.20(1)(d)
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Subject  Winnipeg to London Lhr Electronic
Boarding Pass

From Air Canada
<confirmation@aircanada.ca>

To:

Date Dec 16, 2019 at 5:57 PM

Click the link below from your maobile device to retrieve
your electronic boarding pass. You could also be asked
to display this message to airport security.

* PLEASE NOTE: A printable version of your boarding
pass is also available. The print version of your
boarding pass MUST be printed and cannot be
displayed on a mobile device. You can also print your
boarding pass at an airport kiosk (where available) or
by visiting an airport agent.

AC270 - WINNIPEG to TORONTO

Boarding Time: 16:20

Date: 17DEC, Ref: WD2ZWO

BASIC ECONOMY/ECONOMIQUE DE BASE

** PRINTARI| F Roardina Pass:

ACB858 - TORONTO to LONDON LHR
Boarding Time: 23:05

Date: 17DEC, Ref: WD2ZWO

BASIC ECONOMY/ECONOMIQUE DE BASE

Seat
Airline Usage:
** ELECTRON

s.19(1)
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** Access ALL of your Electronic Boarding Passes
here:

AR R AR R AR R A AR A A A A AR AR R AR AR AT AR AAARR AR AR RRRNRARANARAAAARRRARRRRK

KRARRARERRRRARRRRARANRA

This service email was sent by Air Canada to you and
contains important information

that must be communicated to you regarding an Air
Canada Product or Service that you

have requested. This service email is not a promotional
email.

Your privacy is important to us. To learn how Air
Canada collects, uses, and protects

the personal information you provide, please view our
Prrvacy Policy

" , R
RO SR LU

Please do not reply to this email, as this inbox is not
monitored. If you have any
questions regarding other Air Canada product or

.:f
.d _.- "ﬂ-‘ /x .z"x

Alberta, T2K 6J7

R AT AT R E A A AT A AT AT AT AT AT AR X A A XXX LA XAEAXT XA AR XL TLA AT T XX S

KAERRKARRRRRARARRAARARRAR

s.19(1)
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Nadine Landry

From:

Sent:

To: Info _

Subject: Flight cancellation without refund-SWOQOQP airline

Hello, I have been advised to contact you, as recently Swoop airlines have cancelled my upcoming flights on
May 23 to FLL and return May 30 for our family of 7. They only offered us a credit, not a refund, and | will not
be able to use the credit, as it was for a cruise for those specific dates.

Please advise,

Thank you.
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Nadine Landry

From: Customer Care <CustomerCare.serviceclient@aircanada.ca>
Sent: Tuesday, March 24, 2020 8:03 AM
To: Customer Care

Cc:
Subject:

1 ONLY) / KDN57Q / //2020/02/21 8:29

Je vous remercie de donner suite a notre correspondance.

L'indemnité sur le réglement sur la protection des passagers aériens, s'applique
uniquement aux clients qui arrivent a leur destination trois heures ou plus aprés I'heure
d'arrivée prévue en raison d'une situation dont nous sommes responsables. L'indemnité
ne s'applique pas lorsque des problemes de sécurité imprévisibles surviennent, tels que
des problémes mécaniques qui ne font pas partie de I'entretien prévu ou qui n'ont pas
été détectés lors de I'entretien prévu. Les dysfonctionnements inattendus des avions peuvent
compromettre la sécurité et les perturbations de vol causées par des dysfonctionnements inattendus des avions
seraient sous le contrdle d'un transporteur, mais nécessaires pour la sécurité.

En ce qui concerne les informations que vous avez regues par notre équipage, les annonces et la communication
font référence au statut et a la raison du retard et non a la question de savoir si les passagers ont droit 4 une
indemnisation en vertu de la loi.

A l'heure actuelle, le service postal fonctionne normalement, indépendamment du Covid-19. Nous attendons
votre décision dans les plus brefs délais afin de pouvoir tenir compte de votre préférence.

Bien a vou

Relations Clientele

CAMNMADA

Afin de mieux vous servir, je vous prie de ne pas modifier I'objet du courriel si vous y
répondez.
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From
Received: Fri Mar 20 2020 22:38:29 GMT-0400 (Eastern Daylight Time)
To: Customer Care;

Cc
Subject: Re: Flight Disr
2020/02/21 8:29 PM AC

/ KDN57Q /

Bonjour!

Merci pour le retour. Par contre, nous devons vous avoOuer que nous sommes surpris de
I'indemnité qui nous est offerte. Par conséquent, nous avons quelques questions:

1. Pourquoi notre demande d'indemnisation n'est pas en vertu du Réglement sur la
protection des passagers aériens (Canada)? En quoi la raison n'est pas attribuable a Air
Canada alors que c'est le pilote de I'avion, lui méme, qui a dit clairement a tous les
passagers (entre 250 et 260 personnes) au micro dans la salle d'attente qu'il était le
seul responsable de 'annulation du vol en question? Les agents de bord qui nous ont
remis en mains propres la brochure Avis de retard important ou d'annulation de vol ont
pris la peine de nous aviser que considérant les faits entourant I'ANNULATION du vol AC
1727, no it a l'indemnité de 1000$ par personne (Voir mes courriels en lien
avec AC , AC ). Dong, si nous vous dites que nous
n'avons pas droit en vertu u RPPA nous aimerions bien comprendre pourquoi puisque
ce n'est pas l'information que nous avons regu de la part de vos employés d'Air
Canada?

2. Est-ce que le 400 EUR ou 600 EUR est converti en argent Canadien? Plus
précisément, est-ce que l'indemnité est versée soit avec un cheéque en argent canadien
ou avec un crédit voyage en argent canadien ?

3. Est-ce qu'il est possible de signer le regu du passager et de vous l'envoyer par
courriel au lieu de vous I'envoyer par la poste si nous optons pour le crédit vacances?
Considérant la situation actuelle avec COVID-19, nous craignons que le service postal
puisse rencontrer certaines difficultés.

4. Quel délai avons-nous pour signer et vous envoyer le regu du passager si nous
décidons de prendre le crédit voyage?

Comme vous pouvez le constater, nous avons mis en copie conforme du présent courriel
I'OTC car il se peut qu'en fonction des réponses que vous nous fournirai que nous
validions quelques points avec ces derniers. Nous voulons nous assurer que notre
dossier est traité conformément en fonction des régles en vigueur.

Dans l'attente d'un retour rapide de votre part, nous vous souhaitons une excellente
journée!

Le ven. 20 mars 2020 a 14:26, Customer Care
<CustomerCare.serviceclient@aircanada.ca> a écrit :
Votre numéro de dossier est le :

00041



s.19(1)

Nous nous excusons sincérement pour le retard pris dans la réponse a votre demande s-19(1)
initiale et sommes heureux de revoir tous les détails relatifs & votre dossier. s-20(1)(b)
5.20(1)(c)

Dans ce cas-ci, I'indemnité que vous demandez ne s‘applique pas au titre du R&glemen20(1)(d)
sur la protection des passagers aériens (Canada) pour le vol AC1727 du 16 février
2020.

Par contre dans cette circonstance, selon l'article 7 du réglement (UE) 261/2004, vous
avez droit a une indemnité. Plus particulierement, vous recevrez une indemnité
équivalant a 400 EUR (départ de la Guadeloupe), conformément a la distance du vol et
au réacheminement qui est de plus de quatre heures de retard comparé a votre vol
initial. :

La compensation sera payée par cheque

Au plaisir de vous lire prochainement et de confirmer votre préférence.
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Cordialement,

Relations Clientele

AIRCANADA

)

Afin de mieux vous servir, je vous prie de ne pas modifier I'objet du courriel si vous y
répondez.
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Nadine Landry

From:
Sent:
To:
Subject: Sunwing

Good afternoon,

Due to the covid19 my flight was cancelled. Travelling to Cuba April 20th, they are offering vouchers
which | don’t want. Is it not my right to get a refund?? We can’t travel next year this was a family
vacation and ‘
No insurance was bought as | was planning on going away, how is this far that | will be out $4000.
Who can help with this or do | need to contact a lawyer?

Thanks,

Sent from my iPhone
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Nadine Landry

From:

Sent:

To: Info

Subject: Assistance with Managing Air Canada Refund Request

Canadian Transportation Agency
Ottawa, Ontario
K1A ON9

To Whom It May Concern:

| am writing you today to seek your assistance in obtaining a refund for airline tickets purchased on Sept 24,
2019 for the following flights:

Departure March 11, 2020 on Air Canada flight AC1646 from Toronto to Miami
Returning on March 21, 2020 on Air Canada flight AC1643 from Miami to Toronto

Tickets purchased for the following guests:

A price of $805.23, for each of the four above mentioned return air fares, was charged tomy| | Visa

by Air Canada on Sept 24, 2019. My travel

p Centres, purchased these flight tickets on behalf
of the above mentioned guest travellers. Record Locating numbe

On September 24, 2019 seats on both the departing and return flights were pre selected. Air Canada posted 4
charges of $47.25 for each of the 4 seats selected on both the departing and returning flights. These charges
were posted t isa Account

Total charges per guest including flight and preselected seats amounted to $852.48. Cummulative total
charged to. Vi
$3,409.92.

The above mentioned flights were booked to ensure advance arrival in Miami for our cruise departing from
Miami on March 14, 2019. The cruise was scheduled to return to Miami on March 21, 2020 and our return
flights were booked to coincide with same.
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As | am certain you are undoubtedly aware, the Minister of Health for the Government of Canada, strongly
recommended on March 10, 2020 (at approx.. 12 :30 p.m.) that all Canadians scheduled to depart on a cruise
refrain from so doing effective immediately.

So began the frantic attempt by myself and my travel agent to cancel the cruise bookings, hotel
accommodations and the flights with Air Canada. As the Air Canada flights were scheduled to depart on
March 11, 2020 cancellation of these flights became the priority for both my travel agent and myself. After
my travel agent had held on through her respective connection for 6 hours, to no avail, we elected to seeif |
would have more success connecting with Air Canada while she continued to hold in an attempt to cancel via
Expedia.

So began my attempts to connect with an Air Canada Representative. | would dial the number as provided on
the Air Canada Web site only to be cut off after holding for a half hour or more. |repeated this process of call
and call fail for approximately 5.5 hours.....giving up at 1:00 a.m. on March 11, 2020. My travel agent ceased
her attempts to cancel the flights at this time as well. It was agreed we would resume our efforts the morning
of March 11, 2020.

It was extremely important to me to cancel the flights and not be recorded as a “no show”. | had hoped that
this would afford Air Canada the opportunity to fill the seats prior to departure.

On the morning of March 11%, | began my attempts to contact Air Canada at approximately 3

a.m. Unfortunately | was unsuccessful in reaching an Agent.

At 6 am on March 11, my agent who was attempting to cancel the flights via an Expedia representative,
provided me with another Expedia humber to see if | might have more success. She held on one line, | held
on another line. At approximately 8:30 a.m. a representative from the Expedia Support Team answered my
call.

The representative indicated that two options were available to me .....cancel my flight or rebook for another
day and time, immediately and at a cost. The later option was not an acceptable alternative given the ever
increasing uncertainty related to the Corona Virus and future travel. | who had never
travelled and had saved for years for this trip....additional costs were not an option. | am now
nother traveler in our group, The Expedia Rep
advised me that he had cancelled the flights with Air Canada and that | or my travel agent, would receive a
confirmation email within 1 hour. Given the number of hours my agent and | collectively were on hold to
cancel these Air Canada flights | requested a Confirmation Email prior to ending the call. This email was
provided. Neither |, nor my Travel Agent ever received official confirmation that the flights were cancelled.

I would at this time like to request that Air Canada provide me with a full refund in the amount of $3,409.92.

My travel agent and myself cumulatively attempted to cancel the scheduled Air Canada flights and discuss
alternative arrangements for a period equating to approximately 29 hours!!!! While the circumstances were
exceptional the wait time remains unacceptable. | do not know definitively if the flights were cancelled with
Air Canada. On this basis alone, | believe that a full refund should be accommodated. | was not given this
option. |was basically told ‘sorry for your luck”....no refund. However for a fee if you tell us when you want to
change your flight to....we may be able to assist you.
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To be required to make immediate travel arrangements in a time of world wide uncertainty is

unreasonable. No one knows when our world will ever return to normal and the Governments of the world
will remove existing restrictions. How can Air Canada ask guests to provide them with dates for rescheduling
under the circumstances in which we now find ourselves......particularly since they wanted flights to be
rescheduled an or before Dec 31, 2020. | was also told that | would be required to pay to reschedule each of
the respective flights but | understand now that this requirement has been removed by Air Canada. This was
NOT the case at the time of my conversation. And, despite the best efforts of both myself and my travel agent
| do not know definitively if my flight was ever cancelled. Expedia has no formal record of cancellation from Air
Canada. Frustration ....... an understatement.

I believe that the Government/ Public health authorities” directives, the moral obligation not to propagate the
virus, and the risks involved for travellers are more than valid reasons for reimbursement. Myself and my party
made the right decision to cancel our flights with Air Canada. My hope now is that Air Canada will make the
“right” decision and reimburse us for the cancelled flights and frustration experienced.

is matter. Should vou have any additional questions or concerns
alternatively by email at

I look forward to your assistance 1
please feel free to contact me

Sincerely,

p.s. | attempted to contact Air Canada directly regarding this matter today but after i held for 4 plus hours
(and no email address is available to forward complaints of this nature) i have elected to seek your assistance
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Nadine Landry

From:

Sent: Monday, March 23, 2020 5:04 PM
To: Info

Subject: Please help me

Good afternoon
On jan 10th we booked 2 air tickets to Manila then iloilo through Philippines airlines. Due to coronavirus

manilla and iloilo airports were locked down I called my travel agency to cancel and asked for the
tickets . They contacted the airline and come back to me to say no refund only change . Now and | got
¢ need the money. Also not our responsibility the their airport is locked down

I was hoping if you can help me
Thank you very much

Sent from my Samsung Galaxy smartphone.
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Nadine Landry

From:

Sent: Monday, March 23, 2020 3:37 PM
To: Info

Subject: Flight Cancelations Due to Covid 19

To whom it may concern,

If a carrier cancels my flight from the US to Canada due to Covid 19 am I entitled to a monetary refund if [
want that and not future credit?

Thank you for your help,

00049



s.19(1)

Nadine Landry

From:

Sent: Monday, March 23, 2020 3:30 PM
To: Info

Subject: Sunwing Vacation cancelled flight

Trying to figure out if | am entitled to a full refund for my all inclusive travel to Cabo San Lucas to
attend - our group was scheduled to leave on march 28 and return on April 4
of this year / we booked and paid 52000 each in December 2019

Sent from my iPhone
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Nadine Landry

From:
Sent:

To:
Subject: Sunwing Vacation cancelled flight

Trying to figure out if | am entitled to a full refund for my all inclusive travel to Cabo San Lucas to
- our group was scheduled to leave on march 28 and return on April 4

paid 52000 each in December 2019

of this ';/e

Sent from my iPhone
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Nadine Landry

From:

Sent: Monday, March 23, 2020 3:17 PM

To: Info

Subject: Sunwing vacations

Attachments: Screenshot_20200323-160609_Messenger.jpg; Screenshot_20200323-160633
_Messenger,jpg

Good day,

We had a group vacation of 12 people, from 8 April till the 22 April 2020 Bought in September
in full by their deadline. We are talking about well over $40,000.00 in total. We booked through
Expedi

On the 14 March we received an email from our agen tating that our trip was still a go. But Sunwing
was offering us an option for those of us that wanted to cancel could do so. Even those that didn't have travel
cancellation insurance. If yvou didnt have insurance it would be 100.00 each and a travel voucher good till 31
March 2021.

We all chose to go forward with the trip, as at that time we were still 3.5 weeks out.

On 16 March at 857pm. We again received an email from stating that all flights were now canceled from
17 March to 9 April and sunwing was offering anyone that fell in these dates a choice of a full cash refund or a
travel voucher, plus an additional 100.00 each for those that chose the travel voucher. This would be good till

21 March 2021.

We all had to have our answers to Rachel by noon on 17 March. We all provided our answers to
timeframe as stipulated. Evervone choose to have a full and complete cash refund.

On 19 March at 357 we received another email fro tating that Sunwing once again changed their
policy and now we would all be receiving a future travel voucher good until 31 March 2022.

We have sen umerous emails and we are all adamant about getting our cash refund as stated in the 14

March email.

Found out after the fact that we could of went on to Sunwings site and cancelled this ourselves for a full cash
refund. never informed us of this, nor did send us the link.

Now all of our money $40,000.00 plus is being held hostage by them. We all know that their travel vouchers
always comes with stipulations on them.

We are hoping you are able to help us get our cash refund. We have emails stating that we could get a refund if
we so choose.

Also please find screen shots from the 16 March stating the same in regards to our vacation being cancelled and
cash refunds. Then for them to refuse to give us our cash refund 3 days later.
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We trust that yvou will hold Expedia and Sunwing accountable, and ensure that we are treated properly and with
respect.

Thanx

Thanx

Sent from my Samsung Galaxy smartphone.

Sent from my Samsung Galaxy smartphone.
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In addition to these

immediate repatriation
measures, Sunwing is
temporarily suspending all
outgoing flights to most of
its sun destinations from
March 17th to April Sth
inclusive. This decision is

essential to the company’s
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focus on ng the
spread of COVID-19 and
ensuring all customers
return safely. All customers
within this window will be
eligible for a full cash
refund or future travel
credit. Customers who opt

for the latter, can receive an

additinnal $100 ner narann
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Nadine Landry

From:

Sent:

To: Info

Subject: Fwd: Charges for rescheduling my flight during COVID19 crisis

Sent from my iPhone

Begin forwarded message:

From
Date: March 23, 2020 at 3:36:19 PM NDT

To: refundservices(@aircanada.ca

Subject: Charges for rescheduling my flight during COVID19 crisis

Dear Sir/Madam:

My reservation number is
[ booked a flight from Orlando (MCO) to Deer Lake NL. (YDF)
on Jan 26,2020. I rescheduled the trip because of the COVID19 pandemic. My flight was
scheduled for March 20th. On March 17, I rescheduled again from Toronto to Deer Lake for a
March 21st flight.
[ was charged an additional charge of $522.85 plus a seat charge of $18.00. I was also charge
$18.00 for the original booking plus another $18 .00 for the first rebooking for March 20th.

I was advised I would not be charged for rebooking my flight during this time of crisis.
Please refund the $522.88 plus the $ 36.0 ts I paid for and never sat in.
For additional information please call at

Sent from my iPhone
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Nadine Landry

From:

Sent: h 23, 2020 11:34 AM
To:

Subject: 244

Thanks for contacting the Canadian Transportation Agency.

In light of the extraordinary circumstances resulting from the Covid-19 pandemic, the CTA is
temporarily pausing all dispute resolution activities involving air carriers until April 30, 2020, to permit
them to focus on immediate and urgent operational demands. All air passenger complaints will be
processed in due course. On or before April 30, 2020, the Agency will determine if the pause should
end on that date or be extended to a later date.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Sunday, March 1, 2020 12:46 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Case #20-79244

Good Afternoon,

There is nothing on your website other than confirmation you’ve received my complaint emailed
February 22, 2020 so | thought | should check with you directly.

Thanks.
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Nadine Landry

From:

Sent:

To: Info

Subject: airlines giving people run around

| have been following the discussion on the air passengers right Facebook forum.

Airlines are telling customers that they have no legal right for a refund on flights they have cancelled
due to the closing of Canada’s borders. Canadian passenger rights advocates are claiming this is not
true since air canada has breached the original contract and can’t provide the service in a reasonable
amount of time.

The airlines are pressuring people to take a travel credit which means giving the airlines a personal
interest free loan for up to two years with no guarantee that one will be able to use the credit in the
time limit or may not be able to afford the increased air fares that are certainly coming.

Despite this stonewalling by the airline reps on their customer service centres, some people who get a
sympathetic call rep or go up the line to a supervisor have been able to get full refunds. This is unfair
to arbitrarily grant some full refunds on cancelled flights while others less assertive get brow beaten
to accept a travel credit instead.

The Canada Transport Agency needs to order the airlines to follow law. And if it is true that the
airlines have no legal obligation to refund cancelled flights due to the pandemic than the Canadian
government needs to announce this publicly and quit this practice of treating so e passengers
differently than others.

people are dealing with enough stress without worrying about getting their money back for a service
not delivered, money they may badly need if they are unable to work or have to self isolate.

Thank you for your prompt action on this matter,

Nova Scotia

Sent from my iPad
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From:
Sent:
To:
Subject:

Importance:

Park this one for now.

Vincent Turgecn

Monday, March 23, 2020 11:21 AM
Info

FW: Covic 19 response by airlines

High

Sent: Monday, March 23, 2020 11:17 AM
To: media <media@otc-cta.gc.ca>
Subject: Covic 19 response by airlines

Hi

2

[ just spend over an hour on hold and then something with an agent of Swoop Airlines.

[ have been offered a 24-month credit note vs. a refund as set out in the air carriers published Tariffs

under rule 90 (h). Swoop claims that the CTA supports this position and they have refused to issue me a

refund.

Additionally, they insist on issuing the eredit note, whieh I did not want, in the name of the first listed
passenger on the itinerary. Ireserved and paid for this trip for,
I happened to list

only be used by

as the 1 paésenger and am told the
ust be travelling. This may not be possible in the future
A credit note should be issued to the payee not a passenger name.

Please clarify the CTA rules around this issue and confirm that there CTA 1s onside with Swoop airlines
to not issue refunds as their Tarrif dictates?

Kindest regards,
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Nadine Landry

From: Info

Sent: Mondav. March 23, 2020 11:17 AM
To: L

Subject: RE:

Bonjour,

Merci d’avoir communigué avec I'Office des transports du Canada.

Je vous invite a communiquer avec Voyage Canada, I'autorité compétente en la matiére. Vous pouvez visiter le
https://travel.gc.ca/assistance/emergency-assistance et https://www.canada.ca/fr/sante-
publique/services/maladies/2019-nouveau-coronavirus/derniers-conseils-sante-voyageurs.html pour obtenir de plus
amples renseignements.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

2020 8:

To: Info <Info@otc-cta.gc.ca>
Subject:

a un vol mercredi 25 mars départ de Québec/Montréal/Charles de Gaulle et
atterrissage 4 Douala au Cameroun.Or | aéroport de Douala et Yaoundé au Cameroun sont fermés a
cause du virus ! Le vol est AC8727 de air Canada n est toujours pas annuler et ce 3 jour avant le départ,
que doit on faire svp ?

Téléchargez Qutlook pour Android
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From: Info

Sent: Monday, March 23, 2020 10:54 AM

To: Info

Subject: RE: Call on the Media Line - 2020/03/20

Highlighted ones completed

From: Maxime Vézina Laprise <Maxime.Vezinalaprise@otc-cta.gc.ca>
Sent: Friday, March 20, 2020 12:24 PM

To: Info <Info@otc-cta.gc.ca>

Cc: Vincent Turgeon <Vincent. Turgeon@otc-cta.gc.ca>

Subject: Call on the Media Line - 2020/03/20

Hi Mamta,
Please find below calls received on our Media line this morning.

Could these calls kindly be returned?

COVID-19/Billets pour les USA/remboursement?

Question concerning Air Canada
Retund with Westjet
COVID-19/Refund trip to China

Thank you,

Maxime Vézina Laprise

Communications Officer | Agent de communication

Canadian Transportation Agency | Office des transports du Canada
13 410-3228

E
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Nadine Landry

From: Info

Sent: Monday, March 23, 2020 ©:49 AM

To: P ’

Subject: RE: Disappointed with Air Canada Response
Hello .

Thanks for contacting the Canadian Transportation Agency.
Passengers have new rights under the CTA's Air Passenger Protection Regulations when they travel by air.

If you would like to file a complaint with the CTA you can fill out our complaint form at https://rppa-appr.ca/eng/file-air-
travel-complaint

Please note, in light of the extraordinary circumstances resulting from the Covid-19 pandemic, the CTA is temporarily
pausing all dispute resolution activities involving air carriers until April 30, 2020, to permit them to focus on immediate
and urgent operational demands. All air passenger complaints will be processed in due course. On or before April 30,
2020, the Agency will determine if the pause should end on that date or be extended to a later date.

To help passengers navigate their new rights, the CTA has launched an online service for air passengers at
airpassengerprotection.ca. This dedicated website is a one-stop-shop for air passengers to learn about their rights, file
an air travel complaint, and find tips for hassle-free travel.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Fro
Sent: Saturday, March 21, 2020 1:17 PM

To: Info <Info@otc-cta.ge.ca>

Subject: Disappointed with Air Canada Response

Hi There,

[ am writing to you today as a very disappointed passenger with Air Canada. [ have sent them an email
twice (which they took one month each time to respond to me). I just received my second response this
1
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morning and [ am very very disappointed with the outcome. Attached below will be the email as well
and photos that I sent Air Canada regarding mine an experience with them with our
flight to Honolulu in January 2020. What we went through during that flight with them was absolutely
terrible and they are doing absolutely nothing for us. My understanding is that as of December 2019 if
your flight is delayed by three to six hours you are entitled to $400. Needless to say by their response
(will attach) I feel as if they are not honouring that policy and just making excuses as a way to get
around not compensating d I I kindly ask that you take the time to review my whole e-
mail and photographs and let me know your opinion and what can be done. Thank you in advance.

MY EMAIL TO AIR CANADA:
Hi There,

[ am writing today to express a few complaints and disappointments in my most recent trip to Hawaii
through Air Canada.

On January 17, 2020 my boyfriend and I travelled to Honolulu , Hawaii which what we thought was
through Air Canada. The very moment we were leaving our house to drive to the airport is when we got
our first text message alert that our flight had been delayed by 2 hours and 15 minutes. Regardless of the
change we continued on our way to Vancouver International Airport as we had already left our home. It
was extremely annoying because we we’'re headed to the airport for 2 hours ahead of our original
departure time and once we got the change we ended up being at the airport (at that time) for over 4
hours early before our new departure time. Once we killed some time at the airport we received yet
another text that our flight had been delayed another 30 minutes. About 3 hours later we got ANOTHER
text stating that our flight would now be delayed another 30 minutes. Not too long after we received yet
another text that the flight was delayed another 15 minutes. In total our flight time changed six times and
was delaved by three hours (that they had notified us about) but by the time the plane actually left it was
well over three hours. Attached below is the text message alerts that I received for our flight from that
day.

My next complaint is comments made by the Air Canada sta
at our gate was very eager and inpatient by that time - I se
was going on and why there were so many changes in our
me that the staff member had to hat the plane that we were about to fly to Hawaii on had (quote
on quote) “Hit a bird during one of its earlier flights today and had to be repaired before it was able to
fly from Vancouver to Hawaii”. Whe ame back with this information you could
probably imagine how terrified I than e the staff was just being completely honest but
should they REALLY be telling people that the plane that we are about to fly on hit a bird earlier and
had to be repaired before it could fly us to Hawaii1? We all know the damage a bird can do to a plane
which is why I was so shocked that they would be telling people that information.

before boarding. As everyone
up to the desk to ask what

We had a rental car scheduled to pick up for when we arrived in Hawaii which was suppose to be picked
up at 11:00 PM. Obviously that didn’t happen due to the six time changes and delays that happened. We
spent over an hour trying to figure out what to do about our car and contact the company. We were not
able to contact the company because all they had was a 1800 phone number and no number for each
individual rental car location. We ended up getting to Hawaii around 3-3:30 AM and obviously the car
rental counters were closed by that point. We took an Uber we costed us $50 one way and then had to
wake up the next morning and take another Uber back to the airport to get our rental car. All in all we
spent over $100 on Uber because we didn’t have the car we thought we would have that night because
of'the delay.

As we boarded the plane , I immediately noticed that is was not an Air Canada plane. I am not
exaggerating when [ say this was THE WORST AND DIRTIEST plane I have ever seen or been on. It’s

2
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no secret that planes are not the most sanitary but this was absolutely disgusting. When we sat down in
our seats there was liquid substance splattered all over both of our TV screens , the cabin ceilings had
splatter all over them and there was garbage left in our seat pocket left over from the previous flight. We
were told that we were on an “Omni Air” plane. It is pathetic that Air Canada wouldn’t even notify any
of their passengers that another airline would be operating their flight. I choose to fly with Air Canada
for most of my trips and this time was more than disappointing. We should have at least been made
aware that it was a different airline that was going to be flying us. We didn’t pay to fly with this old ,
dirty , crappy airline- we paid to fly with Air Canada. On the way back home from Hawaii , we had the
exact same plane and sat in the exact same row/seats. How did we know it was the exact same plane?
The dirty splatters on the cabin ceiling above us was the exact same dirty splatter that was there when
we were on our way to Hawaii 9 days prior. I will attach photos below. Absolutely disgusting.

My last complaint is that once we arrived in Hawaii and picked up our luggage from the luggage
carousel- | immediately noticed that my luggage was broke. One of the wheels and the suitcase around
the wheels was so cracked that I couldn’t even wheel my luggage out of the airport. When I returned
back home I contacted the company where I purchased the luggage (Hey’s Luggage) because 1
remembered that it was under warranty for 5 years. Of course once emailing them they told me that the
damage was caused by the airline and that the warranty doesn’t cover that. The one piece of luggage is
worth $189.97. I will attach the email from them below.

[ have seen that Air Canada’s compensation policy changed in 2019 and for a flight that is delayed by
three hours or more , they are entitled to $400 each.

$400: If the arrival of the passenger’s flight at the destination that is indicated on the original
ticket is delayed by three hours or more, but less than six hours.

[ am quite sure that after reading this very long detailed email and seeing my proof of photographs you
can probably tell that I am not very impressed with Air Canada. What was suppose to be a nice relaxing
trip to start 2020 turned into a nightmare before we even reached the airport. I think that we have a right
to be compensated for our tickets at the very least. I will tell you that if nothing is done for us for this
nightmare of a flight - we will never even think about travelling with Air Canada again. The whole
entire experience and everything that we went through was more than unacceptable.

[ will wait to hear back from you.

AIR CANADA’s RESPONSE:
Your case number i

We are in receipt of your claim under the Air Passenger Protection Regulations for flight AC2411 from
Vancouver to Honolulu on 17th January.from Fort Myers to Toronto on 27th December. We are sorry
for the delay you experienced at arrival to your final destination.

We know our customers are eager to arrive at their destinations, and it’s inconvenient when you have to
wait. In this case, a bird-strike to the airplane may have caused damage, so immediate checks were
required in case we needed to complete repairs. For safety reasons, we had to delay the flight. In this

3
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$.20{1)(b)
instance, the compensation you are requesting does not apply because the delay was caused due to s.20(1)(c)
uncontrollable reasons. '

$.20(1)(d)

We apologise that the grooming of the aircraft was not done properly. Please be assured your feedback

will be forwarded internally.
We understand that baggage department has handled your damaged bag concerns

positive travel experience in the future.

Si 1
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Nadine Landry

From: Info

Sent: Monday, March 23, 2020 8:59 AM

To:

Subject: d - Damaged luggage by airline China Southern
Hello

Thanks for contacting the Canadian Transportation Agency.
Passengers have new rights under the CTA's Air Passenger Protection Regulations when they travel by air.

If you would like to file a complaint about your baggage issue with the CTA you can fill out our complaint form at
https://rppa-appr.ca/eng/file-air-travel-complaint

Please note, in light of the extraordinary circumstances resulting from the Covid-19 pandemic, the CTA is temporarily
pausing all dispute resolution activities involving air carriers until April 30, 2020, to permit them to focus on immediate
and urgent operational demands. All air passenger complaints will be processed in due course. On or before April 30,
2020, the Agency will determine if the pause should end on that date or be extended to a later date.

To help passengers navigate their new rights, the CTA has launched an online service for air passengers at
airpassengerprotection.ca. This dedicated website is a one-stop-shop for air passengers to learn about their rights, file
an air travel complaint, and find tips for hassle-free travel.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada

info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

From
Sent: Saturday, Warch 21, 2020 8:3/ AM

To: Info <Info@otc-cta.gc.ca>

Subject: Assistance needed - Damaged luggage by airline China Southern

Hi there,

I am writing to get your assistance in getting compensation for my luggage being
damaged after traveling on China Southern.
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For your reference, I have included my email exchanges with them along with
pictures of the damage that was done.

I would appreciate your assistance.

Thank you.

----- Forwarded Message -----

From: CZ YYZ <czvvz@cs-air.ca>
To
Sent: Saturday, February 8, 2020, 12:26:12 am. ES|
Subject: Re:

Hello,

Again, we are so sorry for the damage that happened to your luggage. However,
any damage found or claimed behind the airport area was hard for us to define the
responsibility and report and claim for compensation for the damage. As you
claimed your damaged bags at home, so it is very difficult for us to deal with it and
get compensation for you. We are sorry for the inconvenience and thank you for
your understanding.

Airport Operation Tel: 905-673-3777 (EST 1800-0200)

Ticket & Marketing: czyyzsa@cs-air.ca

Baggage: yyzapcz@gmail.com
Toronte Pearson Airport, Terminal 3 J304
6301 Silver Dart Dr., Mississauga, ON L59 1B2

Thank You for choosing China Southern Airlines, Your First Choice to China

On Fri, Jan 31, 2020 at 4.20 PM wrote:

That is definitely not an acceptable response as you are indirectly saying that I
could've done this myself because I left the airport.
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Should you not provide any compensation, I will be taking legal action as per the
Passenger Rights regulations, I am entitled for a compensation as my luggage
was damaged.

On Saturday, January 25, 2020, 01.24.41 a.m. EST, CZ YYZ <czyyz@cs-air.ca> wrote:

Hello there,

Once again, we apologized for the inconvenience, but you already leave the airport and found out the damage at
home, it is difficult to define the responsibility of discovering the damage after leaving the airport.

Best regards

tion
Airport Operation Tel: 905-673-3777 (EST 1800-0200)

Ticket & Marketing: czyyzsa@cs-air.ca

Baggage: yyzapcz@gmail.com

Toronto Pearson Airport, Terminal 3 J304
6301 Silver Dart Dr., Mississauga, ON L59 1B2

Thank You for choosing China Southern Airlines, Your First Choice to China

On Thu, Jan 23, 2020 at 4:05 PM_

I disagree with your decision mentioned below as you can not expect every
passenger after a long 15 hrs flight to check their luggage right away when they
pick it up.

wrote:

I am requesting that China Southern Airline compensates for the damage as I
am entitled to it based on the Air Passenger Protection Regulations (see below).
Lost or damaged baggage

Under the Montreal Convention, an international air transport treaty to which
Canada is a party, airlines can be held liable for baggage that is damaged or lost
during international travel, up to approximately $2300. To provide better
protection to passengers travelling within Canada, the airlines will be held liable
for up to the same amount for baggage that is lost or damaged during domestic
flights.

A passenger must file a claim for expenses with the airline. For damaged
baggage, the claim must be submitted within seven days after the passenger

3
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receives the baggage. For potentially lost baggage, the claim must be submitted
within 21 days after the day it was supposed to arrive.

In addition, the regulations require airlines to reimburse passengers for any
baggage fees paid if their baggage is damaged or lost.

On Sunday, January 19, 2020, 09:55:44 p.m. EST, CZ YYZ <czyyz@cs-air.ca> wrote:

Hello. This is China Southern Airline Toronto Station, and we have received your letter about compensation for
your damaged bag. First of all, we apologized for the inconvenience caused to you by the damaged bag.
Secondly, sorry that we cannot help you to claim the damaged bag because you did not report the damage right
away at the baggage room when you got your luggage. Therefore, it was hard for us to define the damaged
bag.

The procedure of claiming the damaged bag would be when a passenger gets bags from the belt and find the
damage at the baggage room, the passenger should report the damage right away to China Southern agents.
Then passengers need to get ready with all the documents like passport, boarding pass, luggage tag and also
have to fill out some forms. Since you took the damaged luggage and claimed outside of the airport, we could
not accept it. Sorry for that and thank you for your understanding.

China Southern Airlines Toronto Station
Airport Cperation Tel: 905-673-3777 (EST 1800-0200)

Ticket & Marketing: czyyzsa@cs-air.ca

Baggage: yyzapcz@gmail.com
Toronto Pearson Airport, Terminal 3 J304
6301 Silver Dart Dr., Mississauga, ON L59 1B2

Thank You for choosing China Southern Airlines, Your First Choice to China
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Nadine Landry

From: Info

Sent: Monday, March 23, 2020 8:53 AM

To: |

Subject: RE: Air Canada denying proper compensation for denied boarding
Hello

Thank you for contacting the Canadian Transportation Agency.
Passengers have new rights under the CTA's Air Passenger Protection Regulations when they travel by air.

If you would like to file a complaint about your compensation issue and have your concerns addressed with the CTA, you
can fill out our complaint form at https://rppa-appr.ca/eng/file-air-travel-complaint

Please note, in light of the extraordinary circumstances resulting from the Covid-19 pandemic, the CTA is temporarily
pausing all dispute resolution activities involving air carriers until April 30, 2020, to permit them to focus on immediate
and urgent operational demands. All air passenger complaints will be processed in due course. On or before April 30,
2020, the Agency will determine if the pause should end on that date or be extended to a later date.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

From:
Sent: Y,
To: Info <Info@otc-cta.gc.ca>; meredith.dellandrea@cbc.ca; victoria.king@cbc.ca
Subject: Air Canada denying proper compensation for denied boarding

’

Good evening,

| would just like to bring this to your attention as | have been following your news stories
regarding passenger compensation and the ordeals AirCanada customers are being put
through.

Here is my experience. | had to travel from St John's to Toronto for a family emergency. This
was to be a straight forward flight, which would depart at 5 am (NL time) and arrive at around

1
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9:30 am (EST Time). We were booked to make a connector in Montreal. At a price of $1000
(which was what we had to pay AFTER changing our original tickets to fly back to Goose Ba
at the end of the holidays). This was a big financial purchase for both me an

The morning of the the flight we get an update that we were delayed an hour and a half in St.
John's due to "Crew Availability”, which would mean that our connector in Montreal would be
tight. However, we thought we'd be able to make it because the flight from Montreal to Toronto
was also delayed by a half hour. When we arrived in Montreal and de-boarded the plane the
gate agent handed us a new ticket with a new time that we were going to be arriving in
Toronto. The new time was 1 pm. There was also 2 voucher attached for $15. On the voucher
the reason it was issued was "misconnect controllable”. We went to Air Canada customer
service to try and find out what happened and if we could get on an earlier flight. Customer
service did not answer the questions of why, rather told us to call a number or email. The
number turned out to not take any calls just repeat a recording about how busy they were.
When waiting for the customer service agent to finish processing us, | asked again why our
flight wasn't going and she reply that flights at this time of year may be overbooked. To my
knowledge this was the main reason for the Canadian Transport Agency being forced by public
outcry to set up a passenger bill of rights.

mmediately filed a claim for our delays. We filled 2 each (one for St. Johns
to Montreal and one from Montreal to Toronto). After even more delays in Montreal we finally
arrived our destination of Toronto at 4:20 pm (EST).

We waited about 21 days for AC to process our claim. They emailed me an to
indicate that we eceiving two $400 cheques for each of the flights. When the
cheques arrived was issued two $400 cheques but | was only issued 1 $400.

Remember, thes e exact same flights that were delayed.

| made contact with Air Canada through email (because of the difficulty getting through to a
human at the company). | asked why | only received 1 cheques and received 2. |
also questioned why they indicate the flight was a cancellation when the reason given on
paper is "misconnect controllable” and informally the gate agent said it was an overbooked
flight. They just got back to me today saying that the issuing of 2 cheques to
an error and there will be an internal investigation. The Representative wrot
are sorry for the delay in you reaching your destination. We do understand that this flight was
indeed cancelled. The amount of money issued, $400.00CAD, has been done so to recognize
the delay in the time it took for you to reach your final destination. Regrettably, as this was
indeed a cancellation, denied boarding compensation does not apply.”

| would not reach out to you ordinarily if this had happened on any other day. But the family
emergency was that Every
hour that we were delayed due to Air Canada's practices of overbooking as an hour | did not
get to spend with | share my story because there are many other Canadians
that travel every day for various reasons and | would hate for them to go through what | had to
go through just to make it to my destination. In my opinion AC views me as a case number and

email me back or call me a ave a nice day,
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Nadine Landry

From:
Sent: Monday, March 23, 2020 8:35 AM
To: Info

un vol mercredi 25 mars départ de Québec/Montréal/Charles de Gaulle et atterrissage a
oun.Or 1 aéroport de Douala et Yaoundé au Cameroun sont fermés a cause du virus ! Le vol
est AC8727 de air Canada n est toujours pas annuler et ce 3 jour avant le départ, que doit on faire svp ?

Téléchargez Outlook pour Android
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From: Info
Sent: Monday, March 23, 2020 8:28 AM
To:

Subject: RE: Cancel one reservation

Thanks for contacting the Canadian Transportation Agency.

Please contact your airline as only they can cancel your reservation.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Friday, March 20, 2020 5:14 PM

To: Info <Info@otc-cta.ge.ca>
Subject: Cancel one reservation

Hi there,

| have a reservation and with, @
with me he flight.

Looking to cancel the
getting money back.

Respectfully

ases from the covid 19 | will no longer be bringing

passenger please let me know if I can make changes and how go about

00082



s.19(1)

Nadine Landry

From:

Sent: Monday, March 23, 2020 3:52 AM

To: Special

Cc: Info

Subject: RE: Pacific Coastal Airlines - Reservation [tinerary ***IMPORTANT

INFORMATION***

Hello, anonymous author of the latest email missive from Pacific Coastal Airlines. (PCA).

Your original email (Mar.21) regarding your decision to cancel my reservation stated "due to a rapid decrease in
demand." as one reason for the cancellation.

Additionally, I am not aware of any government or regulatory agency curbing or advising against airline
operation within Canada due to pandemic.

Contrary to your most recent reply to me which infers I am claiming compensation, over and above my fare
paid, for the cancellation, I am not. I previously stated only that I am reserving that right, to pursue redress with
CTA. I trust if such a claim is actually registered with that regulatory agency, the adjudication may not be as
you opine below.

I am requesting you waive/amend the confidentiality notice at bottom of your emails to me, so that [ may refer
to them and copy them to various parties in the subsequent due process I am reluctantly commencing in order to
reclaim my $145.77 paid you for a service that you decided to cancel.

Please be advised that one such possible due process includes Small Claims Court of B.C.

Frankly I am shocked and dismayed by your "hard-ball" attitude and intransigence in insisting [ will not get my
requested refund for a service not provided by PCA.

This Odyssey to reclaim my paid fare has now taken on a ' life of its own ", therefore instilling in me a
determination to pursue relentlessly a just and fair resolution - which consists of a refund of $143.77, and a
determination to communicate this sordid event to any interested individual in this small town, and elsewhere - I
believe consumers of any business or company are entitled to be informed of that company's customer relations
and actions. Business should be held accountable.

(I've bought a house in less time than I've had to devote so far to this venture!)

Respectfully.

On Mar 22, 2020 9:00 PM, Special Care wrote: > > Hello, > > A carriers obligation to provide customers
monetary compensation as outlined by the Canadian Transportation Agency (CTA) in the Air Passenger
Protection Regulation (APPR) is not applicable in your situation. As a result, your request for $125
compensation as a result of the flight cancelled is denied. The CTA has identified situations related to this
pandemic considered 'outside of the air carrier's control’. Which as a result, air carriers are not be required to
provide standards of treatment or compensation for inconvenience. > > Monetary compensation is only due
when the reason for the travel disruption is categorized as within the carriers control, also known as
controllable. In addition, even if this was categorized as controllable, passengers are only entitled to

1
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compensation if they are informed 14 days or less before the original departure time indicated on their ticket. As
contact was made greater than 14 days you would not be entitled to compensation. > > I can appreciate your
frustration so as an alternative, may I suggest contacting your credit card company or travel insurance provider
for further reimbursement. Often credit card company’s offer travel disruption insurance as a feature to their
customers. Should you action this option you may require formal documentation stating the temporary service
suspension. | have attached such document for your convenience. > > Thank you, > Pacific Coastal Airlines >
South Terminal > 4440 Cowley Crescent Unit 217 > Richmond BC V7B 1B8 > > Confidentiality Notice:

The information in this e-mail is directed in confidence and is intended for the use only by the individual(s) to
whom it is specifically addressed. > Any other distribution, copy, or disclosure is strictly prohibited. If vou
have received this e-mail in error, please notify the sender immediately by telephone and delete this

message from your system > > Please consider the environment before prlntlng th1s e-mail. > > > —eemv Original

merary ***IMPORTAN T INFORMATION*** > >

o reverse the charge of $145.77 dated 2020.02.14. This fee is
for a service cancelled by you, and not provided to me. > > I hereby reserve the right also to claim $125.00
compensation pursuant to Air Passenger Protection Regulation under the auspices of Canadian Transportation
Agency. > > Regards, > > On Mar 22, 2020 4:08 PM, Special Care wrote: > > > > Hello, > >
Thank you for taking the time to contact Pacific Coastal Airlines. > > Pacific Coastal Airlines is not processing
refunds to original form of payment at this time for reservations effected by the temporary service suspension.
Typically, our travel credits files are valid for one (1) year from the original date of purchase; however, given
the circumstances we have extended the period they are valid for, offering customers (2) two years from date of
purchase to utilize the credits. In addition, this credit is also transferable to another person. > > We are
appreciative of all the support we have received from our customers over the years, and look forward to seeing
you on board a Pacific Coastal flight sometime in the future. > > All the best, > > Claire > > South Terminal >
> 4440 Cowley Crescent Unit 217 > > Richmond BC V7B 1B8 > > > > Confidentiality Notice: The
information in this e-mail is directed in > > confidence and is intended for the use only by the individual(s) to
whom 1t is specifically addressed. Any other distribution, copy, or disclosure is strictly prohibited. If you have
recerved this e-mail in error, please notify the sender immediately by telephone and delete this message from
your system. > > > > Please consider the environment before printing this e-mail. > > > > > > - Original
Message > Sent: March 22, 2020 3:52 PM > > To: Special Care > > Cc: info > >
Subject: Re: Pacific Coastal Airlines - Reservatio Ttinerary ***IMPORTANT INFORMATION###*
> > > > > > > > Hello. » > > > Please be advised that I am requesting a full refund of the amount $145.77 paid
by me on 2020.02.14, for the above subject reservation, which was cancelled by your airline via email and
phone calls to me on 2020.03.21. > > > > The credit offered to me for future use is not feasible for me. > > > >
As an indication of my goodwill and understanding of these challenging times, I am waiving the $125.00
compensation to me mandated by the Air Passenger Protection Regulation of the Canadian Transportation
Agency, ( copied recipient of this email), in circumstances of cancellation of a flight by an airline. > > > >
Please remit the above $145.77 via refund to my credit card used to make the reservation. > > > Thank you
for your attention to this matter, and to your local representative, Sue, who was gracious and diplomatic in
patiently explaining the situation to me. > > > > Respectfully, > > > > On Mar 21, 2020 2:13 PM,
specialcare@pacificcoastal.com wrote: > > > > > > > > > Hello, > > > > > > > > > As a result of the recent
global outbreak of the COVID-19, Pacific Coastal Airlines is temporarily suspending operations effective
March 25 to May 2, 2020, inclusive. This decision was made based on the need to be socially responsible
during this State of Emergency to help prevent the spread and due to a rapid decrease in demand. >>>>>> >
> > As you have an existing booking with Pacific Coastal Airlines we are contacting you to advise your flight
has been cancelled. The flight value will be held as a travel credit that can be applied towards a future flight
with Pacific Coastal Airlines. Travel credits are available for use for travel completed within 24 months from
the date of original purchase. > > > > > > > > > Should this not work for your travel plans you can change your
reservation without penalty. To make a change please reply to this email before March 24, 2020 stating so. > >
>>>>2>>>We apologize for any disruption to your travel plans. > > > > > > > > Best Regards, > > >
Pacific Coastal Airlines
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Nadine Landry

From: Luke LeBrun <llebrun@pressprogress.ca>

Sent: Sunday, March 22, 2020 10:54 AM

To: media

Subject: Media Inquiry re: airline refunds during coronavirus pandemic
Hello,

I'm reaching out in hopes of getting clarification about what the rules are around airlines issuing refunds to
passengers whose flights were cancelled due to the coronavirus pandemic / closure of borders to travel, etc.

I've heard that some passengers calling Air Canada are being told that they cannot receive an actual refund, they
can only receive a credit to rebook again sometime in the next 24 months.

I've also heard Air Canada may be pointing to the CTA's recent announcement re: "temporary exemptions' to
some regulations, thereby implying to passengers that this practice of keeping passenger's money and offering a
credit to rebook is explicitly sanctioned by CTA / the federal government (I don't see anything in the ruling
relating to passengers being denied refunds, only that airlines will not face additional penalties for inconvencing
passengers).

https://www.otc-cta.ge.ca/eng/ruling/a-2020-42

https://ote-cta.ec.ca/eng/content/canadian-transportation-agency-issues-temporarv-exemptions-certain-air-
passenger-protection

I had just two questions:

1. Can you clarify for me what the current rules stipulate re: refunds from airlines for cancelled flights and/or
passengers who do not wish to travel due to the public health emergency?

2. Let's say a passenger suddenly finds themselves in a tough financial situation and they badly need their $600
ticket for a trip they were taking in April refunded so they can pay for food and essential supplies. They call the
airline, and the airline tells them they won't give them a refund but can rebook any time in the next 24 months.
What options do passengers have in that situation?

Thanks, can you let me know when you could get me back a response? Would sometime Monday be possible?

Luke LeBrun
Editor, PressProgress
llebrunicgpressprogress.ca

BESPTOLIEss
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Nadine Landry

From:

Sent: Sunday, March 22, 2020 12:21 AM
To: Info

Subject: Flightissues

Very bad experience with FlightHub.

Very bad experience with FlightHub..

Every single day | am calling them after spending hours in que. did not got any satisfactory
answer.

All of the flights and flights booking sites are issuing refund or exchanging the dates. But in my
case customer service is not helping me .. they are not cancelling the flight and also they are
not changing flight dates. Tomorrow is my flight . | am not able to do check - in and also when
| call FlightHub for the exchange or cancellation they told me they can not do anything they
are transferring the call to alternative departments..

booking status as per today is processing

Airline told me that they cancelled the flight because of government restrictions due to
coronavirus..and they advise me to call FlightHub to change the dates as they are offering free
exchanging of dates.

FlightHub is not changing my travel dates.

One of the FlightHub agent told me that there is a pin mark on my account so definetely | will
get a call from from Superiors but | did not got any answer.

Flight from YYZ to ATQ

Again no respond from FlightHub

Please review my complaint and reply me back.

Thanks.

Sent from my iPhone
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Nadine Landry

From:

Sent: Sunday, March 22, 2020 12:16 AM
To: Info

Subject: Sunwing Airlines

Good evening,

| would like to start off by saying thank-you so much for taking the time to read this. | know with all
the scary virus going on in the world. This is the least important, however this is actually very sad &
trying time

ad planned there dream

o make this destination wedding
a dream come true. They had family & friends that paid for there own tickets with sunwing. The
destination wedding wa
Now | couldn’t afford to take my family. __
However when the virus came out. Sunwing will not refund all the people there money. As well they
are no longer wanting to come to a solution, except offer travel vouchers

hat sunwing will not refund all the people there money, | needed to reach

me to discuss further or you can reach out to f you need there number | can get it for
you.

Sent from my iPhone

00087



$.19(1)

Nadine Landry

From:

Sent:

To: Info

Subject: crédit d'un vol annulé
Bonjour

i'ai recu un courriel pour modifier ou annuler le vol de
ne veut plus venir a cause du COVIDI19, et moi non plus. En essayant d'annuler leur vol, par
erreur, J'ai tout annuler au lieu de me faire créditer 'argent pour un voyage ultérieur. J'aimerais erandement me
faire créditer et non perdre le 20008 mis afin que une autre
fois.
Jai essayé d'avoir la ligne téléphonique plusieurs fois et la Se fois, j'ai réussi a avoir la ligne et
(I'employé) m'a dit que la seule fagon d'avoir un crédit était de vous envoyer un courriel. J
amplement que vous &tes déborder, mais j'aimerais vraiment que vous traiter ma demande.
aimeraient voir un moment de bonheur aprés cette pandémie.
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Nadine Landry

From:
Sent:
To:
Subject: Flight cancellation by Aeromexico

Dear Sirs,

| highly appreciate your help to know if we can report the bad actions and behaivor of Aeromexico
that decided to cancel the flight no 601 onvthe 21st of March 3:45 pm from Vancouver to Mexico City
without previous advice or warning and give any options to take a new flight with no additional cost,
after 4 hours of trying by phone and that we could get in contact with them they wanted to charge us
double the price and rates in order to be able to take an available flight, nd 2 more
people were extreamly surprised by this situation , after 4 hrs and strongly complain to Aeromexico
decided to give us the flight with no additional charges, but we have spent all day long from 11 am to
24 hrs of today, and it is very sad situation how they tried to cheat on us since during the time in the
phone they gave us a price range from 115 up to 745 CAD.

If you can take meassures to try to review their conduct will be highly appreciated, because the
passengers ourselves have been surprised by this bad actions to take advantage on the Covid
situation. Instead we expected an apologize from they they just wanted to take monetary advantage
and even they cause the cancellation issues.

We were properly in time but they did the cancelation.

Our flight reservation number is

Thanks in advance

Sent from my iPhone
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 8:34 PM

To: Info

Subject: Urgent Westlet flight booked to Hawaii

Flight has been cancelled my Flight(s) departing March 25, 2020 due to Covid-19. Westjet is offering me Westlet dollars
good for 24 months. | am retired and want my money back not Westjet dollars.
What are my options?
My reasons are:
| have a contract and they are cancelling but due to Government travel blockades.
| am retired and may not live long enough to get use of the “Westjet dollars”.
Westjet could go bankrupt and | would lose my money.
West jet has cut their operational costs through layoff and have not put any real monetary costs into
my flights yet other than booking costs and therefare should refund my cost in Canadian dollar.

| am prepared to get legal aid in resolving this but would appreciate if the government could help in this issue.

Please respond ASAP as | am being pressured to accept their Westjet dollars in return for my money.

Thank you,

Cobourg, ON
home
cell

Sent from Mail for Windows 10
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 5:53 PM
To: Info

Subject: Passenger rights

Hello,

| have recently read you have made exceptions to the various regulations that airlines will not have to
refund passengers for cancellations due to Covid-19. I'm sure this was done after lobbying from the
industry. Do you not have a duty to Canadians to protect them as well? Do you think in these
uncertain times Canadians can afford to carry vacation vouchers when we need are worried about our
next paycheque. | respectfully request that you turn your attention to us regular Canadians who
cannot afford to have thousands of dollars tied up with the airlines.

I’'m sure the federal government is already looking at advancing tax payers money to help the airlines,
but nothing will be coming to my family to compensate us to get through the next few months.

How can you assist me in this matter?

Sent from my high tech thingyabobber
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 4:.02 PM

To: Info

Subject: My airline suspended flights - please advise re. what actions | should/could take?
Hi,

I’'m having difficulties figuring out what | should and could do, based on all the information out there
right now. I’'m hoping you can provide me with some direction.

| was in the UK, scheduled to come back to YYC on Westlet from LGW on March 24. | tried to contact
Westlet in several ways to try and reschedule my flight, but wasn’t able to. Then when the Canadian
government announced Canadians were to repatriate as soon as possible, | purchased a new flight on
Air Canada and am now back in Canada. | spoke to Westlet at a counter in YVR on my way back, and
was basically told it was my choice whether or not | cancelled my flight scheduled for March 24 and if
| did, | likely wouldn’t be charged a cancellation fee. I'm obviously not in the UK now to get on that
flight and even if | was, Westlet announced it’s suspending operations before that flight is scheduled.
And | can’t manage my flight online {I’'m told that’s because | bought a basic fare} and | can’t get
through via Westlet’s call centre. | know this is a time of many extraneous circumstances, but | feel
that they left me stranded and without options and surely | have some rights. {(Especially given that as
soon as | heard my country was saying to come home, | started making arrangements and did so at
great financial expense with another airline. And the multiple-connections route | had to take home
put me potentially in greater exposure to COVID-19 then if | had been able to take my original, direct
Westlet flight that was suspended.}

Would you be able to please advise me of my rights and responsibilities? | would appreclate any
advice you can offer.

Sent from iPhone, please excuse typos.
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 3:11 PM
To: Info

Subject: KLM travel voucher versus refund
Dear CTA,

[ would like to receive a refund for my cancelled flight with KLM, but the only option they are offering on their website is a
non-refundable travel voucher for one year. Can they do that? Given the current circumstances, | can't even reach them.
Reaards
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 2:32 PM

To: Info

Subject: Complaint - Travel Agency Regarding Corona Virus Ticket Cancellation
Attachments: Itenary.pdf

Hello

[ would like to launch a complaint about a travel agents- “Flight Hub” . | had booked 5 tickets for flight to Al Najaf in Iraq.
| had to cancel the tickets due to corona Virus travel advisory and safety of my family. The agency charged my $500 for
cancellation fee. The airport in najaf and all the sites in Iraq were closed due to corona Virus advisory and advisory from
Canadian Government to isolate. The agency and Airline Qatar Airway had charged my a total of 51500, $500 by travel
agent Flight Hub and $1000 by the airline {Qatar airways).

This is not fair considering the travel advisories and safety of my self and my family.

| would like to receive by full refund from the agency and Airline . | have also launched a complaint with the Airline.
However the agency is not accepting my complaint.

My itenary and ticket numbers are attached with this Email

Please check and advise

Thanks

Regard

Sent from Mail for Windows 10
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 2:16 PM
To: Info

Subject: Denied refunds from airlines
Importance: High

Hello,

Are you able to help in getting a refund for flights from Air Canada and Alaska Airlines?

As the government talks about keeping money in Canadian's pockets during this pandemic, can you instate
rules that make the airlines provide refunds to travellers who had flights booked?

| am one of thousands of Albertans who had spring break travel plans, which have now been cancelled due to
the COVID-19 outbreak. When borders are closing and airlines are cancelling flights, it is wrong that the
airlines get to keep travellers money and only offer a credit for a few months for future travel. With the
uncertainty relating to the economy and job layoffs as the province shuts down in self-isolation mode,
Canadians could use the thousands of dollars currently being held hostage by the airlines to pay their bills and
feed their families.

Air Canada refuses to even provide a refund for seat selection.
How can | get my money back?

Thank you for your assistance in this matter.

Sincerely,
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 1:17 PM

To: Info

Subject: Disappointed with Air Canada Response
Hi There,

I am writing to you today as a very disappointed passenger with Air Canada. I have sent them an email twice
(which they took one month each time to respond to me). I just received my second response this morning and [
am very very disappointed with the outcome. Attached below will be the email as well and photos that I sent
Air Canada regarding mine and my boyfriend’s experience with them with our flight to Honolulu in January
2020. What we went through during that flight with them was absolutely terrible and they are doing absolutely
nothing for us. My understanding is that as of December 2019 if your flight is delayed by three to six hours you
are entitled to $400. Needless to say by their response (will attach) I feel as if they are not honouring that policy
and just making excuses as a way to get around not compensating and 1. I kindly ask that you take
the time to review my whole e-mail and photographs and let me know your opinion and what can be done.
Thank you in advance.

MY EMAIL TO AIR CANADA:

Hi There,

I am writing today to express a few complaints and disappointments in my most recent trip to Hawaiu through
Air Canada.

On January 17, 2020 ‘and I travelled to Honolulu , Hawaii which what we thought was through
Air Canada. The very moment we were leaving our house to drive to the airport is when we got our first text
message alert that our flight had been delayed by 2 hours and 15 minutes. Regardless of the change we
continued on our way to Vancouver International Airport as we had already left our home. It was extremely
annoying because we we’re headed to the airport for 2 hours ahead of our original departure time and once we
got the change we ended up being at the airport (at that time) for over 4 hours early before our new departure
time. Once we killed some time at the airport we received yet another text that our flight had been delayed
another 30 minutes. About 3 hours later we got ANOTHER text stating that our flight would now be delayed
another 30 minutes. Not too long after we received vet another text that the flight was delayed another 15
minutes. In total our flight time changed six times and was delayed by three hours (that they had notified us
about) but by the time the plane actually left it was well over three hours. Attached below is the text message
alerts that I received for our flight from that day.

My next complaint is comments made by the Air Canada staff at our gate before boarding. As everyone at our
gate was very eager and inpatient by that time - I sent p to the desk to ask what was going on and
ere so many changes in our flight. When told me that the staff member

that the plane that we were about to fly to Hawaii on had (quote on quote) “Hit a bird during one
of its earlier flights today and had to be repaired before it was able to fly from Vancouver to Hawaii”. When,
came back with this information yvou could probably imagine how terrified I than was. Yes , maybe
he staff was just being completely honest but should they REALLY be telling people that the plane that we are
about to fly on hit a bird earlier and had to be repaired before it could fly us to Hawaii? We all know the
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damage a bird can do to a plane which is why I was so shocked that they would be telling people that
information.

We had a rental car scheduled to pick up for when we arrived in Hawaii which was suppose to be picked up at
11:00 PM. Obviously that didn’t happen due to the six time changes and delays that happened. We spent over
an hour trying to figure out what to do about our car and contact the company. We were not able to contact the
company because all they had was a 1800 phone number and no number for each individual rental car location.
We ended up getting to Hawaii around 3-3:30 AM and obviously the car rental counters were closed by that
point. We took an Uber we costed us $50 one way and then had to wake up the next morning and take another
Uber back to the airport to get our rental car. All in all we spent over $100 on Uber because we didn’t have the
car we thought we would have that night because of the delay.

As we boarded the plane , I immediately noticed that is was not an Air Canada plane. I am not exaggerating
when I say this was THE WORST AND DIRTIEST plane I have ever seen or been on. It’s no secret that planes
are not the most sanitary but this was absolutely disgusting. When we sat down in our seats there was liquid
substance splattered all over both of our TV screens , the cabin ceilings had splatter all over them and there was
garbage left in our seat pocket left over from the previous flight. We were told that we were on an “Omni Air”
plane. It is pathetic that Air Canada wouldn’t even notify any of their passengers that another airline would be
operating their flight. I choose to fly with Air Canada for most of my trips and this time was more than
disappointing. We should have at least been made aware that it was a different airline that was going to be
flying us. We didn’t pay to fly with this old , dirty , crappy airline- we paid to fly with Air Canada. On the way
back home from Hawaii , we had the exact same plane and sat in the exact same row/seats. How did we know it
was the exact same plane? The dirty splatters on the cabin ceiling above us was the exact same dirty splatter that
was there when we were on our way to Hawaii 9 days prior. I will attach photos below. Absolutely disgusting,

My last complaint is that once we arrived in Hawaii and picked up our luggage from the luggage carousel- I
immediately noticed that my luggage was broke. One of the wheels and the suitcase around the wheels was so
cracked that I couldn’t even wheel my luggage out of the airport. When I returned back home I contacted the
company where I purchased the luggage (Hey’s Luggage) because I remembered that it was under warranty for
5 years. Of course once emailing them they told me that the damage was caused by the airline and that the
warranty doesn’t cover that. The one piece of luggage is worth $189.97. I will attach the email from them
below.

I have seen that Air Canada’s compensation policy changed in 2019 and for a flight that is delayed by three
hours or more , they are entitled to $400 each.

$400: If the arrival of the passenger’s flight at the destination that is indicated on the original ticket is
delayed by three hours or more, but less than six hours.

[ am quite sure that after reading this very long detailed email and seeing my proof of photographs you can
probably tell that I am not very impressed with Air Canada. What was suppose to be a nice relaxing trip to start
2020 turned into a nightmare before we even reached the airport. I think that we have a right to be compensated
for our tickets at the very least. I will tell you that if nothing is done for us for this nightmare of a flight - we
will never even think about travelling with Air Canada again. The whole entire experience and everything that
we went through was more than unacceptable.

I will wait to hear back from you.
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s.20(1)(b)
AIR CANADA’s RESPONSE: $.20(1)(c)
Your case number is: $.20(1)(d)

Dear

We are in receipt of your claim under the Air Passenger Protection Regulations for flight AC2411 from
Vancouver to Honolulu on 17th January.from Fort Myers to Toronto on 27th December. We are sorry for the
delay you experienced at arrival to your final destination.

We know our customers are eager to arrive at their destinations, and it’s inconvenient when you have to wait. In
this case, a bird-strike to the airplane may have caused damage, so immediate checks were required in case we
needed to complete repairs. For safety reasons, we had to delay the flight. In this instance, the compensation
you are requesting does not apply because the delay was caused due to uncontrollable reasons.

We apologise that the grooming of the aircraft was not done properly. Please be assured your feedback will be
forwarded internally.
We understand that baggage department has handled your damaged bag concerns.

We appreciate the opportu
positive travel experience in the future.

Si 1
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Sent from my iPhone
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 17:58 AM
To: groupe@corsair.fr

Cc: Info

Subject: Annulation du vol SS900 et SS901
Bonjour,

J’ai fait une réservation d’
(Numéros de reservation

vol aller-retour entre Montreal et Paris durant le mois d” Avril pour une personne
' au nom de

Ce vol a été annulé par votre compagnie suite a la situation du COVID-19.

Selon service-public.ir, si la compagnie aérienne annule ses vols en raison d’un "événement exceptionnel et
inévitable", elle doit rembourser I'intégralité du prix du billet lorsque le vol est soumis a la réglementation
européenne (1’aéroport de départ se trouve dans 1’Union européenne, ou ’aéroport d’arrivée et le siége de la
compagni¢ aérienne se trouvent au sein de I’'UE).

Votre siége social étant dans 1’Union Européenne tout comme ma destination, je vous demande un
remboursement de mes billets d’avion. Cependant a travers votre site web, nous ne pouvons uniquement faire
un changement de date ou un avoir pour un prochain voyage.

Pour étre honnéte, j avais pris ces billets pour rejoindre ma femme frangaise, qui était a Paris. Cependant, elle
avait déja pris ses billets de retour vers Montreal pour cet été. Cela ne m interesse absolument pas d’avoir un
avoir pour partir seul a Paris dans | année a venir, comme ma femme va me rejoindre. Ces billets étaient liés a
une situation unique.

Je vous remercie d’avance pour votre compréhension, et je reste a votre disposition,

Merci d’avance,
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Nadine Landry

From:

Sent:

To: Info

Subject: Annulation d'un vol
Bonjour

Compte tenu du covid 19

Air Canada annule tous ses vols ..

je devais partir pour le Costa Rica en avril

La cie aérienne nous offre un crédit ..

Est-ce que je peux exiger un remboursement?

Merci de me renseigner et merci de votre travail sirement trés occupé ces temps-ci
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Nadine Landry

From:

Sent:

To: marc.garneau@parl.gc.ca; Kate.Young@parl.gc.ca
Cc mintc@tc.gc.ca; media

Subject: Fwd: Flight Disruptions

Sirs/Madams,

Air Canada’ s corporate behaviour at this time of crisis is despicable. As evidenced by our experience detailed
below and the Facebook page of the Air Passengers Rights Group.

Not only are then refusing to fly out Canadians when possible, they are refusing to compensate customers for
their abandonment.

The EU 1s legislating all airlines reimburse customers whose flight is cancelled/ delayed due to the Corona
virus. Unlike our CT A that has apparently water down our airline responsibilities at the expense of the
travelling public.

If AC has any hope of getting public taxpaver support for any bailout they had best step up to the plate and treat
their Canadian customers with respect and decency. As is, their previous policies of abusing customers seems to
still hold sway.

They will inevitably ask for taxpayer dollars. At this point let them go into bankruptcy and have another carrier
assume the mantle of our national carrier.

They do not deserve taxpayer support.

Respectfully Yours

Sent from my iPad

Begin forwarded message:

From:
Date: March 16, 2020 at 6:25:41 PM EDT
To: Kate.Young. A2(@parl.gc.ca

Subject: Re: Ilight Disruptions

Hi again,

Our unanimous opinion is that AC could have honoured their obligation to remove Canadian
citizens. The FEcuadorian government made it totally clear that planes could fly in empty and
remove their citizens. They also made it clear that airlines we’re not because of cost of flying
empty planes.

That cost has now been down loaded to their customers, now scrambling for exorbitantly price
replacement flights. The simple solution of requiring them to fly exit flights and possibly even
compensating them for the cost was missed.

American Airlines are now asking for bailouts. Canadians should not ever bailout AC basedon

1
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current & past behaviours and blatant attempts to avoid their obligations under our new
passenger rights reqs.

We are now sitting in the Bogota airport for 8 hours waiting for a flight to NY then hopefully a
flight to TO.

The airline lobby was successful in watery our passenger rights legislation. The government has
failed in protecting its citizens from capricious greed.

Bailing out this pathetic example of corporate citizenship/responsibility would not wash well
with 8 of your constituents.

Sent from my iPhone

On Mar 16, 2020, at 3:25 PM, Kate.Y oung. A2(@parl.gc.ca wrote:

Good Afternoon

Thank you for taking the time to contact our office regarding your concerns
surrounding COVID-19. As of this morning, the Prime Minister has asked all
Canadians outside of Canada to return home. At this time many commercial
airlines are eliminating numerous amounts of flights, most likely why yours was
cancelled. We suggest that you register as a Canadian abroad here

(https://travel. ge.ca/travelling/registration) to keep informed of the latest updates
relevant to travelling Canadians. This will also help you in getting in contact with
someone from Foreign Affairs to plan your return to Canada.

Until this time it 1s imperative that you take all precautions in social distancing
until your eventual flight as those exuding symptoms may not be allowed to board
their flights or enter Canada.

I hope this information has answered your questions. Please do not hesitate to ask
if vou have any further questions.

Regards,

Mack McGee
Parliamentary Assistant
Office of Kate Young, M.P.
London West

House of Commons
617-180 Wellington St.
Ottawa, Ontario K1A 0A6
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Tel: 613-996-6674
Fax: 613-996-6772

To: Young, Kate - M.P.
Subject: Flight Disruptions

Dear Ms. Young

art of your constituency.

We are currently stranded in Cuenca Ecuador due to the governments Corona
virus lock down and the incompetency of Air Canada.

Ecuador is restricting all incoming flights but is allowing outgoing flights for
removal of foreign nationals. Our out bound AC flight out of Quito for this
Thursday was just cancelled today. Our understanding is AC had the opportunity
to enter with an empty plane and remove us as per the tariff agreement.

In addition our new passenger rights legislation must offer some protection from
this customer neglect. AC customer service lines are inoperative and on line
information is dated and non responsive.

We would appreciate any assistance or insight you can provide in how to contact
AC or what plans our government has to assist stranded Canadians.

Perhaps Government pressure might persuade AC to honour commitments and
assist Canadian citizens.

Anticipating your comments and response.

London, Ont.

And
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Nadine Landry

Sent: turday,
To: privacy@flyswoop.com; Info

Subject: Fw: Important: Your Swoop flight has changed -

Good Morning:
Please be advised that the flight change arrangements offered by Swoop do not meet our travel need
therefore there is no longer any purpaose to the travel because of the disruption (Canadian Transportation

Agency (CTA) - Air Passenger Protection Regulations).

| request that you kindly arrange to have a refund credited in full to my Visa account as this was the
original method of payment.

Please confirm by return email this credit has taken place together with confirmation number of same

Thank you

Sent: March 20, 2020 8:17 AM
To: privacy@flyswoop.com <privacy @flyswoop.com>
Subject: Re: Important: Your Swoop flight has changed -

Good morning - | have received the email below. The time and date change is not suitable for us and we ask
that you kindly refund our money for these flights. We have commitments that only the original date and
time bookings would work.

Kindly confirm by return email the refund has taken place - thank you for your help regarding this matter.

Enjoy your day

From: Swoop <info@update.flyswoop.com>

Subject: Important: Your Swoop flight has changed

s.19(1)
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One or more of your flights has been

affected by a schedule change

Due to the rapidly changing COVID-19 situation, we
have had to make some changes to our flight
network. Unfortunately, this has resulted in changes
to your upcoming flight.

Please review your new itinerary carefully and accept
changes or access your booking to review other
options.
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What's next?

We know flight changes can be frustrating and we sincerely
apologize for the inconvenience.

If the new flight times work for you, please choose Accept
changes below. Please note that all Extras, such as seats,
baggage and special services, will automatically be transferred
over,

If you would like to make adjustments to your flights, please
choose Change my flights to access Manage my bookings.

You have received this notification because you have booked a flight with Swoop. This email was
sent to Ibloxam@hotmail.com in order to provide information related to your flight. Replies to this
email will not be received. Check out our privacy policy for more details.

If you are denied boarding or your baggage is lost or damaged, you may be entitled to certain
standards of treatment and compensation under the Air Passenger Protection Regulations. For more
information about your passenger rights please contact your air carrier or visit the Canadian
Transportation Agency’s website.

Si Ffembarquement vous est refusé ou si vos bagages sont perdus ou endommageés, vous pourriez
avoir droit au titre du Reglement sur la protection des passagers aériens, a certains avantages au
titre des normes de traitement applicables et a une indemnité. Pour de plus amples renseighements
sur vos droits, veuillez communiquer avec votre transporteur aérien ou visiter le site Web de I'Office
des transports du Canada.

For further information on the treatment of passengers and minimum compensation owed by Swoop
and the recourse against Swoop available to passengers, including their recourse to the Agency,

Copyright © FlySwoop.com 330, 4311 12th Street NE, Calgary, AB T2E 4P9
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 9:35 AM

To: Info

Subject: Reimbursement of Purchase in Light of COVID-12 Disruption

Good morning,

| would like to clarify what the obligation is of airlines to reimburse customers who have purchased flight tickets and/or hotel
accommodations from them but the flight and/or hotel is no longer able to be utilized due to the COVID-19 restrictions.

We are in a situation where the airline is only offering a 24-month credit instead of a full refund. It is our opinion that this is
unnecessarily tying up money in the company's services due to the typical price fluctuations in of air travel and hotels, as well as
the fact that travel prices are likely to significantly increase in the months following the re-opening of travel.

Please feel free to call to discuss further.

Thanks,
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Nadine Landry

From:
Sent: Saturday, March 21, 2020 8:48 AM
To: cheapoair@cheapoair.ca; feedback@CheapQair.com;
support@cheapoair.ca
Cc: Info; support@gatarairways.com; support@aircanada.com; gopublic@cbc.ca
Subject: t - Notice of a Schedule Change was Received - Your Booking #

Hi Onetravel.ca/Cheapoair,

I am receiving these emails saying that my booking has been changed. When I call no one responds. Below
email says "Please call us at +1 646-738-4818 between the hours of 4:30am - Midnight EST to
speak to one of our representative."

I tried calling on the following times:

¢ March 20th: 10 PM ET - I was hold for 25 min and then I gave up

¢« March 21st: 6:350 AM ET -1 was on hold for 1 hour, no one answered I had to hang up

e Previously I called on March 17th 6:12 AM ET and I was on hold for 1 hour but no one answer. On
March 16th I called at 10 AM and 4 PM ET, same thing no answer and I had to hangup.

What kind of service you guys are providing? This is very frustrating in these difficult times.

In addition I am receiving email from you saying that if I do not accept changes to my travel plan I can lose all
value of my tickets:

"If you:chose not:accept any new option;, there is:no guarantee that the airline will. offer.you

intimidating. In these difficult times instead of helping
you are intimidating your customers. This is not acceptable. If you do not respond and clarify I will take this
issue to the government of Canada.

Government of Canada is advising people to avoid international travel and you guys instead of canceling flights
and refunding customers you are intimidating customers.

We are a family of 5 and I have about $9,500 worth of tickets on stake
Please call me and tell me status of my tickets. You can reach me at

Cheapoair/Onetravel.ca bookin
Qatar Airways booking#
Air Canada booking#

On Friday, March 20, 2020, 08:44:43 a.m. ADT, cheapoair(@icheapoair.ca <cheapoair(@cheapoair.ca> wrote:
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change to your upcoming flight, booking

Please call us at +1 646-738-4818 between the hours of 4:30am - Midnight
EST to speak to one of our representative.

Thank You,
CheapOair
Schedule Change Department
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 3:11 AM
To: Info

Subject: Flight Refund

Hello, I cancelled our flight to Costa Rica and would like to have our money

back NOT as a travel bank. How do we do this? We bought insurance for
cancella‘rlon BUT insurance saying the travel bank is a refund. The reason we got
we could get our money back. Thank you for your help,
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 1:52 AM

To: Info

Cc:

Subject: ssential travel only and flight cancelled
Hello,

| have 2 upcoming trips, and with the current Canadian guidelines of essential travel only, | want to
know and understand my rights.

Trip 1: Toronto to London round trip. Flight is scheduled to leave on April 3rd with British Airways and
return with American. These flights are still scheduled and are not cancelled. However with the
essential travel only policy right now, do | have a right to a full refund? Currently, the airlines are only
offering travel credits which | must use by Dec 31st, 2020.

Trip 2: Toronto to Miami one way and another one way back home. Flight was scheduled to leave on
April 16th and return on April 19th. However these flights have been cancelled {(both with air canada).
Again, the airline is only offering travel credits which must be used by Mar 30, 2021. | would like a full
refund, but the Air Canada is refusing.

Thank you,

Sent from my iPhone
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 1:30 AM

To: customerservice@evaair.com

Cc: . Info

Subject: ASSENGER STUCK IN OTTAWA

Attachments: EVA Air Electronic Ticket-EMD Receipt fo pdf;
PHOTO-2020-03-21-05-08-37 jpg

Dear EVA Air,

Passenger Name
Booking Ref No
Travel Schedule:
20th Mar 2020 AC463 (Ottawa - Toronto)
21st Mar 2020 BR35 (Toronto - Taipei)

22nd Mar 2020 BR237 (Taipei - Jakarta)

1. The above passenger has confirmed ticket from Ottawa to Jakarta and has checked
in for the flight on 20th

2. Counter staff later called
closed & all flights are ¢
air

and informed that since "Taipei border is
rerouted via Japan on 21st 11am using ANA

has requested for hotel accommodation, which was denied over 12
hours waiting

4. As per the original booking
which is also denied by the airline

as requested for Premium Economy class,

We have learned that the original flight from Toronto BR35 is flying as per the original
schedule an was misguided by the airline staff in Ottawa!

NEED YOUR URGENT INTERFERENCE TO PROVIDE ASSISTANCE TO THE PASSENGER WHO
IS MISGUIDED BY YOUR AIRLINE STAFF!

Kind Regards

Cc to: Canadian Transport Agency
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IR 1 548

Tineok 0 onding an

WEEHEE - RESTER

gz tiene {15 t0 48 brs bafore deparlure i

i

Fassenger:

Booking raf
Tloket numbe

DT)

Issuing office:

EVA AIRWAYS,200 NORTH PACIFIC COAST HIGHWAY, SUITE
1600, EL SEGUNDO CA 90245, U.5.A,LOS ANGELES
Telephone: 1-310-362-6600

Date: 15Mar2020

(1) Ticket number or booking reference
{2) Form of identification, e.qg.
- Passport
- The credif card
- The Infinity Mileagelands membership card
2. Remind you that the selected seat will be reserved untif one hour before flight scheduled departure time.
Please do check-in via web/mobile service 1.5 to 48 hours before flight scheduled departure time to make your frip more comforfable.

18:00 4
aminarq
Class: V Oparated by: AIR CANADA
idarketed by: AIR CANADA MYVE (2): 20Mar2020
Bapgage (4): 2PC Booldng status (1): OK YA (3): 20Mar2020
Fara basis: LLXI13 Duration: 01:15

“TORONTO LESTER B. PEARSON INTL. . TAIPEI TAIWAN TAOYUAN INTL: 01:20: . o 0 0E1e
emrmal 1 Al a SIMA050 | moNara0s0.
Clags: L Operated by: EVA AIR

Maretad by: EVA AIR MYE (2): 21Mar2020
Baggage (4): 2PC Booking status (1): OK MWA (3): 21Mar2020
Fare basis: LLXI13 Duration: 15:50
(TAIPELTAMAN TAOYUAN INTL o JAKARTA SOEKARNO HATTAINTL ::: BR237.: . 0800 o 11320 0
Terminal: 2 Terminal: 3 22Mar2020 22Mar2020
Class: Y Opsratad by: VA AIR

Marketed by: EVA AIR HYE (2): 22Mar2020
Baggage @): 2PC Booking status (1): CK WA (3): 22Mar2020
Fare basis: LLXI13 Duration: 05:20

(1) OK = Confirmed ; RQ = Requested but not confirned, or waitlisted; SA = Subject to space being available; NS = Infant not ccoupying a seat; Blank =

Danotes an open segment (2) NVE = Not valid before (3} NVA = Not valid after (4) Each passenger can check in a specific amount of baggage at no exira cost
as indicated above in the column baggage.

ELECTRONIC TICKET REMARKS
This receipt is treated as confimation of ticket purchased. Carniage and other services provided by the carmrier are subject to conditions of contract, which are hereby
incorporated by reference. These conditions may be obtained from the issuing carier.
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B ggage Pol:cy

YOWCGK T EE RS A TTTIE ST Gopiiniiinoniiinonn Ghninnon
TstCheckedBag:  FweofChage  UPTOSOLE 20KG ANDG2LI 158LCM

2_r|d;(_3hsr_:_1;edﬁag:;;; o breefChagen o CURTOSOLS 23KG ANDBZLETSELOM

Name. of the carrier whoss baggage rulss apply.: AR CANADA -

YOWYYZ MAX 21=c © Free ofCharge. 0 CARRY ON HAND BAGGAGE :
YYZTPE: MAX 1PC :: Free is'f'chérge'” I : CARRY?KGﬂSLB UPTO45LI115LCI\.'I ::'

TPECGK Ax 1PC " FréeeTCharge ' 1 CARRY7TKG 15LB UPTO45LI 175LCM
LB Wenght In Pounds KG = Weight n Kilas Ll Lmear Inches LCM Llnear Centlmeters MAX Maxlmum Allowed F‘C Numberofpleces

Baggage allowance ‘and: charges are provided for information only. Additional discounts rmay apply depending on advance purchase:or: Flver-specific: factors {e.g.
Frequent flyer status, military; Credit card.used for purchase early purchase over the intermet, etc) Most carriers’-e-fickets: have e;q:matuon dates and conditions o

use. Chesk the carier's fare rules for morg information.

CAMCEL NOTICE
Cancellation and no show fee are collected subject to the related fare rule conditions.

PAYMENT DETAILS FARE DETAILS
Fare Calcutation: JKT BR X/TPE BR X/YVR AC YOW Q Fare: IDR 29374000

JKTYOW11.23 1034.43AC X/YTO BR X,TPEBR JKT Q

YOWJKT11.23 1017.79NUC2074.68END ROE14158.00000
Form of payment:
Form of payment:

Taves: IDR PD
275800CA
IDR PD 230000D5
Endorsements: WAIVEACCHGFEEEXTG - /C1-3 NONEND/ IDR PD 37400RC
PENALTY APPLY/PE SVC TRPC ONLY -BG BR IDR PD
2874008C
Carrier Imposed Fees: IDR PD
2439200YC
IDR PD 212900YQ
Total Amount: USD 214.00A

Grand Total: UsD 214.00

INVOICE REMARKS
Contact the original issuing office for the invoice.

The carriage of certain hazardous materigls, like aerosols, fireworks, and flammable liquids, aboard the aircraft is forbidden. If you do not understand these
resfrictions, further information may be obtained from your airline.

@ag zﬁ oot for prepaid

ELECTROMIC TICKET

Carriage and other services provided by the carrier are subject to conditions of carriage, which are hereby incorporated by reference.

These conditions may be obtained from the issuing carrier or from the official website of the issuing carrier (for EVA Airways, please

refer to http:/Awww . evaair.com/en-global/conditions-of-carriage/ ). The itinerary/receipt constitutes the passenger ticket for the purposes

of article 3 of the Warsaw convention, except where the carrier delivers to the passenger another document complying with the

requirements of article 3.Passengers on a journey involving an ultimate destination or a stop in a country other than the country of

departure are advised that international treaties known as the Montreal convention, or its predecessor, the Warsaw convention, 00126
including its amendments (the Warsaw convention system), may apply to the entire journey, including any portion thereof within a




country. For such passengers, the applicable treaty, including special contracts of carriage embodied in any applicable tariffs,
governs and may limit the liability of the carrier. These conventions govern and may limit the liability of air carriers for death or bodily

injury or loss of or damage to baggage, and for delay.

Data Protection Notice:

Your personal data will be processed in accordance with the applicable carrier's privacy policy and, if your booking is made

via a reservation system provider (“GDS™), with its privacy policy. These are available at http:/Awww iatatravelcenter.com/privacy
or from the carrier or GDS directly. You should read this documentation, which applies to your booking and specifies, for example,
how your personal data is collected, stored, used, disclosed and transferred. (applicable for interline carriage)”

1.Your electronic ticket is stored in EVA Air computer system.
2.For electronic tickets purchased by credit card through our phone resenvation service or internet booking, please note the following
conditions:
- To ensure credit card holder rights, passenger or one of the travel companions must be the credit card holder.
- The credit card used for purchasing the ticket must be presented upon check-in. Passengers who fail to do so will be denied
boarding, unless they purchase full fare tickets at the airport ticket counter.
3.Please kindly present this document or one of the following information for smooth check-in:
- The electronic ticket number
- The credit card number used for the purchase of the electronic ticket
- The Infinity MileageLands membership card number or passenger identification card number
- The flight and date of travel
4 Upon passenger's request, the electronic ticket passenger receipt (the coupon printed by check-in staff) may be provided for the
immigration inspection.
5.To retain your pre-reserved seat on a confirmed flight and get through security with enough time, please check-in at least one hour
before the scheduled departure time for international flights. For departing from airports in U.S.A., Canada and Europe, we suggest
you to check in two hours prior to scheduled departure time. Flease contact the airport office you're departing from for the exact
operating hours.
6.The following baggage policy applies to flight sectors operated by EVA Ai/UNI Air only.
*Free carry-on baggage
(1) EVA AIr/UNI Air international flights
Allow two pieces of carry-on baggage for royal laurel/premium laurel/ business class and for premium economy/economy class
only one piece of free carry-on baggage with dimension 56 x 36 x 23 cm (22 x 14 x 9in) or total linear dimensions 115cm (45in)
and weight 7kg max each.
One additional free piece of personal belonging is allowed for all cabins with dimension 40 x 30x 10cm (16 x 12 x 4 in) or total
linear dimensions 80 cm (32in).
(2) UNI Air domestic flights
Allow one piece of carry-on baggage with dimension 56 x 36 x 23 cm (22 x 14 x 9in) and weight 7kg max each.

For more Baggage Information, e.g. Checked baggage, Extra baggage allowance for infinity MileageLands Diamond/Gold/Silver
members and other Star Alliance members card tier (UNI Air is non-Star Alliance partner), Carry-on baggage, please visit Baggage
Information.

For any other applicable charges from excess baggage and optional services, please visit Excess Baggage and Other Optional Fees.

For transportation of fragile, dangerous items or carrying liquid, aerosol and gel on passengers or in their carry-on baggage, please visit

Restrictions.

During April to November for the northern hemisphere and October to March for the southern hemisphere every year, EVA Ai/UNI Air
suspends brachycephalic or snub-nosed dogs and cats including any cross-breeds in this period (Southeast Asian countries are
prohibited for the whole year) , please visit Travelling with Pets.

IMPORTANT INFORMATION- BAGGAGE COMPENSATION, LIMIT OF LIABILITY, please visit Delayed/Missing/Damaged Baggage.

Checked Baggage:

Liability for checked baggage is limited in accordance with the relevant convention governing international air travel unless a higher
value has been declared in advance and excess value charges have been paid. The relevant convention is subject to the provisions of
the applicable Warsaw Convention or Montreal Convention, and the terms of the EVA Air General Conditions of Carriage.

7.For itinerary including flights operated by other airlines (including codeshare flights), the baggage rule of the most significant carrier
(MSC), which is the marketing carrier may apply unless that carrier publishes a rule stipulating that it will be the operation carrier.

For passengers whose ultimate ticketed origin or destination is a U.S.A./Canada point, or journey involving interline carrier, according

to U.S.A. department of transportation (US DOT)/Canadian transportation agency (CTA) requirement, carriers including code-share
flights must apply the baggage allowances, the free baggage allowance and fees that apply the exceptional rules governed by
US DOT/CTA and determined by the first carrier.

8.For more information about filing a complaint, please visit
hitp:/Avww evaair.com/en-global/contact-us-and-help/contact-us/ for our online feedback form.
For Mailing address:
EVA Airways customer service division customer relations department
376, Sec. 1, Hsin-Nan Rd., Luchu Dist., Taoyuan city, 33801, Taiwan
feedback@evaair.com

Aviation consumer protection division, US department of transportation contacts:
Website: http/Avww.dot.gov/airconsumer

Mailing address:

Awviation consumer protection division, c-75

US department of transportation

1200 New Jersey Ave, SE

Washington, DC 20590

United States
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91f you are the passenger on the flight to, from, or within Canada(including connecting flights), are denied boarding, or your baggage is
lost or damaged, or the seating of children under age14, you may be entitled to certain standards of treatment and compensation
under Air Passenger Protection Regulations. For more information about your passenger rights please visit EVA Airways' website or
Canada Transportation Agency's website.

10.As part of the world's largest airline grouping, star alliance, EVA Air now offers connections to more than 1,300 destinations. For more
information about star alliance, please visit:
hitp:/fwww .evaair.com/en-globalbocking-and-travel-planning Alight-information /star-alliance/

Hotel Booking & Car Hental
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Nadine Landry

From:

Sent: Saturday, March 21, 2020 12:01 AM
To: Info

Cc

Subject: APRIL 4th - SUNWING CANCELATION

and I'm currently dealing with SUNWING offering a full cash refund and then
retracting that statement a week later? Under the certain acts that have been dismissed for flights March - April
30th. Sunwing has offered a 2 year travel voucher.. where are the protection rights as to what would happen if
Sunwing isnt around in 2 years? Then what would happen..

also under protection rights for travellers, passengers are required a refund if the vacation no longer serves a
need. Which is no longer does. We had to cancel our wedding with Sunwing due to airports/airlines cancelling
our flight. When this happened our government had not yet but a full travel ban on Mexico so in this case we
were still going to go. So from my understanding this is the airline that has made us make different
arrangements that can no longer be met with myself and my

I would like answers/information on help to go about this.
How is an airline not held responsible to honour these guests for the THOUSANDS of dollars. I have countless
emails of proof between myself, sunwing and my travel agent.

Thanks.

Get Qutlook for iOS
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Nadine Landry

From:

Sent: Friday, March 20, 2020 11:24 PM

To: Info; meredith.dellandrea@chbc.ca; victoria.king@cbhc.ca
Subject: Air Canada denying proper compensation for denied boarding

Good evening,

| would just like to bring this to your attention as | have been following your news stories regarding
passenger compensation and the ordeals AirCanada customers are being put through.

Here is my experience. | had to travel from St John's to Toronto for a family emergency. This was to
be a straight forward flight, which would depart at 5 am (NL time) and arrive at around 9:30 am (EST
Time). We were booked to make a connector in Montreal. At a price of $1000 (which was what we

had to pay AFTER changing our original tickets to ose Bay at the end of the holidays).
This was a big financial purchase for both me and

The morning of the the flight we get an update that we were delayed an hour and a half in St. John's
due to "Crew Availability", which would mean that our connector in Montreal would be tight. However,
we thought we'd be able to make it because the flight from Montreal to Toronto was also delayed by a
half hour. When we arrived in Montreal and de-boarded the plane the gate agent handed us a new
ticket with a new time that we were going to be arriving in Toronto. The new time was 1 pm. There
was also 2 voucher attached for $15. On the voucher the reason it was issued was "misconnect
controllable". We went to Air Canada customer service to try and find out what happened and if we
could get on an earlier flight. Customer service did not answer the questions of why, rather told us to
call a number or email. The number turned out to not take any calls just repeat a recording about how
busy they were. When waiting for the customer service agent to finish processing us, | asked again
why our flight wasn't going and she reply that flights at this time of year may be overbooked. To my
knowledge this was the main reason for the Canadian Transport Agency being forced by public outcry
to set up a passenger bill of rights.

immediately filed a claim for our delays. We filled 2 each (one for St. Johns to
Montreal and one from Montreal to Toronto). After even more delays in Montreal we finally arrived
our destination of Toronto at 4:20 pm (EST).

We waited about 21 days for AC to process our claim. They emailed me and to indicate
that we would be receiving two $400 cheques for each of the flights. When the cheques arrived m
partner was issued two $400 cheques but | was only issued 1 $400. Remember, these were the exact
same flights that were delayed.

| made contact with Air Canada through email (because of the difficulty getting through to a human at
the company). | asked why | only received 1 cheques and eceived 2. | also questioned
why they indicate the flight was a cancellation when the reason given on paper is "misconnect
controllable" and informally the gate agent said i n overbooked flight. They just got back to me
today saying that the issuing of 2 cheques to was an error and there will be an internal
investigation. The Representative wrote "we s we are sorry for the delay in you reaching your
destination. We do understand that this flight was indeed cancelled. The amount of money issued,

1
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$400.00CAD, has been done so to recognize the delay in the time it took for you to reach your final
destination. Regrettably, as this was indeed a cancellation, denied boarding compensation does not

apply."

| would not reach out to you ordinarily if this had happened on any other day. But the family -
emergency was that ; Every hour that
we were delayed due et to spend with

| share my story because there are many other Canadians that travel every day for
various reasons and | would hate for them to go through what | had to go through just to make it to
my destination. In my opinion AC views me as a case number and not

Thank you for taking t
me back or call me at

my email. If you would like more information feel free to email
Have a nice day,
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Nadine Landry

From:
Sent: Friday, March 20, 2020 10:38 PM
To:
Cc

Subject: 2020/02/21 8:29

Bonjour!

Merci pour le retour. Par contre, nous devons vous avouer que nous sommes surpris de I'indemnité qui nous est
offerte. Par conséquent, nous avons quelques questions:

1. Pourquoi notre demande d'indemnisation n'est pas en vertu du R&églement sur la protection des
passagers aériens (Canada)? En quoi la raison n'est pas attribuable a Air Canada alors
que c'est le pilote de I'avion, lui méme, qui a dit clairement a tous les passagers (entre
250 et 260 personnes) au micro dans la salle d'attente qu'il était le seul responsable de
I'annulation du vol en question? Les agents de bord qui nous ont remis en mains propres la
brochure Avis de retard important ou d'annulation de vol ont pris la pelne de nous aviser que considérant les
faits entourant 'ANNULATION du vol AC 1727, nou indemnité de 10008 par personne (Voir
mes courriels en lien avec A ). Done, si nous vous dites que nous
n'avons pas droit en vertu du RPPA nous aimerions bien comprendre pourquoi puisque ce n'est pas l'information
que nous avons regu de la part de vos employés d'Air Canada?

2. Est-ce que le 400 EUR ou 600 EUR est converti en argent Canadien? Plus précisément, est-ce que
I'indemnité est versée soit avec un chéque en argent canadien ou avec un crédit voyage en argent canadien ?

3. Est-ce qu'il est possible de signer le regu du passager et de vous l'envoyer par courriel au lieu de vous
I'envoyer par la poste si nous optons pour le crédit vacances? Considérant la situation actuelle avec COVID-19,
nous craignons que le service postal puisse rencontrer certaines difficultés.

4. Quel délai avons-nous pour signer €t vous envover le regu du passager st nous décidons de prendre le crédit
voyage?

Comme vous pouvez le constater, nous avons mis en copie conforme du présent courriel 'OTC car il se peut
qu'en fonction des réponses que vous nous fournirai que nous validions quelques points avec ces derniers. Nous
voulons nous assurer que notre dossier est traité conformément en fonction des régles en vigueur.

Dans l'attente d'un retour rapide de votre part, nous vous souhaitons une excellente journée!

Le ven. 20 mars 2020 a 14:26, Customer Care <CustomerCare.serviceclient/@aircanada.ca> a écrit :
Votre numéro de dossier est le

Nous nous excusons sincérement pour le retard pris dans la réponse a votre demande
initiale et sommes heureux de revoir tous les détails relatifs a votre dossier.
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5.20(1)(b)

Dans ce cas-ci, I'indemnité que vous demandez ne s‘applique pas au titre du Réglemenrtu()c)

sur la protection des passagers aériens (Canada) pour le vol AC1727 du 16 février ¢ ag(1)(q)
2020.

Par contre dans cette circonstance, selon I'article 7 du réglement (UE) 261/2004, vous
avez droit a une indemnité. Plus particulierement, vous recevrez une indemnité
équivalant a 400 EUR (départ de la Guadeloupe), conformément a la distance du vol et
au réacheminement qui est de plus de quatre heures de retard comparé a votre vol
initial.

La compensati

Au plaisir de vous lire prochainement et de confirmer votre préférence.
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5.20{1)(d)

Afin de mieux vous servir, je vous prie de ne pas modifier I'objet du courriel si vous y
répondez.
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Nadine Landry

From:

Sent: Friday, March 20, 2020 10:35 PM

To:

Cc:

Subject: e d'indemnisation suite a 'annulation du vol AC1727 le 16 février 2020
AC

Bonjour!

Merci pour le retour. Par contre, nous devons vous avouer que nous sommes surpris de I'indemnité qui nous est
offerte. Par conséquent, nous avons quelques questions:

1. Pourquoi notre demande d'indemnisation n'est pas en vertu du R&églement sur la protection des
passagers aériens (Canada)? En quoi la raison n'est pas attribuable a Air Canada alors
que c'est le pilote de I'avion, lui méme, qui a dit clairement a tous les passagers (entre
250 et 260 personnes) au micro dans la salle d'attente qu'il était le seul responsable de
I'annulation du vol en question? Les agents de bord qui nous ont remis en mains propres la
brochure Avis de retard important ou d'annulation de vol ont pris la peine de nous aviser que considérant les
faits entourant 'ANNULATION du vol AC 1727, nous avions droit a l'indemnité de 1000$ par personne (Voir
mes courriels en lien avec A Done, si nous vous dites que nous
n'avons pas droit en vertu du RPPA nous aimerions bien comprendre pourquoi puisque ce n'est pas l'information
que nous avons regu de la part de vos employés d'Air Canada?

2. Est-ce que le 400 EUR ou 600 EUR est converti en argent Canadien? Plus précisément, est-ce que
I'indemnité est versée soit avec un chéque en argent canadien ou avec un crédit voyage en argent canadien ?

3. Est-ce qu'il est possible de signer le regu du passager et de vous l'envoyer par courriel au lieu de vous
I'envoyer par la poste si nous optons pour le crédit vacances? Considérant la situation actuelle avec COVID-19,
nous craignons que le service postal puisse rencontrer certaines difficultés.

4. Quel délai avons-nous pour signer €t vous envover le regu du passager st nous décidons de prendre le crédit
voyage?

Comme vous pouvez le constater, nous avons mis en copie conforme du présent courriel 'OTC car il se peut
qu'en fonction des réponses que vous nous fournirai que nous validions quelques points avec ces derniers. Nous
voulons nous assurer que notre dossier est traité conformément en fonction des régles en vigueur.

Dans l'attente d'un retour rapide de votre part, nous vous souhaitons une excellente journée!

Le ven. 20 mars 2020 a 14:18, Customer Care <CustomerCare.serviceclient/@aircanada.ca> a écrit :
Votre numéro de dossier est le

Nous nous excusons sincérement pour le retard pris dans la réponse a votre demande
initiale et sommes heureux de revoir tous les détails relatifs a votre dossier.
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) . $.20(1)(b)

Dans ce cas-ci, I'indemnité que vous demandez ne s’applique pas au titre du Reglemer;_tzom(c)

sur la protection des passagers aériens (Canada) pour le vol AC1727 du 16 février $.20(1)(c)
2020. '

Par contre dans cette circonstance, selon I'article 7 du réglement (UE) 261/2004, vous
avez droit a une indemnité. Plus particulierement, vous recevrez une indemnité
équivalant a 400 EUR (départ de la Guadeloupe), conformément a la distance du vol et
au réacheminement qui est de plus de quatre heures de retard comparé a votre vol
initial.

La compensati

Au plaisir de vous lire prochainement et de confirmer votre préférence.
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Afin de mieux vous servir, je vous prie de ne pas modifier I'objet du courriel si vous y
répondez.
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Nadine Landry

From:

Sent:

To: Info

Subject: Flight Cancellation Policy Flip Flopping
Hi there,

| understand under the circumstance you are likely fielding a high volume of inquiries. February 13th |
booked a trip departing March 23rd through Sunwing. As things with Covid-19 developed and spread
within North America we made the decision to cancel our trip rather than risk getting stranded on the
wrong side of a closed border, or should the airlines temporarily cease operation. We submitted a
cancellation request using their online form and waited to be contacted. Monday March 16th
Sunwing announced they were cancelling all southbound flights and that they would be issuing our
choice of travel credit or refund. We made several attempts to get through to them via phone with no
luck. They not 48 hours deleted this statement and are now refusing to refund us for a trip we
couldn’t even complete if we wanted to, because our flight has been cancelled.

Someone needs to hold them accountable, and hold them to their word. They insist they’re keeping
their policies in line with all of the major airlines but surely they're obligated by law to honour our
refunds? Particularly given THEY have cancelled these flights.

Someone needs to hold these airlines accountable. We entered into a contract in good faith and for

many of us there’s no promise we’ll be able to use our ‘travel credit’ in the future when all is said and
done.
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Nadine Landry

From:

Sent: Friday, March 20, 2020 845 PM

To: Info

Subject: No cash refunds from Air Canada for a trip to Mexico due to Covid 19

I saw your site. I thought your agency would be on the side of the air line's customers but you are not. I know
people are trying to get home and that air lines and insurers are blocked with their calls and calls from people
like me who did not get to go. I did the right thing and did not go which helps by being 1 less person to risk
bringing Covid 19 home. Now I clearly see that a legal contract between me and Air Canada was frustrated so |
received no services for the money i paid to Air Canada. Air Canada could not fulfill our contract so under
Contract Law the air line needs to give me a refund and not a future credit voucher. I want a refund. Air lines
will be in financial trouble as Covid 19 wears on. I want my money before it gets tied up further.

What do you suggest and why suspend my rights as a customer at this time of crisis? I do not plan to give up on
this. Contract law supports me even if my air passenger rights have been compromised.

Get Qutlook for Android
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Nadine Landry

From:

Sent: Friday, March 20, 2020 8.01 PM

To: Info

Subject: Customer complaint

Attachments: i da - 16 Apr St. John's, Newfoundland - Orlando (Booking Reference

- Your booking has been cancelled,;
Johns-Toronto.pdf; Air Canada - REVISED ITINERAR
snip. PNG

: 6-Apr 5t
2Apr 16, 2020; AC site

Good evening,

We have tried to resolve this concern at several levels and have had no luck. We were advised to avoid all non-essential
international travel by the Prime Minister and our work. Please review the concern below and the outcome.

We booked a flight for our family with Air Canada on February 27, 2020 as part of a family Christmas gift. We booked
April dates as these dates worked with school Easter break dates and both of us receiving approval for vacation time off
work.

After searching several weeks we found a seat sale and used our 30% promotion code we had to get a further discount.
(we rec'd this promo code after previous trip interruptions and delays)

For weeks we had been hearing about flight cancellations due to COVID 19 but decided to wait in hopes of everything
working itself out and still being able to travel in April. As the news got worse and the virus spread and government put
in travel bans we started to reconsider travel. Our employers were also recommending reconsidering travel and we
were concerned there could be repercussions if we went ahead with travel.

On March 20th, 2020 we received an email about flight changes. The email stated that travel times had changed and if
we were not in agreement with the revised itinerary that we could cancel with no change fees applying. | contacted the
1-800 number for air Canada, however due to the call volume it was suggested that we cancel or confirm through the air
Canada website. We decided to cancel and based on the two options (refund or travel credits) we chose a refund
thinking it would be a full refund of $2500 (amount paid for the tickets). We thought it would be full refund as the
website said a cancellation fee would be displayed, but it would be waived. We then received an email from air Canada
advising we would receive a refund of 5495 that would be credited to our mastercard that we used. As you ¢can imagine
this was confusing and misleading as this was not what we requested or what the email we received from air Canada
with the revised itinerary had stated. We would never have forfeited $2000.00.

Upon receiving the email we immediately contacted Air Canada via telephone. After waiting 2 hours due to a high call
volume we explained our situation. The person we spoke said she would follow up with someone to inquire about
making the necessary changes and for us to wait while she did this. She said she spoke with ticket agents who advised
this decision could not be reversed as it was done online. As you can imagine we again were quite shocked and stressed.
We again explained the situation and were advised to email customer relations which is what we are doing now.

We hope you can rectify this situation for us and reduce some of the extra stress this has caused. WE WOULD NEVER
HAVE AGREED TO FORFEIT $2000.00 for a refund of $495.00.

So to conclude and summarize we would like:

-a refund of the entire amount we paid $2500. If this is not an option we can then discuss other possible options.

1
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-we used our 30% promotion code for our tickets and would like this code back so that we can use it on other flights
when we decide to travel again

As you can imagine the news of this virus is very shocking and stressful on everyone. We had hoped to travel with
Florida with family but due to a travel ban this is not an option. This travel ban will possibly be in effect for months. Due
to school April was the only options we had to travel as a family.
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Nadine Landry

From:
Sent:
To:
Subject:

Air Canada <confirmation@aircanada.ca>
Thursday, March 19, 2020 7.46 PM

6 Apr: St. John's, Newfoundland - Orlando (Booking Reference:
I - Your booking has been cancelled

e

Y urbooklng hasizbee__fn ;;:ancelled..:

5zqupk;ipgzz;Re;ier9nQe oo o Date of issue: 19 Mar, 2020

lICKet humbe

Ticket numbe

Please allow a minimum of three weeks (unless otherwise stated by applicable law) for your $495 refund
to be processed and credited to the original form of payment. You will receive an email confirmation once
your refund has been processed. Non-refundable travel options such as paid seat selection, Maple Leaf
Lounge access and Air Canada Bistro snack and meal vouchers may be applied to future flights, subject
to availability.

SUMMARY

Air transportation charges 1598.68

_u Taxes, fees and charges 799.72
Total amount paid 2398.40
NON-REFUNDABLE
FEES

= Air transportation charges 1508 6E-§
:;i Taxes, fees and charges -304.72
Total non-refundable fees -1903.40
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Total amount paid

Total non-refundable fees

Balance (refund) - canadian dollars

2398.40

-1903.40

$49500

[] CANADA, U.S: 1(888)247-2262 S s

The linked image cannot be displayed. The file
may have been moved, renamed, or deleted.

rify that the link peins to the carrect e and
location,

E‘xi{
B e

T
h

B
h

To ensure delivery to your inbox, please add confirmation@aircanada.ca to your address book's safe
sender list. This service email was sent to you because you purchased an Air Canada flight. It provides
important flight information that must be communicated to you. This service email is not a promotional

email. Please do nct reply to this email as this inbox is not monitored. If you have questions, please visit

aircanada.com.

Your privacy is important to us. To learn how Air Canada collects, uses and protects the personal

information you provide, please view our Privacy Policy.

Air Canada, P.O. Box 64239, RPO Thomcliffe, Calgary Alberta, T2K 8J7
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Passenger:
Booking Reference:

Ticket numbe

AIRCANADA

ELECTRONIC: TICKET RECEIPT

5.19(1)

Air Canada Reservations, 1-888-247-2262
Issuing date: Feb-27, 2020

This is your Itinerary/Receipt. You must bring it with you to the airport for check-in and we recommend you keep a copy for your records. Please also
take the time to review it as it contains the general conditions of carriage and applicable tariffs that apply to the lickets, bookings and air services detailed
below, as well as baggage, dangerous goods and other impaortant information related to your trip.

NOTE: You may be receiving this Itinerary Electronic Ticket Receipt due to a change in your itinerary. Please contact the Air Canada Contact Centre
immediately if you have any questions concerning any schedule change.

Fare: Basic, K
Fars hasis: K7R5BA
Booking status: OK

BT JOHNS International (YYT) :TORONTO; Lester B Pearson: Infl:::
AYYZ)

Terminali1

Operated by: AIR CANADA ROUGE
Aircraft type:Boeing 767-300/300Er
Number of stops: 0

T b o R I 10 1) O I I

Cabin: Economy Rouge
Duration: 03:35

'TORONTQ, Lester B. Pearson Intl

“Terminal:: 1
Fare: Basic, K

Fare basis: K7R5BA
Booking status: OK

TORLANBD, Orlando Inli (MCO)

Operated by: AIR CANADA ROUGE
Aircraft type:Boeing 767-300/300Er
Number of stops: O

CAC1676

20:55 2341
Thursday 16 Apr 2020 Thursday 16 Apr 2020

Cabhin: Economy Rouge
Duration: 02:46

'ORLANDD Otlands Intf (MCO}

Fare: Standard, T
Fare basis: TIONRITG
Booking status: OK

‘MONTREAL:: Piefre E: Trideaii Inif:
YU SRS

Qperated by: AIR CANADA ROUGE
Aircraft type :Airbus Industrie A319
Number of stops: 0

AG1639 07:30

Sy
o Wednesday: 22 Apri2020: Wednesday: 22 Apr 2020

Cabin: Economy Rouge
Duration: 02:59

MONTREAL, Pierre:
YUy
Fare: Standard, T

Fare basis: T10NR1TG
Booking status: OK

Frudeau Ing:

{ST J0HNS Inilernational (YYT)

Operated by: AIR CANADA EXPRESS - JAZZ
Aircraft type:Canadair Regional Jet 900

Number of stops: 0

ACB014 1245

o Wednesday: 22 Apri2020: Wednesday: 22 Apr 2020

Cabin: Economy
Duration: 02:21

QK = Confirmed

Carry-on Baggage

On flights operated by Air Canada, Air Canada Rouge or Air Canada Express, you may carry with you in the cabin 1 standard item
(max. 23 x 40 x 55 cm [9 x 15.5 x 21.5]) and 1 personal item (max. size: 16x 33 x43 cm [6 x 13 x17 in]). Your carry-on baggage
must be light enough that you can store in the overhead bin unassisted. See our complete cary-0i bagnage policy.
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Checked Baggage

Please see below for details on the bags you plan on checking at the baggage counter.
YYTMCO

For Baggage Policy, Please Contact Your Agent

Name of the carrier whose baggage rules apply: AIR CANADA

MCOYYT

For Baggage Palicy, Please Contact Your Agent

Name of the carrier whose baggage rules apply: AIR CANADA

For travel within Canada or between Canada and the United States, a Canadian tax of $3.00 CAD may apply to baggage fees. For
travel between Canada or the United States and Mexico, the Dominican Republic and Barbados, an applicable local sales tax of $4.00
CAD may apply to baggage fees. For all other itineraries to/from Mexico, the Dominican Republic and Barbados as well as itineraries
to/from South America, an applicable local sales tax of $21.00 CAD may apply to baggage fees. All above tax amounts are based on
the maximum applicable tax amounts per itinerary type. Actual amounts may vary and will be charged in the currency used in your
departure airport. Tax amounts are subject to change without notice by local government.

Currency

Fee amounts are displayed in the currency of the first departure city on your ticket. On the day of travel, applicable fees will be
assessed in the local currency of the country/region you are travelling from. Certain exceptions may apply where the departure airport
does not charge in local currency. The currency exchange rate will be determined by the date of travel.

Stopovers
Checked baggage fees may be reassessed when itineraries include an enroute stopover of more than 24 hours.

Note: If you exceed your baggage allowance (in number, size and/or weight), additional checked baggage charges will apply. The
policy and fees will be those of the carrier identified in the checked baggage information section.

View the chacked haggans policies of Alr Canada’s codashare and inlerline pariners
Baggage Allowance for Altitude and Star Alliance Members

Baggage check-in must occur with Air Canada, Air Canada Express (flights operated by Jazz, Sky Regional, Air Georgian, Exploils
Valley Air) or Air Canada Rouge. Air Canada Altitude status level must be valid at time of check-in to qualify for waiver of charges
related to baggage.

Frequent Flyer Status

Altitude Super Elite 100k,
Elite 75k, Elite 50k & Elite 35k

Altitude Prestige 25k

Star Alliance Gold

Star Alliance Silver

Fare rules Summary

Economy Class

3 bags
32kg (70Ib)

2 bags
23kg (50Ib)
As per fare paid + 1

additional bag
23kg (50Ib)

As per fare paid
23kg (50Ib)

Premium Economy

3 bags
32kg (70Ib)

2 bags
23kg (50Ib)
As per fare paid + 1
additional bag
23kg (50Ib)

As per fare paid
23kg (50Ib)

Business Class

3 bags
32kg (70Ib)

3 bags
32kg (70Ib)

As per fare paid + 1
additional bag
32kg (70Ib)

As per far paid
32kg (70Ib)

Voluntary changes to your itinerary may require the payment of additional fees and fare upgrades. If you are travelling on a
non-refundable ticket, Air Canada will be unable to make exceptions in the event of an unexpected trip cancellation or medical

emergency. We recommend the purchase of travel insurance. Tickets are non transferable.



Seat selection charges are per passenger and apply to each individual one-way flight segment in your itinerary. Flight segments are s.19(1)
identified by a change in flight number, with each new flight number representing a flight segment. Taxes are not included.

Please note that you may be moved from your selected seat without notice in the event of an involuntary schedule or airport change
{e.g. flight disruption, cancellation}, to accommodate a passenger with a disability, or for any other reason that requires Air Canada to
move you prior to departure or during the flight. If you are moved from your seat for one of these reasons, you may request a refund
for your seat charges. We invite you to read additional terms and conditions related to seat selection.

FARE DETAILS

Form of payment: Air Transportation Charges: CAD 399.67
Tour Code:
Endorsements: Taxes, Fees and Charges:
Air Travellers Security Charge - Canada(CA} CAD 24.21
Promotion Code: Goods and Services Tax - Canada - CAD 21.19
100092287 RTO001{XG)
Harmonized Sales Tax - Canada - CAD 3.25
100092287 RTO001{RC}
Harmonized Sales Tax - Canada - CAD5.25
100092287 RTO001{RC}
Airport Improvement Fee - Canada(SQ) CAD 25.00
Airport Improvement Fee - Canada(SQ} CAD 35.00
Animal and Plant Health Inspection Service CAD5.26
{APHIS} User Fee — United States(XA}
Immigration User Fee - United States(XY) CAD 9.30
Customs User Fee - United States{YC} CAD7.83
Transportation International/Domestic Tax - CAD25.11
United States(US})
Transportation International/Domestic Tax - CAD25.11
United States(US}
September 11th Security Fee - United CAD7.44
States(AY)
Passenger Facility Charge - United CAD5.98
States(XF)}
Total Amount: CAD 599.60

1. You must obtain your boarding pass and check in any baggage by the check-in deadline . Additionally, you must be available
for boarding at the boarding gate by the boarding gate deadline. Failure to respect check-in and boarding gale deadlines may
result in the reassignment of any pre-reserved seats, the cancellation of reservations, and/or ineligibility for denied boarding
compensation.

Within Canada

When you should check in: 90 minutes
Check-in / baggage drop-off ends: 45 minutes
Boarding Gate Deadline: 15 minutes

To/From the US

When you should check in: 120 minutes
Check-in / baggage drop-off ends: 60 minutes
Boarding Gate Deadline: 15 minutes

International {including Mexico and the Caribbean}
When you should check in: 120 minutes

Check-in / baggage drop-off ends: 60 minutes
Boarding Gate Deadline: 15 minutes

From Algiers (Algeria), Casablanca (Morocco) and Tel Aviv (Israel)

When you should check in: 180 minutes

Check-in / baggage drop-off ends: 60 minutes

Boarding Gate Deadline: 30 minutes 00147
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1.

Although reconfirmation of flights is not required, we strongly recommend that you check vyour flight status online at
aircanada.com or by calling our flight information system at 1-888-422-7533 prior to your departure.

Advance seat assignments are not guaranteed and may change without notice. If your pre-assigned seat is unavailable, we
will try to accommodate you in @ comparable seat in the same class of service and will refund any applicable fees.

Any travel credit banked for unused tickets is non-transferable: when the credit is redeemed, it must be used by the same
person whose name appears on the original ticket.

Air Canada will cancel any purchased ticket and provide a full refund without penalty up to 24 hours after purchase. Beyond 24
hours, voluntary changes to your itinerary may require the payment of additional fees and fare upgrades. If you are travelling
on a non-refundable ticket, Air Canada will be unable to make exceptions in the event of an unexpected trip cancellation or
medical emergency. We recommend the purchase of travel insurance.

Dangerous goods

For safety reasons, dangerous goods must not be packed in checked or carry-on baggage, except as specifically permitted.
Dangerous goods include, but are not limited to: compressed gases, corrosives, explosives, flammable liquids and solids,
radioactive materials, oxidizing materials, poisons, infectious substances, and briefcases with installed alarm devices. For
security reasons, other restrictions may apply. Please refer to the Restricted and Prohibited ltems page on our website for
more information.

Subject to the provisions of the Montreal Convention and the Warsaw Convention, as well as the provisions of its applicable
tariffs, Air Canada may refuse carriage of property in checked luggage that is not suitable for transportation, such as fragile or
perishable items and may refuse to carry valuable items {a valuable is deemed to be any item whose value is $ 1,000 CAD or
more, per Kilogram or $1 CAD per gram). Air Canada may refuse claims based on the inherent nature of an item {e.g. its
perishable nature), or for loss or delay of unsuitably or inadequately packed items, to the extent that the destruction, loss or
damages resulted from the inherent defect,quality or vice of the baggage, or, in the case of delay, that the carrier, its agents,
and servants took all measures that could reasonably be required to avoid the damage, or that it was impossible to take such
measures.

International travel

Governments may require your carrier to provide information on or permit access to passenger data. You cannot travel if you
do not have all required travel documents,such as a passport and visa (where applicable}, to enter in or transit through each
country on your itinerary. Please refer to the Travel Documents page on our website for more information.

In-flight health

Most people are fit to travel by air, but special attention is required for passengers whose health problems may be exacerbated
by altitude, travel stress, hypoxia and other travel related difficulties. Our website offers important health tips and information
for customers with special needs who may require medical approval before flying.Please also note that aircraft disinsection is
carried out on certain routes, in compliance with the requirements of the World Health Organization (WHQ), the International
Civil Aviation Organization, Transport Canada and applicable foreign regulatory authorities. More information is available on
our website.

Schedules and timetables

Time and aircraft type shown in timetables or elsewhere are approximate and not guaranteed, and form no part of the contract.
Schedules are subject to change without notice and carrier assumes no responsibility for passenger making connections not
included as part of the itinerary set out in the ticket. Carrier is not responsible for changes, errors or omissions either in
timetables or other representations of schedules.

Overbaoking notice

Airline flights may be overbooked, and there is a slight chance that a seat will not be available on a flight for which a person
has a confirmed reservation. If the flight is overbooked, no one will be denied a seat until airine personnel first ask for
volunteers willing to give up their reservation in exchange for a payment of the airlines choosing. If there are not enough
volunteers, the airline will deny boarding to other persons in accordance with its particular boarding priority. With few
exceptions,persons denied boarding involuntarily are entitled to compensation. The complete rules for the payment of
compensation and boarding priorities are available at all airport ticket counters and boarding locations.
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NOTICE: SOLD SUBJECT TO APPLICABLE TARIFFS

Schedule and ltinerary Changes

» Please contact the Air Canada Contact Centre immediately if you have any questions concerning any schedule change.

* Any changes made to Air Canada bookings may affect other travel services you may have booked/reserved {i.e. car and/or
hotel reservations). It is your responsibility to verify whether or not other travel services are affected as a result of such
changes.

o |f the flight for which you have a confirmed upgrade has been cancelled and we were not able to rebook you in the Business
Class cabin, any eUpgrade Credits or frequent flyer miles/points that were used for the initial upgrade will be returned to your
account.

* You can change your new seat assignment on aircanada.com. If you wish to change your new flight, please contact the Air
Canada Contact Centre.

CONDITIONS OF CONTRACT AND OTHER IMPORTANT NOTICES

PASSENGERS ON A JOURNEY INVOLVING AN ULTIMATE DESTINATION OR A STOP IN A COUNTRY OTHER THAN THE
COUNTRY OF DEPARTURE ARE ADVISED THAT INTERNATIONAL TREATIES KNOWN AS THE MONTREAL CONVENTION, OR
ITS PREDECESSOR, THE WARSAW CONVENTION, INCLUDING ITS AMENDMENTS {THE WARSAW CONVENTION SYSTEM]),
MAY APPLY TO THE ENTIRE JOURNEY, INCLUDING ANY PORTION THEREOF WITHIN A COUNTRY. FOR SUCH
PASSENGERS, THE APPLICABLE TREATY, INCLUDING SPECIAL CONTRACTS OF CARRIAGE EMBODIED IN ANY APPLICABLE
TARIFFS, GOVERNS AND MAY LIMIT THE LIABILITY OF THE CARRIER.

Air Passenger Protection Regulfations Notice (for flights to, from and within Canada, including connecting flights}:

If you are denied boarding, your flight is cancelled or delayed for at least two hours, or your baggage is lost or damaged, you may be
entitled to certain standands of treatment and compensation under the Air Passenger Proteclion Regulations. For more information
about your passenger rights please contact your air carrier or visit the Canadian Transportation Agency’s website.

Pursuant to these regulations, general terms and conditions pertaining to flight delays, cancellations, denied boarding, seating of
children and lost or damaged baggage must be provided by your carrier. For Air Canada, this information can be found in Air Canadas
General Conditions of Carriage and Tariffs.

NOTICE of Liability Limitations

The Montreal Convention or the Warsaw Convention system may be applicable to your journey and these Conventions govern and
may limit the liability of air carriers for death or bodily injury, for loss of or damage to baggage, and for delay.

Where the Montreal Convention applies, the limits of liability are as follows:

1. There are no financial limits in respect of death or bodily injury.

2. In respect of destruction, loss of, or damage or delay to baggage, 1,288 Special Drawing Rights (approximately $2,400 CAD)
per passenger in most cases.

3. For damage occasioned by delay to your journey, 5,346 Special Drawing Rights (approximately $9,800 CAD) per passenger in
most cases

Where the Warsaw Convention system applies, the following limits of liability may apply:

1. 16,600 Special Drawing Rights {approximately EUR 20,000; US $20,000) in respect of death or bodily injury if the Hague
Protocol to the Convention applies, or 8,300 Special Drawing Rights (approximately EUR 10,000; US $10,000) if only the
Warsaw Convention applies. Many carriers have voluntarily waived these limits in their entirety, and US regulations require
that, for journeys to, from or with an agreed stopping place in the US, the limit may not be less than US $75,000.

2. 17 Special Drawing Rights (approximately EUR 20; US $20} per kg for loss of or damage or delay to checked baggage and
332 Special Drawing Rights {(approximately EUR 400; US $400} for unchecked baggage.

3. The carrier may also be liable for damage occasioned by delay.

Where neither the Montreal Convention nor the Warsaw Convention system applies: For fravel wholly between points in Canada, the
liability limit for loss or delay of, or damage to baggage is 1,288 Special Drawing Rights {approximately $2,400 CAD) per passenger.

Further information may be cbtained from Air Canada as to the limits applicable to your journey. If your journey involves carriage by
different carriers, you should contact each carrier for information on the applicable limits of liability.

Regardless of which Convention applies to your journey, you may benefit from a higher limit of liability for loss of, damage or delay to 00149



baggage by making at check-in a special dsclaration of the value of your baggage and paying any supplementary fee that may apply.
Alternatively, if the value of your baggage exceeds the applicable limit of liability, you should fully insure it before you travel.

Time limit for action: Any action in court to claim damages must be brought within two years from the date of arrival of the aircraft, or
from the date on which the aircraft ought to have arrived. Baggage claims: Written notice to the carrier must be made within 7 days of

the receipt of checked baggage in the case of damage, and, in the case of delay, within 21 days from the date on which it was
placed at the disposal of the passenger.

Notice of Contract Terms Incorporated by Reference

1. Your contract of carriage with the carrier that provides you with carriage by air, whether international, domestic or a domestic
portion of an international journey is subject to this notice; to any natice or receipt of the carrier; and to the carriers individual
terms and conditions {Conditions}, related rules, regulations and policies {Regulations} and any applicable tariffs.

2. If your carriage is by more than one carrier, different Conditions, Regulations and any applicable tariffs may apply for each
carrier.

3. The Conditions, Regulations and any applicable tariffs of each carrier are, by this notice, incorporated by reference into and
made part of your contract of carriage.

4. The Conditions may include, but are not restricted to:

o Conditions and limits on the carriers liability for the bodily injury or death of passengers.

o Conditions and limits on the carriers liability for the loss of, damage to or delay of goods and baggage, including fragile
or perishable goods.

o Rules for declaring a higher value for baggage and for paying any supplementary fee that may apply.

o Application of the carriers Conditions and limits of liability to the acts of the carriers agents, servants and
representatives, including any person providing either equipment or services to the carrier.

o Claims restrictions, including time limits by which passengers must file claims or bring actions against the carrier.

o Rules about reconfirmations or reservations; check in times; the use, duration and validity of air transportation services;
and the carriers right to refuse carriage.

o Rights of the carrier and limits on the carriers liability for delay or failure to perform a service, including schedule
changes, substitution of alternative carriers or aircraft and re-routing, and, when required by applicable law, the
obligation of the carrier to notify passengers of the identity of the operating carrier or substituted aireraft.

o Rights of the carrier to refuse carriage to passengers who fail to comply with applicable laws or who fail to present all
necessary travel documents.

5. You can obtain more information about your contract of carriage, and find out how to request a copy, at places where
transportation on the carrier is sold. Many carriers also have this information on their websites. When required by applicable
law, you have the right to inspect the full text of your contract of carriage at the carriers airport and sales offices, and upon
request, to receive a copy by mail or other delivery service from each carrier free of charge.

6. If a carrier sells air transportation services or checks baggage specifying carriage on another carrier, it does so only as agent
for the other carrier.

China departing flights only
1. Passenger notifications

In the event that a flight is delayed, cancelled or diverted due to an unforeseen problem, we will make every effort to keep you
well informed at the airport and onboard the affected aircraft. Based on the information we have, we will promptly provide
timely updates, within 30 minutes of becoming aware of such a cancellation, delay or diversion, and explain the reason for the
delay, cancellation or diversion through various methods, such as:

o onboard/gate announcements

o our Flight Status tool on our website

o the airport Flight Information Display Systems
o calling Air Canada Reservations

You may also register for our Flight Notification Service to receive delay or cancellation information or gate change details for
your flight.

2. Flight delays and cancellations

If you are affected by a situation that causes a delay or flight cancellation, we provide the details of how Air Canada will assist
you.

3. Response plan for Tarmac Delays

Our contingency plan for lengthy tarmac delays at Chinese airports is intended to provide you with information regarding Air
Canadas policies and procedures for handling your travel on our airline in the event of a lengthy ground delay, while you are 00150




onboard our aircraft at a Chinese airport.
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Nadine Landry

s.19(1)

From: Air Canada Notification <flightnotification@aircanada.ca>
Sent: Thursday, March 19, 2020 3:31 PM

To: '

Subject: Air Canada - REVISED ITINERARY

One or more flights in your itinerary cannot be operated as planned. Please
find your revised itinerary. We apologize for any inconvenience.

ACB91

Departing St Johns, International {YYT) on April 16, 2020 @ 05:55*
Arriving in Toronto, Lester B. Pearson Intl {(YYZ) on April 16, 2020 @ 08:00*
-- Arrival Terminal 1

AC1674

Departing Toronto, Lester B. Pearson Intl {YYZ) on April 16, 2020 @ 16:35*
-- Departure Terminal 1

Arriving in Orlando, Orlando Intl (MCQO) on April 16, 2020 @ 19:21*

Reason: the impacts of COVID-19, government travel advisories and/or health
and safety concerns

If the revised itinerary does not suit your travel plans, you can also look
for alternative flight options using the link provided below, or cancel your
itinerary. No change fees will apply**
https://book.aircanada.com/bkgd?ref=_

Booking Reference:!

Fokdkkkkkkkkkkkkkkk¥k

This is an automated message - Please do not reply to this email. Should you
have questions concerning the booking or require assistance for alternative
travel options, please contact us at http://www.aircanada.com/contact. If
you have booked your flight with Aeroplan, you may refer to
https://www.aeroplan.com/helpcenter/contact-us, or with a travel agency,
please call them directly. If your flight is departing in the next 48 hours,
please contact Air Canada for assistance.

We've sent you this email about an Air Canada product or service that you've
requested - this is not a promotional email. Your privacy is very important

to us. To see how we're protecting your personal information, please take a
look at our Privacy Policy {http://www.aircanada.com/privacy).

1
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**More details: http://www.aircanada.com/cancellationpolicy

*Please also check airport information or online flight status.
https://www.aircanada.com/ca/en/aco/home/fly/flight-information/flight-statu
s-results.html

hkkkkdkkkkkbkkkkdkkkkkkk

Si le présent courriel n'est pas dans la langue de votre choix {francais ou
anglais), appelez les Réservations d'Air Canada au 1 888 247-2262 et nous
serons heureux de mettre a jour votre réservation et de vous envoyer une
nouvelle copie de l'itinéraire.
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$.19(1)

Nadine Landry

From:

Sent: Friday, March 20, 2020 &:56 PM

To: Info

Subject: please help my mother to cancel or travel date change of her Air ticket
Dear SirfMadam,

hrough Etihad Airways. But

suppose to travel on Mar 29, 2020 from Toronto to Mumbai via Abu Dhabi
i ‘won't be able to travel on

due to Covid-19 pandemic situation and because of and Indian government's travel ban,
Mar 29. Moreov s on high risk as well due to

| tried my best to contact Etihad Airlines to cance air ticket with refund. But | am not able to reach out Etihad
airlines neither on phone nor on Twitter or not through facebook. Etihad Airlines is not responding at all as well as they
completely shut down their phone line.

If Cancellation is not possible then atleast! ould able to chang

Please help to resolve this issue as soon as possible because is panicking and this is not good for

Please Help us in this difficult time.

Thank You
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Nadine Landry

From:

Sent:

To: Info

Subject: Cancel one reservation
Hi there,

ve a reservation and wit
with me on the flight.
ooking to cancel th
money back.

cases from the covid 19 | will no longer be bringing

passenger please let me know if I can make changes and how go about getting

Respectfully

Sent from my MetroPCS 4G LTE Android Device
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Nadine Landry

s.19(1)

From:
Sent:
To:
Subject:

Hi,

Khang Tran
Friday, March 20, 2020 4:51 PM
Info;
TAP portugal cancelled flight, and refused refund

I have an upcoming trip on TAP Portugal from DUB to LIS to SFO.on April 4th.
The flight from LIS to SFO is cancelled.

I need TAP Portugal to cancel and refund the tickets, but TAP Portugal only allows for free cancellation and
rebook at a later date. I don't even know when we can go at a later date. TAP Portugal cancelled the flight,
TAP Portugal needs to refund the ticket.

Thanks,
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Nadine Landry

From:

Sent: Friday, March 20, 2020 4:10 PM
To: Info

Subject: Sunwing

Bonjour,

J'ai une question a laguelle je ne suis pas capable de trouver de réponse a l'office de la protection du conscmmateur.
Sunwing a annulé les vols du 17 mars au 9 avril. Lundi soir le 16 mars ils ont changé leur politique d'annulation. lls ont
offert un remboursement aux clients touchés ou un crédit de leur voyage plus $100 par personne en crédit. J'ai donc
rempli le formulaire en ligne demandant un remboursement complet. Une confirmation m'a été envoyé par courriel. Mais
vos que jeudi le 19 mars ils changent leur politique pour une 3e fois et refuse de rembourser. lls donnent un crédit &
prendre dans les 24 mois. Je ne désire pas ce crédit puisque ma chance de voyager était maintenant.

Doivent ils honorer leur politique en place pendant le 48 heure qu'elle a été effective et rembourser ceux qui en avaient
déja fait la demande? Qu doit on se conformer a leur politique qui est entrée en vigueur 2 jours plus tard?

Si c'est le cas je trouve inacceptable cette pratique qui nous met aux prises avec leurs décisions changeantes sans aucun

recours de leur faire honorer leurs décisions au moment qu'elles ont été prises.

=N vouloir m'éclairer
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Nadine Landry

From:

Sent:

To: Info

Subject: Re: Cancelled Flight due to COVID-19 **FOLLOW UP QUESTION**

Thanks for the quick response.

My flight was booked April 5 to the US, returing to Canada April 12.
With the cancellation of these flights, | will no longer be required to travel.
[ will not be rescheduling.

I will not be rebooking.

| am not seeking compensation for inconvenience.
| am not seeking to complete an itinerary that is no longer relevant.
| AM seeking compensation for the cost of my ticket.

Am | entitled to a full refund from Westjet in the form of payment that | used. which is a credit card?

If not, why not?
If so, am | entitled to ask VWestjet for that compensation immediately?

Thanks very much.

From|nfo<|nfo@otcctagcoa> ....................................................................................................................................................................................
T

Sent: Friday, March 20, 2020 7:58:58 AM
Subject: RE: Cancelled Flight due to COVID-19

Hello
Thanks for contacting the Canadian Transportation Agency.

Air Passenger Protection Regulations provide a list of situations considered 'outside the air carrier's control'; including
medical emergencies and orders or instructions from state officials. The CTA has identified a number of situations related
to this pandemic that are considered 'outside of the air carrier's control'. These include flight disruptions to locations that
are covered by a government advisory against travel or unnecessary travel due to COVID-19; https://rppa-
appr.caleng/obligations-and-level-control

In these situations, air carriers would not be required to provide standards of treatment or compensation for
inconvenience. However, they would have to make sure the passenger completes their itinerary.

Until April 30th, the time at which passengers will be entitled to compensation for inconvenience related to flight
cancellations or delays will be adjusted, to provide air carriers with more flexibility to modify schedules and combine
flights. Air carriers will be allowed to make schedule changes without owing compensation to passengers until 72 hours
before a scheduled departure time (instead of 14 days), and air carriers will be obligated to compensate passengers for
delays on arrival that are fully within the air carrier's control once those delays are 6 hours or more in length (instead of 3
hours).

The CTA has also exempted air carriers from offering alternative travel arrangements that include flights on other air
carrier's with which they have no commercial agreement.
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Best, s.19(1)

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous . Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

----- Qriginal Message-----
From:
Sent: Thursday, March 19, 2020 9:29 PM
To: Info <Info@otc-cta.gc.ca>

Subject: Cancelled Flight due to COVID-19

Good evening.

My April flight to the USA has been cancelled by Westjet due to government restrictions on travel. My trip was time
sensitive. This means that | no longer have to travel i.e. there is no longer a purpose for a trip. | will nct be rebooking this
flight.

What options is Westjet legally required to offer w.r.t. refunding my flight cost?

Thank you.
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Nadine Landry

From:

Sent:

To: Info

Subject: Information - cancelled vacation
Good day,

I just found out today, March 20, 2020 that my trip was cancelled with Sunwing Vacations.

I read the regulations and would like to know if I have the right to ask Sunwing, who cancelled my vacation
package for April 11, 2020, has the right to only issue vouchers to its customers. 1 was under the impression
that they must offer a voucher OR full refund on the credit card if they cancel your vacation package. I prefer a
full refund due to my financial circumstance during this pandemic. Please let me know if this is correct.

Thanks,
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Nadine Landry

From: Info

Sent: Friday, March 20, 2020 3:40 PM

To:

Subject: RE: Modification date de vol a 2 reprises
Bonjour,

Merci d’avoir communigué avec I'Office des transports du Canada.

Les passagers bénéficient dés aujourd’hui de nouveaux droits en vertu du Réglement sur la protection des passagers
aériens de I'Office des transports du Canada (OTC) lorsqu’ils voyagent en avion.

Si vous voulez déposer une plainte concernant votre vol, vous pouvez remplir le formulaire de plainte relative au
transport aérien de I'Office au https://rppa-appr.ca/fra/deposer-plainte-relative-au-transport-aerien

En vue d’aider les passagers aériens a se retrouver dans leurs nouveaux droits, I'OTC a lancé un service en ligne sur le
site protectionpassagersaeriens.ca. Il s'agit d’un guichet unique ol les passagers aériens peuvent se renseigner sur leurs
droits, déposer une plainte relative au transport aérien et trouver des astuces pour voyager sans tracas.

A la lumiére de la situation exceptionnelle découlant de la pandémie de la COVID-19, I'OTC suspend les instances de
réglement des différends concernant les compagnies aériennes jusqu'au 30 avril 2020, afin de permettre a celles-ci de se
concentrer sur leurs exigences opérationnelles immédiates et urgentes. Toute plainte aérienne regue sera traitée en
temps opportun. L'OTC déterminera, au plus tard le 30 avril 2020, si la suspension doit se terminer a cette date ou si elle
doit &tre prolongée jusqu’a une date ultérieure.

Cordialement,

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous ; Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Friday, Marc X
To: Info <Info@otc-cta.ge.ca>
Subject: Modification date de vol 4 2 reprises

Bonjour le 15 mars j'avais un retour de la Thailande mon & a 2 reprises air china a changer
notre billets d'avion le 13 mars aprés 1 semaines avant notre départ le 14 mars avec plus d'escale et
escale beaucoup plus long , Je leurs est envoyé par courriel que nous étions pas satisfait mais ils nous
ont donné aucun autre choix , et aucune réponse par texto, toujours au téléphone en Thailandais avec
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r j'avais aucune compréhension de ce qu'ils disaient au téléphone, est'il possible d'étre
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Nadine Landry

From:

Sent: Friday, March 20, 2020 3:17 PM
To: Info

Subject: Plainte contre Air transat
Bonjour,

Est-il possible de forcer Air transat a rembourser les frais d’'un voyage qui doit étre annulé a cause du
covid-197 La compagnie offre un crédit voyage pour la totalité du montant, bon pour 24 mois. Mes
assurances refusent donc de rembourser les frais encouru pour le voyage, justifiant leur décision en
disant qu’un crédit voyage est une forme de remboursement. Mais je ne peux pas payer mon
hypothéque avec un crédit voyage! Nous n’avons plus la stabilité d’emploi nécessaire pour nous
permettre de laisser en otage 35005 pendant deux ans!

Merci pour votre réponse rapide

Envoyé de mon iPad
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Nadine Landry

From:

Sent: h 20, 2020 2:49 PM
To: _
Subject: RE: Retard de depart avec Tunisair
Bonjour

Merci d’avoir communigué avec I'Office des transports du Canada.

Les passagers bénéficient dés aujourd’hui de nouveaux droits en vertu du Réglement sur la protection des passagers
aériens de I'Office des transports du Canada (OTC) lorsqu’ils voyagent en avion.

Si votre vol a été retardé ou annulé pour une raison attribuable a la compagnie aérienne qui ne concerne pas la
sécurité, vous avez droit 4 des normes de traitement particuliéres, a une indemnité ainsi qu’a un réacheminement ou a
un remboursement.

Si votre vol a été retardé ou annulé pour une raison attribuable a la compagnie aérienne, mais nécessaire par souci de
sécurité, vous avez droit a des normes de traitement particuliéres ainsi qu’a un réacheminement ou a un
remboursement.

Si votre vol a été retardé ou annulé pour une raison indépendante de la volonté de la compagnie aérienne, vous avez
droit 3 un

Si vous voulez déposer une plainte concernant votre vol, vous pouvez remplir le formulaire de plainte relative au
transport aérien de I'Office au https://rppa-appr.ca/fra/deposer-plainte-relative-au-transport-aerien

A la lumiére de la situation exceptionnelle découlant de la pandémie de la COVID-19, I'OTC suspend les instances de
réglement des différends concernant les compagnies aériennes jusqu'au 30 avril 2020, afin de permettre a celles-ci de se
concentrer sur leurs exigences opérationnelles immédiates et urgentes. Toute plainte aérienne recue sera traitée en
temps opportun. L'OTC déterminera, au plus tard le 30 avril 2020, si la suspension doit se terminer a cette date ou si elle
doit &tre prolongée jusqu’a une date ultérieure.

Cordialement,

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Fro
Sent: Friday, March 20, 2020 12:50 PM
To: Info <Info@otc-cta.ge.ca>

Subject: Retard de depart avec Tunisair
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Bonjour a vous, je voulais savoir si j'ai droit a une indemnisation concernant mon depart de Tunis avec le
transporteur Tunisair vol 233 ou 235 le samedi 22 fevrier, le vol qui était cédulé pour 10h30 le matin a été
retarde a presque 15h00, on nous a fourni une sanwich pour le lunch .

Merci de votre attention MOntreal

Provenance : Courrier pour Windows 10
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Nadine Landry

From: Info
Sent: Friday, March 20, 2020 1:54 PM
To:

Subject: RE: restrictions due to COVID-19

Thanks for contacting the Canadian Transportation Agency.
Unfortunately, your request does not fall under the mandate of the Canadian Transportation Agency.

| would suggest you contact Transport Canada, which has authority on this matter. You can contact them here:
https://www.tc.gc.ca/en/transport-canada/corporate/contact-transport-canada.html

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

From:
Sent: Thu Y,
To: Info <Info@otc-cta.gc.ca>

Subject: restrictions due to COVID-19

’

| was wondering what restrictions are in place restricting travel for air ambulance operations into and out of
Canada currently or expected soon.
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"Your Care is Our Mission"™ % §

The
information
transmitted,
including
attachments, is
intended only
for the
person(s) or
entity to which
it is addressed
and may
contain
confidential
and/or
privileged
material.  Any
review,
retransmission,
dissemination
or other use of,
or taking of any
action in
reliance upon
this information
by persons or
entities  other

than the
intended

recipient is
prohibited. I

you received
this in error,
please contact
the sender and
destroy any
copies of this
information.
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Nadine Landry

From:

Sent: Friday, March 20, 2020 1:50 PM
To: Info

Subject: TAP Portugal

Please force TAP Portugal to refund flights that they have cancelled. They are steadfastly refusing to award
refunds for flights they cancelled. I understand if it is the customers fault and has to move or cancel a flight, but
TAP Portugal can not just take the money for a flight and then cancel the flight, thereby never providing
services they promised at a certain time and place. No services provided and at no fault to the customer equals a
refund, not a voucher that expires end of year...

Respectfully,
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Nadine Landry

From: Info

Sent: Friday, March 20, 2020 1:48 PM
To:

Subject:

Hello and

rase 20-73727.

We got a call from our media line (rather than the call centre) from
about the delays and the stay on disputes currently.
was why complaint isn't part of the "inquiry into complaints regarding reasons for flight delays or

cancellations”

Would | be able to get messaging or would someone be able to contact
get back t
Kindly let me know.
Best,

o explain? All | told
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Nadine Landry

From: Info

Sent: Friday, March 20, 2020 1:35 PM

To:

Subject: n Agency - Inquiry
Hello,

This is in regard to the phone call from earlier today.

air-travel-complaint

As mentioned on the call, in light of the extraordinary circumstances resulting from the Covid-19 pandemic, the CTA is
temporarily pausing all dispute resolution activities involving air carriers until April 30, 2020, to permit them to focus on
immediate and urgent operational demands. All air passenger complaints will be processed in due course. On or before
April 30, 2020, the Agency will determine if the pause should end on that date or be extended to a later date.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada

info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube
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Nadine Landry

From:

Sent: Friday, March 20, 2020 1:33 PM

To: Info

Subject: Aeromexico not honouring COVID policy changes

Hi submitting a complaint,

Aeromexico has recently updated their policy from Previous policy.png to march 20 policy.png. But before
this change they were not honouring the original policy. Part of our group has been able to rebook with a trip
beginning before oct 30th, others agents would not let other members despite agent agreeing with what the old
text said. And now they changed the policy online to cover their tracks.

We are unable to book with the policy as it was originally written, and the group members that did book
successfully with the original policy are now ‘locked in” and are not allowed to change their flights, so we are
trapped with half the group scrapping flights.

Airlines should not be allowed to add more restrictions on a policy as more people use it.

Additionally, I have been hung up on twice while on hold, no fowl language was used, I did not yell.

nks
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Nadine Landry

From:

Sent: Friday, March 20, 2020 12:50 PM
To: Info

Subject: Retard de depart avec Tunisair

Bonjour a vous, je voulais savoir si j'ai droit a une indemnisation concernant mon depart de Tunis avec le transporteur
Tunisair vol 233 ou 235 le samedi 22 fevrier, le vol qui était cédulé pour 10h30 le matin a été retarde a presque 15h00,

on nous a fourni une sanwich pour le lunch .

Merci de votre attentio MOntreal

Provenance : Courrier pour Windows 10
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$.19(1)

From: Info

Sent: Friday, March 20, 2020 12:4% PM
To: licence

Subject: RE: restrictions due to COVID-19

Thanks Martin.
Best,
Mamta

From: licence <licence@otc-cta.gc.ca>
Sent: Friday, March 20, 2020 12:38 PM
To: Info <Info@otc-cta.gc.ca>

Subject: RE: restrictions due to COVID-19

Tc
Martin

Martin Dalpé

Gestionnaire, Licences et Affretements

Direction générale des déterminations et de la conformité

Office des transports du Canada / Gouvernement du Canada
martin.dalpe@otc-cta.gc.ca / Tél.: 819 953-9788 Cel.: 819 635-6311
Reglement sur les transports aériens (DORS/E8-58)

Manager, Licensing and Charters

Determinations and Compliance Branch

Canadian Transportation Agency / Government of Canada
martin.dalpe@etc-cta.ge.ca / Tel: 819 953-9788 Cel.. 819 635-6311
Air Transpertation Regulations (SOR/88-58)

From: Info <Info@otc-cta.gc.ca>

Sent: Friday, March 20, 2020 12:13 PM
To: licence <licence@otc-cta.ge.ca>
Subject: FW: restrictions due to COVID-19

Hello,

| was wondering if the inquiry below is something we could answer and would fall under our jurisdiction

or if it should go to TC?
Thanks,
Mamta

Sent: Thursday, March 19, 2020 5:05 PM
To: Info <Info@otc-cta.gc.ca>

Subject: restrictions due to COVID-19
1
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| was wondering what restrictions are in place restricting travel for air ambulance operations
into and out of Canada currently or expected soon.

Aerocare Medical Transport System Inc.
24 Hour Flight Request 800-823-1211

Mobile -
Email

"Your Care is Our Mission"™ % §

The
information
transmitted,
including
attachments, is
intended only
for the
person{s) or
entity to which
it is addressed
and may
contain
confidential
and/or
privileged
material.  Any
review,
retransmission,
dissemination
or other use of,
or taking of any
action in
reliance  upeon
this information
by persons or
entities  other

than the
intended

recipient is
prohibited. I

you received
this in error,
please contact
the sender and
destroy any
copies of this
infarmation.
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From: Info

Sent: Friday, March 20, 2020 12:48 PM

To: Maxime Vézina Laprise

Subject: RE: Call on the Media Line - 2020/03/20

Thanks Maxime,
Just a question, are these callbacks being left as voicemails on the media line?

Best,
Mamta

From: Maxime Vézina Laprise <Maxime.Vezinalaprise@otc-cta.gc.ca>
Sent: Friday, March 20, 2020 12:24 PM

To: Info <Info@otc-cta.ge.ca>

Cc: Vincent Turgeon <Vincent. Turgeon@otc-cta.ge.ca>

Subject: Call on the Media Line - 2020/03/20

Hi Mamta,
Please find below calls received on our Media line this morning.

Could these calls kindly be returned?

ooking with Emirates Airlines/COVID-19

COVID-19/Billets pour les USA/remboursement?
gquestion on cancellation/COVID-19

Complaint with Air Canada/APPR, no communication
Question concerning Air Canada

Refund with Westjet

COVID-19/Refund trip to China

Thank you,

Maxime Vézina Laprise

Communications Officer | Agent de communication

Canadian Transportation Agency | Office des transports du Canada
613 41 0{;:39228
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From: Maxime Vézina Laprise

Sent: Friday, March 20, 2020 12:24 PM
To: Info

Cc Vincent Turgeon

Subject: Call on the Media Line - 2020/03/20
Hi Mamta,

Please find helow calls received on our Media line this morning.

Could these calls kindly he returned?

Booking with Emirates Airlines/COVID-19

COVID-19/Billets pour les USA/remboursement?
question on cancellation/COVID-19

- Complaint with Air Canada/APPR, no communication
Question concerning Air Canada

efund with Westjet

COVID-19/Refund trip to China

Thank you,

Maxime Vézina Laprise

Communications Officer | Agent de communication

Canadian Transportation Agency | Office des transports du Canada
13 410-3228

g
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Nadine Landry

From:

Sent:

To: '‘Customer Care'

Cc: Info

Subject: FW: Thank you for your patience and understanding during these times of rapid
change

Attachments: Mexico air canada.pdf

Fro

Sent: | ,
To: 'Air Canada - Refund Services Web Site' <aircanadarefundservices.website@conduent.com>
Subject: RE: Thank you for your patience and understanding during these times of rapid change

| understand the state of affairs now. Sad that you ride that wave in our case, two of us have been trying to resolve this
since December 17 2019 when our flights were cancelled because of “staff constraints” | had no other alternative but to
book with another service to get to Vancouver ON THAT DAY to catch our connecting flight to Mexico for a much needed
holiday from an already stressful job | have held for close to 30 years ems to be left entirely out of the loop
and was affected too, because of your cancellation ar was stuck in Masset over 100 kilometres away for the
winter an ost a windshield rushing us up to catch the flight from that community, had to make alternate
vehicle pla go to and from work when " returned. Sorry but after 4 months | am beyond the point of ‘patience
and understanding’ in fact | certainly don’t feel the same from you and most certainly do not feel like a valued customer.
Attaching our case once again.

| DID NOT GET A RESPONSE TO THIS sent FEB 24™ :

From: :

Sent: February 24, 2020 9:02 AM

To: 'Customer Care' <CustomerCare.serviceclient@aircanada.ca>
Subject: RE: Cancelled Flight # AC8522 Tuesday December 17th AC

Mr Stein,

| did NOT “opt” to find my own means, it was a necessity as notified in the letter, it would have means several
cancellations for both of us, | had no other alternative but to take the flight that day because Air Canada had NO OTHER
FLIGHTS. | want ow | appeal the decision not to reimburse me for BOTH our flights, and what about
compensation t * Why | have had to wait this long to hear such an unfair response?

Is this where | now take alternative measures?

Extremely disappointed,

p
r 250.599.4496 exi
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"We can't solve problems by using the same kind of thinking we used when we created them'" ALBERT
EINSTEIN

o s s o S ok R R SR R RS R R S R R SR R R SR KRR R R SR R R R S R R SR R R SRR R SRR R R R R SRR R R R R R

IMPORTANT: The infarmatian in this email together with any attachments 7s intended only for the use of the individual or entity named above, and may centain
confidential and/or privileged material. All rights are expressly claimed and are not walved. Any form of review, disclosure, modification, distribution and/or
publication of this email message is prohibited, unless as a necessary part of departmental business. If you are not the intended recipient ar their employee or agent
responsible for receiving the message on their behalf; your receipt of this message is in error, you are asked to inform the sender as quickly as possible and delete this
message and any copies of this message from your computer and/or your computer system network. Thank you, SKIDEGATE SOCIAL DEVELOPMENT

EEREEEE LR EES S EELEEEEEL L EEEEEEELLEEEEELEEELLEEELEEL EL L EELEEE ST

From: Air Canada - Refund Services Web Site <aircanadarefundservices. website@conduent.com>
Sent: March 19, 2020 10:00 PM

Subject: Thank you for your patience and understanding during these times of rapid change

Dear Valued Customer,

We acknowledge that we are in receipt of your refund claim and our team will be reviewing it. Given the
high volume of service requests related to COVID-19, we are currently experiencing longer than usual
times in processing claims and we apologize for that. Rest assured that we are working hard to review
your claim just as soon as possible.

We kindly remind customers that if you booked through a travel agent, an online agency such as Expedia
or Priceline etc., Aeroplan or Air Canada Vacations, please contact them for assistance, including for
refund claims.

For the most current information visit Aircanada.com:
e hittps.//www.aircanada.com/ca/en/aco/home/fly/fliaht-information/daily-travel-outlook. html

o Important COVID-19 updates

Route suspensions

o Our rebooking flexibility for existing bookings and your options to either change flights to a
different date or cancel your booking for credit towards a new ticket or a refund based on
fare purchased

9]

¢ Please refer to your fare purchased for information about refundability. For fares which do not
permit refunds such as Basic Economy you may cancel your booking and obtain a credit to
be used towards a future ticket.

¢ We understand that you may have tried to contact your Travel Service Provider to cancel your trip
and were not successful. If this is the case, you will receive communication.

Thank you for your patience. We will be in contact with you as soon as we review your file.

Sincerely,
Air Canada Refund Services Team
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January 13 202¢
To Whom it may concern,

RE: Cancelled Flisht # ACB522 Tuesday December 179

The standard procedure is to cateh the noon ferry 1o Alfred Bay then drive to the Sandspit
Awrport for the only daily flight to Vancouver.

We received a text from oy sister at 921 n the momin_g with a screen shot front the usual driver
of the airporter, it said the flight was cancelled due 0 “crew constraints™. That sereenshot is
tncladed in the package. We tried several times o call the numbers both an the ticket and on the
Alr Canada site to no avail. We had a flizht booked from Vancouver to Puerto Vallaria at &:35am
the next morning. All the flights were bowked b s a Christias gifi o
us. We were to meet vho were already there in Yan Blas where the wi-ti is
less than dependable, hired a driver o drive the 4 hours down to PV to pick us up. It took a
few tries to get a hold of €eanse it wa bookings and we were not sure what was going
to happen. Hveryone was upset and everyitnng was up in the air. suggested we try 1o
gel the flight from Masset. 169 kms north of Queen Charlotle, We were at the bapk and it was 10
ara. We called Pacific Coastal in Masset who said the latest we had to be there was 11:30 in
order to get the flight. We scrambled, grabbed our luggage and hit the highway. Luckily the
ira.iuu was not too bad and the roads were clear, however. s car received windshield
damage in Masset bul because we had to get to the Alrport, we could not report it Because of
weather and road conditions, the car is still up in Masset. Upon reiurn, because the vehicle is in
Masset at the airport we had 10 take an airporter hore from Sandspit; needless o say, -
been inconvenienced since. When we arrived in Vancouver, we landed ai South Termios
had 1o cab over to the Ajrport 1o talk to someone from At Canada about out flight issues and to
see what we could do because we were told in Masset that we were ch":'nh, to he reimbursed an

compensated. At YVR, after waitt
copy of a pamphlet. Now, |

slime expericnce was sametbing

we were excited and eager for: hccauw of hm\f this went, it not only started out horrid. [ was left
over 1.000 out~-of-pocket on the first day. Not to mention vehicle damage. several internationai
calls, gas and needless stress. 1f we did not caich that fhebt, we would have had to re-book the
tlights to PV, cancel Vancouver hotels, and William would have had to possibly stay over in PV
and make other arrangement to get back to San Blas.

Monetary expenses because of the cancellation: Pocific Coavtal Air: 387177 & luegage: 399,68
Richmond taxi to YVR: §20.06 Airporter home upon return: $54.00 iU TAL: $1,124.77 in
addition to the international calls & 109 kot's return from Masset (218 ko) . 1 believe we are
entitled to be compensated for the tme and stress. All original receipts ave enclosed.
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AIR CANADA G

Passenger: 1

Ticket number:

Passenger: 2

Ticket numtber:

Tax and Fee Summary

Date of issue

Aeroplan Flight Reward

Taxes, fees and charges per passenger

Air Travellers Security Charge (CA)

Carrier Surcharges (YQ)
Combined taxes, fees, charges and surcharges, see fare calculation below (XT)

Additional Charge in Canadian dollars :
Total in Canadian dollars :

*Fare calculation:
17DEC19YZP AC YVR R0O.00AC YZP R0O.00CADOQ.00 END ROEL.00

XT5.16XG30.00YR5.005Q

Canadian tax registration numbers:

XG Canada Goods and Service Tax (GST/HST #10009-2287 RT0001)
RC Canada Harmonized Sales Tax (GST/HST #10009-2287 RT0001)
XQ Quebec Sales Tax (QST #1000-043-172 TQ1991)

Aeroplan Rules

24-Sept 2019
Fixed Mileage Flight Reward

14.25
54.00
40.16

0.00
108.41

General Rules:

Conditions.

Some taxes and fees may be collected at your departure airport,

baggage allowance and fees vary by carrier.

sections for details.

Changing Flight Rewards:

In addition to the airline’s terms and conditions, all reward bookings are subject to Aeroplan's Hight Reward Terms and
Aeroplan service, change and cancellation fees are non-refundable and all fees are subject to change with or without notice.

Flight Reward mileage level quotes are valid at the time of redemption and only for the itinerary booked.
Airlines may charge fees for checked bags for travel within Nerth America. Please visit the airline's website directly as

Aeroplan will cancel any purchased ticket and provide a full refund without penailty up to 24 hours after purchase. Please
visit the Manage Your Bookings on the Aeroplan web site to cancel your booking. Beyond 24 hours, voluntary changes to
vour itinerary will incur additional fees. See Cancelling Flight Rewards and Refunding Mileage and Changing Flight Rewards

$.19(1)
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AIR CANADA

Itinerary / Receipt

We are pleased to confirm your airline reward booking. Thank you for letting Aeroplan take you where you want to go.
Please bring your itinerary-receipt to the airport.

Main Contact Information Booking reference

Customer Care

Aeroplan Contact Centre
1-800-361-5373

<4 Ajr Canada Flight Information

Form of payment: pNONREF. cC 1-888-422-7533

*AEROPLAN TAX )
\ Flight Reward Cancellation

www.aeroplan.com/managerewards

or call the Aeroplan Contact Centre

Flight Change Alert
Hlight_notification

Manulife Travel Insurance

aeroplan.com/manulife
1-844-891-1554

Flight Itinerary

Flight From To Aircraft Cabin {Booking Status
Class)

ACB8523 Sandspit {(YZP) Vancouver (YVR) DH4 Economy (X) Confirmed

Operated by: Tue 17-Dec 2019 Tue 17-Dec 2019

Air Canada Express- 14:50 16:46 - TERMINAL M -MAIN

Jazz

Seat number(s) requested: 1BA 18C

AC8522 Vancouver (YVR) Sandspit (YZP) DH4 Economy (X) Confirmed

Operated by: Sat 11-3Jan 2020 Sat 11-Jan 2020

Air Canada Express- 12:00 - TERMINAL M -MAIN 14:02

Jazz

Seat number(s) requested: 18A 18C

Passenger Information
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eTicket Heceint

Frepgred Foy

RESERVATION CODE
ISSUE DATE

TICKET NUMBER
ISSLENG AIRLINE WESTJIET

ISSLHNG AGENT

éi’m%rafy Dwmeia‘

FYHER NGT

TRAVEL L o

: L AIRLIN FOERART LR

DATE ;Aff@rxnsm - %_u;@ ART URE

 yeDecio | WESTIET VANCOUVER B
WS 2182 CANADA

c/mm H,uvuz«

{ Zeat Mumber CHECK-IN

P REQUIRED

! Baggage Allowanoe  NiL

D Booking Status OKTO FLY

: Time ! Time :

: H o MPEHS
L0838 1528 | bare Basis QIDAENS

: _ i i Mot valid Before 18D0ECLO
i Tarminal : £ MG Vi After 18DECLS

MAIN TE Rwﬂh/\{

10dan20 | WESTIET DPUERTO: ’AHAPM, VANGOUVER B, Cahin ECONOMY
PWS 2153 FMEXICO D CARALA T Sest Number CHECK- i
B : P REQUIRED
_;cwqc ge Allowance ML

: Tims * Tirme : Eo ooking Staids OK TO FLY
 Tims ; | Fare Basis LIODOEZ]

1825 L1944 : e 50
j e e I Mot Valid Before 10 JANZG
' - Tereninad | fent Valld Aler 10JANZO

| MAIM TERMINAL )

' Baggage Allowance
 YVR o PVR - 0 Pieces WESTIET
Frices of addiional baggans pieces:
1. 30.00 CAD up to B0 pounds/23 keiograms and up o 67 linear inches/158 inear centimaters
2. 50.00 CAD up to 50 poundsi23 lalograms and up (o 67 linear inches/158 finpar cantimetars
PYR o YVR - {1 Pleces WESTIET
: prices of addiions! baggage piecas
1. 30040 CAD up o 50 pounds/23 kilograms and up io 62 linear inches/158 linear centimetarg
2. 50.00 0AD up 0 80 pounds/Z3 kilograms and up 1o 62 Hrear inches/158 tnear centimeters
T ARS MONAL ALLOWANCES AND/OR DISCOUNTS MAY APPLY-BEPENDING.ON FLYER-SPECIFIC FACTORS
JEG, FREQUENT FLYER STATUS/MILITARY/ CREDIT CARDFCORM OF PAYMENT/EARLY PURCHASE OVER
INTERNETETC
: Carry On Allowances
L YVR 0 PYR . PYR o YVR - 1 Plece (WS - WESTIET) R
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eticket Receipt

Prepared For

RESERVATION CODE
ISSUE DATE 245ep1s
THCKET NUMBER

ISSIHNG AIRLINE
ISSUING AGENT

Hinerat \f De’za&

URE

TRAVEL
DATE

:' WESTIET PVANDOUVER B, DPURRTO VALLARTA,  : Cabin BOONGMY
S WS 2152 I OANADA D MEXRICO { Seat Mumber SHECK-IN
: : : s REQUIRED

¢ Baggage Allowance  NiL

Cfime CTime L Booking Matus Ok TG RLY
RS 1520 Fare Basis Qi0D2EHS
o . g Vel Before TEDECLS
¢ Terminal * Mot Valid After 180DFCID

: MAR TERMINAL

CWESTIET PMEF-':I ‘JA{ i AR A VA«NLOUV“:—-’ “", {Cabin ECONOMY
LWE 2153 FMEXICO LCANADA ; Seal Number CHECK-IN
: b : L REGUIRED

{ Baggage Aliowance NI

f Time Tirme : Boo king Siatus O TORLY
B B are Banie SIRIEY
16225 C19a4 *,a".‘"\b'*.‘“.‘i HERDEZE
p ) : Mol Vahid Before 10JANZD
; Ferrninal _ Not valid Afier 10 IAN20

: .\dM'N TERMINAL

A%%«:}wa m.,er

Ba‘:g gage Allowance
YR to PVR - O Pleces WESTIET
Prices of agditonal baggage pigces:
1. ED.00 CAD upw B0 pounds/23 Klograms and up © 62 finear inches/158 linear centimeiars
2. 5000 CAD up o SO poeundsi23 kilograms and up o §2 linear inches/i58 linsar ceniimeters
PVYR 0 YWR - 0 Pieces WESTIET
Prices of addilional baggags pleces:
i 30,00 CAD up 1o 50 pounds/23 kilograms and up to 62 Hinear inches/i58 linzar centimelers
2. 50.00 CAD up i 56 pounds/23 kilograms and up to 82 lnear inches/158 lineas centimeters
: ADDITIONAL ALLOWARNCES ANDYOR DISCOUNTES MAT-APPLY BEPENDING ON FLYER-SPECIFIC FACTORS
JEG, FREGQUENT FLYER STATUS/MILITARY/ CREDIT CARDFOWRM OF PAYMENT/EZARLY PURCHASE OVER

| INTERNETETC
| Carry On Allowancss
L YVR 0 PVR, PVR 0 YVR - 1 Piece (WS WESTET T 60186
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TRANSADTIONS

§ Referancg
Number

3

Aracng

N RIC

HMOND

FIEE
PELER

TOTAL FEES

FOR THIB PERK

crarged on purehases and f*mﬂ and cash advancas is indicated below. Any pu
der promotional rdtea arg broken ouf in the section below,

inizres

’?,?."ca Averasge Dhiy Baisnoe INTERERT
Expiration §

Subsiect {0 niamc Faie CHARBED

&
“Su\.
-~
u

-»-
[&]

Type of Balanos |

Fiurohases

Cash Advances

Please detach thiz portion and returm with your payment to enstire propesr cradil. Hetain Upper portion for youwr racords.

ACCOUNT MUMBER:
Menw Dalance
O Box BEDES HPO Connaught : Fayment Dus Dals
Gﬁ"im AB TER 0K Minirmum Payrmnent Due

doithorn Savings

L.’C‘ Ciallabris

COLLABRIA
FAYMENT PROG

&3
0AN

GP 830G 3UGO G..:\ TRE VILLE
MONTREAL QD H3G 382

WRE0E 150 e T 08T

SERe e e e oy A e areran ehe Db s s o s s
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109 km - Light traffic - T hr 36 min

Queen Charlotte, BC — Masset, BC

Search along the route ~

Graltam
Istand

109 | 10738 min | !
%Light traffic Directions i
H i 1

km | Via HWY-16  Local roads

< Air Malta flight status

Search by, () Route 3 Flight number

QOrigin Destination
Airport code or city, state . ZMT - Masset

Airline

KM - Air Malta Track flight

108 Km - Distance from Masset to Queen Charlotte city BC

https:/iwww.distancesfrom.com/caldistance-from-Masset-to-Queen-Charlotte-city-BC.... ~

108 Km - Distance from Masset to Queen Charlotte city BC 108 Km - Distance from Masset o Queen
Charlotte city BC. Direction Map Travel Time Lailong Flight D Flight T HowFar Route TripCast. CO2
Emission Calories. Planner; Trip Cost; ltinerary. X. 7.1 C0 2 Go ...

Distance from Masset, BC to Queen Charlotte, BC
hitps://iwww.canadaab.com/distance/28143316-28122615 ~

Distance from Masset, British Columbia to Queen Charlotte, British Cotumbia by driving and walking
routes. Fuel cost of driving from Masset to Queen Charlotte for ...

109 Km - Distance from Masset to Queen Charlotte City
https:/iwww.distancesfrom.com/caldistance-from-Masset-to-Queen... =

The distance between Masset to Queen Charlotte City is 109 Km by road., You can also find the
distance from Masset to Queen Charlotte Cily using other . .

Distance Between Queen Charlotte British Columbia Canada ...
https://disween.com/queen-charlotte-be-calZMT -

Total distance from Queen Charlotte to Masset Airport (ZMT) is 86,49 kms. 86.49 kms equals to 83.73
miles and 46 68 nautical miles. Distance information is flight distance as a line. Fiight time between
Queen Charlotte to Masset Airport (ZMT) can change depending on many different conditions.
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Facific Coastal

0 PR L B I BT SR

Reservation Confirmation Reservation Number:

Your reservation is now confirmed

*All charges and payments appear in; CAD

Passenger

Name Total Charges GST Total Amount Total Paymenis  Balance Due
$925.50 $46.27 $971.77 $971.77 $0.00

Additional Passengers

Flight Itinerary

Leg  Flight Number Date Departure Arrival Alrcraft Status

1 8Pg72 17 Dec 2019 11:50 - MASSET 14:10 - VANCOUVER - SOUTH SAAB 340A  CONFIRMED

8P flight numbers operated by Paciflc Coastal Airlines,
Aircraft type and schedule subject to change without notice.

Purchase Summary

Leg Description Amount GST Total
1 CLASSIC FARE $385.00 $19.25 $5404.25
1 Fuel Surcharge $22.00 $1.10 $23.10
1 Nav Canada Fee $16.00 50.80 $16.80
1 Carbon Surcharge $10.25 $0.51 $10.76
1 ENCORE FARE $444.00 $22.20 $466.20
1 Fuel Surcharge $22.00 $1.10 $23.10
1 Nav Canada Fee $16.00 $0.80 $16.80
1 Carbon Surcharge $10.25 $0.51 510.76

Total $925.50 $46.27 $971.77
Payment Information
Amount Transaction Typ PO Number

Date
17 December 20

Tax Registration: 121386296 RT0001

Online Check-In

Pacific Coastal custorners have the option of checking-in online anytime between 24 hours and up to
1 hour ahead of their scheduled departure time. After completing online check-in, you have the

00192



Long Delay and Flight
Cancellation Motics under
the Canadian Afr Passenger
Protection Regulations
{APPR}
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Nadine Landry

From: Info

Sent: Friday, March 20, 2020 12:13 PM
To: licence

Subject: FW: restrictions due to COVID-19
Hello,

| was wondering if the inquiry below is something we could answer and would fall under our jurisdiction or if it should go
to TC?

Thanks,

Mamta

From:
Sent: Thursday, March 19, 2020 5:05 PM
To: Info <Info@otc-cta.ge.ca>

Subject: restrictions due to COVID-19

| was wondering what restrictions are in place restricting travel for air ambulance operations into and out of
Canada currently or expected soon.

Aerocare Medical Transport System Inc.
24 Hour Flight Request 800-823-1911

Mobile
Email

"Your Care is Our Mission'™ % %

The
information
transmitted,
including
attachments, is
intended only
for the
person{s) or
entity to which
it is addressed
and may
contain
confidential
and/or
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privileged
material.  Any
review,
retransmission,
dissemination
or other use of,
or taking of any
action in
reliance upon
this information
by persons or
entities  other

than the
intended

recipient is
prohibited. I

you received
this in error,
please contact
the sender and
destroy any
copies of this
information.
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Nadine Landry

From:

Sent: Friday, March 20, 2020 11:.58 AM
To: Info

Subject: Air Transat

Hello,

I have flights booked to Paris on Air Transat departing in April that are now cancelled. I wish to cancel the
tickets, pay the tariffed penalty to Air Transat of $300 per ticket and have my credit card credited with the
balance. Air Transat are refusing, saying that the only option is to receive a voucher for travel in the next 24
months.

I am not looking for any compensation, I simply want to cancel, pay the tariffed penalty and get the balance of
my money back. What they are doing is against the tariffs filed with your agency.

The emergency decision issued by your agency provides airlines with temporary relief from additional
compensation only for such items as inconvenience etc., It does not provide relief from non-compensation

related tariffs or contract law.

What is your agency’s position on this please.

Thank you,
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Nadine Landry

From: . _
Sent: Friday, March 20, 2020 T1:50 AM
To: Info

Subject: Re : RE: Annulation vol air transat

Cela ne repond pas a ma question qui est : Sont ils dans I'obligation de me rembourser étant donné
la situation? Merci

Envové a partir de Yahoo Courriel sur Android

Le ven., mars 20 2020 a 10:10 a.m., Info
<Info@otc-cta.gc.ca> a écrit .

Bonjour,

Merei d'avoir contacté I'Office des transports du Canada.

Le Reéglement sur la profection des passagers aériens (RPPA) fixe les obligations des transporteurs envers les passagers
sclon que la situation est attribuable au transporteur, attribuable au transporteur mais nécessaire par souci de sécurité, ou
indépendante de la volonté du transporteur.

Le Réglement fournit une liste des situations considérées indépendantes de la volonté du transporteur, v compris les
urgences médicales et les ordres ou instructions des représentants de I'Etat. L'OTC a identifié un certain nombre de
situations liées a cette pandémie qui sont considérées comme indépendantes de la volonté de 1a compagnie aérienne. 11
g'agit notamment des interruptions de vol vers des lieux couverts par un avis du gouvernement contre les vovages ou les
déplacements jugés non-essentiels en raison de COVID-19.

Dans ces situations, les transporteurs ne seraient pas tenus de fournir des normes de traitement ou d'indemnisation pour les
inconvénients. Cependant, ils devraient s'assurer que le passager puisse terminer son itinéraire; hitps:/rppa-
appr.ca/fra/obligations-et-degre-de-responsabilite-de-la-compagnie-aerienne

Jusqu'au 30 avril, le moment auquel les passagers auront droit & une compensation pour les désagréments liés aux
annulations ou retards de vol sera ajusté, afin de donner aux transporteurs aériens plus de flexibilité pour modifier les
horaires et combiner les vols.
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Les transporteurs seront autorisés a8 modifier les horaires sans payer d'indemnisation aux passagers jusqu'a 72 heures avant
I'heure de départ prévue (au lieu de 14 jours), et seront tenus d'indemniser les passagers pour les retards a l'arrivée qui leur
sont entierement attribuables, une fois ces retards dépassant 6 heures ou plus (au licu de 3 heures).

L'OTC exempte aussi les transporteurs de proposer des arrangements de voyage alternatifs qui incluent des vols avec
d'autres compagnics aériennes avec lesquelles ils n'ont aucun accord commercial.

Cordialement,

Office des transports du Canada / Gouvernement du Canada
info@ote-cta.ge.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575

Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info(@otc-cta.ge.ca / Telephone 1-888-222-2592

Follow us: Twitter / YouTube

Sent: T Y, s
To: Info <Info@otc-cta.ge.ca>
Subject: Annulation vol air transat

Mon vol pour le 12 avril a cuba a été annulé par air transat. Ceux ¢i m'offre un credit valide pour 2 ans
au meme hotel. Moi je ne veux pas de crédit, je veux me faire rembourser. Sont ils dans l'obligation de
me rembourser étant donné la situation? Merci

Envové a partir de Yahoo Courriel sur Android
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Nadine Landry

From:

Sent: L2072 Al

To: ‘Torontosales@pal.com.ph’; '‘corpcomms@pal.com.ph’; 'onlinebooking@pal.com.ph’;
‘wecare@ pal.com.ph’

Cc: ; media; 'sos@international.gc.ca’

Subject:

Importance: High

Dear Philippine Airline Sales/Customer Service:

| received email regarding flight changes fo amily members as indicated below, We are not
accepting this changes. We cannot delay the schedule of their flight due to Lock down situation in Manila. They need to
return to Toronto Canada ASAP, as mandated by our Canadian Government they need to go back soon. Secondly, you
cannot book on separate flight as
needs to trave Iso checked your website for this date of flight it is not cancelled
impact it is showing “sold out”. | don't understand why you are bumping my family flight to a different dates?

We've tried all the possible means of communications to contact your office and helpdesk both here in Canada and
Manila but nobody is answering the phone. | even visited your office this morning in Toronto Pearson International
airport and nobody is around to attend to our concerns.

Please do not change their flight schedule. I'm copying our Canadian Transportation Agency Air Passenger Protection
office and Canadian emergency assistance office to assist us on this matter.

Flight Details:

Booking Ref igi hedule: March 27, 2020 PAL Suggested Flight Schedule: April 2, 2020
Booking Referenc riginal Schedule: March 27, 2020 PAL Suggested Flight Schedule: April 3, 2020

Booking Reference Original Schedule: March 27, 2020 PAL Suggested Flight Schedule: April 2, 2020

Regards,

g

ggtg Canada T

Wintel Server Support

L5R 0BEB

ERKWINTEL

Virtual Changed Group: CTI NA CA CT1 CANADA WINTEL SA GROUP

ServiceNow Group: CTI NA ON CA SERVER-WINTEL-SA

Quick Links - Service Now | Marketplace | OneTouch | OneReset | One Approval | CitiWebmail|
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Nadine Landry

From:

Sent: Friday, March 20, 2020 11:25 AM
To: Info

Subject: Re: SWOOP AIRLINES
Categories: waiting for consult

Hello,

Thank you for your response, but | don’t understand the answer.

“However, they would have to make sure the passenger completes their itinerary.” If the carrier
doesn’t - what form of compensation am | entitled to? A refund in the form of a future credit or a
refund in the original form of payment?

| have them my money in exchange for a service they are unable to provide. This is also outside of my
control and a financial burden to me. All | want is my money returned.

Any info/clarification would be appreciated.
Thank you.
Sent from my iPhone

> 0n Mar 20, 2020, at 7:43 AM, Info <Info@otc-cta.gc.ca> wrote:
>

> Hell
>

> Thanks for contacting the Canadian Transportation Agency.

>

> Air Passenger Protection Regulations provide a list of situations considered 'outside the air carrier's
control', including medical emergencies and orders or instructions from state officials. The CTA has
identified a number of situations related to this pandemic that are considered 'outside of the air
carrier's control'. These include flight disruptions to locations that are covered by a government
advisory against travel or unnecessary travel due to COVID-19; https://rppa-appr.ca/eng/obligations-
and-level-control

>

> In these situations, air carriers would not be required to provide standards of treatment or
compensation for inconvenience. However, they would have to make sure the passenger completes
their itinerary.

>
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> Until April 30th, the time at which passengers will be entitled to compensation for inconvenience
related to flight cancellations or delays will be adjusted, to provide air carriers with more flexibility to
maodify schedules and combine flights. Air carriers will be allowed to make schedule changes without
owing compensation to passengers until 72 hours before a scheduled departure time {instead of 14
days), and air carriers will be obligated to compensate passengers for delays on arrival that are fully
within the air carrier's control once those delays are 6 hours or more in length {instead of 3 hours).

>

>The CTA has also exempted air carriers from offering alternative travel arrangements that include
flights on other air carrier's with which they have no commercial agreement.

>

> Best,

>

> info@ Team

> Office des transports du Canada / Gouvernement du Canada

> info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575

> Suivez-nous : Twitter / YouTube

>

> Canadian Transportation Agency / Government of Canada

> info@otc-cta.gc.ca / Telephone 1-888-222-2592

> Follow us: Twitter / YouTube

> Sent: Friday, March 20, 2020 1:08 AM
> To: Info <Info@otc-cta.gc.ca>

> Subject: SWOOP AIRLINES

>

> Hello,

>

> | booked a flight with Swoop Airlines for next month and they are cancelling the flight and only
offering me a future credit. The flight is from Abbotsford, B.C. to Las Vegas, Nevada and return.
>

> Am | not entitled to a refund back to my card?

>

> Thank you,

>
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Nadine Landry

From: Info
Sent: Friday, March 20, 2020 11:24 AM
To:

Subject: RE: Voyage annulation le 12 avril 2020

Bonjour
Merci d'avoir contacté I'Office des transports du Canada.

Le Reglement sur la protection des passagers aériens (RPPA) fixe les obligations des transporteurs
envers les passagers selon que la situation est attribuable au transporteur, attribuable au
transporteur mais nécessaire par souci de sécurité, ou indépendante de la volonté du transporteur.

Le Reglement fournit une liste des situations considérées indépendantes de la volonté du
transporteur, y compris les urgences médicales et les ordres ou instructions des représentants de
I'Etat. L'OTC a identifié un certain nombre de situations liées a cette pandémie qui sont considérées
comme indépendantes de la volonté de la compagnie aérienne. |l s'agit notamment des interruptions
de vol vers des lieux couverts par un avis du gouvernement contre les voyages ou les déplacements
jugés non-essentiels en raison de COVID-19.

Dans ces situations, les transporteurs ne seraient pas tenus de fournir des normes de traitement ou
d'indemnisation pour les inconvénients. Cependant, ils devraient s'assurer que le passager puisse
terminer son itinéraire; https://rppa-appr.ca/fra/obligations-et-degre-de-responsabilite-de-la-
compagnie-aerienne

Jusqu'au 30 avril, le moment auquel les passagers auront droit a une compensation pour les
désagréments liés aux annulations ou retards de vol sera ajusté, afin de donner aux transporteurs
aériens plus de flexibilité pour modifier les horaires et combiner les vols.

Les transporteurs seront autorisés a modifier les horaires sans payer d'indemnisation aux passagers
jusqu'a 72 heures avant I'heure de départ prévue {(au lieu de 14 jours), et seront tenus d'indemniser
les passagers pour les retards a l'arrivée qui leur sont entierement attribuables, une fois ces retards
dépassant 6 heures ou plus {au lieu de 3 heures}.

L'OTC exempte aussi les transporteurs de proposer des arrangements de voyage alternatifs qui
incluent des vols avec d'autres compagnies aériennes avec lesquelles ils n'ont aucun accord
commercial.

Cordialement,

Office des transports du Canada / Gouvernement du Canada

1
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info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575 s.19(1)
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Friday, March 20, 2020 10:45 AM
To: Info <Info@otc-cta.gc.ca>
Subject: Voyage annulation le 12 avril 2020

Bonjour j ai reserver mon voyage avec sunwing pour le 12 avril 2020 j ai dem
remboursement mais pas de nouvelle mon nom @ i &0 iréservation
aider

Envoyé de mon iPhone

merci de m
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Nadine Landry

From:

Sent:

To: Info

Subject: Voyage annulation le 12 avril 2020

il 2020 j ai de
réservation

Bonjour j ai reserver mon voyage avec sunwing
remboursement mais pas de nouvelle mon nom
aider

Envoyé de mon iPhone
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Nadine Landry

From: Info
Sent: Friday, March 20, 2020 10:34 AM
To:

Subject: RE: SWOOP AIRLINES

Thanks for contacting the Canadian Transportation Agency.

Air Passenger Protection Regulations provide a list of situations considered 'outside the air carrier's
control', including medical emergencies and orders or instructions from state officials. The CTA has
identified a number of situations related to this pandemic that are considered 'outside of the air
carrier's control'. These include flight disruptions to locations that are covered by a government
advisory against travel or unnecessary travel due to COVID-19; https://rppa-appr.ca/eng/obligations-
and-level-control

In these situations, air carriers would not be required to provide standards of treatment or
compensation for inconvenience. However, they would have to make sure the passenger completes
their itinerary.

Until April 30th, the time at which passengers will be entitled to compensation for inconvenience
related to flight cancellations or delays will be adjusted, to provide air carriers with more flexibility to
modify schedules and combine flights. Air carriers will be allowed to make schedule changes without
owing compensation to passengers until 72 hours before a scheduled departure time {instead of 14
days), and air carriers will be obligated to compensate passengers for delays on arrival that are fully
within the air carrier's control once those delays are 6 hours or more in length {instead of 3 hours)}.

The CTA has also exempted air carriers from offering alternative travel arrangements that include
flights on other air carrier's with which they have no commercial agreement.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada

info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube
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Sent: Friday, March 20, 2020 1:U8 AV
To: Info <Info@otc-cta.gc.ca>
Subject: SWOOP AIRLINES

Hello,

| booked a flight with Swoop Airlines for next month and they are cancelling the flight and only
offering me a future credit. The flight is from Abbotsford, B.C. to Las Vegas, Nevada and return.

Am | not entitled to a refund back to my card?

Thank you,
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Nadine Landry

From: Info

Sent: Friday, March 20, 2020 10:11 AM
To:

Subject:

Bonjour,

Merci d'avoir contacté I'Office des transports du Canada.

Le Réglement sur la protection des passagers aériens (RPPA) fixe les obligations des transporteurs envers les passagers
selon gue la situation est attribuable au transporteur, attribuable au transporteur mais nécessaire par souci de sécurité,
ou indépendante de la volonté du transporteur.

Le Réglement fournit une liste des situations considérées indépendantes de la volonté du transporteur, y compris les
urgences médicales et les ordres ou instructions des représentants de I'Etat. L'OTC a identifié un certain nombre de
situations liées a cette pandémie qui sont considérées comme indépendantes de la volonté de la compagnie aérienne. ||
s'agit notamment des interruptions de vol vers des lieux couverts par un avis du gouvernement contre les voyages ou les
déplacements jugés non-essentiels en raison de COVID-19.

Dans ces situations, les transporteurs ne seraient pas tenus de fournir des normes de traitement ou d'indemnisation
pour les inconvénients. Cependant, ils devraient s'assurer que le passager puisse terminer son itinéraire; https://rppa-
appr.ca/fra/obligations-et-degre-de-responsabilite-de-la-compagnie-aerienne

Jusqu'au 30 avril, le moment auquel les passagers auront droit a une compensation pour les désagréments liés aux
annulations ou retards de vol sera ajusté, afin de donner aux transporteurs aériens plus de flexibilité pour modifier les
horaires et combiner les vols.

Les transporteurs seront autorisés a modifier les horaires sans payer d'indemnisation aux passagers jusqu'a 72 heures
avant I'heure de départ prévue (au lieu de 14 jours), et seront tenus d'indemniser les passagers pour les retards a
I'arrivée qui leur sont entidérement attribuables, une fois ces retards dépassant 6 heures ou plus (au lieu de 3 heures).

L'OTC exempte aussi les transporteurs de proposer des arrangements de voyage alternatifs qui incluent des vols avec
d'autres compagnies aériennes avec lesquelles ils n'ont aucun accord commercial.

Cordialement,

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada

info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube
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Sent: Thursday, March 19, 2020 9:16 PM
To: Info <Info@otc-cta.ge.ca>
Subject: Annulation vol air transat

Mon vol pour le 12 avril a cuba a été annulé par air transat. Ceux ¢i m'offre un credit valide pour 2 ans
au meme hotel. Moi je ne veux pas de crédit, je veux me faire rembourser. Sont ils dans l'obligation de
me rembourser étant donné la situation? Merci

Envové a partir de Yahoo Courriel sur Android
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Nadine Landry

From: Info
Sent: Fridav. March 20. 2020 9:59 AM
To:

Subject: RE: Cancelled Flight due to COVID-19

Thanks for contacting the Canadian Transportation Agency.

Air Passenger Protection Regulations provide a list of situations considered 'outside the air carrier's
control', including medical emergencies and orders or instructions from state officials. The CTA has
identified a number of situations related to this pandemic that are considered 'outside of the air
carrier's control'. These include flight disruptions to locations that are covered by a government
advisory against travel or unnecessary travel due to COVID-19; https://rppa-appr.ca/eng/obligations-
and-level-control

In these situations, air carriers would not be required to provide standards of treatment or
compensation for inconvenience. However, they would have to make sure the passenger completes
their itinerary.

Until April 30th, the time at which passengers will be entitled to compensation for inconvenience
related to flight cancellations or delays will be adjusted, to provide air carriers with more flexibility to
modify schedules and combine flights. Air carriers will be allowed to make schedule changes without
owing compensation to passengers until 72 hours before a scheduled departure time {instead of 14
days), and air carriers will be obligated to compensate passengers for delays on arrival that are fully
within the air carrier's control once those delays are 6 hours or more in length {instead of 3 hours)}.

The CTA has also exempted air carriers from offering alternative travel arrangements that include
flights on other air carrier's with which they have no commercial agreement.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada

info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube
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Sent: Thursday, March 19, 2020 Y:2Y PV
To: Info <Info@otc-cta.gc.ca>
Subject: Cancelled Flight due to COVID-19

Good evening.
My April flight to the USA has been cancelled by Westjet due to government restrictions on travel. My

trip was time sensitive. This means that | no longer have to travel i.e. there is no longer a purpose for
a trip. | will not be rebooking this flight.

What options is Westjet legally required to offer w.r.t. refunding my flight cost?
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Nadine Landry

From: Info

Sent: Friday, March 20, 2020 2:41 AM

To:

Subject: LP in getting Refund or Credit for Trip Cancellation due to Coronavirus
Hello

Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations does not address airline obligations if a passenger wishes te change or cancel
their flight reservation. If a passenger wishes to cancel or change their own flight reservation to a certain region
because of a medical emergency or travel advisory there or to a nearby region, the passenger should speak directly with
the airline or check their tariff and the fare rules on their website.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Thursday, Marc ,
To: Info <Info@otc-cta.gc.ca>
Subject: Need HELP in getting Refund or Credit for Trip Cancellation due to Coronavirus

Hello,
Swoop Airline is refusing to issue a refund or credit due to the outbreak of Coronavirus.

[ am a frequent flyer between Alberta and British Columbia for work. Both Alberta and British
Columbia Governments have declared a state of public emergency due to Coronavirus. The governments
suggest to avoid going to places with more than 50 people, having a social distancing, and stay home
when having symptoms. I am following the governments' recommendation to stay home and cancel the
trip as a result.

However, my upcoming trip is not able to cancel or change due to the trip is within the next 7

days. Furthermore, I have booked all the trips for flying weekly from December 2019 until June

2020. All tickets were purchased in December 2019 and January 2020, which is before the outbreak of
Coronavirus in Canada and Governments' emergency declaration. 1 am not able to cancel or get any
refund or credit for the remaining trip from March to June.
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[ would like to ask for your help due to this special situation. s-19(1)

Thanks,
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Nadine Landry

From:
Sent:
To:
Subject:

Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations do not address airline obligations if a passenger wishes to
change or cancel their flight reservation. If a passenger wishes to cancel or change their own flight
reservation to a certain region because of a medical emergency or travel advisory there or to a nearby
region, the passenger should speak directly with the airline or check their tariff and the fare rules on
their website; https://www.otc-cta.gc.ca/eng/air-carrier-tariffs-posted-websites

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Thursday, March 19, 2020 5:09 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Cancelled Flights

| had flights booked on Air Canada to and from Puerto Vallarta leaving March 27th returning April 3rd.
Ticket booking reference
On March 17th because of the Coronavirus outbreak and the uncertainty of being able to return, |
cancelled those flights. The best Air Canada would do is refund the taxes,fees and charges and give
me a credit for the transportation charge, to be redeemed by Dec. 31st 2020.

Under the circumstances | don’t think that is fair, especially , knowing that the government is going to
have to support the airlines because of the Coronavirus. They will claim it was something beyond their
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control that the drop in ridership is a financial disaster and they need support. Well it was something
beyond my control as well and | am looking to you for support.

| feel | am entitled to a full refund of all charges,taxes,and fees.

| look forward to your reply.

Sent from my iPad
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Nadine Landry

From: Info

Sent: Friday, March 20, 2020 9:12 AM
To:

Subject: RE: Westjest Flight

Hello

Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations do not address airline obligations if a passenger wishes to change or cancel
their flight reservation. If a passenger wishes to cancel or change their own flight reservation to a certain region
because of a medical emergency or travel advisory there or to a nearby region, the passenger should speak directly with
the airline or check their tariff and the fare rules on their website.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Thursday, March 149, 2020 4:54 PM
To: Info <Info@otc-cta.ge.ca>
Subject: Westjest Flight

Hello. On March 11 I purchased two tickets to fly from Lethbridge to Edmonton so that

are closed, also we cannot fly becaus
getting sick. Additionally
afford to travel whatsoever because all of my money will be going to pay I tried to cancel
my tickets with WestJet and they will only give me a travel credit. But [ never fly- I never travel. I will
not use this travel credit- they refuse to give me a refund. I really need that refund because I need the
money now with everything that is happening. Is there some way that you can help me?

Also, my flight was for April 11th to return on April 16th.

Best regards
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Nadine Landry

From: Info
Sent: Fridav. March 20. 2020 8:52 AM
To: L ’

Subject: RE: Air Canada Delayed Flight - Pursuing Compensation

Hello

Thanks for contacting the Canadian Transportation Agency.
Passengers have new rights under the CTA's Air Passenger Protection Regulations when they travel by air.

A passenger has one year to make a compensation claim with the airline that operated the disrupted flight. The airline
has 30 days to respond by issuing a payment or indicating why it believes compensation is not owed.

You may contact Air Canada here: https://accc-prod.microsoftcrmportals.com/en-CA/air-canada-contact-us/

To help passengers navigate their new rights, the CTA has launched an online service for air passengers at
airpassengerprotection.ca. This dedicated website is a one-stop-shop for air passengers to learn about their rights, file
an air travel complaint, and find tips for hassle-free travel.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Thursday, March 19, 2020 3:55 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Air Canada Delayed Flight - Pursuing Compensation

Good Afternoon,

[ tried calling both of your CTA toll free numbers (1-888-222-2592 & 1-800-669-5575), and both
numbers indicated they are out of service.

[ have tried to contact Air Canada by phone, but it is impossible to get in touch with them during this
busy time.
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The situation:

nd I had flights booked from Miami to Toronto on March 11.

s The original flight was AC1643, Departing Miami (MIA) at 16:435.

s At approximately 10:00 on March 11, we got an email that the flight was being cancelled.

¢ Qur flight was automatically rebooked to March 11, at 20:50 - flight AC1647.

+ Upon coming to the airport, the gentleman at the gate indicated that he suspected because the
larger plane, that was to fly out later, was almost empty and he suspected they cancelled the
carlier flight to consolidate the passengers.

[ believe that the Passenger Bill of Rights covers us for compensation in this event. I had to be in the
office the next day, and did not arrive back from the airport until 2:00am, and to sleep past 3:00am - and
had to be at my office to report for work that morning - this was a disappointing situation, especially
since it sounds like the airline did this to consolidate empty flights, and didn't indicate this to us at all.

Can you please contact me with details of how to proceed with a claim against the airline for both
myself, and

Thank you for your assistance.

Sincerely,
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Nadine Landry

From:

Sent: Friday, March 20, 2020 8:48 AM
To: Info

Subject: Flight Cancellation Due To Covid19
Categories: waiting for consult

Hi,

| would like to know what is the policy for cancelled flights due to the Covid19 situation? Are
passengers entitled to a full refund or atleast individual flight credits for cancelled flights? The airline
that we bought a group ticket initially stated they will be giving a refund or
individual flight credits but they changed it to group credits that has to be used in 24 months. Also, it
has to be used by all passengers at the same time. One person can't make it at the agreed day and
time, he or she will lose their money/credits. Can you please advise? Thank you.

Regards,
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Nadine Landry

From: Info
Sent: Friday, March 20, 2020 8:34 AM
To:

Subject: RE: Request for clarification

Thanks for contacting the Canadian Transportation Agency.

Passengers have new rights under the CTA's Air Passenger Protection Regulations when they travel by
air.

The APPR provide clear and consistent air passenger rights by imposing certain minimum airline
requirements for flights to, from and within Canada, including standards of treatment and, in some
situations, compensation for passengers.

If your flight is delayed or cancelled and the reason is within the airline's control and not safety-
related, you are entitled to a specific standard of treatment, compensation, and rebooking or a refund
; https://rppa-appr.ca/eng/obligations-and-level-control

If your flight is delayed or cancelled and the reason is within the airline's control and required for
safety purposes, you are entitled to a specific standard of treatment and rebooking or a refund;
https://rppa-appr.ca/eng/obligations-and-level-control

If your flight is delayed or cancelled and the reason is outside of the airline's control, you are entitled
to rebooking; https://rppa-appr.ca/eng/obligations-and-level-control

To see what provisions of the APPR apply to your situation, consult our online service for air
passengers at airpassengerprotection.ca.

If you would like to file a complaint about your flight delay with the CTA you can fill out our complaint
form at https://rppa-appr.ca/eng/file-air-travel-complaint

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada

1
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info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

————— Original Message

Sent: Thursday, March 19, 2020 3:35 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Request for clarification

| had a flight cancelled/changed from 7:55pm on March 6 to 7:55pm March 7. Swoop is the airline.
Las Vegas to Hamilton Ontario.original arrival at 6am March 7. Swoop could not be contacted to ask
them to book me on a sooner flight on any airline, so | booked my own to a different city, farther
away from my home that arrived at 10:40 am March 7 in Detroit. | then had a 2 hour drive home.
They are only offering me compensation of a 3-6 hour delay ($125.00) saying because | arrived within
3-6 hours...my ticket cost me $286, swoop ticket was $150. Are they correct in the compensation?
Should they pay for my ticket on top of the $125? Thank you

Sent from my iPhone
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Nadine Landry

From:

Sent: Friday, March 20, 2020 627 AM
To: Info

Subject: Air Transat Cancelled Flights
Categories: waiting for consult

Hi

assengers were due to fly out to Toronto from Manchester on Friday 24™ April 2020 to Monday
ion the reason for our travel was to attend
Unfortunately due to the current situation regarding Covid-19 the tlights have been

A traveling group o
27" April 2020. F

cancelled.

Air Transat is currently offering credit onto the account but we would like a full cash refund as due to the cancellation
we are unable to attend the event.

Could you please confirm whether we are entitled to a full cash refund? In this circumstance we would be entitled to a
cash refund but | am unsure of the laws in Canada.

Thanks for your assistance in this matter.

DISCLAIMER: This email, together with any attachments, is for the exclusive and confidential use of the

addressee(s) and may contain legally privileged information. Any other distribution, use or reproduction

without the sender's prior consent is unauthorised and strictly prohibited. If you have received this email in error
1
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please notify the sender by telephone, fax or email immediately and destroy the message without making any
copies. For details on how we process and safeguard electronic communications, including the use of any
personal data disclosed by the sender, refer to our Privacy Notice
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Nadine Landry

From:
Sent:
To:

Subject: SWOOP AIRLINES

Hello,

| booked a flight with Swoop Airlines for next month and they are cancelling the flight and only
offering me a future credit. The flight is from Abbotsford, B.C. to Las Vegas, Nevada and return.

Am | not entitled to a refund back to my card?

Thank you,
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Nadine Landry

From:

Sent:

To: Info

Subject: Need HELP in getting Refund or Credit for Trip Cancellation due to Coronavirus
Hello,

Swoop Airline is refusing to issue a refund or credit due to the outbreak of Coronavirus.

I am a frequent flyer between Alberta and British Columbia for work. Both Alberta and British Columbia
Governments have declared a state of public emergency due to Coronavirus. The governments suggest to avoid
going to places with more than 50 people, having a social distancing, and stay home when having symptoms. 1
am following the governments' recommendation to stay home and cancel the trip as a result.

However, my upcoming trip 1s not able to cancel or change due to the trip is within the next 7

days. Furthermore, [ have booked all the trips for flying weekly from December 2019 until June 2020. All
tickets were purchased in December 2019 and January 2020, which is before the outbreak of Coronavirus in
Canada and Governments' emergency declaration. I am not able to cancel or get any refund or credit for the
remaining trip from March to June.

I would like to ask for your help due to this special situation.

Thanks.
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Nadine Landry

From:

Sent:

To: Info

Subject: Cancelled Flight due to COVID-19

Good evening.

My April flight to the USA has been cancelled by Westjet due to government restrictions on travel. My
trip was time sensitive. This means that | no longer have to travel i.e. there is no longer a purpose for
a trip. | will not be rebooking this flight.

What options is Westjet legally required to offer w.r.t. refunding my flight cost?

Thank you.
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 .16 PM
To: Info

Subject: Annulation vol air transat

Mon vol pour le 12 avril a cuba a été annulé par air transat. Ceux ci m'offre un credit valide pour 2 ans au
meme hotel. Moi je ne veux pas de crédit, je veux me faire rembourser. Sont ils dans I'obligation de me

rembourser étant donné la situation? Merci

Envové a partir de Yahoo Courriel sur Android
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 8:37 PM
To: Info

Subject: Air Canada - Flight Cancellations

Good evening,

I am seeking clarification on https://otc-cta. gc.ca/eng/important-information-travellers-during-covid-19

Air Canada cancelled numerous flights which is “out of their control”. As per contract law they are unable to
fulfill their part of the contract and therefore, must provide a refund.

Air Canada is only offering a voucher which “must” be used within 24 months. They also conveniently added
the following to terms and conditions:

When booking a new flight with your flight credit, any fare difference will apply if the new flight is more expensive. If the new flight is less
expensive, any residual value resulting from a lower fare will be lost.

So this means, if the price of an itinerary rises, the customer must pay the difference.

This effectively proves they are not full filling the original itinerary. They in fact could be forcing customers to
pay them more money for a flight they cancelled in the long run.

I don’t know if the information you have on your website would be upheld in court if there was a class action
lawsuit.

Can you please provide clarification on this as there are many Canadian’s out of work, who could use that
money right now.

Respectfully,

Sent from my iPhone
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 7.05 PM

To: Fonseca Peter

Cc marc.garneau@parl.gc.ca; tico@tico.ca; Info; consumer@ontario.ca
Importance: High

Hi Peter — For your personal info | have contacted 3 news agencies —2 of whom are going to investigate-about
the Air Canada voucher only form of refund for travel aborted by the virus crisis.Obviously we customers are
being used to maintain the bank account of Air Canada vacations until this terrible crisis is over.They have
actually extended voucher use time to 2 years from one s0 as to appear generous when they are just using us
or because they fear this crisis may outlive the voucher for large sums of money time.My travel agency 0S
travel has sat on the phone for hours and hours only to have Air Canada Vacations refuse any kind of cash
refund for our trip that cost over $4000.00.

Sunwing Vacations is offering a cash refund or a voucher plus$100.00 plus they are flying people home free
who were unable to get home from various sun destinations.They are being good corporate supporters.Air
Canada is scamming people out of money.l realize there are many more significant, life issues involved right
now but scammers need to be averted especially when it is our major airline. You will see that | have
forwarded copies of this email to the the Federal Minister of Transportation,the Honourable Mr. Garneau
;Travel Industry Council of Ontario(TICO) and the Canadian Transportation Industry {CTA)as well as the
Minister of Consumer Affairs for Ontario.

Surely ane of these agents or the media will move Air Canada to a more acceptable honest position.
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Nadine Landry

From:
Sent:
To:

Subject: Re: westjet not refunding properly only travel credit when they have a travel ban.

Hello Im entitled to a refund however they don't want to lose a bunch of money so they just automatically
have this set up as a credit. | clearly wanted a refund as Im entitled to this please look into this as they don't
give an option to refund on a credit card just into a credit in their system which is not ethical nor legal. | paid
extra for trip cancellation etc and | should be refunded on my credit card for the full amount.

From: Info <Info@otc-cta.gc.ca>
Sen

Subject: RE: westjet not refunding properly only travel credit when they have a travel ban.

Hi
Thanks for contacting the Canadian Transportation Agency.

Under the Air Passenger Protection Regulations (APPR), when an airline cancels or delays a flight, they have minimum
obligations to passengers that could include standards of treatment, rebooking or refunds, and compensation for
inconvenience. Their obligations depend on whether the disruption is within the control of the airline, within the
airline's control but required for safety, or outside its control. These airline obligations are described in full on the CTA's
Know Your Rights website.

Medical emergencies and related travel bans

If an airline cancels or delays flights to or from a certain region because of a medical emergency (such as a Public Health
Emergency of International Concern declared by the World Health Organization) or a related travel ban there, this
would generally be considered outside the airline's contral.

If the airline cancels or delays flights to nearby regions, this may also be outside their control, for example, if the
medical emergency was the primary reason for the disruption. However, if the airline's decision was primarily
commercial or one made in its day-to-day operations, this could be considered within the airline's control. Each
situation would have to be assessed on its own merits.

The APPR does not address airline obligations if a passenger wishes to change or cancel their flight reservation. If a
passenger wishes to cancel or change their own flight reservation to a certain region because of a medical emergency or
travel advisory there or to a nearby region, the passenger should speak directly with the airline or check their tariff and
the fare rules on their website.

As well, an airline may refuse to transport a passenger, for example, for health, safety or immigration reasons or if the
passenger is not allowed to enter their destination country. Airlines set out in their tariffs under what circumstances
they will refuse to transport a passenger.

The APPR provide clear and consistent air passenger rights by imposing certain minimum airline requirements for flights
to, from and within Canada, including standards of treatment and, in some situations, compensation for passengers.
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If your flight is delayed or cancelled and the reason is within the airline's control and not safety-related, you are entitled
to a specific standard of treatment, compensation, and rebooking or a refund.

If your flight is delayed or cancelled and the reason is within the airline's control and required for safety purposes, you
are entitled to a specific standard of treatment and rebooking or a refund.

If your flight is delayed or cancelled and the reason is ocutside of the airline’s control, you are entitled to rebooking.

To see what provisions of the APPR apply to your situation, consult our online service for air passengers

at airpassengerprotection.ca.

Best,

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Wednesday, March 18, 2020 3:59 PM
To: Info <Info@otc-cta.gc.ca>
Subject: westjet not refunding properly only travel credit when they have a travel ban.

Hello my namei purchased z flight ticket from Westlet website from Toronto to
Calgary. Both cities now have travel bans and Cancelled the ticket as it was for April 2nd 2020. The
west jet wehsite does not give me an option to refund me on my credit card it only goes to a travel
bank or some form of holding of my money. | paid extra not a basic fare for trip cancelation for this
specific reason as last time | got burned from west jet for $2000 dollars and did not want this to
happen again. Now after speaking with west jet on the phone they refuse to refund me on my credit
card. This is unethical and should be clearly noted and stated in my receipt of purchase and when |
book. The option | clicked was for trip cancelation and paid extra instead of a basic fare. Im hoping you
can help as this isn't right and all | wish is to be refunded as both cities are in compete lock down now.

west jet flight was for

Westlet WS 653Confirmation code:
Thu 2020-04-02 6:45 AM

second problem. | spoke t and she hung up on me and forwarded me to insurance when | did not want
to go there as also said west jet customer service should refund me.

I then get a new travel booking that only ould have book for a flight in sept 1 that | did not bock any travel
just wanted to cancel all the bookings going back on to my credit card. | wanted a refund and have her recorded for a
refund and gave her my credit card for fligh Calgary to Costa Rica. West jet has a 30 day ban on so |

requested a full refund on my credit card.
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I spoke to a manager and she could not give me the proper email to escalate the issue and I could not understand
what she was saying as she clearly changed the email 3 times saying guest then gst then guest and | ask to have her
spell the email and she hung up as she was clearly not communicating clearly and failed to provide me with proper
response to solve this issue.

Please help all | want is to be refunded as | did not cancel the air line cancelled all travel | had to call in to get a refund
and they don't have an option to refund on my credit card which is not legal.
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 5.26 PM

To: marc.garneau@parl.gc.ca; justin.trudeau@parl.gc.ca; Info
Subject: Help your Canadian Constituents

Dear Marc Garneau,

I am writing to you to find out why you have not stepped in during this dire time in all Canadians lives. Why
are you allowing these airlines to hold our money hostage on cancelled flights. You are aware some people
who have had their vacations cancelled have worked hard for this money, some of these Canadians are now laid
off, forced home because day care shut downs, school closures. Some of these Canadians are not receiving any
income and I am sure they could use this money our air lines are holding hostage.

Air Transat for example sent me an email telling me [ would receive a credit on file for 24 months however if
the vacation I book is more money [ must pay the surplus, but if it is cheaper there will be no refund. Who do
they think they are, considering they will need our tax money to bail them out when the time comes.

April 20 2020. We are bei
not comfortable with that.
So was very important to ut to
money hostage 1s unacceptable. And if our government does not step
top making us fight this battle on our own during this trving time.

o forced to rebook how

up for Canadians soon that is a disgrace.

Regards

Get Qutlook for Android
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 5.09 PM
To: Info

Subject: Cancelled Flights

| had flights booked on Air Canada to and from Puerto Vallarta leaving March 27th returning April 3rd.
Ticket # booking reference,
On March 17th because of the Coronavirus outbreak and the uncertainty of being able to return, |
cancelled those flights. The best Air Canada would do is refund the taxes,fees and charges and give
me a credit for the transportation charge, to be redeemed by Dec. 31st 2020.

Under the circumstances | don’t think that is fair, especially , knowing that the government is going to

have to support the airlines because of the Coronavirus. They will claim it was something beyond their
control that the drop in ridership is a financial disaster and they need support. Well it was something

beyond my control as well and | am looking to you for support.

| feel | am entitled to a full refund of all charges,taxes,and fees.

| look forward to your reply.

Sent from my iPad
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Nadine Landry

From: -
Sent: Thursday, March 19, 2020 5.05 PM
To: Info

Subject: restrictions due to COVID-19

| was wondering what restrictions are in place restricting travel for air ambulance operations into and out of Canada

currently or expected soon.

Aerocare Medical Transport System Inc.
24 Hour Flight Reguest 800-823-1911

Mobile
Email |

"Your Care is Our Mission"™ §

The information transmitted, including attachments, is intended only for the person(s) or entity to which it is
addressed and may contain confidential and/or privileged material. Any review, retransmission, dissemination or
other use of, or taking of any action in reliance upon this information by persons or entities other than the intended
recipient is prohibited. If you received this in error, please contact the sender and destroy any copies of this

information.
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Nadine Landry

From:

Sent:

To: Info

Subject: Westjest Flight

Hello. On March 11 I purchased two tickets to fly from Lethbridge to Edmonton so that my son and I could go
to the West Edmonton Mall. With everything that has happened, all of the things in the mall are closed, also we
cannot fly because_ :susceptible to getting sick. Additionally,l |
. lis now goingto annot afford to travel whatsoever because all
of my money will be going to pa I tried to cancel my tickets with WestJet and they will only give
me a travel credit. But I never fly- I never travel. I will not use this travel credit- they refuse to give me a
refund. I really need that refund because I need the money now with everything that is happening. Is there some
way that you can help me?

Also, my flight was for April 11th to return on April 16th.

Best regards
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 3.55 PM

To: Info

Subject: Air Canada Delayed Flight - Pursuing Compensation
Good Afternoon,

I tried calling both of your CTA toll free numbers (1-888-222-2592 & 1-800-669-5573), and both numbers
indicated they are out of service.

I have tried to contact Air Canada by phone, but it is impossible to get in touch with them during this busy time.

The situation:

. and I had flights booked from Miami to Toronto on March 11.

¢ The original flight was AC16435, Departing Miami (MIA) at 16:43.

« At approximately 10:00 on March 11, we got an email that the flight was being cancelled.

¢ Our flight was automatically rebooked to March 11, at 20:50 - flight AC1647.

e Upon coming to the airport, the gentleman at the gate indicated that he suspected because the larger
plane, that was to fly out later, was almost empty and he suspected they cancelled the earlier flight to

consolidate the passengers.

I believe that the Passenger Bill of Rights covers us for compensation in this event. I had to be in the office the
next day, and did not arrive back from the airport until 2:00am, and to sleep past 3:00am - and had to be at my
office to report for work that morning - this was a disappointing situation, especially since it sounds like the
airline did this to consolidate empty flights, and didn't indicate this to us at all.

Can you please contact me with details of how to proceed with a claim against the airline for both myself, and

Thank you for your assistance.

Sincerely,
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Nadine Landry

From:
Sent:
To:

Subject: Request for clarification

| had a flight cancelled/changed from 7:55pm on March 6 to 7:55pm March 7. Swoop is the airline.
Las Vegas to Hamilton Ontario.original arrival at 6am March 7. Swoop could not be contacted to ask
them to book me on a sooner flight on any airline, so | booked my own to a different city, farther
away from my home that arrived at 10:40 am March 7 in Detroit. | then had a 2 hour drive home.
They are only offering me compensation of a 3-6 hour delay ($125.00) saying because | arrived within
3-6 hours...my ticket cost me $286, swoop ticket was $150. Are they correct in the compensation?
Should th for my ticket on top of the $125? Thank you

Sent from my iPhone
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Nadine Landry

From: Info
Sent: Thursday, March 19, 2020 3:33 PM
To: |

Subject: RE: Complaint Update

We acknowledge receipt of your inquiry regarding the status of your complaint. Please note that, since the coming into
force of the Air Passenger Protection Regulations, we have received a significant increase in the number of complaints
filed, resulting in a delay in processing certain complaints. You will be contacted once your complaint is assigned. We
apologize for the delay.

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

From:
Sent: Thursday, March 19, 2020 1:22 PM
To: Info <Info@otc-cta.gc.ca>

Subject: Complaint Update

Good afternoon,

| filed a complaint over 30 days ago but haven’t received a response, just wondering if there’s a timeline to
receive a response?

Thanks,

P p e e ”
& it ot ey

Connect With Us :
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Nadine Landry

s.19(1)

From:

Sent:

To:

Subject:
Attachments:

From

Info

Thursday, March 19, 2020 3.23 PM

Office des transports du Canada / Canadian Transportation Agency
Sunwing

Sent: March 19, 2020 2:54:37 PM (UTC-05:00) Eastern Time (US & Canada)

To: media
Subject:
1/30/2020

Fw: [Sunwing Vacations] Re; Cancun / SUNWING AIRLINES / 1/23/2020-

Good day CTA,
| believe that Sunwing are using this formal excuse to avoid paying any compensations; no one was
notified a

bout any flight cancellation or any technical issues with the cancelled flight. We were
kids, we checked out and waited for the shuttle to transport us to the airport but it

never showed up and no one at the hotel knew the reason.
From what it seemed, they combined 2 flights in 1 as they didn't fill many of the seats, there was a few
empty seats on the 2nd flight actually.

We tried booking a room to spend those 4 hours but there was none available and the hotel staff were
kind enough to allow us to eat in the restaurants free of charge.

On a side note; it was noticed that the sunwing site always shows the seats are all taken, forcing ppl to

pay 50$ per person per direction to be able to sit next to their own kids. They disperse all the families

all over the plane making sure no family members are seated together, not even a toddler next to one

of his par

ents which is against flight regulations.

There has to be an action taken to force sunwing to follow these regulations and to actin a more
ethical way.

Flight det

ails

Thu, 30 January 2020 3:45 PM

Passe

rs:

Thanks for your understanding
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: / Cancun / SUNWING AIRLINES / 1/23/2020-
1/30/2020

##- Please type your reply above this line -##
Your request, 1as been updated. To add additional comments, reply to this email.

Tracy S (Sunwing Vacations/Vacances Sunwing)
Mar 19, 09:42 EDT

Thank you for your submission. | apologize for this flight disruption and any inconvenience
this may have caused. The Airline has reviewed the details of this flight disruption and
determined the delay that affected your flight was due to a technical defect that was identified
during pre-flight preparations for the aircrafts previous flight which delayed your inbound
aircraft causing your flight to be delayed. The delay was deemed INSIDE THE CONTROL OF THE
CARRIER BUT TAKEN FOR SAFETY REASONS and as per the Air Passenger Protection
Regulations, no compensation will be provided. If you had any out-of-pocket expenses related
to this delay, please scan and attach your receipts to this email.

For more information about the Air Passenger Protection Regulations, please visit
https://rppa-appr.ca

Regards,

Sunwing Airlines
416-620-4955 ex f.416-798-8760
27 Fasken Drive, Toronto, ON M9W 1K6

Sunwing Vacations/Vacances Sunwing)
Mar 19, 09:40 EDT

Tracy S. | Sunwing Airlines
416-620-4955 ex f.416-798-8760
27 Fasken Drive, Toronto, ON M9W 1K6
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Travel Itinerary

Booking Details Agency Information
Agency: Luxor Tours-mississauga
Number of Passengers: 3 Address: 1454 Dundas Sireet Fast Suite 106
Issue Date: Tue, 14 January 2020 Mississauga, ON
Departure Date: Thu, 23 January 2020 Phone: 9055665111
P

Passenger Gender Seat(s) Seat(s)

Flight From To Via Class Aircraft Passenger(s)
WG5H13 Toronto (YYZ) Cancun (CUN) 737 1,23
Sunwing Airlines Thu, 23 January 2020 Thu, 23 January 2020

10:15 AM - Temminal 3 2:25 PM

Please call 1-877-978-6946 for flight amival and departure information or visit www sunwing.ca and select Flight Status. Enjoy Sunwing Airline's award winning inflight service, featuring a
buy on board menu oflight meals, drinks, and snacks {induding kid's choices). Inflight purchases on Sunwing Airlines must be paid via credit card. Sunwing Airlines accepts all major credit
cards. RETURNING TO CANADA - An Electronic Travel Authorization (e TA) is required for visa exempt foreign nationals entering Canada. Canadian citizens, holders of a valid Canadian
Permanent Resident Card and U $_ dtizens are exempt. The e TA will be required when boarding a flight to Canada. We strongly recommend that eligible travellers submit their applications
prior to departure from Canada. For complete details, visit hitp:/Canada.ca/eTA .

Flight From To Via Class Aircraft Passenger(s)
WGH14 Cancun {CUN) Toronto (YYZ) T3 1,2,3
Sunwing Airlines Thu, 30 January 2020 Thu, 30 January 2020

345 PM 735 PM

Please visit www sunwing_ca for flight arrival and departure information or the tour operator desk located in your hotel. For assistance, your Sunwing Vacations Representative in Cancun
is available by phoning 01-800-070-0033. Enjoy Sunwing Airline's award winning inflight service, featuring a buy on board menu of light meals, drinks, and snacks (including kid's choices).
Inflight purchases on Sunwing Airlines must be paid via credit card. Sunwing Airlines accepts all major credit cards. RETURNING TO CANADA - An Electronic Travel Authorizafion (eTA)is
required for visa exempt foreign nationals entering Canada. Canadian ditizens, holders of a valid Canadian Permanent Resident Card and U.S. citizens are exempt. The eTA will be required
when boarding a flight o Canada. We strongly recommend that eligible travellers submit their applications prior to departure from Canada. For complete details, visit hitp//Canada.ca/eTA .
Checked Baggage Allowance: 1 item per person with a maximum weight of 23kg

* Elite Plus passengers have a baggage allowance of 30kg if they have purchased an air and land package; or if they pre-purchased a checked bag on their air-
only booking.

Booking
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Product Information

Hotel Name Check In Check Out Room Type Nights Occupancy Passenger(s)
ROYALTON SUITES CANCUN Thu, 23 January 2020 Thu, 30 January 2020 Luxury Junior Suite Ocean 7 Double 1,2, 3
RESORT AND SPA 300 PM 12:00 PM View All Inclusive

The following passenger{s) are sharing this room:

s.19(1)

Confirmation number.

Hotel Information for ROYALTON SUITES CANCUN RESORT AND SPA: * Les taxes et frais de service sont prepayes. * Veuillez presenter ce bon lors de I'enregisfrement. * All taxes and
sefvice charges are prepaid. ¥ Please present this voucher upon check-in. Effective for stays March 1,2019 and onwards, the hotel will be collecting an Environmental Sanitation Tax for the

amount of $25.35MXN P esos per room per night. This will be payable directy to the hotel upon check in. Rates are subject to change
ROYALTON SUITES CANCUN RESORT AND SPA, Boulevard Kukulcan Km 9.7, Cancun, Mexico. Telephone: 9988685900

Expiry Date: Thu, 30 January 2020
Type:

EXCHANGE FOR SERVICE - NON TRANSFERABLE

Hotels not serviced by a Nexus Tours representative, please contact
01-800-070-0033

Please see your Nexus Tours representative at your hotel to redeem this
voucher and confirm the date, time and meeting place for the
excursion. NexusTours is the official destination representative of
Sunwing Vacations and your local experts with over 20 years of
experience providing compelitively priced tours and fransportation
services The excursion you have chosen and its inclusions were
correct at ime of booking and subject to change without pnor notice.
Excursions are non-transferable and non-refundable.

PICKUP CITY IS CANCUN

Length of excursion is approximately 4 hours

Departure Time: Times vary depending on hotel location - Hotel Lobby
Return Time: VARIES, Hotel Lobby

Inclusions: Roundirip transportation, tequila tasting and coffee

tasting. For participants over 21 years a small free gift is included
Bring money for shopping and refreshments. The guide will confim the
fimings for each place and meeting point. The visit to Matis

Jewellers will be approximately 45 minutes followed by free time
{approx 2 hours) Timings are subject to change.

The tour is recommended for over 21 years old and free gift is only
valid for those over 21 years. However, the four 1s open to all ages
Please see representative in hotel to reconfirm pick up time and

total number of participants.

For Groups: Please nole that this free shopping tour operates on a
shared basis with other customers.
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Land Excrs Cun Free Shopping Tour Cancun

Free Shoopina Tour In Cancun - Zone 1

Expiry Date: Thu, 30 January 2020
Type:

EXCHANGE FOR SERVICE - NON TRANSFERABLE

Hotels not serviced by a Nexus Tours representative, please contact
01-800-070-0033

Please see your Nexus Tours representative at your hotel to redeem this
voucher and confirm the date, time and meeting place for the
excursion. NexusTours is the official destination representative of
Sunwing Vacations and your local experts with over 20 years of
experience providing competitively priced tours and transportation
services. The excursion you have chosen and its inclusions were
correct at time of booking and subject to change without prior notice.
Excursions are non-transferable and non-refundable.

PICKUP CITY IS CANCUN

Lengih of excursion 1s approximately 4 hours

Departure Time: Times vary depending on hotel location - Hotel Lobby
Return Time: VARIES, Hotel Lobby

Inclusions: Roundirip transportation, tequila tasting and coffee
tasting. For participants over 21 years a small free gift is included
Bring money for shopping and refreshments. The guide will confirm the
fimings for each place and meeting point. The visit to Matis

Jewellers will be approximately 45 minutes followed by free time
{approx 2 hours) Timings are subject to change.

The tour 1s recommended for over 21 years old and free gift i1s only
valid for those over 21 years. However, the four 1s open to all ages
Please see representative in hotel to reconfirm pick up time and

total number of participants.

For Groups: Please note that this free shopping tour operates on a
shared basis with other customers.

s.19{1)
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Land Excrs Cun Free Shopping Tour Cancun

Free Shopping Tour In Cancun - Zone 1
Booking:

P
3.

Expiry Date: Thu, 30 January 2020
Type:

EXCHANGE FOR SERVICE - NON TRANSFERABLE

Hotels not serviced by a Nexus Tours representative, please contact
01-800-070-0033

Please see your Nexus Tours representative at your hotel to redeem this
voucher and confirm the date, time and meeting place for the
excursion. NexusTours is the official destination representative of
Sunwing Vacations and your local experts with over 20 years of
experience providing competitively priced tours and transportation
services. The excursion you have chosen and its inclusions were
correct at time of booking and subject to change without prior notice.
Excursions are non-transferable and non-refundable.

PICKUP CITY IS CANCUN

Lengih of excursion 1s approximately 4 hours

Departure Time: Times vary depending on hotel location - Hotel Lobby
Return Time: VARIES, Hotel Lobby

Inclusions: Roundirip transportation, tequila tasting and coffee
tasting. For participants over 21 years a small free gift is included
Bring money for shopping and refreshments. The guide will confirm the
fimings for each place and meeting point. The visit to Matis

Jewellers will be approximately 45 minutes followed by free time
{approx 2 hours) Timings are subject to change.

The tour 1s recommended for over 21 years old and free gift i1s only
valid for those over 21 years. However, the four 1s open to all ages
Please see representative in hotel to reconfirm pick up time and

total number of participants.

For Groups: Please note that this free shopping tour operates on a
shared basis with other customers.

Adyvice to International Passengers on Limitation of Liability

CONDITIONS OF CONTRACT

1. As used in this contract:

“Carriage" means “ransportation”;

"Carrier” means Sunwing Airlines Inc. {“Sunwing Airlines”) or a carrier that carries, or undertakes to camy the passenger or his baggage hereunder or perform any other services inddental to
such air Carriage;

"Electronic: Ticket" means the itinerary/receipt issued by or on behalf of Carrier, the electronic coupons and, if applicable, a boarding document;

"Ticket" means this passenger ticket and baggage check, or this itinerary/receipt if applicable, in case of an electronic ticket, of which these conditions and notices form part;

“Montreal Convention™ means the Convention for the Unification of Certain Rules for International Carriage by Air signed at Montreal, 28th May 1999;

"“Warsaw Conventon" means the Convention for the Unification of Certain Rules Relating to International Carmiage by Alr, sighed at Warsaw, October 12, 1929, as amended.

2_Garriage hereunder is subject fo the rules and limitations relating fo liability established by the Warsaw Convention or the Montreal Convention, whichever is in law applicable, unless such
Carriage is not "intemational carriage” as defined by the applicable Convention. To the extent not in conflict with the foregoing, Carriage and other services performed by Sunwing Airlines are also
subject to: {i) provisions contained in this Ticket, (if) Sunwing Airlines’ applicable tariffs, and {iii) these Conditions of Camiage, notices and related regulations, which are all incorporated herein by
reference and are available upon requestat Sunwing Airlines’ offices

3. The agreed stopping places are those places set forth in this Ticket or as shown in the Carrier's timetables as scheduled stopping places on the passenger's route. If applicable, Carriage to be

performed hereunder by several successive Carriers is regarded as a single operation.

4. The Carnier will be responsible for the fumishing of transportation only over its own lines. When any Carrier undertakes to issue a Ticket check baggage, or make any other arrangements for
transportation over the lines of any other camier (whether or not such fransportafion is part of a through service), such Carrier will act only as agent for such other carrier and will assume no

responsibility for the acts or omissions of such other carrier.

5. This Ticket is valid for Camiage only on the flights and dates shown thereon and are not refundable by Sunwing Airlines to the Passenger, except as provided by applicable fare conditions.
Tickets are non-transferable. This Ticket will not be honoured and will lose its validity if all coupons are not used in the sequence provided for in the Ticket. Fare for Carriage hereunder is subject
to change pror to commencement of Carfiage. Sunwing Airlines may refuse transportation if the applicable fare has not been paid.

6. Sunwing Airlines undertakes to use its best efforts to carry the passenger and baggage with reasonable dispatch. Times shown in timetable or elsewhere are not guaranteed and form no part
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of this contract. Sunwing Airlines may, without notice, substitute alternative Carriers or aircraft, and if necessary, may alter, add and/or omit stopping places shown on the Ticket. Schedules are
subject to change with and Sunwing Aidines will make reasonable efforts to inform passengers ofschedule changes. Sunwing Aiflines assumes no responsibility for missed connections.

7. Checked baggage will be delivered to bearer of the baggage check. In case of damage to baggage, loss or delay of baggage, please visit www . sunwing.ca. See applicable tariffs for further
information.

8. Passengers shall comply with all laws of each country from, through or to which the passengers fravel and must comply with all Government fravel requirements including, but not limited fo,
obtaining and presenting all necessary exit, entry or other required documents.

9. Mo agent, servant or representative of Sunwing Airlines has authority to alter, modify or waive any provisions of this contract.

CARRIER RESERVES THE RIGHT TO REFUSE CARRIAGE TO ANY PERSON WHO HAS ACQUIRED A TICKET INVIOLATION OF APPLICABLE LAW OR VIOLATES CARRIER'S TARIFFS, RULES OR
REGULATIONS.

THISTICKET IS SOLD SUBJECT TO CARRIER'S APPLICABLE TARIFF.

NOTICE OF LIMITATION OF LIABILITY

The Montreal Convention or the Warsaw Convention, as applicable, may be applicable to your journey and these conventions govem and may limit the liability of Camiers for death or bodily injury,
for loss or of damage to baggage and for delay. Any exclusion or limitation of liability of Carrier shall apply to, and be for, the benefit of agents, servants, and representafives of Carrier and any
person whose aircraftis used by Carrier for Carriage and its agents, servants and representatives.

LIMITATION OF LIABILITY FOR DEATH OR PERSONAL INJURY: Liability for death or personal injury may be limited. For international travel, Sunwing Airlines’ liability will be limited by either the
Montreal Convention or the Warsaw Convention, as applicable. For travel govemed by the Warsaw Convention, Sunwing Airlines' liability will be limited o proven damages of Special Drawing
Righ1s 100,000 per passenger, exduding legal fees and costs.

For domestic ravel, Sunwing Airlines’ liability will be limited to proven damages of $100,000 per passenger per incident, exduding legal fees and costs. In no case shall Sunwing Airlines’ liability

exceed the actual loss suffered by the passenger. All daims are subject to proof of amount ofloss.

LIMITATION OF LIABILITY FOR BAGGAGE: Liability for loss, delay or damage to baggage is limited. For internatonal travel, Sunwing Airlines’ liability will be limited by either the Monfreal
Convention or the Warsaw Convention, as applicable . For travel governed by the Montreal Convenfion, Sunwing Airlines' liability for loss, damaged or delayed baggage is limited to 1,131 Spedal
Drawing Rights for each passenger. For fravel govemed by the Warsaw Convention, Sunwing Airlines’ liability for loss, damaged or delayed baggage is limited to the sum of 250 francs per
kilogram.

For domestic travel only, Sunwing Airlines' liability as a result of damage and/or loss is 1,131 Special Drawing Rights per bag.
In no case shall Sunwing Airlines' liability exceed the actual loss suffered by the passenger. All daims are subject to proof of amount of loss.

Sunwing Airlines shall not be liable for damage to fragile, valuable or perishable items where such damage is the result of the inherent defect, quality or vice of the item in question. In the case of
damaged checked baggage, Sunwing Airlines' liability shall be limited to repairing the damaged bag, paying the cost of the repair, if such were pre-approved by Sunwing Airlines on the basis of
an estimate or replacing the bag ifitis not repairable .

Passenger Information with regards to rights under the Air Passenger Protection Requlations: SOR/2019-150

If you are travelling to or from a Canadian airport and are denied boarding, your flightis cancelled or delayed for at least two hours, or your baggage is lost or damaged, you may be entifed to
certain standards of treatment and compensation under the Air Passenger Protection Regulations. For more information about your passenger rights please ask a Sunwing Airlines Representative
or visit the Canadian Transportation Agency’s website

If you are travelling on a flight operated by Sunwing Airlines, you can access this information by visiting www sunwing.ca

If your journey involves Gamiage by different Carriers, then you should contact each Carrier for information on their Conditions of Carmriage and limits of liability .

Travel Information Guide

TERMS AND CONDITIONS
The complete Terms and Conditions for your holiday can be found online for Sunwing at www.sunwing.ca. Please remember that itis your responsibility to read these important terms before
fravelling because making a booking consfitutes your acceptance of these terms and condifions.

TRAVEL DOCUMENTATION

It is your responsibility to determine what documentation is required for travel to your destination and for your return to Canada®. Sunwing Vacations will assume no responsibility whatsoever for
passenger(s ) denied carriage by the airline or refused entry into any country. Sunwing Vacations sirongly recommends that you camy a valid passport when travelling outside of Canada. Please
note that several countries now require that your passport be valid for up to six months after the completion of your travel in order to be accepted by them as a valid travel document. If your
passport is damaged in any way, you may be denied boarding and you will be responsible for all costs associated with a new passport and a replacement holiday.

*Returning to Canada: An Electronic Travel Authorization {eTA) is required for visa exempt foreign nationals entering Canada. Canadian dtizens, holders of a valid Canadian Permanent Resident
Card and U.S. citizens are exempt. The eTA will be required when boarding a flight to Canada. We strongly recommend that eligible travellers submit their applications prior to departure from
Canada. For complete details, visit htip://Canada ca’'eTA.

AIRPORT CHECKAN

It is strongly recommended that all passengers arrive 3 hours prior to departure to allow check-in and to ensure adequate time to pass through airport security. For all airports within Canada and
overseas, the check-n desk willbe open 3 hours {4 hours for European flights) prior fo departure and close 1 hour prior to departure. All passengers amiving after the check-in desk closes will
be denied boarding. Remember to check your flight iinerary for your departure airport / terminal and reconfirm your flight{s).

FLIGHT SCHEDULE RECONFIRMATION
All flight schedules are subject to change with or without notice. As a result, you MUST reconfirm your flight time{s) 12 HOURS prior to departure (from Canada and destination}). Please call 1-877-
978-6946 or visit www sunwing.ca and select “Flight Status”.

Booking
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As an added convenience you can sign up to receive our Flight Notification emails on your personal computer ar mabile device allowing wvou to plan ahead should your flight itinerary change

If you have purchased “flight only” it is your responsibility to provide your Travel Agent with your destination contact telephone number prior to your departure. This will allow us to contact you
wiith any flight schedule changes however, it is still vour responsibility to reconfirm your fight time 12 HOURS priorto departure.

FLIGHT INFORMATION

For additional flight information such as: check-in, baggage allowance, pets, in-flight services, pregnancy, children and infants and special needs, please visit www sunwing.ca

If you miss your first flight shown on this ticket, you must contact our office at 1-877-SUNWING {786-9464) immediately to avoid cancellation of remaining flights on vour ticket. Mo refund will be
issued for unused services.

Please be aware that in-flight entertainment varies across our fleet. Passengers travelling on our Boeing 737-800 aircraft can take advantage of in-fight audiofvisual entertainment that typically
includes recent TV shows depending on flight duration. Passengers on our Boeing 737 MAX 8 aircratt benefit from USE charging stations in their seatback; allowing them to watch their own
personal viewing choices on their own devices dunng the flight. As not all airports offer free WI-F I, wie strongly recommend that passengers come to the airport with their video content already
downloaded

Manulife Global Travel Insurance + Worty Free for Sunwing - PRE DEPARTURE CANCELLATIONS & CHANGES

If you have purchased insurance with Sunwing and nesed to change or cancel your booking last minute, please call our Sales Centre at 1-800-668-4224 between the hours of 0830 and 2100
EST. Qutside ofthese hours please call 1-866-388-9387 and leave a message with yvour name, telephone number, Sunwing booking number, mailing address and dates of travel. Cancellation
penalties as applicable will apply

Quebec residents only — please visit hitps //www.sunwing ca/pages/en/be-worry-free for a link to the Manulife distribution guide.

TRAVEL TIPS

Enhance yourvacation by pre-booking excursions & upgrades by visiting Sunwing at www . sunwing .ca and selecting “My Eooking"”.

The check-in time for most hotels is 2:00pm and check-out time can be as early as 11:00am, regardless of your arrival or departure times. The specific imes for your hotel are indicated on your
hotel accommodation voucher. Many hotels will offer hospitality areas for passengers who may be without their room for some time; however, this arrangement is solely based on the discretion
of the hotel You will be able to enjoy many facilities at your resort, such as the lobby, bar, restaurants or pool until such time vour room is ready. We therefore suggest packing your bathing suit
and shaorts in your camy-on bag so you can commence with enjoying all that yvour resort has to offer

For additional travel information, restrictions and advice, please visit Preparing for your Yacation under FAQ's at www sunwing.ca.

PREBOOKED SEAT SELECTION
Seat Selection is available at a nominal fee and may be reserved up to 12 HOURS prior to departure. For your convenience, Seat Selection is available to be booked on-line at www sunwing.ca.
You can also speak with your Travel Agent or call Sunwing 1-877-SUNWING (786-9464) during opening hours

YOUR IN-DESTINATION SUPPORT TEAM {Excluding Canada, U.5.A and Europe)
Yourlocal Sunwing Representative will meet you outside the airport, at the bus loading area. They will be identifiable by their bright orange shirt and Sunwing sign® You may be stopped by time-

share agents as you exit the customs area. Please note these agents are not affiliated with Sunwing. If you choose to meet with these agents, you may miss the bus transfer
Mot available for flight only or land only bookings unless transfer has been purchased.

We highly recommend you atiend the Sunwing Rep's Welcome Briefing, even if you are a repeat visitor. During the briefing, you'll receive information that will help vou get the most out of your
vacation experience, such as excursions, restaurant hours and reservation information, tipping protocols etc., as well as confiming your departure schedule details. Please ensure vou check the
Sunwing Information Board/Binder (located in ar near the hotel lobby) for transfer and departure times and the times your Sunwing Rep will be at your hotel during your stay. VWe know that
sometimes, things may not go according to plan — your Sunwing Representative is thers to assist. Download the fres Sunwing app prior to leaving for your vacation — you can reach a Sunwing
Representative 24/7 while in destination and you can call home for fres®

"Details on how to download the app can be found following the Travel Information Guide section
PASSENGER BAGGAGE ALLOWANCE JCHECKED & CARRY-ON
Checked Baggage (Complimentary Baggage allowance does nat apply to flight only bookings & luggage fees will apply )

For packages to/from Mexico, Caribbean or Central America, the complimentary weight allowance per bag is 23 kg (30 kg for Elite Plus). Should a 2nd bag be checked, the fee will be $37 {taxes
included) Should any bag exceed 23 kg (50 Ibs) in weight, and/for 158 linear cm in size, overweight/oversized bag fees apply; $78 per bag (includes taxes). 2nd checked bag up to 23kg may be
pre-purchased, at a reduced rate, up to 48 hours priorto departure by contacting the Sales Centre at 1-877-SUNWING or going to wwiw sunwing.ca and selecting My Boaking.

For flight only bookings toffrom Mexico, Caribbean or Central America and within Canada and the United States, checked baggage must be purchased. 1st and 2nd bags may be pre-purchased, at
a reduced rate, up to 48 hours priorto departure by contacting the Sales Centre at 1-877-SUNWING or going to www sunwing.ca and selecting My Booking

Local transportation fees to and from your hotel may apply for oversized baggage and sporting equipment, including bikes, surfboards, kite-boards, golf clubs stc
Carry-on Baggage

In accordance with the Transport Canada Carry-on Baggage Program, each fare-paving passenger is permitted one camy-on item and one personal tem onboard. The weight of the camry-on item
cannot exceed 5 kilograms and must be no largerthan 23 cm x40 cm x 51 cm (8" x 16" x 20"}, Soft-sided carry-on baggage is recommended. Any bags that exceed the weight and/or size limit
must be prepared for check-in and excess baggage fees will be applied. Carry-on items may include an overnight bag or backpack. A personal item may be one ofthe following: purse,
messenger bag, laptop bag (holding a laptop and related items) or camera bag {holding photographic equipment only) Please note that due to mandatory passenger security screening or
secondary passenger security screening, passengers may be required at an interim station stop to check their duty free items purchased onboard into their checked luggage

Sunwing Airlines Elite Plus
Passengers who pre-purchase Elite Plus seating are permitted a bag allowance of 30 kg (65 |bs)
Dangerous goods

Please note that Sunwing Airlines does not accept the carriage of dangerous goods or live animals
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Infants
There is no baggage allowance forinfants who do not have a paid seat.
Additional baggage information can be found online for Sunwing Airlines at www sunwing ca

Fly Smart. Know your rights and responsibilities. https:/Awwiw ote-cta ge.caleng/fly-smart
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From:
Sent:
To:
Subject:

Attachments:

Vincent Turgecn
Thursday, March 19, 2020 3:17 PM
Info

FW: [Sunwing Vacations] Re:
/ 1/23/2020-1/30/2020

Cancun / SUNWING AIRLINES

pdf

In case it didn't reach you the first time around

2:54:37 PM (UTC-05:00) Eastern Time (US & Canada)
To: media
Subject: Fw: [Sunwing Vacations] Re:
1/30/2020

ancun / SUNWING AIRLINES / 1/23/2020-

Good day CTA,

| believe that Sunwing are using this formal excuse to avoid paying any compensations; no one was
notified about any flight cancellation or any technical issues with the cancelled flight. We were
families with= kids, we checked out and waited for the shuttle to transport us to the airport but it
never showed up and no one at the hotel knew the reason.

From what it seemed, they combined 2 flights in 1 as they didn't fill many of the seats, there was a few
empty seats on the 2nd flight actually.

We tried booking a room to spend those 4 hours but there was none available and the hotel staff were
kind enough to allow us to eat in the restaurants free of charge.

On a side note; it was noticed that the sunwing site always shows the seats are all taken, forcing ppl to
pay 50% per person per direction to be able to sit next to their own kids. They disperse all the families
all over the plane making sure no family members are seated together, not even a toddler next to one
of his parents which is against flight regulations.

There has to be an action taken to force sunwing to follow these regulations and to actin a more
ethical way.

Flicht details

Thu, 30 January 2020 3:45 PM
Passengers:

Thanks for your understanding

00251
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B.regards

unwing Vacations/Vacances Sunwing) <support@ posttravel.zendesk.com>
Sent: March 19, 2020 9:42 AM

ancun / SUNWING AIRLINES / 1/23/2020-

1/30/2020

##- Please ty
Your request

reply above this line -##
has been updated. To add additional comments, reply to this email.

Sunwing Vacations/Vacances Sunwing)
Mar 19, 09:42 EDT

Hello

Thank you for your submission. | apologize for this flight disruption and any inconvenience
this may have caused. The Airline has reviewed the details of this flight disruption and
determined the delay that affected your flight was due to a technical defect that was identified
during pre-flight preparations for the aircrafts previous flight which delayed your inbound
aircraft causing your flight to be delayed. The delay was deemed INSIDE THE CONTROL OF THE
CARRIER BUT TAKEN FOR SAFETY REASONS and as per the Air Passenger Protection
Regulations, no compensation will be provided. If you had any out-of-pocket expenses related
to this delay, please scan and attach your receipts to this email.

For more information about the Air Passenger Protection Regulations, please visit
https://rppa-appr.ca

Regards,

Sunwing Airlines

416-620-4955 ex 416-798-8760

Sunwing Vacations/Vacances Sunwing)
Mar 19, 09:40 EDT
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. Sunwing Airlines
20-4955 ext. f.416-798-8760
27 Fasken Drive, Toronto, ON M9W 1K6

This email is a service from Sunwing Vacations/Vacances Sunwing. Delivered by Zendesk | Privacy Policy
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Travel Itinerary

Booking Details Agency Information
Agency: Luxor Tours-mississauga
Number of Passengers: 3 Address: 1454 Dundas Sireet Fast Suite 106
Issue Date: Tue, 14 January 2020 Mississauga, ON
Departure Date: Thu, 23 January 2020 Phone: 9055665111
P
Passenger Gender Seat(s) Seat(s)

Flight From To Via Class Aircraft Passenger(s)
WG5H13 Toronto (YYZ) Cancun (CUN) 737 1,23
Sunwing Airlines Thu, 23 January 2020 Thu, 23 January 2020

10:15 AM - Temminal 3 2:25 PM

Please call 1-877-978-6946 for flight amival and departure information or visit www sunwing.ca and select Flight Status. Enjoy Sunwing Airline's award winning inflight service, featuring a
buy on board menu oflight meals, drinks, and snacks {induding kid's choices). Inflight purchases on Sunwing Airlines must be paid via credit card. Sunwing Airlines accepts all major credit
cards. RETURNING TO CANADA - An Electronic Travel Authorization (e TA) is required for visa exempt foreign nationals entering Canada. Canadian citizens, holders of a valid Canadian
Permanent Resident Card and U $_ dtizens are exempt. The e TA will be required when boarding a flight to Canada. We strongly recommend that eligible travellers submit their applications
prior to departure from Canada. For complete details, visit hitp:/Canada.ca/eTA .

Flight From To Via Class Aircraft Passenger(s)
WGH14 Cancun {CUN) Toronto (YYZ) T3 1,2,3
Sunwing Airlines Thu, 30 January 2020 Thu, 30 January 2020

345 PM 735 PM

Please visit www sunwing_ca for flight arrival and departure information or the tour operator desk located in your hotel. For assistance, your Sunwing Vacations Representative in Cancun
is available by phoning 01-800-070-0033. Enjoy Sunwing Airline's award winning inflight service, featuring a buy on board menu of light meals, drinks, and snacks (including kid's choices).
Inflight purchases on Sunwing Airlines must be paid via credit card. Sunwing Airlines accepts all major credit cards. RETURNING TO CANADA - An Electronic Travel Authorizafion (eTA)is
required for visa exempt foreign nationals entering Canada. Canadian ditizens, holders of a valid Canadian Permanent Resident Card and U.S. citizens are exempt. The eTA will be required
when boarding a flight o Canada. We strongly recommend that eligible travellers submit their applications prior to departure from Canada. For complete details, visit hitp//Canada.ca/eTA .
Checked Baggage Allowance: 1 item per person with a maximum weight of 23kg

* Elite Plus passengers have a baggage allowance of 30kg if they have purchased an air and land package; or if they pre-purchased a checked bag on their air-
only booking.

Booking
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Hotel Name Check In Check Out Room Type Nights Occupancy Passenger(s)
ROYALTON SUITES CANCUN Thu, 23 January 2020 Thu, 30 January 2020 Luxury Junior Suite Ocean 7 Double 1,2, 3
RESORT AND SPA 300 PM 12:00 PM View All Inclusive

The following passenger{s) are sharing this room:

Confirmation number

Hotel Information for ROYALTON SUITES CANCUN RESORT AND SPA: * Les taxes et frais de service sont prepayes. * Veuillez presenter ce bon lors de I'enregisfrement. * All taxes and
sefvice charges are prepaid. ¥ Please present this voucher upon check-in. Effective for stays March 1,2019 and onwards, the hotel will be collecting an Environmental Sanitation Tax for the
amount of $25.35MXN P esos per room per night. This will be payable directy to the hotel upon check in. Rates are subject to change

ROYALTON SUITES CANCUN RESORT AND SPA, Boulevard Kukulcan Km 9.7, Cancun, Mexico. Telephone: 9988685900

Passengers(s)

Expiry Date: Thu, 30 January 2020
Type:

EXCHANGE FOR SERVICE - NON TRANSFERABLE

Hotels not serviced by a Nexus Tours representative, please contact
01-800-070-0033

Please see your Nexus Tours representative at your hotel to redeem this
voucher and confirm the date, time and meeting place for the
excursion. NexusTours is the official destination representative of
Sunwing Vacations and your local experts with over 20 years of
experience providing compelitively priced tours and fransportation
services The excursion you have chosen and its inclusions were
correct at ime of booking and subject to change without pnor notice.
Excursions are non-transferable and non-refundable.

PICKUP CITY IS CANCUN

Length of excursion is approximately 4 hours

Departure Time: Times vary depending on hotel location - Hotel Lobby
Return Time: VARIES, Hotel Lobby

Inclusions: Roundirip transportation, tequila tasting and coffee
tasting. For participants over 21 years a small free gift is included
Bring money for shopping and refreshments. The guide will confim the
fimings for each place and meeting point. The visit to Matis

Jewellers will be approximately 45 minutes followed by free time
{approx 2 hours) Timings are subject to change.

The tour is recommended for over 21 years old and free gift is only
valid for those over 21 years. However, the four 1s open to all ages
Please see representative in hotel to reconfirm pick up time and

total number of participants.

For Groups: Please nole that this free shopping tour operates on a
shared basis with other customers.
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Land Excrs Cun Free Shopping Tour Cancun

Free Shopping Tour In Cancun - Zone 1

Expiry Date: Thu, 30 January 2020
Type:

EXCHANGE FOR SERVICE - NON TRANSFERABLE

Hotels not serviced by a Nexus Tours representative, please contact
01-800-070-0033

Please see your Nexus Tours representative at your hotel to redeem this
voucher and confirm the date, time and meeting place for the
excursion. NexusTours is the official destination representative of
Sunwing Vacations and your local experts with over 20 years of
experience providing competitively priced tours and transportation
services. The excursion you have chosen and its inclusions were
correct at time of booking and subject to change without prior notice.
Excursions are non-transferable and non-refundable.

PICKUP CITY IS CANCUN

Lengih of excursion 1s approximately 4 hours

Departure Time: Times vary depending on hotel location - Hotel Lobby
Return Time: VARIES, Hotel Lobby

Inclusions: Roundirip transportation, tequila tasting and coffee
tasting. For participants over 21 years a small free gift is included
Bring money for shopping and refreshments. The guide will confirm the
fimings for each place and meeting point. The visit to Matis

Jewellers will be approximately 45 minutes followed by free time
{approx 2 hours) Timings are subject to change.

The tour 1s recommended for over 21 years old and free gift i1s only
valid for those over 21 years. However, the four 1s open to all ages
Please see representative in hotel to reconfirm pick up time and

total number of participants.

For Groups: Please note that this free shopping tour operates on a
shared basis with other customers.
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Land Excrs Cun Free Shopping Tour Cancun

Free Shopping Tour In Cancun - Zone 1
Bookin:

Expiry Date: Thu, 30 January 2020
Type:

EXCHANGE FOR SERVICE - NON TRANSFERABLE

Hotels not serviced by a Nexus Tours representative, please contact
01-800-070-0033

Please see your Nexus Tours representative at your hotel to redeem this
voucher and confirm the date, time and meeting place for the
excursion. NexusTours is the official destination representative of
Sunwing Vacations and your local experts with over 20 years of
experience providing competitively priced tours and transportation
services. The excursion you have chosen and its inclusions were
correct at time of booking and subject to change without prior notice.
Excursions are non-transferable and non-refundable.

PICKUP CITY IS CANCUN

Lengih of excursion 1s approximately 4 hours

Departure Time: Times vary depending on hotel location - Hotel Lobby
Return Time: VARIES, Hotel Lobby

Inclusions: Roundirip transportation, tequila tasting and coffee
tasting. For participants over 21 years a small free gift is included
Bring money for shopping and refreshments. The guide will confirm the
fimings for each place and meeting point. The visit to Matis

Jewellers will be approximately 45 minutes followed by free time
{approx 2 hours) Timings are subject to change.

The tour 1s recommended for over 21 years old and free gift i1s only
valid for those over 21 years. However, the four 1s open to all ages
Please see representative in hotel to reconfirm pick up time and

total number of participants.

For Groups: Please note that this free shopping tour operates on a
shared basis with other customers.

Adyvice to International Passengers on Limitation of Liability

CONDITIONS OF CONTRACT

1. As used in this contract:

“Carriage" means “ransportation”;

"Carrier” means Sunwing Airlines Inc. {“Sunwing Airlines”) or a carrier that carries, or undertakes to camy the passenger or his baggage hereunder or perform any other services inddental to
such air Carriage;

"Electronic: Ticket" means the itinerary/receipt issued by or on behalf of Carrier, the electronic coupons and, if applicable, a boarding document;

"Ticket" means this passenger ticket and baggage check, or this itinerary/receipt if applicable, in case of an electronic ticket, of which these conditions and notices form part;

“Montreal Convention™ means the Convention for the Unification of Certain Rules for International Carriage by Air signed at Montreal, 28th May 1999;

"“Warsaw Conventon" means the Convention for the Unification of Certain Rules Relating to International Carmiage by Alr, sighed at Warsaw, October 12, 1929, as amended.

2_Garriage hereunder is subject fo the rules and limitations relating fo liability established by the Warsaw Convention or the Montreal Convention, whichever is in law applicable, unless such
Carriage is not "intemational carriage” as defined by the applicable Convention. To the extent not in conflict with the foregoing, Carriage and other services performed by Sunwing Airlines are also
subject to: {i) provisions contained in this Ticket, (if) Sunwing Airlines’ applicable tariffs, and {iii) these Conditions of Camiage, notices and related regulations, which are all incorporated herein by
reference and are available upon requestat Sunwing Airlines’ offices

3. The agreed stopping places are those places set forth in this Ticket or as shown in the Carrier's timetables as scheduled stopping places on the passenger's route. If applicable, Carriage to be

performed hereunder by several successive Carriers is regarded as a single operation.

4. The Carnier will be responsible for the fumishing of transportation only over its own lines. When any Carrier undertakes to issue a Ticket check baggage, or make any other arrangements for
transportation over the lines of any other camier (whether or not such fransportafion is part of a through service), such Carrier will act only as agent for such other carrier and will assume no

responsibility for the acts or omissions of such other carrier.

5. This Ticket is valid for Camiage only on the flights and dates shown thereon and are not refundable by Sunwing Airlines to the Passenger, except as provided by applicable fare conditions.
Tickets are non-transferable. This Ticket will not be honoured and will lose its validity if all coupons are not used in the sequence provided for in the Ticket. Fare for Carriage hereunder is subject
to change pror to commencement of Carfiage. Sunwing Airlines may refuse transportation if the applicable fare has not been paid.

6. Sunwing Airlines undertakes to use its best efforts to carry the passenger and baggage with reasonable dispatch. Times shown in timetable or elsewhere are not guaranteed and form no part
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of this contract. Sunwing Airlines may, without notice, substitute alternative Carriers or aircraft, and if necessary, may alter, add and/or omit stopping places shown on the Ticket. Schedules are
subject to change with and Sunwing Aidines will make reasonable efforts to inform passengers ofschedule changes. Sunwing Aiflines assumes no responsibility for missed connections.

7. Checked baggage will be delivered to bearer of the baggage check. In case of damage to baggage, loss or delay of baggage, please visit www . sunwing.ca. See applicable tariffs for further
information.

8. Passengers shall comply with all laws of each country from, through or to which the passengers fravel and must comply with all Government fravel requirements including, but not limited fo,
obtaining and presenting all necessary exit, entry or other required documents.

9. Mo agent, servant or representative of Sunwing Airlines has authority to alter, modify or waive any provisions of this contract.

CARRIER RESERVES THE RIGHT TO REFUSE CARRIAGE TO ANY PERSON WHO HAS ACQUIRED A TICKET INVIOLATION OF APPLICABLE LAW OR VIOLATES CARRIER'S TARIFFS, RULES OR
REGULATIONS.

THISTICKET IS SOLD SUBJECT TO CARRIER'S APPLICABLE TARIFF.

NOTICE OF LIMITATION OF LIABILITY

The Montreal Convention or the Warsaw Convention, as applicable, may be applicable to your journey and these conventions govem and may limit the liability of Camiers for death or bodily injury,
for loss or of damage to baggage and for delay. Any exclusion or limitation of liability of Carrier shall apply to, and be for, the benefit of agents, servants, and representafives of Carrier and any
person whose aircraftis used by Carrier for Carriage and its agents, servants and representatives.

LIMITATION OF LIABILITY FOR DEATH OR PERSONAL INJURY: Liability for death or personal injury may be limited. For international travel, Sunwing Airlines’ liability will be limited by either the
Montreal Convention or the Warsaw Convention, as applicable. For travel govemed by the Warsaw Convention, Sunwing Airlines' liability will be limited o proven damages of Special Drawing
Righ1s 100,000 per passenger, exduding legal fees and costs.

For domestic ravel, Sunwing Airlines’ liability will be limited to proven damages of $100,000 per passenger per incident, exduding legal fees and costs. In no case shall Sunwing Airlines’ liability

exceed the actual loss suffered by the passenger. All daims are subject to proof of amount ofloss.

LIMITATION OF LIABILITY FOR BAGGAGE: Liability for loss, delay or damage to baggage is limited. For internatonal travel, Sunwing Airlines’ liability will be limited by either the Monfreal
Convention or the Warsaw Convention, as applicable . For travel governed by the Montreal Convenfion, Sunwing Airlines' liability for loss, damaged or delayed baggage is limited to 1,131 Spedal
Drawing Rights for each passenger. For fravel govemed by the Warsaw Convention, Sunwing Airlines’ liability for loss, damaged or delayed baggage is limited to the sum of 250 francs per
kilogram.

For domestic travel only, Sunwing Airlines' liability as a result of damage and/or loss is 1,131 Special Drawing Rights per bag.
In no case shall Sunwing Airlines' liability exceed the actual loss suffered by the passenger. All daims are subject to proof of amount of loss.

Sunwing Airlines shall not be liable for damage to fragile, valuable or perishable items where such damage is the result of the inherent defect, quality or vice of the item in question. In the case of
damaged checked baggage, Sunwing Airlines' liability shall be limited to repairing the damaged bag, paying the cost of the repair, if such were pre-approved by Sunwing Airlines on the basis of
an estimate or replacing the bag ifitis not repairable .

Passenger Information with regards to rights under the Air Passenger Protection Requlations: SOR/2019-150

If you are travelling to or from a Canadian airport and are denied boarding, your flightis cancelled or delayed for at least two hours, or your baggage is lost or damaged, you may be entifed to
certain standards of treatment and compensation under the Air Passenger Protection Regulations. For more information about your passenger rights please ask a Sunwing Airlines Representative
or visit the Canadian Transportation Agency’s website

If you are travelling on a flight operated by Sunwing Airlines, you can access this information by visiting www sunwing.ca

If your journey involves Gamiage by different Carriers, then you should contact each Carrier for information on their Conditions of Carmriage and limits of liability .

Travel Information Guide

TERMS AND CONDITIONS
The complete Terms and Conditions for your holiday can be found online for Sunwing at www.sunwing.ca. Please remember that itis your responsibility to read these important terms before
fravelling because making a booking consfitutes your acceptance of these terms and condifions.

TRAVEL DOCUMENTATION

It is your responsibility to determine what documentation is required for travel to your destination and for your return to Canada®. Sunwing Vacations will assume no responsibility whatsoever for
passenger(s ) denied carriage by the airline or refused entry into any country. Sunwing Vacations sirongly recommends that you camy a valid passport when travelling outside of Canada. Please
note that several countries now require that your passport be valid for up to six months after the completion of your travel in order to be accepted by them as a valid travel document. If your
passport is damaged in any way, you may be denied boarding and you will be responsible for all costs associated with a new passport and a replacement holiday.

*Returning to Canada: An Electronic Travel Authorization {eTA) is required for visa exempt foreign nationals entering Canada. Canadian dtizens, holders of a valid Canadian Permanent Resident
Card and U.S. citizens are exempt. The eTA will be required when boarding a flight to Canada. We strongly recommend that eligible travellers submit their applications prior to departure from
Canada. For complete details, visit htip://Canada ca’'eTA.

AIRPORT CHECKAN

It is strongly recommended that all passengers arrive 3 hours prior to departure to allow check-in and to ensure adequate time to pass through airport security. For all airports within Canada and
overseas, the check-n desk willbe open 3 hours {4 hours for European flights) prior fo departure and close 1 hour prior to departure. All passengers amiving after the check-in desk closes will
be denied boarding. Remember to check your flight iinerary for your departure airport / terminal and reconfirm your flight{s).

FLIGHT SCHEDULE RECONFIRMATION
All flight schedules are subject to change with or without notice. As a result, you MUST reconfirm your flight time{s) 12 HOURS prior to departure (from Canada and destination}). Please call 1-877-
978-6946 or visit www sunwing.ca and select “Flight Status”.
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As an added convenience you can sign up to receive our Flight Notification emails on your personal computer ar mabile device allowing wvou to plan ahead should your flight itinerary change

If you have purchased “flight only” it is your responsibility to provide your Travel Agent with your destination contact telephone number prior to your departure. This will allow us to contact you
wiith any flight schedule changes however, it is still vour responsibility to reconfirm your fight time 12 HOURS priorto departure.

FLIGHT INFORMATION

For additional flight information such as: check-in, baggage allowance, pets, in-flight services, pregnancy, children and infants and special needs, please visit www sunwing.ca

If you miss your first flight shown on this ticket, you must contact our office at 1-877-SUNWING {786-9464) immediately to avoid cancellation of remaining flights on vour ticket. Mo refund will be
issued for unused services.

Please be aware that in-flight entertainment varies across our fleet. Passengers travelling on our Boeing 737-800 aircraft can take advantage of in-fight audiofvisual entertainment that typically
includes recent TV shows depending on flight duration. Passengers on our Boeing 737 MAX 8 aircratt benefit from USE charging stations in their seatback; allowing them to watch their own
personal viewing choices on their own devices dunng the flight. As not all airports offer free WI-F I, wie strongly recommend that passengers come to the airport with their video content already
downloaded

Manulife Global Travel Insurance + Worty Free for Sunwing - PRE DEPARTURE CANCELLATIONS & CHANGES

If you have purchased insurance with Sunwing and nesed to change or cancel your booking last minute, please call our Sales Centre at 1-800-668-4224 between the hours of 0830 and 2100
EST. Qutside ofthese hours please call 1-866-388-9387 and leave a message with yvour name, telephone number, Sunwing booking number, mailing address and dates of travel. Cancellation
penalties as applicable will apply

Quebec residents only — please visit hitps //www.sunwing ca/pages/en/be-worry-free for a link to the Manulife distribution guide.

TRAVEL TIPS

Enhance yourvacation by pre-booking excursions & upgrades by visiting Sunwing at www . sunwing .ca and selecting “My Eooking"”.

The check-in time for most hotels is 2:00pm and check-out time can be as early as 11:00am, regardless of your arrival or departure times. The specific imes for your hotel are indicated on your
hotel accommodation voucher. Many hotels will offer hospitality areas for passengers who may be without their room for some time; however, this arrangement is solely based on the discretion
of the hotel You will be able to enjoy many facilities at your resort, such as the lobby, bar, restaurants or pool until such time vour room is ready. We therefore suggest packing your bathing suit
and shaorts in your camy-on bag so you can commence with enjoying all that yvour resort has to offer

For additional travel information, restrictions and advice, please visit Preparing for your Yacation under FAQ's at www sunwing.ca.

PREBOOKED SEAT SELECTION
Seat Selection is available at a nominal fee and may be reserved up to 12 HOURS prior to departure. For your convenience, Seat Selection is available to be booked on-line at www sunwing.ca.
You can also speak with your Travel Agent or call Sunwing 1-877-SUNWING (786-9464) during opening hours

YOUR IN-DESTINATION SUPPORT TEAM {Excluding Canada, U.5.A and Europe)
Yourlocal Sunwing Representative will meet you outside the airport, at the bus loading area. They will be identifiable by their bright orange shirt and Sunwing sign® You may be stopped by time-

share agents as you exit the customs area. Please note these agents are not affiliated with Sunwing. If you choose to meet with these agents, you may miss the bus transfer
Mot available for flight only or land only bookings unless transfer has been purchased.

We highly recommend you atiend the Sunwing Rep's Welcome Briefing, even if you are a repeat visitor. During the briefing, you'll receive information that will help vou get the most out of your
vacation experience, such as excursions, restaurant hours and reservation information, tipping protocols etc., as well as confiming your departure schedule details. Please ensure vou check the
Sunwing Information Board/Binder (located in ar near the hotel lobby) for transfer and departure times and the times your Sunwing Rep will be at your hotel during your stay. VWe know that
sometimes, things may not go according to plan — your Sunwing Representative is thers to assist. Download the fres Sunwing app prior to leaving for your vacation — you can reach a Sunwing
Representative 24/7 while in destination and you can call home for fres®

"Details on how to download the app can be found following the Travel Information Guide section
PASSENGER BAGGAGE ALLOWANCE JCHECKED & CARRY-ON
Checked Baggage (Complimentary Baggage allowance does nat apply to flight only bookings & luggage fees will apply )

For packages to/from Mexico, Caribbean or Central America, the complimentary weight allowance per bag is 23 kg (30 kg for Elite Plus). Should a 2nd bag be checked, the fee will be $37 {taxes
included) Should any bag exceed 23 kg (50 Ibs) in weight, and/for 158 linear cm in size, overweight/oversized bag fees apply; $78 per bag (includes taxes). 2nd checked bag up to 23kg may be
pre-purchased, at a reduced rate, up to 48 hours priorto departure by contacting the Sales Centre at 1-877-SUNWING or going to wwiw sunwing.ca and selecting My Boaking.

For flight only bookings toffrom Mexico, Caribbean or Central America and within Canada and the United States, checked baggage must be purchased. 1st and 2nd bags may be pre-purchased, at
a reduced rate, up to 48 hours priorto departure by contacting the Sales Centre at 1-877-SUNWING or going to www sunwing.ca and selecting My Booking

Local transportation fees to and from your hotel may apply for oversized baggage and sporting equipment, including bikes, surfboards, kite-boards, golf clubs stc
Carry-on Baggage

In accordance with the Transport Canada Carry-on Baggage Program, each fare-paving passenger is permitted one camy-on item and one personal tem onboard. The weight of the camry-on item
cannot exceed 5 kilograms and must be no largerthan 23 cm x40 cm x 51 cm (8" x 16" x 20"}, Soft-sided carry-on baggage is recommended. Any bags that exceed the weight and/or size limit
must be prepared for check-in and excess baggage fees will be applied. Carry-on items may include an overnight bag or backpack. A personal item may be one ofthe following: purse,
messenger bag, laptop bag (holding a laptop and related items) or camera bag {holding photographic equipment only) Please note that due to mandatory passenger security screening or
secondary passenger security screening, passengers may be required at an interim station stop to check their duty free items purchased onboard into their checked luggage

Sunwing Airlines Elite Plus
Passengers who pre-purchase Elite Plus seating are permitted a bag allowance of 30 kg (65 |bs)
Dangerous goods

Please note that Sunwing Airlines does not accept the carriage of dangerous goods or live animals
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Infants
There is no baggage allowance forinfants who do not have a paid seat.
Additional baggage information can be found online for Sunwing Airlines at www sunwing ca

Fly Smart. Know your rights and responsibilities. https:/Awwiw ote-cta ge.caleng/fly-smart
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 2:55 PM

To: media

Subject: Fw: [Sunwing Vacations] Re Cancun / SUNWING AIRLINES
23 /30

Attachments: " pdf

Good day CTA,

| believe that Sunwing are using this formal excuse to avoid paying any compensations; no one was notified
about any flight cancellation or any technical issues with the cancelled flight. We were | families with _ kids,
we checked out and waited for the shuttle to transport us to the airport but it never showed up and no one at
the hotel knew the reason.

From what it seemed, they combined 2 flights in 1 as they didn't fill many of the seats, there was a few empty
seats on the 2nd flight actually.

We tried booking a room to spend those 4 hours but there was none available and the hotel staff were kind
enough to allow us to eat in the restaurants free of charge.

On a side note; it was noticed that the sunwing site always shows the seats are all taken, forcing ppl to pay
505 per person per direction to be able to sit next to their own kids. They disperse all the families all over the
plane making sure no family members are seated together, not even a toddler next to one of his parents
which is against flight regulations.

There has to be an action taken to force sunwing to follow these regulations and to act in a more ethical way.

Flight detai

Thu, 30 January 2020 3:45 PM
Passengers:

Thanks for your understanding

B.regards

Sunwing Vacations/Vacances Sunwing)
20209:42 AM

"Cancun / SUNWING AIRLINES / 1/23/2020-1/30/2020
1

Subject: [Sunwing Vacations] Re:
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##- Please type your reply above this line -##
Your request has been updated. To add additional comments, reply to this email.

(Sunwing Vacations/Vacances Sunwing)

------ © Mar 19, 09:42 EDT

Hello

Thank you for your submission. | apologize for this flight disruption and any inconvenience
this may have caused. The Airline has reviewed the details of this flight disruption and

determined the delay that affected your flight was due to a technical defect that was identified

during pre-flight preparations for the aircrafts previous flight which delayed your inbound

aircraft causing your flight to be delayed. The delay was deemed INSIDE THE CONTROL OF THE

CARRIER BUT TAKEN FOR SAFETY REASONS and as per the Air Passenger Protection

Regulations, no compensation will be provided. If you had any out-of-pocket expenses related

to this delay, please scan and attach your receipts to this email.

For more information about the Air Passenger Protection Regulations, please visit
https://rppa-appr.ca

Regards,

| Sunwing Airlines
0-4955 ext. f.416-798-8760
27 Fasken Drive, Toronto, ON M9W 1K6

(Sunwing Vacations/Vacances Sunwing)
Mar 19, 09:40 EDT

Sunwing Airlines
16-620-4955 ext. . 416-798-8760
27 Fasken Drive, Toronto, ON M9W 1K6

This email is a service from Sunwing Vacations/Vacances Sunwing. Delivered by Zendesk | Privacy Policy
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Travel Itinerary

Booking Details Agency Information
Agency: Luxor Tours-mississauga
Number of Passengers: 3 Address: 1454 Dundas Sireet Fast Suite 106
Issue Date: Tue, 14 January 2020 Mississauga, ON
Departure Date: Thu, 23 January 2020 Phone: 9055665111
P

Passenger Gender Seat(s) Seat(s)

Flight From To Via Class Aircraft Passenger(s)
WG5H13 Toronto (YYZ) Cancun (CUN) 737 1,23
Sunwing Airlines Thu, 23 January 2020 Thu, 23 January 2020

10:15 AM - Temminal 3 2:25 PM

Please call 1-877-978-6946 for flight amival and departure information or visit www sunwing.ca and select Flight Status. Enjoy Sunwing Airline's award winning inflight service, featuring a
buy on board menu oflight meals, drinks, and snacks {induding kid's choices). Inflight purchases on Sunwing Airlines must be paid via credit card. Sunwing Airlines accepts all major credit
cards. RETURNING TO CANADA - An Electronic Travel Authorization (e TA) is required for visa exempt foreign nationals entering Canada. Canadian citizens, holders of a valid Canadian
Permanent Resident Card and U $_ dtizens are exempt. The e TA will be required when boarding a flight to Canada. We strongly recommend that eligible travellers submit their applications
prior to departure from Canada. For complete details, visit hitp:/Canada.ca/eTA .

Flight From To Via Class Aircraft Passenger(s)
WGH14 Cancun {CUN) Toronto (YYZ) T3 1,2,3
Sunwing Airlines Thu, 30 January 2020 Thu, 30 January 2020

345 PM 735 PM

Please visit www sunwing_ca for flight arrival and departure information or the tour operator desk located in your hotel. For assistance, your Sunwing Vacations Representative in Cancun
is available by phoning 01-800-070-0033. Enjoy Sunwing Airline's award winning inflight service, featuring a buy on board menu of light meals, drinks, and snacks (including kid's choices).
Inflight purchases on Sunwing Airlines must be paid via credit card. Sunwing Airlines accepts all major credit cards. RETURNING TO CANADA - An Electronic Travel Authorizafion (eTA)is
required for visa exempt foreign nationals entering Canada. Canadian ditizens, holders of a valid Canadian Permanent Resident Card and U.S. citizens are exempt. The eTA will be required
when boarding a flight o Canada. We strongly recommend that eligible travellers submit their applications prior to departure from Canada. For complete details, visit hitp//Canada.ca/eTA .
Checked Baggage Allowance: 1 item per person with a maximum weight of 23kg

* Elite Plus passengers have a baggage allowance of 30kg if they have purchased an air and land package; or if they pre-purchased a checked bag on their air-
only booking.

Booking
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Product Information

Hotel Name Check In Check Out

ROYALTON SUITES CANCUN  Thu, 23 January 2020 Thu, 30 January 2020
RESORT AND SPA 300 PM 12:00 PM

The following passenger{s) are sharing this room:

Confirmation number

Hotel Information

5.19(1)

Room Type Nights Occupancy Passenger(s)

Luxury Junior Suite Ocean 7 Double 1,2, 3
View All Inclusive

r ROYALTON SUITES CANCUN RESORT AND SPA: * Les taxes et frais de service sont prepayes. * Veuillez presenter ce bon lors de I'enregisfrement. * All taxes and

sefvice charges are prepaid. ¥ Please present this voucher upon check-in. Effective for stays March 1,2019 and onwards, the hotel will be collecting an Environmental Sanitation Tax for the

amount of $25.35MXN P esos per room per night. This will be payable directy to the hotel upon check in. Rates are subject to change

ROYALTON SUITES CANCUN RESORT AND SPA, Boulevard Kukulcan Km 9.7, Cancun, Mexico. Telephone: 9988685900

Passengers(s)
1

Expiry Date: Thu, 30 January 2020
Type:

EXCHANGE FOR SERVICE - NON TRANSFERABLE

Hotels not serviced by a Nexus Tours representative, please contact
01-800-070-0033

Please see your Nexus Tours representative at your hotel to redeem this

voucher and confirm the date, time and meeting place for the
excursion. NexusTours is the official destination representative of
Sunwing Vacations and your local experts with over 20 years of
experience providing compelitively priced tours and fransportation
services The excursion you have chosen and its inclusions were
correct at ime of booking and subject to change without pnor notice.
Excursions are non-transferable and non-refundable.

PICKUP CITY IS CANCUN

Length of excursion is approximately 4 hours

Departure Time: Times vary depending on hotel location - Hotel Lobby
Return Time: VARIES, Hotel Lobby

Inclusions: Roundirip transportation, tequila tasting and coffee
tasting. For participants over 21 years a small free gift is included
Bring money for shopping and refreshments. The guide will confim the
fimings for each place and meeting point. The visit to Matis
Jewellers will be approximately 45 minutes followed by free time
{approx 2 hours) Timings are subject to change.

The tour is recommended for over 21 years old and free gift is only
valid for those over 21 years. However, the four 1s open to all ages
Please see representative in hotel to reconfirm pick up time and
total number of participants.

For Groups: Please nole that this free shopping tour operates on a
shared basis with other customers.

Booking
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Land Excrs Cun Free Shopping Tour Cancun

Free Shoppina Tour In Cancun - Zone 1
Booking:

Passeng

Expiry Date: Thu, 30 January 2020
Type:

EXCHANGE FOR SERVICE - NON TRANSFERABLE

Hotels not serviced by a Nexus Tours representative, please contact
01-800-070-0033

Please see your Nexus Tours representative at your hotel to redeem this
voucher and confirm the date, time and meeting place for the
excursion. NexusTours is the official destination representative of
Sunwing Vacations and your local experts with over 20 years of
experience providing competitively priced tours and transportation
services. The excursion you have chosen and its inclusions were
correct at time of booking and subject to change without prior notice.
Excursions are non-transferable and non-refundable.

PICKUP CITY IS CANCUN

Lengih of excursion 1s approximately 4 hours

Departure Time: Times vary depending on hotel location - Hotel Lobby
Return Time: VARIES, Hotel Lobby

Inclusions: Roundirip transportation, tequila tasting and coffee

tasting. For participants over 21 years a small free gift is included
Bring money for shopping and refreshments. The guide will confirm the
fimings for each place and meeting point. The visit to Matis

Jewellers will be approximately 45 minutes followed by free time
{approx 2 hours) Timings are subject to change.

The tour 1s recommended for over 21 years old and free gift i1s only
valid for those over 21 years. However, the four 1s open to all ages
Please see representative in hotel to reconfirm pick up time and

total number of participants.

For Groups: Please note that this free shopping tour operates on a
shared basis with other customers.
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Land Excrs Cun Free Shopping Tour Cancun

Free Shoppina Tour In Cancun - Zone 1
Bookin:

Expiry Date: Thu, 30 January 2020
Type:

EXCHANGE FOR SERVICE - NON TRANSFERABLE

Hotels not serviced by a Nexus Tours representative, please contact
01-800-070-0033

Please see your Nexus Tours representative at your hotel to redeem this
voucher and confirm the date, time and meeting place for the
excursion. NexusTours is the official destination representative of
Sunwing Vacations and your local experts with over 20 years of
experience providing competitively priced tours and transportation
services. The excursion you have chosen and its inclusions were
correct at time of booking and subject to change without prior notice.
Excursions are non-transferable and non-refundable.

PICKUP CITY IS CANCUN

Lengih of excursion 1s approximately 4 hours

Departure Time: Times vary depending on hotel location - Hotel Lobby
Return Time: VARIES, Hotel Lobby

Inclusions: Roundirip transportation, tequila tasting and coffee
tasting. For participants over 21 years a small free gift is included
Bring money for shopping and refreshments. The guide will confirm the
fimings for each place and meeting point. The visit to Matis

Jewellers will be approximately 45 minutes followed by free time
{approx 2 hours) Timings are subject to change.

The tour 1s recommended for over 21 years old and free gift i1s only
valid for those over 21 years. However, the four 1s open to all ages
Please see representative in hotel to reconfirm pick up time and

total number of participants.

For Groups: Please note that this free shopping tour operates on a
shared basis with other customers.

Adyvice to International Passengers on Limitation of Liability

CONDITIONS OF CONTRACT

1. As used in this contract:

“Carriage" means “ransportation”;

"Carrier” means Sunwing Airlines Inc. {“Sunwing Airlines”) or a carrier that carries, or undertakes to camy the passenger or his baggage hereunder or perform any other services inddental to
such air Carriage;

"Electronic: Ticket" means the itinerary/receipt issued by or on behalf of Carrier, the electronic coupons and, if applicable, a boarding document;

"Ticket" means this passenger ticket and baggage check, or this itinerary/receipt if applicable, in case of an electronic ticket, of which these conditions and notices form part;

“Montreal Convention™ means the Convention for the Unification of Certain Rules for International Carriage by Air signed at Montreal, 28th May 1999;

"“Warsaw Conventon" means the Convention for the Unification of Certain Rules Relating to International Carmiage by Alr, sighed at Warsaw, October 12, 1929, as amended.

2_Garriage hereunder is subject fo the rules and limitations relating fo liability established by the Warsaw Convention or the Montreal Convention, whichever is in law applicable, unless such
Carriage is not "intemational carriage” as defined by the applicable Convention. To the extent not in conflict with the foregoing, Carriage and other services performed by Sunwing Airlines are also
subject to: {i) provisions contained in this Ticket, (if) Sunwing Airlines’ applicable tariffs, and {iii) these Conditions of Camiage, notices and related regulations, which are all incorporated herein by
reference and are available upon requestat Sunwing Airlines’ offices

3. The agreed stopping places are those places set forth in this Ticket or as shown in the Carrier's timetables as scheduled stopping places on the passenger's route. If applicable, Carriage to be

performed hereunder by several successive Carriers is regarded as a single operation.

4. The Carnier will be responsible for the fumishing of transportation only over its own lines. When any Carrier undertakes to issue a Ticket check baggage, or make any other arrangements for
transportation over the lines of any other camier (whether or not such fransportafion is part of a through service), such Carrier will act only as agent for such other carrier and will assume no

responsibility for the acts or omissions of such other carrier.

5. This Ticket is valid for Camiage only on the flights and dates shown thereon and are not refundable by Sunwing Airlines to the Passenger, except as provided by applicable fare conditions.
Tickets are non-transferable. This Ticket will not be honoured and will lose its validity if all coupons are not used in the sequence provided for in the Ticket. Fare for Carriage hereunder is subject
to change pror to commencement of Carfiage. Sunwing Airlines may refuse transportation if the applicable fare has not been paid.

6. Sunwing Airlines undertakes to use its best efforts to carry the passenger and baggage with reasonable dispatch. Times shown in timetable or elsewhere are not guaranteed and form no part

Page 4 of 8 00267

Booking




of this contract. Sunwing Airlines may, without notice, substitute alternative Carriers or aircraft, and if necessary, may alter, add and/or omit stopping places shown on the Ticket. Schedules are
subject to change with and Sunwing Aidines will make reasonable efforts to inform passengers ofschedule changes. Sunwing Aiflines assumes no responsibility for missed connections.

7. Checked baggage will be delivered to bearer of the baggage check. In case of damage to baggage, loss or delay of baggage, please visit www . sunwing.ca. See applicable tariffs for further
information.

8. Passengers shall comply with all laws of each country from, through or to which the passengers fravel and must comply with all Government fravel requirements including, but not limited fo,
obtaining and presenting all necessary exit, entry or other required documents.

9. Mo agent, servant or representative of Sunwing Airlines has authority to alter, modify or waive any provisions of this contract.

CARRIER RESERVES THE RIGHT TO REFUSE CARRIAGE TO ANY PERSON WHO HAS ACQUIRED A TICKET INVIOLATION OF APPLICABLE LAW OR VIOLATES CARRIER'S TARIFFS, RULES OR
REGULATIONS.

THISTICKET IS SOLD SUBJECT TO CARRIER'S APPLICABLE TARIFF.

NOTICE OF LIMITATION OF LIABILITY

The Montreal Convention or the Warsaw Convention, as applicable, may be applicable to your journey and these conventions govem and may limit the liability of Camiers for death or bodily injury,
for loss or of damage to baggage and for delay. Any exclusion or limitation of liability of Carrier shall apply to, and be for, the benefit of agents, servants, and representafives of Carrier and any
person whose aircraftis used by Carrier for Carriage and its agents, servants and representatives.

LIMITATION OF LIABILITY FOR DEATH OR PERSONAL INJURY: Liability for death or personal injury may be limited. For international travel, Sunwing Airlines’ liability will be limited by either the
Montreal Convention or the Warsaw Convention, as applicable. For travel govemed by the Warsaw Convention, Sunwing Airlines' liability will be limited o proven damages of Special Drawing
Righ1s 100,000 per passenger, exduding legal fees and costs.

For domestic ravel, Sunwing Airlines’ liability will be limited to proven damages of $100,000 per passenger per incident, exduding legal fees and costs. In no case shall Sunwing Airlines’ liability

exceed the actual loss suffered by the passenger. All daims are subject to proof of amount ofloss.

LIMITATION OF LIABILITY FOR BAGGAGE: Liability for loss, delay or damage to baggage is limited. For internatonal travel, Sunwing Airlines’ liability will be limited by either the Monfreal
Convention or the Warsaw Convention, as applicable . For travel governed by the Montreal Convenfion, Sunwing Airlines' liability for loss, damaged or delayed baggage is limited to 1,131 Spedal
Drawing Rights for each passenger. For fravel govemed by the Warsaw Convention, Sunwing Airlines’ liability for loss, damaged or delayed baggage is limited to the sum of 250 francs per
kilogram.

For domestic travel only, Sunwing Airlines' liability as a result of damage and/or loss is 1,131 Special Drawing Rights per bag.
In no case shall Sunwing Airlines' liability exceed the actual loss suffered by the passenger. All daims are subject to proof of amount of loss.

Sunwing Airlines shall not be liable for damage to fragile, valuable or perishable items where such damage is the result of the inherent defect, quality or vice of the item in question. In the case of
damaged checked baggage, Sunwing Airlines' liability shall be limited to repairing the damaged bag, paying the cost of the repair, if such were pre-approved by Sunwing Airlines on the basis of
an estimate or replacing the bag ifitis not repairable .

Passenger Information with regards to rights under the Air Passenger Protection Requlations: SOR/2019-150

If you are travelling to or from a Canadian airport and are denied boarding, your flightis cancelled or delayed for at least two hours, or your baggage is lost or damaged, you may be entifed to
certain standards of treatment and compensation under the Air Passenger Protection Regulations. For more information about your passenger rights please ask a Sunwing Airlines Representative
or visit the Canadian Transportation Agency’s website

If you are travelling on a flight operated by Sunwing Airlines, you can access this information by visiting www sunwing.ca

If your journey involves Gamiage by different Carriers, then you should contact each Carrier for information on their Conditions of Carmriage and limits of liability .

Travel Information Guide

TERMS AND CONDITIONS
The complete Terms and Conditions for your holiday can be found online for Sunwing at www.sunwing.ca. Please remember that itis your responsibility to read these important terms before
fravelling because making a booking consfitutes your acceptance of these terms and condifions.

TRAVEL DOCUMENTATION

It is your responsibility to determine what documentation is required for travel to your destination and for your return to Canada®. Sunwing Vacations will assume no responsibility whatsoever for
passenger(s ) denied carriage by the airline or refused entry into any country. Sunwing Vacations sirongly recommends that you camy a valid passport when travelling outside of Canada. Please
note that several countries now require that your passport be valid for up to six months after the completion of your travel in order to be accepted by them as a valid travel document. If your
passport is damaged in any way, you may be denied boarding and you will be responsible for all costs associated with a new passport and a replacement holiday.

*Returning to Canada: An Electronic Travel Authorization {eTA) is required for visa exempt foreign nationals entering Canada. Canadian dtizens, holders of a valid Canadian Permanent Resident
Card and U.S. citizens are exempt. The eTA will be required when boarding a flight to Canada. We strongly recommend that eligible travellers submit their applications prior to departure from
Canada. For complete details, visit htip://Canada ca’'eTA.

AIRPORT CHECKAN

It is strongly recommended that all passengers arrive 3 hours prior to departure to allow check-in and to ensure adequate time to pass through airport security. For all airports within Canada and
overseas, the check-n desk willbe open 3 hours {4 hours for European flights) prior fo departure and close 1 hour prior to departure. All passengers amiving after the check-in desk closes will
be denied boarding. Remember to check your flight iinerary for your departure airport / terminal and reconfirm your flight{s).

FLIGHT SCHEDULE RECONFIRMATION
All flight schedules are subject to change with or without notice. As a result, you MUST reconfirm your flight time{s) 12 HOURS prior to departure (from Canada and destination}). Please call 1-877-
978-6946 or visit www sunwing.ca and select “Flight Status”.

Booking
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As an added convenience you can sign up to receive our Flight Notification emails on your personal computer ar mabile device allowing wvou to plan ahead should your flight itinerary change

If you have purchased “flight only” it is your responsibility to provide your Travel Agent with your destination contact telephone number prior to your departure. This will allow us to contact you
wiith any flight schedule changes however, it is still vour responsibility to reconfirm your fight time 12 HOURS priorto departure.

FLIGHT INFORMATION

For additional flight information such as: check-in, baggage allowance, pets, in-flight services, pregnancy, children and infants and special needs, please visit www sunwing.ca

If you miss your first flight shown on this ticket, you must contact our office at 1-877-SUNWING {786-9464) immediately to avoid cancellation of remaining flights on vour ticket. Mo refund will be
issued for unused services.

Please be aware that in-flight entertainment varies across our fleet. Passengers travelling on our Boeing 737-800 aircraft can take advantage of in-fight audiofvisual entertainment that typically
includes recent TV shows depending on flight duration. Passengers on our Boeing 737 MAX 8 aircratt benefit from USE charging stations in their seatback; allowing them to watch their own
personal viewing choices on their own devices dunng the flight. As not all airports offer free WI-F I, wie strongly recommend that passengers come to the airport with their video content already
downloaded

Manulife Global Travel Insurance + Worty Free for Sunwing - PRE DEPARTURE CANCELLATIONS & CHANGES

If you have purchased insurance with Sunwing and nesed to change or cancel your booking last minute, please call our Sales Centre at 1-800-668-4224 between the hours of 0830 and 2100
EST. Qutside ofthese hours please call 1-866-388-9387 and leave a message with yvour name, telephone number, Sunwing booking number, mailing address and dates of travel. Cancellation
penalties as applicable will apply

Quebec residents only — please visit hitps //www.sunwing ca/pages/en/be-worry-free for a link to the Manulife distribution guide.

TRAVEL TIPS

Enhance yourvacation by pre-booking excursions & upgrades by visiting Sunwing at www . sunwing .ca and selecting “My Eooking"”.

The check-in time for most hotels is 2:00pm and check-out time can be as early as 11:00am, regardless of your arrival or departure times. The specific imes for your hotel are indicated on your
hotel accommodation voucher. Many hotels will offer hospitality areas for passengers who may be without their room for some time; however, this arrangement is solely based on the discretion
of the hotel You will be able to enjoy many facilities at your resort, such as the lobby, bar, restaurants or pool until such time vour room is ready. We therefore suggest packing your bathing suit
and shaorts in your camy-on bag so you can commence with enjoying all that yvour resort has to offer

For additional travel information, restrictions and advice, please visit Preparing for your Yacation under FAQ's at www sunwing.ca.

PREBOOKED SEAT SELECTION
Seat Selection is available at a nominal fee and may be reserved up to 12 HOURS prior to departure. For your convenience, Seat Selection is available to be booked on-line at www sunwing.ca.
You can also speak with your Travel Agent or call Sunwing 1-877-SUNWING (786-9464) during opening hours

YOUR IN-DESTINATION SUPPORT TEAM {Excluding Canada, U.5.A and Europe)
Yourlocal Sunwing Representative will meet you outside the airport, at the bus loading area. They will be identifiable by their bright orange shirt and Sunwing sign® You may be stopped by time-

share agents as you exit the customs area. Please note these agents are not affiliated with Sunwing. If you choose to meet with these agents, you may miss the bus transfer
Mot available for flight only or land only bookings unless transfer has been purchased.

We highly recommend you atiend the Sunwing Rep's Welcome Briefing, even if you are a repeat visitor. During the briefing, you'll receive information that will help vou get the most out of your
vacation experience, such as excursions, restaurant hours and reservation information, tipping protocols etc., as well as confiming your departure schedule details. Please ensure vou check the
Sunwing Information Board/Binder (located in ar near the hotel lobby) for transfer and departure times and the times your Sunwing Rep will be at your hotel during your stay. VWe know that
sometimes, things may not go according to plan — your Sunwing Representative is thers to assist. Download the fres Sunwing app prior to leaving for your vacation — you can reach a Sunwing
Representative 24/7 while in destination and you can call home for fres®

"Details on how to download the app can be found following the Travel Information Guide section
PASSENGER BAGGAGE ALLOWANCE JCHECKED & CARRY-ON
Checked Baggage (Complimentary Baggage allowance does nat apply to flight only bookings & luggage fees will apply )

For packages to/from Mexico, Caribbean or Central America, the complimentary weight allowance per bag is 23 kg (30 kg for Elite Plus). Should a 2nd bag be checked, the fee will be $37 {taxes
included) Should any bag exceed 23 kg (50 Ibs) in weight, and/for 158 linear cm in size, overweight/oversized bag fees apply; $78 per bag (includes taxes). 2nd checked bag up to 23kg may be
pre-purchased, at a reduced rate, up to 48 hours priorto departure by contacting the Sales Centre at 1-877-SUNWING or going to wwiw sunwing.ca and selecting My Boaking.

For flight only bookings toffrom Mexico, Caribbean or Central America and within Canada and the United States, checked baggage must be purchased. 1st and 2nd bags may be pre-purchased, at
a reduced rate, up to 48 hours priorto departure by contacting the Sales Centre at 1-877-SUNWING or going to www sunwing.ca and selecting My Booking

Local transportation fees to and from your hotel may apply for oversized baggage and sporting equipment, including bikes, surfboards, kite-boards, golf clubs stc
Carry-on Baggage

In accordance with the Transport Canada Carry-on Baggage Program, each fare-paving passenger is permitted one camy-on item and one personal tem onboard. The weight of the camry-on item
cannot exceed 5 kilograms and must be no largerthan 23 cm x40 cm x 51 cm (8" x 16" x 20"}, Soft-sided carry-on baggage is recommended. Any bags that exceed the weight and/or size limit
must be prepared for check-in and excess baggage fees will be applied. Carry-on items may include an overnight bag or backpack. A personal item may be one ofthe following: purse,
messenger bag, laptop bag (holding a laptop and related items) or camera bag {holding photographic equipment only) Please note that due to mandatory passenger security screening or
secondary passenger security screening, passengers may be required at an interim station stop to check their duty free items purchased onboard into their checked luggage

Sunwing Airlines Elite Plus
Passengers who pre-purchase Elite Plus seating are permitted a bag allowance of 30 kg (65 |bs)
Dangerous goods

Please note that Sunwing Airlines does not accept the carriage of dangerous goods or live animals

Booking Page 6 of 8 00269



$.19(1)

Infants
There is no baggage allowance forinfants who do not have a paid seat.
Additional baggage information can be found online for Sunwing Airlines at www sunwing ca

Fly Smart. Know your rights and responsibilities. https:/Awwiw ote-cta ge.caleng/fly-smart
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Nadine Landry

From: Info

Sent: Thursday, March 19, 2020 2:45 PM

To: Office des transports du Canada / Canadian Transportation Agency

Subject: FW: Case Number 20-83166 -- Air Transat Refund Refusal -- Additional Documents
Attachments: Case Number 20-83166 -- Air Transat Refund Refusal -- Additional Documents

00272
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 2:24 PM

To: Info

Subject: Case Number 20-83166 -- Air Transat Refund Refusal -- Additional Documents
Attachments: Air Transat 2020 03 19 pdf

Please find a copy of the Expedia booking for the Air Transat flight

Sent from Mail for Windows 10

00273
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 2:24 PM

To: Info

Subject: Case Number 20-83166 -- Air Transat Refund Refusal -- Additional Documents
Attachments: Air Transat 2020 03 19 pdf

Please find a copy of the Expedia booking for the Air Transat flight

Sent from Mail for Windows 10

00276
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Nadine Landry

From:

Sent:

To:

Subject:
Attachments:

Info

Thursday, March 19, 2020 2:16 PM
Vincent Turgeon

FW: Eng about my right

Eng about my right

Vincent, qu'est ce que je devrais repondre a ce gars la stp? Merci

00279
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 8:17 AM
To: Info

Subject: Eng about my right

Dear Sir/Madam

[am | citizen who has got Confirmation of permanent Residence document issued by ircc canada.l was
going to board the air canada flight on 21st March. But travel ban was imposed on all non citizens and non
permanent residents.

In that case I can not travel.So as I am denied entry by the Canada govt so I should get fill refund of my
booking amount.

But Air Canada is not agreeing on my point saying that Copr holder can travel.l have two request

Kindly update air canada airlines regarding copr holders as to whether they can travel or not.

Secondly if we are not allowed to travel ,we should get full refund and no penalty should be charged.
Kindly advise me on my right related to this matter.

Thanks

Sent from Yahoo Mail on Android
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Nadine Landry

From: Info
Sent: Thursday, March 19, 2020 2:.06 PM
To: [ ]

Subject: DIANS STUCK ABROAD

s.19(1)

Thanks for your inquiry.
Unfortunately, your request does not fall under the mandate of the Canadian Transportation Agency.

| would suggest they contact Global Affairs Canada, which has authority on this matter. You can contact them at
https://www.international. gc.ca/gac-ame/contact-contactez/enquiry service-
service renseignements.aspx?lang=eng or the local Canadian embassy for more information.

The Canadian Transportation Agency is an independent administrative body of the Government of Canada with three
core mandates:

« We help ensure that the national transportation system runs efficiently and smoothly in the interests of all
Canadians: those who work and invest in it; the producers, shippers, travellers and businesses who rely on it;
and the communities where it operates.

* We protect the human right of persons with disabilities to an accessible transportation network.

« We provide consumer protection for air passengers.

| hope this helps.
Office des transports du Canada / Gouvernement du Canada

info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

From:

March 18, 2020 8:18 PM
To: travel@international.gc.ca; Info <Info@otc-cta.ge.ca>
Subject: COVID-19! CANADIANS STUCK ABROAD

Hello,
My name is Citizen who i1s requesting EMERGENCY help fo
Canadian currently. Their names ar They were

traveling abroad BEFORE the outbreak of'the Corona Virus. NOW, they are stuck there and have not

1
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s.19(1)
received any help from your embassy. PLEASE help them! All they want to do is go home and be with

family during this difficult time. I will link their Y outube video here where they are explaining their

situation. PLEASE HELP YOUR CITIZENS!!

https://www.voutube.com/

https://www.voutube.com/
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Nadine Landry

From: Info
Sent: Thursday, March 19, 2020 1:.57 PM
To:

Subject: RE: Air Canada’s Response to Covid -19
s.19{1)

Thanks for contacting the Canadian Transportation Agency.

Under the Air Passenger Protection Regulations {APPR}, when an airline cancels or delays a flight, they
have minimum obligations to passengers that could include standards of treatment, rebooking or
refunds, and compensation for inconvenience. Their obligations depend on whether the disruption is
within the control of the airline, within the airline's control but required for safety, or outside its
control. These airline obligations are described in full on the CTA's Know Your Rights website.

If an airline cancels or delays flights to or from a certain region because of a medical emergency {such
as a Public Health Emergency of International Concern declared by the World Health Organization) or
a related travel ban there, this would generally be considered outside the airline's control.

If the airline cancels or delays flights to nearby regions, this may also be outside their control, for
example, if the medical emergency was the primary reason for the disruption. However, if the airline's
decision was primarily commercial or one made in its day-to-day operations, this could be considered
within the airline's control. Each situation would have to be assessed on its own merits.

The APPR does not address airline obligations if a passenger wishes to change or cancel their flight
reservation. If a passenger wishes to cancel or change their own flight reservation to a certain region
because of a medical emergency or travel advisory there or to a nearby region, the passenger should
speak directly with the airline or check their tariff and the fare rules on their website.

As well, an airline may refuse to transport a passenger, for example, for health, safety or immigration
reasons or if the passenger is not allowed to enter their destination country. Airlines set out in their
tariffs under what circumstances they will refuse to transport a passenger.

[1] If your flight is delayed or cancelled and the reason is within the airline's control and not
safety-related, you are entitled to a specific standard of treatment, compensation, and rebooking or a
refund.

[2] If your flight is delayed or cancelled and the reason is within the airline's control and required
for safety purposes, you are entitled to a specific standard of treatment and rebooking or a refund.
[3] If your flight is delayed or cancelled and the reason is outside of the airline's control, you are
entitled to rebooking.
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(4] To see what provisions of the APPR apply to your situation, consult our online service for air
passengers at airpassengerprotection.ca.

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575

Suivez-nous : Twitter / YouTube
5.19(1)

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Wednesday, March 18, 2020 8:14 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Air Canada’s Response to Covid -19

We are booked to fly Air Canada on March 31 to Tampa. Naturally this is being significantly impacted
by Covid-19 issues, and now the Governments of Canada and the US have closed the border to
travel.... a fully understandable response given the seriousness of this ever changing situation.
What is not understandable is AC’s response to this latest event. They are now advising me that “I
have to cancel” {I| have not cancelled) and that my fare is non-refundable. AC is offering a credit for
future use up to December 31, 2020. | appreciate that my class of booking was not refundable, but
this is clearly intended for circumstances within my control, and that | understand. Covid-19 and it’s
fallout is clearly not within my {or any passenger’s} control. We did not cancel as AC is asking ... we
are being cancelled due to unprecedented conditions! Given this, | truly believe that the airlines
should be offering full refunds vs some half measures that boxes passengers into a window or
timeframe that, in many cases, may not or cannot work for the individuals.

| ask if we have any rights under such imposed conditions?

Thank you

Sent from my iPad
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Nadine Landry

From:

Sent: ursday, Marc

To: Info

Subject: Re: Flight cancellation
Thank you

> 0n Mar 19, 2020, at 2:52 PM, Info <Info@otc-cta.gc.ca> wrote:

> Thanks for contacting the Canadian Transportation Agency.

>

> If you would like to file a complaint with the CTA you can fill out our complaint form at https://rppa-
appr.ca/eng/file-air-travel-complaint

>

> | hope this helps,

>

>

> Office des transports du Canada / Gouvernement du Canada

> info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
> Suivez-nous : Twitter / YouTube

>

> Canadian Transportation Agency / Government of Canada

> info@otc-cta.gc.ca / Telephone 1-888-222-2592

> Follow us: Twitter / YouTube

> Sent: Wednesday, March 18, 2020 8:09 PM

> To: Info <Info@otc-cta.gc.ca>

> Subject: Flight cancellation

>

> Simply stated :

> | was booked to travel from a Canadian airport to a US Airport
> 0n April 11 returning May 3 ,2020
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s.19(1)

> The flights were cancelled by the airline {Westlet)and | was given a credit. | require a refund to my
Crefit card that was used to purchase the flights.

> Having discussed with the airline a number of times with no suitable outcome | am asking how | can
file a complaint with you the regulators. Please send me the form | need to complete to submit.

> Thank you

>
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Nadine Landry

From:
Sent:
To:
Subject:

h 19,2020 1:.52 PM

s.19(1)

Thanks for contacting the Canadian Transportation Agency.

If you would like to file a complaint with the CTA you can fill out our complaint form at https://rppa-
appr.ca/eng/file-air-travel-complaint

| hope this helps,

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Wednesday, March 18, 2020 8:09 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Flight cancellation

Simply stated :

| was booked to travel from a Canadian airport to a US Airport

On April 11 returning May 3,2020

The flights were cancelled by the airline {(Westlet)and | was given a credit. | require a refund to my
Crefit card that was used to purchase the flights.

Having discussed with the airline a number of times with no suitable outcome | am asking how | can
file a complaint with you the regulators. Please send me the form | need to complete to submit.
Thank you
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Nadine Landry

From:
Sent:
To:
Subject: RE: Air Transat

h 19, 2020 1:47 PM

$.19(1)

Thanks for contacting the Canadian Transportation Agency.

Under the Air Passenger Protection Regulations (APPR), when an airline cancels or delays a flight, they have minimum
obligations to passengers that could include standards of treatment, rebooking or refunds, and compensation for
inconvenience. Their obligations depend on whether the disruption is within the control of the airline, within the
airline's control but required for safety, or outside its control. These airline obligations are described in full on the CTA's
Know Your Rights website.

If an airline cancels or delays flights to or from a certain region because of a medical emergency (such as a Public Health
Emergency of International Concern declared by the World Health Organization) or a related travel ban there, this

If the airline cancels or delays flights to nearby regions, this may also be outside their control, for example, if the
medical emergency was the primary reason for the disruption. However, if the airline’s decision was primarily
commercial or one made in its day-to-day operations, this could be considered within the airline's control. Each
situation would have to be assessed on its own merits.

The APPR does not address airline obligations if a passenger wishes to change or cancel their flight reservation. If a
passenger wishes to cancel or change their own flight reservation to a certain region because of a medical emergency or
the fare rules on their website.

As well, an airline may refuse to transport a passenger, for example, for health, safety or immigration reasons or if the
passenger is not allowed to enter their destination country. Airlines set out in their tariffs under what circumstances
they will refuse to transport a passenger.

If your flight is delayed or cancelled and the reason is within the airline's control and not safety-related, you are entitled
to a specific standard of treatment, compensation, and rebooking or a refund.

If your flight is delayed or cancelled and the reason is within the airline's control and required for safety purposes, you
are entitled to a specific standard of treatment and rebooking or a refund.

If your flight is delayed or cancelled and the reason is outside of the airline’s control, you are entitled to rebooking.

To see what provisions of the APPR apply to your situation, consult our online service for air passengers

Best,

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube
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Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube
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Sent: s
To: Info <Info@otc-cta.gc.ca>
Subject: Air Transat

’

Are you aware air transat is not allowing refunds after the cancellation of flights. They are giving
credits to be used in 24 months from departure date. Is it not in the Air Passenger Protection
Act. That if the airline cancels their flight, they must offer a full refund.

[ however in a time like this can actually use that $5000 refund.
Can you please explain to me why this is ok, they aren't offering refunds and obeying the law.
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Nadine Landry

From:

Sent: h 19, 2020 1:26 PM
To:

Subject: 41

s.19(1)

We acknowledge receipt of your inquiry regarding the status of your complaint. Please note that,
since the coming into force of the Air Passenger Protection Regulations, we have received a significant
increase in the number of complaints filed, resulting in a delay in processing certain complaints. You
will be contacted once your complaint is assigned. We apologize for the delay.

Best,

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Wednesday, March 18, 2020 4:49 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Case 20-77341

Dear Sir or Madam

| haven’t received any update from Air China or CTA since the complaint issued. Can you take a look
for me? Thank you.
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Nadine Landry

From: Info
Sent: Thursdav. March 192020 1:22 PM
To: L

Subject: Follow up

We acknowledge receipt of your inquiry regarding the status of your complaint. Please note that, since the coming into
force of the Air Passenger Protection Regulations, we have received a significant increase in the number of complaints
filed, resulting in a delay in processing certain complaints. You will be contacted once your complaint is assigned. We
apologize for the delay.

Best,
Office des transports du Canada / Gouvernement du Canada

info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube
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Nadine Landry

From: Info

Sent: Thursday, March 19, 2020 1:16 PM
To:

Subject: RE: URGENT: flight re-boaoking

Thanks for contacting the Canadian Transportation Agency.

Under the Air Passenger Protection Regulations (APPR), when an airline cancels or delays a flight, they have minimum
obligations to passengers that could include standards of treatment, rebooking or refunds, and compensation for
inconvenience. Their obligations depend on whether the disruption is within the control of the airline, within the
airline's control but required for safety, or outside its control. These airline obligations are described in full on the CTA's
Know Your Rights website.

If an airline cancels or delays flights to or from a certain region because of a medical emergency (such as a Public Health
Emergency of International Concern declared by the World Health Organization) or a related travel ban there, this

If the airline cancels or delays flights to nearby regions, this may also be outside their control, for example, if the
medical emergency was the primary reason for the disruption. However, if the airline’s decision was primarily
commercial or one made in its day-to-day operations, this could be considered within the airline's control. Each
situation would have to be assessed on its own merits.

The APPR does not address airline obligations if a passenger wishes to change or cancel their flight reservation. If a
passenger wishes to cancel or change their own flight reservation to a certain region because of a medical emergency or
the fare rules on their website.

As well, an airline may refuse to transport a passenger, for example, for health, safety or immigration reasons or if the
passenger is not allowed to enter their destination country. Airlines set out in their tariffs under what circumstances
they will refuse to transport a passenger.

If your flight is delayed or cancelled and the reason is within the airline's control and not safety-related, you are entitled
to a specific standard of treatment, compensation, and rebooking or a refund.

If your flight is delayed or cancelled and the reason is within the airline's control and required for safety purposes, you
are entitled to a specific standard of treatment and rebooking or a refund.

If your flight is delayed or cancelled and the reason is outside of the airline’s control, you are entitled to rebooking.

To see what provisions of the APPR apply to your situation, consult our online service for air passengers

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube
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Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

From
Sent: Y,
To: Info <Info@otc-cta.gc.ca>

Subject: URGENT: flight re-booking

’

Hi,

I'm curious to know what your stance 1s on flights within Canada.

Back in January we booked a flight from Abbotsford BC to Edmonton AB with Swoop Airlines before
COVID 19 was even being talked about. We are supposed to leave March 20th and return March 24th.
Now, with the provincial and federal government asking people to participate in social distancing and
staving home and avoiding non-essential travel...will the Canadian Air Transportation Agency be
advising airlines (specifically Swoop, since WestJet and Flair are already complying and providing
either refunds or credits) to those of us who would like to stay home and keep others healthy??

Thank you
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Nadine Landry

From: Info

Sent: Thursday, March 19, 2020 11:41 AM

To:

Subject: RE: westjet not retunding properly only travel credit when they have a travel ban.

Thanks for contacting the Canadian Transportation Agency.

Under the Air Passenger Protection Regulations (APPR), when an airline cancels or delays a flight, they have minimum
obligations to passengers that could include standards of treatment, rebooking or refunds, and compensation for
inconvenience. Their obligations depend on whether the disruption is within the control of the airline, within the
airline's control but required for safety, or outside its control. These airline obligations are described in full on the CTA's
Know Your Rights website.

Medical emergencies and related travel bans

If an airline cancels or delays flights to or from a certain region because of a medical emergency (such as a Public Health
Emergency of International Concern declared by the World Health Organization) or a related travel ban there, this
would generally be considered outside the airline's control.

If the airline cancels or delays flights to nearby regions, this may also be outside their control, for example, if the
medical emergency was the primary reason for the disruption. However, if the airline’s decision was primarily

situation would have to be assessed on its own merits.

The APPR does not address airline obligations if a passenger wishes to change or cancel their flight reservation. If a
passenger wishes to cancel or change their own flight reservation to a certain region because of a medical emergency or
travel advisory there or to a nearby region, the passenger should speak directly with the airline or check their tariff and
the fare rules on their website.

As well, an airline may refuse to transport a passenger, for example, for health, safety or immigration reasons or if the

they will refuse to transport a passenger.

The APPR provide clear and consistent air passenger rights by imposing certain minimum airline requirements for flights
to, from and within Canada, including standards of treatment and, in some situations, compensation for passengers.

If your flight is delayed or cancelled and the reason is within the airline's control and not safety-related, you are entitled
to a specific standard of treatment, compensation, and rebooking or a refund.

If your flight is delayed or cancelled and the reason is within the airline's control and required for safety purposes, you

are entitled to a specific standard of treatment and rebooking or a refund.

If your flight is delayed or cancelled and the reason is outside of the airline's control, you are entitled to rebooking.

To see what provisions of the APPR apply to your situation, consult our online service for air passengers

at airpassengerprotection.ca.

Best,

Office des transports du Canada / Gouvernement du Canada

1
00296



s.19(1)

info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Wednesday, March 18, 2020 3:59 PM
To: Info <Info@otc-cta.ge.ca>
Subject: westjet not refunding properly only travel credit when they have a travel ban.

Hello my name s | purchased a flight ticket from WestJet website from Toronto to
Calgary. Both cities now have travel bans and Cancelled the ticket as it was for April 2nd 2020. The
west jet website does not give me an option to refund me on my credit card it only goes to a travel
bank or some form of holding of my money. | paid extra not a basic fare for trip cancelation for this
specific reason as last time | got burned from west jet for $2000 dollars and did not want this to
happen again. Now after speaking with west jet on the phone they refuse to refund me on my credit
card. This is unethical and should be clearly noted and stated in my receipt of purchase and when |
book. The option | clicked was for trip cancelation and paid extra instead of a basic fare. Im hoping you
can help as this isn't right and all | wish is to be refunded as both cities are in compete lock down now.

west jet flight was for

Westlet WS 653Confirmation code!
Thu 2020-04-02 6:45 AM

second problem. | spoke to | d she hung up on me and forwarded me to insurance when | did not want
togothereas; also said west jet customer service should refund me.

I then get a new travel booking that only wendy could have book for a flight in sept 1 that I did not bock any travel
just wanted to cancel all the bookings going back on to my credit card. | wanted a refund and have her recorded for a
refund and gave her my credit card for flight algary to Costa Rica. West jet has a 30 day ban on so |

requested a full refund on my credit card.

I spoke to a manager and she could not give me the proper email to escalate the issue and I could not understand
what she was saying as she clearly changed the email 3 times saying guest then gst then guest and | ask to have her
spell the email and she hung up as she was clearly not communicating clearly and failed to provide me with proper
response to solve this issue.

Please help all | want is to be refunded as | did not cancel the air line cancelled all travel | had to call in to get a refund
and they don't have an option to refund on my credit card which is not legal.
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Nadine Landry

From: Info
Sent: Thursday, March 19, 2020 11:32 AM
To:

Subject: RE: westjet not refunding properly only travel credit when they have a travel ban.

Sent: Wednesday, March 18, 2020 3:59 PM
To: Info <Info@otc-cta.gc.ca>
Subject: westjet not refunding properly only travel credit when they have a travel ban.

Hello my name is | purchased a flight ticket from Westlet website from Toronto to
Calgary. Both cities now have travel bans and Cancelled the ticket as it was for April 2nd 2020. The
west jet wehsite does not give me an option to refund me on my credit card it only goes to a travel
bank or some form of holding of my money. | paid extra not a basic fare for trip cancelation for this
specific reason as last time | got burned from west jet for $2000 dollars and did not want this to
happen again. Now after speaking with west jet on the phone they refuse to refund me on my credit
card. This is unethical and should be clearly noted and stated in my receipt of purchase and when |
book. The option | clicked was for trip cancelation and paid extra instead of a basic fare. Im hoping you
can help as this isn't right and all | wish is to be refunded as both cities are in compete lock down now.

west jet flight was for

Westlet WS 653Confirmation code
Thu 2020-04-02 6:45 AM

nsurance when | did not want

second problem - and she hung up on me and forwarded me to
to go there as “customer service should refund me.

I then get a new travel booking that only wendy could have book for a flight in sept 1 that | did not book any travel
just wanted to cancel all the bookings going back on to my credit card. | wanted a refund and have her recorded for a
refund and gave her my credit card for flight Calgary to Costa Rica. West jet has a 30 day ban on so |
requested a full refund on my credit card.

I spoke to a manager and she could not give me the proper email to escalate the issue and I could not understand
what she was saying as she clearly changed the email 3 times saying guest then gst then guest and | ask to have her
spell the email and she hung up as she was clearly not communicating clearly and failed to provide me with proper
response to solve this issue.

Please help all | want is to be refunded as | did not cancel the air line cancelled all travel | had to call in to get a refund
and they don't have an option to refund on my credit card which is not legal.

1
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.....

Fw: Your itinerary and receipt - September 01 EDMONTON INTL AB, CANADA for

From: Westlet <noreply@itinerary.westjet.com>
Sent: March 18, 2020 1:47 PM
T

B, CANADA for

and receipt - >eptember

Be sure to review your booking details and important travel info.
To ensure you receive emails from Westlet, please add us to your address book.

L]

Your itinerary and receipt

Thanks for choosing WestJet! We look forward to welcoming you on board.
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Westlet reservation code

WESTJET Flight Number WS 155 Tuesday, 01 September
SPACE AVAILABLE

Departure: YYC CALGARY INTL AB, CANADA
21:00

Arrival: YEG EDMONTON INTL AB, CANADA
21:49

Flease verify flight times prior to departure

Cabin: Economy Duration: Ohour(s) and 49minute(s)
Aircraft; BOEING 737 800 JET Distance (in Miles):

153

Seat(s):
Frequent
Flyer:

Check-In Kequired Seat(s):  Check-In Rsequired

[
Add to Calendar

OTHER Wednesday, 16 September
CONFIRMED

ﬂ

Information: Westjet

OTHER Monday, 18 January
CONFIRMED

Information: Extended Pnr For Westjet Internal Operational Use

Print ltinerary

Arranger Remarks
YOUR REFUND HAS BEEN PROCESSED

Manage trip
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If you are denied boarding, your flight is cancelled or delayed for at least two hours, or your baggage is lost or damaged, vou
may be entitled to certain standards of treatment and compensation under the Air Passenger Protection Regulations. For more
information about your passenger rights please contact your air carrier or visit the Canadian Transportation Agency's website.

Passenger rights and flight interruptions.

Payment details

Your eTicket receipt can be found here:

We recommend making note of this information for your records as WestJet is only able to access itinerary and purchase details for seven days
following the completion of your last flight. If you add this eTicket to your TripCase profile, your reservation and payment detail for this itinerary will be
accessible for 13 months after the last flight has been flown.

WestJet Mobile app

Whether you're on the go or ready to go, the WestJet app will get you there. Download the app today to
enjoy WestJet Connect on your upcoming flight*. Enjoy hundreds of hours of free streaming content,
right on your device.

Helpful links

Baggage fees Guests with special needs
Baggage allowances ID requirements

Children, infants and expectant mothers Inflight services

Fare options Seat selection

Important details about your fare

Thank you for choosing WestJet!

Guests flying on WestJet can choose between a range of fares within the Economy, Premium and Business cabins. Each
bundle has different inclusions and flexibility.

All guests have 24 hours from time of booking to cancel without penalty.

If you have purchased a Basic fare and your intention is to simply travel from A to B without the need to make itinerary changes,
please review and understand the restrictions outlined below:

When you choose Basic you are NOT eligible to
* Change or cancel a flight outside the 24-hour window of the original booking, without a total loss of funds
* Make seat selections or changes at the time of booking or at check-in without an additional fee, regardless of status
* Upgrade to a higher cabin at check-in for a fee
= Earn Westdet dollars or apply your fare to qualifying spend

To take advantage of your Westlet Rewards earn and tier benefits with more choice and flexibility, book Econo or EconoFlex.
Please refer to the complete fare rules to compare features of our all fare types.
We look forward to welcoming you on board.
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If you have questions regarding your reservation, please contact us at 1-888-937-8538 (1-888-WESTJET). We're available 24 hours a

You have received this hotification because you have booked a flight with WestJet. Replies to this email will hot be received.

*Not available on all aircraft
©Westdet All rights reserved.
WestJet, 22 Aerial Place NE, Calgary, AB T2E 3J1, Canada
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Nadine Landry

From: Info
Sent: Thursday, March 19, 2020 11:22 AM
To:

Subject: RE: Porter suspends operations March 21-May 31

Thanks for contacting the Canadian Transportation Agency.

Under the Air Passenger Protection Regulations (APPR), when an airline cancels or delays a flight, they have minimum
obligations to passengers that could include standards of treatment, rebooking or refunds, and compensation for
inconvenience. Their obligations depend on whether the disruption is within the control of the airline, within the
airline's control but required for safety, or outside its control. These airline obligations are described in full on the CTA's
Know Your Rights website.

Medical emergencies and related travel bans

If an airline cancels or delays flights to or from a certain region because of a medical emergency (such as a Public Health
Emergency of International Concern declared by the World Health Organization) or a related travel ban there, this
would generally be considered outside the airline's control.

If the airline cancels or delays flights to nearby regions, this may also be outside their control, for example, if the
medical emergency was the primary reason for the disruption. However, if the airline’s decision was primarily

situation would have to be assessed on its own merits.

The APPR does not address airline obligations if a passenger wishes to change or cancel their flight reservation. If a
passenger wishes to cancel or change their own flight reservation to a certain region because of a medical emergency or
travel advisory there or to a nearby region, the passenger should speak directly with the airline or check their tariff and
the fare rules on their website.

As well, an airline may refuse to transport a passenger, for example, for health, safety or immigration reasons or if the

they will refuse to transport a passenger.
Best,
Office des transports du Canada / Gouvernement du Canada

info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube
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Sent: Wednesday, March 18, 2020 4:30 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Porter suspends operations March 21-May 31

Hi there,

Porter has suspended services until June 1% which includes my ticket between Toronto-Ottawa May 9", They
have issued a credit to be used over the next 12 months but I would like a refund so I can purchase a ticket with
another carrier so [ am not stranded. T have a flight from Halifax to Toronto on May 6 and my return from Ottawa
to Halifax May 10 with other carriers.

T have sent Porter an email but would like to know if they can suspend their services and keep my money, too.

I have read through your website but I cannot find an exact match to this scenario. I will have many clients in a
similar situation so if you have suggestions on recourse it will be much appreciated and shared!

mdependent

oy BLAERAT (RUTRE

dependent by Flight Centre
= Office: +1 902 497 3276

. Halifax NS

s:Yearsin the mdustry 20%
it Countrles vnsﬂed:;Z'Hr. ot
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Nadine Landry

From: Info

Sent: Thursday, March 19, 2020 11:16 AM
To:

Subject: RE: Compensation Eligibility

Thanks for contacting the Canadian Transportation Agency.

Under the Air Passenger Protection Regulations (APPR), when an airline cancels or delays a flight, they have minimum
obligations to passengers that could include standards of treatment, rebooking or refunds, and compensation for
inconvenience. Their obligations depend on whether the disruption is within the control of the airline, within the
airline's control but required for safety, or outside its control. These airline obligations are described in full on the CTA's
Know Your Rights website.

Medical emergencies and related travel bans

If an airline cancels or delays flights to or from a certain region because of a medical emergency (such as a Public Health
Emergency of International Concern declared by the World Health Organization) or a related travel ban there, this
would generally be considered outside the airline's control.

If the airline cancels or delays flights to nearby regions, this may also be outside their control, for example, if the
medical emergency was the primary reason for the disruption. However, if the airline’s decision was primarily

situation would have to be assessed on its own merits.

The APPR does not address airline obligations if a passenger wishes to change or cancel their flight reservation. If a
passenger wishes to cancel or change their own flight reservation to a certain region because of a medical emergency or
travel advisory there or to a nearby region, the passenger should speak directly with the airline or check their tariff and
the fare rules on their website.

As well, an airline may refuse to transport a passenger, for example, for health, safety or immigration reasons or if the

they will refuse to transport a passenger.

The APPR provide clear and consistent air passenger rights by imposing certain minimum airline requirements for flights
to, from and within Canada, including standards of treatment and, in some situations, compensation for passengers.

If your flight is delayed or cancelled and the reason is within the airline's control and not safety-related, you are entitled
to a specific standard of treatment, compensation, and rebooking or a refund.

If your flight is delayed or cancelled and the reason is within the airline's control and required for safety purposes, you

are entitled to a specific standard of treatment and rebooking or a refund.

If your flight is delayed or cancelled and the reason is outside of the airline's control, you are entitled to rebooking.

To see what provisions of the APPR apply to your situation, consult our online service for air passengers

at airpassengerprotection.ca.

Best,

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575

1
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Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Wednesday, March 18, 2020 4:30 PM
To: Info <Info@otc-cta.ge.ca>
Subject: Compensation Eligibility

Thank you for consideration of my request. We were in Mesa, Az and were scheduled to stay until
March 31. We had flown to Mesa. via Westjet 1464 on March 1. Because of the Coronavirus situation
in USA and Canada we were encouraged to come back to Canada early. We rescheduled our March 31
flight to March 12 and returned to Edmonton on flight Westjet 1463. This cost us $252.32 for each

ticket fo d me for a total of $504.64. I am requesting reimbursement of this
rescheduling cern re the border, loss of flights was our motivation which subsequently was
a reality.

00307



s.19(1)

Nadine Landry

From: Info
Sent: Thursdav._March 19, 2020 11:06 AM
To: L

Subject: RE: Air Travel Complaint

We acknowledge receipt of your inquiry regarding the status of your complaint. Please note that, since the coming into
force of the Air Passenger Protection Regulations, we have received a significant increase in the number of complaints
filed, resulting in a delay in processing certain complaints. You will be contacted once your complaint is assigned. We
apologize for the delay.

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Fro
Sent: Wednesday, March 18, 2020 4:08 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Air Travel Complaint

Hello,

[ hate to be frustrating during such a trying time, but I submitted an air travel complaint over a late flight
and heard nothing back. At this point it has almost been a month, and I'm wondering the status of my
complaint. My case number is 20-79742.

Hope to hear back soon, though [ understand the current situation may prevent that.

Thanks!
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Nadine Landry

From: Info
Sent: Thursday, March 19, 2020 11:02 AM
To:

Subject: RE: Air Canada Vacations

Thanks for contacting the Canadian Transportation Agency.

Under the Air Passenger Protection Regulations {APPR}, when an airline cancels or delays a flight, they
have minimum obligations to passengers that could include standards of treatment, rebooking or
refunds, and compensation for inconvenience. Their obligations depend on whether the disruption is
within the control of the airline, within the airline's control but required for safety, or outside its
control. These airline obligations are described in full on the CTA's Know Your Rights website.

If an airline cancels or delays flights to or from a certain region because of a medical emergency {such
as a Public Health Emergency of International Concern declared by the World Health Organization) or
a related travel ban there, this would generally be considered outside the airline's control.

If the airline cancels or delays flights to nearby regions, this may also be outside their control, for
example, if the medical emergency was the primary reason for the disruption. However, if the airline's
decision was primarily commercial or one made in its day-to-day operations, this could be considered
within the airline's control. Each situation would have to be assessed on its own merits.

The APPR does not address airline obligations if a passenger wishes to change or cancel their flight
reservation. If a passenger wishes to cancel or change their own flight reservation to a certain region
because of a medical emergency or travel advisory there or to a nearby region, the passenger should
speak directly with the airline or check their tariff and the fare rules on their website.

As well, an airline may refuse to transport a passenger, for example, for health, safety or immigration
reasons or if the passenger is not allowed to enter their destination country. Airlines set out in their
tariffs under what circumstances they will refuse to transport a passenger.

Best,
Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575

Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
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Follow us: Twitter / YouTube

To: Info <Info@otc-cta.gc.ca>
Subject: Air Canada Vacations

Good day. My name is We have a trip planned to Las Vegas
with a group eople. We are booked with Air Canada Vacations as a group vacation and are
scheduled to depart from YEG on April 9, 2020.

In our party we ha
the remainder are between

another couple who are

le who are

eldest do not wish to go on this trip now with everything going on and now with the borders
closed and air travel being strongly advised no one does. None of us purchased travelers insurance.

With three weeks to go we are trying to work through our travel agent to cancel this trip. All that Air
Canada Vacations has offered us is to reschedule this to another date at no charge but before
December 31, 2020. Our group includes who cannot make arraignments to go again
until spring break, 2021. Air Canada Vacations is not going to move on the rebooking for us.

We cannot go on this trip, we have paid in full now and we cannot reschedule to a date that will work
for us.

Do we just keep our original travel dates {departing April 9, 2020} and hope it gets cancelled and we
will be refunded or are we just going to end up losing our money here? Air Canada Vacations is next
to impossible for our travel against to get ahold of {(understandable but we require assistance)} and we
are not sure what to do.

Is there anything here that you can provide help with? Can we file a complaint based on what is
happening?

If someone could please advise.

Kindest Regards,
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Nadine Landry

From: Info
Sent: Thursday, March 19, 2020 10:45 AM
To:

Subject:

nes follow-up, regarding case

We acknowledge receipt of your inquiry regarding the status of your complaint. Please note that, since the coming into
force of the Air Passenger Protection Regulations, we have received a significant increase in the number of complaints
filed, resulting in a delay in processing certain complaints. You will be contacted once your complaint is assigned. We
apologize for the delay.

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Weanesaay, viarcn 18, ZUZU 3125 Pivi
To: Info <Info@otc-cta.gc.ca>

Subject: Fw: Porter Airlines follow-up,
Importance: High

regarding case

Hi,

| have not received a response from Canada's Air Passenger Protection Regulations (CAPPR) on this
case that occurred three months ago. I've submitted this complaint on your online portal. Also, I've
called the hotline 1-888-222-2592 many times and it appears to be busy.

The email chain below are my attempts to contact Porter Airlines for the delay & diversion that
occurred on December 30th, 2019 for! and |

See details below.

Sent: January 7, 2020 3:21 PM

To: Porter Airlines <customer.relations@flyporter.com>

Subject: Re: Porter Airlines follow-up, regarding case
1
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| have already reviewed the online form and checked the eligibility on the website.

Please re-read my email again below as | can tell you have not done so. To summarize, Porter Airlines
told all passengers that we would be compensated for the delay.

From: Porter Airlines <customer.relations@flyporter.com>
Sent: lanuary
To. i
Subject: Porter Airlines follow-up, regarding case

Thank you for reaching out to Porter Airlines all passenger feedback is appreciated.

Please be redirected to this online form https://www.flyporter.com/en/customer-service/help-
contact/claims/compensation-eligibility-check, to determine eligibility for compensation under the new
regulations. Use your confirmation # and name and the system will determine what if any compensation
is eligible for said flight.

Kind regards,

Customer Care Advocate

Porter Airlines Inc.

Billy Bishop Toronto City Airport
Toronto, Ontario

Canada M5V 1A1

www.{lyporter.com

020-01-02 | 10:21 AM EST

Further to case# [ have videos from multiple Porter staff and passengers on my flight flying
from Newark Airport, on the aircraft with the cabin crew and the pilots of the aircraft PD142 and staff at
Hamilton Airport which had all said that we will be compensated.

Every person on the flight had been told that we will be compensated for the delay before we had
departed from Newark Airport. I spoke to the Porter representatives and all passengers were given the
option either receive compensation or to travel the next day without a charge on another flight for the
following day (December 31, 2019).

[ also don't agree that arriving at Hamilton Airport and using the arrival at Hamilton at 11:55 PM is a
correct time stamp. When I spoke to a Porter representative at Hamilton Airport, the agent also agreed
with me that the timestamp is until the final destination and for what is written on the boarding pass.
2
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This is also clearly written here: "If your arrival at the destination airport that is indicated on the original
ticket is delayed by 3 hours or more (Canada’s Air Passenger Protection Regulations)” (This would be
Y'TZ not YHM). By using Hamilton Airport as a timestamp, this basically means that you could land
anywhere in Canada and use the timestamp of wherever the plane lands. [ needed to get to Toronto not
Hamilton. Hamilton isn't even part of the GTA.

[ asked the shuttle staff from Hamilton Airport how long it would take to get to Toronto Airport and the
staff estimated 1.5 hours drive. Because of this I had to take a Hamilton cab to my destination which
costed me $135.00. I arrived to Toronto at 1:15 AM. This should be the real timestamp.

I[f there are any details you need from me, please let me know asap or give me a call

2019-12-31 | 09:50 AM EST

As mentioned by the Porter staff on our flight to Toronto from Newark at Newark Liberty International
Airport. Our flight PD142 was delayed by 3+ hours and so were other flights that were travelling to
Toronto. Our flight departed at 10:35 PM (I have recorded footage of when we had left) and arrived to
Hamilton Airport at 12:00 AM on December 31st, 2019. The aircraft was diverted to Hamilton Airport
as Billy Bishop closes at 11:00 PM. We arrived to Billy Bishop at 1:15 AM which is already way past

n the Canada's Air Passenger Protection Regulations (CAPPR) I
and I should be compensated per what the Porter staff had kept
telling us. o my house as my relatives were no longer able to pick us up from
the airport which costed me $115.00. Also, I had to get to work for 7:30 AM in Pickering out of which I
had no sleep. Please let me know what the next steps should be. Thanks.

How satisfied were you with the support experience we provided today?
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Nadine Landry

From: Info

Sent: Thursday, March 19, 2020 .51 AM

To: Vincent Turgeon

Subject: FW: EXTERNAL: RE: Westlet Not Refunding Customers
Attachments: RE: EXTERNAL: RE: Westlet Not Refunding Customers

ai nullement

Vincent j'aurais besoin de ton aide pour répondre a cette personne. Entre le message rétracté e
envie de m'aventurer sur ce terrain. Merci
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 4.07 PM

To: Info

Subject: RE: EXTERNAL: RE: Westlet Not Refunding Customers

Attachments: EXTERNAL Re Air Passenger Rights Westlet Not Refunding Customers
Hi,

Thanks for your response.

| am actually not asking for a “standard of treatment” or “compensation” from them, | am just asking them for a full
refund in the same method of payment | originally used which was Credit Card.

| asked Airpassengerrights.ca about this and they confirmed that Westlet is still legally required to provide a REFUND
(not just a travel credit).

Please see attached email and advise. Thanks.

From: Info <Info@otc-cta.ge.ca>
March

Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations provide a list of situations considered 'outside the air carrier's control’,
including medical emergencies and orders or instructions from state officials. The CTA has identified a number of
situations related to this pandemic that are considered "outside of the air carrier's control'. These include flight
disruptions to locations that are covered by a government advisory against travel or unnecessary travel due to COVID-
19.

In these situgtions, air carriers would not be required to provide standards of treatment or compensation for
inconvenience. However, they would have to make sure the passenger completes their itinerary.

cancellations or delays will be adjusted, to provide air carriers with more flexibility to modify schedules and combine
flights. Air carriers will be allowed to make schedule changes without owing compensation to passengers until 72 hours
before a scheduled departure time (instead of 14 days), and air carriers will be obligated to compensate passengers for
delays on arrival that are fully within the air carrier's control once those delays are 6 hours or more in length (instead of 3
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The CTA has also exempted air carriers from offering alternative travel arrangements that include flights on other air
carrier's with which they have no commercial agreement.

If you would like to file a complaint with the CTA, you can do so here: https://rppa-appr.ca/eng/file-air-travel-complaint

Best,

info@ Team
Office des transports du Canada / Gouvernement du Canada

Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Fro
Sent: Wednesday, March 18, 2020 2:27 PM

Subject: Westlet Not Refunding Customers

Hello,

My name nd had booked a trip with Westjet through Expedia, to Mexico from

March 19" to 26"
Obviously due to Coronavirus, Justin Trudeau shutting down international flights, and Westjet cancelling all
International/Transborder flights after March 22™, 2020 | had to cancel my trip.

However, Westjet is now refusing to provide me a refund in the method which | paid {Credit Card) and are only
offering a travel credit. However, they are legally obligated to provide full compensation in the original form of
payment under the Air Passenger Protection Regulations.

| do not want a travel credit as their future is uncertain as well as international travel being very uncertain. |
cannot afford to lose over $2300 on this. How do | go about getting the refund and what steps do | have to take
next?

Thanks.

PROPRIETARY:: This e-mail contains proprietary information some or all of which may be legally
privileged. It is intended for the recipient only. If an addressing or transmission error has misdirected
this e-mail, please notify the author by replying to this e-mail. If you are not the intended recipient you
must not use, disclose, distribute, copy, print, or rely on this e-mail.

kdeskskkk kkskk ok kskkokok kR Rok Rk Rk kR kkkokkkk sk skskkak kkkxk

CAUTION:THIS MESSAGE ORIGINATED FROM THE PUBLIC INTERNET AND WAS NOT SENT FROM THE SMITHS EMAIL
SYSTEM
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PROPRIETARY: This e-mail contains proprietary information some or all of which may be legally privileged.
It is intended for the recipient only. If an addressing or transmission error has misdirected this e-mail, please
notify the author by replying to this e-mail. If you are not the intended recipient you must not use, disclose,
distribute, copy, print, or rely on this e-mail.
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Nadine Landry

From:
Sent:
To:
Subject:

enger Rights: Westlet Not Refunding Customers

CAUTION: This email came from outside Smiths Group. Be cautious with the contents unless you can
confirm the sender is genuine.

Dear

Thank you for your message. The short answer is NO. They do not have to
pay you COMPENSATION, but they still have to pay a REFUND.

Please read this carefully:
https://airpassengerrights.ca/en/covid19/coronavirus-how-to-get-a-refund#cancellation
For more discussion:

https://www.facebook.com/groups/AirPassengerRights/

Best,

On Wed, 18 Mar 2020, Air Passenger Rights wrote:

> This is an enquiry email via https://airpassengerrights.ca/ from:

> Hello,

>

> My name i and had booked a trip to Mexico March 19th-26th through
Expedia, and Westlet was the air carrier. Obviously due to COVID-19 had to cancel, but Westlet is
refusing to offer refunds and are only providing Travel Credits to customers. | was following your
article "How To Get a Refund"” when | tried multiple times to get a refund from them but they
constantly refused. So | asked the CTA and below is their response.

>
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> Do you think this now nullifies what you had written in the article and that passengers actually
aren't entitled to a refund? | just want to confirm as there seems to be a lot of conflicting information
going around as to what airline customers are actually entitled to now.

> Thanks for contacting the Canadian Transportation Agency.

>

> The Air Passenger Protection Regulations provide a list of situations considered 'outside the air
carrier's control', including medical emergencies and orders or instructions from state officials. The
CTA has identified a number of situations related to this pandemic that are considered 'outside of the
air carrier's control'. These include flight disruptions to locations that are covered by a government
advisory against travel or unnecessary travel due to COVID-19.

>

> In these situations, air carriers would not be required to provide standards of treatment or
compensation for inconvenience. However, they would have to make sure the passenger completes
their itinerary.

>

> Until April 30th, the time at which passengers will be entitled to compensation for inconvenience
related to flight cancellations or delays will be adjusted, to provide air carriers with maore flexibility to
maodify schedules and combine flights. Air carriers will be allowed to make schedule changes without
owing compensation to passengers until 72 hours before a scheduled departure time {instead of 14
days), and air carriers will be obligated to compensate passengers for delays on arrival that are fully
within the air carrier's control once those delays are 6 hours or more in length (instead of 3 hours}.

>

>The CTA has also exempted air carriers from offering alternative travel arrangements that include
flights on other air carrier's with which they have no commercial agreement.

>

> If you would like to file a complaint with the CTA, you can do so here: https://rppa-appr.ca/eng/file-
air-travel-complaint "

>

>
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CAUTION:THIS MESSAGE ORIGINATED FROM THE PUBLIC INTERNET AND WAS NOT SENT FROM THE
SMITHS EMAIL SYSTEM
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Nadine Landry

From:

Sent: Thursday, March 19, 2020 8:17 AM
To: Info

Subject: Eng about my right

Dear Sir/Madam

' citizen who has got Confirmation of permanent Residence document issued by ircc canada.l was
gomg to board the air canada flight on 21st March. But travel ban was imposed on all non citizens and non
permanent residents.

In that case I can not travel.So as I am denied entry by the Canada govt so I should get fill refund of my
booking amount.

But Air Canada is not agreeing on my point saying that Copr holder can travel.l have two request

Kindly update air canada airlines regarding copr holders as to whether they can travel or not.

Secondly if we are not allowed to travel ,we should get full refund and no penalty should be charged.
Kindly advise me on my right related to this matter.

Thanks

Sent from Yahoo Mail on Android
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 8:18 PM
To: travel@international.gc.ca; Info

Subject: COVID-19! CANADIANS STUCK ABROAD

from your embassy. PLEASE help them! All they want to do is go home and be with family during this difficult
time. I will link their Youtube video here where they are explaining their situation. PLEASE HELP YOUR
CITIZENS!!

hitps://www.voutube.co

https://www.voutube.co
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Nadine Landry

From:

Sent:

To: Info

Subject: Air Canada’s Response to Covid -19

We are booked to fly Air Canada on March 31 to Tampa. Naturally this is being significantly impacted
by Covid-19 issues, and now the Governments of Canada and the US have closed the border to
travel.... a fully understandable response given the seriousness of this ever changing situation.
What is not understandable is AC’s response to this latest event. They are now advising me that “I
have to cancel” {| have not cancelled) and that my fare is non-refundable. AC is offering a credit for
future use up to December 31, 2020. | appreciate that my class of booking was not refundable, but
this is clearly intended for circumstances within my control, and that | understand. Covid-19 and it’s
fallout is clearly not within my {or any passenger’s} control. We did not cancel as AC is asking ... we
are being cancelled due to unprecedented conditions! Given this, | truly believe that the airlines
should be offering full refunds vs some half measures that boxes passengers into a window or
timeframe that, in many cases, may not or cannot work for the individuals.

| ask if we have any rights under such imposed conditions?

Th

Sent from my iPad
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 8:09 PM
To: Info

Subject: Flight cancellation

Simply stated :

| was booked to travel from a Canadian airport to a US Airport

On April 11 returning May 3,2020

The flights were cancelled by the airline {Westlet)and | was given a credit. | require a refund to my
Crefit card that was used to purchase the flights.

Having discussed with the airline a number of times with no suitable outcome | am asking how | can
file a complaint with you the regulators. Please send me the form | need to complete to submit.
Thank you
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Nadine Landry

From: L . i i
Sent: Wednesday, March 18, 2020 7:59 PM
To: Info

Subject: Air Transat

Are you aware air transat is not allowing refunds after the cancellation of flights. They are giving credits to be
used in 24 months from departure date. Is it not in the Air Passenger Protection Act. That if the
alrline cancels their flight, they must offer a full refund.

[ however in a time like this can actually use that $5000 refund.
Can you please explain to me why this is ok, they aren't offering refunds and obeving the law.

Thanks
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 4:30 PM

To: Info

Subject: Porter suspends operations March 21-May 31
Hi there,

Porter has suspended services until June 1* which includes my ticket between Toronto-Ottawa May 9™. They have issued
a credit to be used over the next 12 months but I would like a refund so I can purchase a ticket with another carrier so [
am not stranded. [ have a flight from Halifax to Toronto on May 6 and my return from Ottawa to Halifax May 10 with
other carriers.

I have sent Porter an email but would like to know if they can suspend their services and keep my money, too.

I have read through your website but I cannot find an exact match to this scenario. I will have many clients in a similar
gituation so if you have suggestions on recourse it will be much appreciated and shared!

dependent .

by PR CEIETRE
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 4.07 PM

To: Info

Subject: RE: EXTERNAL: RE: Westlet Not Refunding Customers

Attachments: EXTERNAL Re Air Passenger Rights Westlet Not Refunding Customers
Categories: waiting for consult

Hi,

Thanks for your response.

| am actually not asking for a “standard of treatment” or “compensation” from them, | am just asking them for a full
refund in the same method of payment | ariginally used which was Credit Card.

| asked Airpassengerrights.ca about this and they confirmed that Westlet is still legally required to provide a REFUND
(not just a travel credit).

Please see attached email and advise. Thanks.

From: Info <Info@otc-cta.gc.ca>

is genume

Hello

Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations provide a list of situations considered 'outside the air carrier's control’,
including medical emergencies and orders or instructions from state officials. The CTA has identified a number of
situations related to this pandemic that are considered "outside of the air carrier's control'. These include flight
disruptions to locations that are covered by a government advisory against travel or unnecessary travel due to COVID-
19.

In these situations, air carriers would not be required to provide standards of treatment or compensation for
inconvenience. However, they would have to make sure the passenger completes their itinerary.

Until April 30th, the time at which passengers will be entitled to compensation for inconvenience related to flight
cancellations or delays will be adjusted, to provide air carriers with more flexibility to modify schedules and combine
flights. Air carriers will be aliowed to make schedule changes without owing compensation to passengers until 72 hours
before a scheduled departure time (instead of 14 davs), and air carriers will be obligated to compensate passengers for
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delays on arrival that are fully within the air carrier's control once those delays are 6 hours or more in length (instead of 3

hours).

The CTA has also exempted air carriers from offering alternative travel arrangements that include flights on other air
carrier's with which they have no commercial agreement.

If you would like to file a complaint with the CTA, you can do so here: https://rppa-appr.ca/eng/file-air-travel-complaint

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada

Follow us: Twitter / YouTube

Fro
Sent: Wednesday, March 18, 2020 2:27 PM
To: Info <Info@otc-cta.gc.ca>

Subject: Westlet Not Refunding Customers

Hello,

My name
March 19" to 26", 2020.

nd had booked a trip with Westjet through Expedia, to Mexico from

Obviously due to Coronavirus, Justin Trudeau shutting down international flights, and Westjet cancelling all
International/Transborder flights after March 22", 2020 | had to cancel my trip.

However, Westjet is now refusing to provide me a refund in the method which | paid (Credit Card) and are only
offering a travel credit. However, they are legally obligated to provide full compensation in the original form of
payment under the Air Passenger Protection Regulations.

| do not want a travel credit as their future is uncertain as well as international travel being very uncertain. |
cannot afford to lose over $2300 on this. How do | go about getting the refund and what steps do | have to take
next?

Thanks.

PROPRIETARY: This e-mail contains proprietary information some or all of which may be legally
privileged. It is intended for the recipient only. If an addressing or transmission error has misdirected
this e-mail, please notify the author by replying to this e-mail. If you are not the intended recipient you
must not use, disclose, distribute, copy, print, or rely on this e-mail.
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CAUTION:THIS MESSAGE ORIGINATED FROM THE PUBLIC INTERNET AND WAS NOT SENT FROM THE SMITHS EMAIL
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PROPRIETARY: This e-mail contains proprietary information some or all of which may be legally privileged.
It is intended for the recipient only. If an addressing or transmission error has misdirected this e-mail, please
notify the author by replying to this e-mail. If you are not the intended recipient you must not use, disclose,
distribute, copy, print, or rely on this e-mail.
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Nadine Landry

From:
Sent:
To:

Subject: EXTERNAL: Re: Air Passenger Rights: Westlet Not Refunding Customers

CAUTION: This email came from outside Smiths Group. Be cautious with the contents unless you can
confirm the sender is genuine.

Dear

Thank you for your message. The short answer is NO. They do not have to
pay you COMPENSATION, but they still have to pay a REFUND.

Please read this carefully:
https://airpassengerrights.ca/en/covid19/coronavirus-how-to-get-a-refund#cancellation
For more discussion:

https://www.facebook.com/groups/AirPassengerRights/

Best,

On Wed, 18 Mar 2020, Air Passenger Rights wrote:

> This is an enquiry email via https://airpassengerrights.ca/ from:

-

> Hello,

>

> My name i | live and had booked a trip to Mexico March 19th-26th through
Expedia, and Westlet was the air carrier. Obviously due to COVID-19 had to cancel, but Westlet is
refusing to offer refunds and are only providing Travel Credits to customers. | was following your
article "How To Get a Refund"” when | tried multiple times to get a refund from them but they
constantly refused. So | asked the CTA and below is their response.

>
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> Do you think this now nullifies what you had written in the article and that passengers actually
aren't entitled to a refund? | just want to confirm as there seems to be a lot of conflicting information
going around as to what airline customers are actually entitled to now.

>

> "Hello
>

> Thanks for contacting the Canadian Transportation Agency.

>

> The Air Passenger Protection Regulations provide a list of situations considered 'outside the air
carrier's control', including medical emergencies and orders or instructions from state officials. The
CTA has identified a number of situations related to this pandemic that are considered 'outside of the
air carrier's control'. These include flight disruptions to locations that are covered by a government
advisory against travel or unnecessary travel due to COVID-19.

>

> In these situations, air carriers would not be required to provide standards of treatment or
compensation for inconvenience. However, they would have to make sure the passenger completes
their itinerary.

>

> Until April 30th, the time at which passengers will be entitled to compensation for inconvenience
related to flight cancellations or delays will be adjusted, to provide air carriers with maore flexibility to
maodify schedules and combine flights. Air carriers will be allowed to make schedule changes without
owing compensation to passengers until 72 hours before a scheduled departure time {instead of 14
days), and air carriers will be obligated to compensate passengers for delays on arrival that are fully
within the air carrier's control once those delays are 6 hours or more in length (instead of 3 hours}.

>

>The CTA has also exempted air carriers from offering alternative travel arrangements that include
flights on other air carrier's with which they have no commercial agreement.

>

> If you would like to file a complaint with the CTA, you can do so here: https://rppa-appr.ca/eng/file-
air-travel-complaint "

>

>
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CAUTION:THIS MESSAGE ORIGINATED FROM THE PUBLIC INTERNET AND WAS NOT SENT FROM THE
SMITHS EMAIL SYSTEM
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 4:.05 PM
To: Info

Subject: Air Canada Vacations

We have a trip planned to Las Vegas
a Vacations as a group vacation and are

Good day. My name is
with a group o
scheduled to depart from YEG on April 9, 2020.

nd

we have a couple who are another couple who are

rears of age.

In our party
the remainder are between

The eldest do not wish to go on this trip now with everything going on and now with the borders
closed and air travel being strongly advised no one does. None of us purchased travelers insurance.

With three weeks to go we are trying to work through our travel agent to cancel this trip. All that Air
Canada Vacations has offered us is to reschedule this to another date at no charge but before
December 31, 2020. Our group include who cannot make arraignments to go again
until spring break, 2021. Air Canada Vacations is not going to move on the rebooking for us.

We cannot go on this trip, we have paid in full now and we cannot reschedule to a date that will work
for us.

Do we just keep our original travel dates (departing April 9, 2020} and hope it gets cancelled and we
will be refunded or are we just going to end up losing our money here? Air Canada Vacations is next
to impossible for our travel against to get ahold of {understandable but we require assistance} and we
are not sure what to do.

Is there anything here that you can provide help with? Can we file a complaint based on what is
happening?

If someone could please advise.

Kindest Regards,
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 3:59 PM

To: Info

Subject: westjet not refunding properly only travel credit when they have a travel ban.
Attachments: Electronic ticket receipt, September df; Electronic

ticket receipt, September 01 fo

Hello my name is | purchased a flight ticket from Westlet website from Toronto to Calgary.
Both cities now have travel bans and Cancelled the ticket as it was for April 2nd 2020. The west jet website
does not give me an option to refund me on my credit card it only goes to a travel bank or some form of
holding of my money. | paid extra not a basic fare for trip cancelation for this specific reason as last time | got
burned from west jet for $2000 dollars and did not want this to happen again. Now after speaking with west
jet on the phone they refuse to refund me on my credit card. This is unethical and should be clearly noted and
stated in my receipt of purchase and when | book. The option | clicked was for trip cancelation and paid extra
instead of a basic fare. Im hoping you can help as thisisn't right and all | wish is to be refunded as both cities
are in compete lock down now.

west jet flight was for

Westlet WS 653Confirmation cod
Thu 2020-04-02 6:45 AM

second problem. | spoke tc and she hung up on me and forwarded me to
also said west | mer service should refund me.

I then get a new travel booking that only wendy could have book for a flight in sept 1 that | did not book any travel just
wanted to cancel all the bookings going back on to my credit card. | wanted a refund and have her recorded for a refund and
gave her my credit card for flight algary to Costa Rica. West jet has a 30 day ban on so | requested a full refund on
my credit card.

nsurance when | did not want to go

I spoke to a manager and she could not give me the proper email to escalate the issue and I could not understand what she
was saying as she clearly changed the email 3 times saying guest then gst then guest and | ask to have her spell the email and
she hung up as she was clearly not communicating clearly and failed to provide me with proper response to solve this issue.

Please help all | want is to be refunded as | did not cancel the air line cancelled all travel | had to call in to get a refund and
they don't have an option to refund on my credit card which is not legal.
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YYC to LIR, LIRto YYC - (WS - WESTJET) - Carry-on fees unknown - contact carrier

Payment/Fare Details

Form of Payment

. Fare Calculation Line

. CREDIT CARD -

_YYC WS LIR130.22WS YYC466.68NUC596.90END
- ROE1.32851

CAD 44.00 YQI (OTHER AIR TRANSPORTAT ION
 CHARGES)

. CAD 1.50 XGS (GOODS AND SERVICES TAX
{GST)Y)

' CAD 30.00 SQ (AIRPORT IMPROVEMENT FEE
(AIF)

Positive identification required for airport check in

Notice:

QST #1202807956TQ0001 GST # 866112535

Baggage fees are charged in CAD or USD by direction depending on point of departure. Guests departing the United States,

Latin America and the Caribbean will pay baggage fees in USD. Please see hiips://www.westiel.com/en-caltravel-

infoffares/service-fees for more information.

Passengers embarking upon a journey involving an ultimate destination or a stop in a country other than the country of

departure are advised that the provisions of an international treaty (the Warsaw Convention, the 1999 Montreal Convention,

or other treaty), as well as a carrier's own contract of carriage or tariff provisions, may be applicable to their entire journey,

including any portion entirely within the countries of departure and destination. The applicable treaty governs and may limit
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the liability of carriers to passengers for death or personal injury, destruction or loss of, or damage to, baggage, and for
delay of passengers and baggage.

Additional protection can usually be obtained by purchasing insurance from a private company. Such insurance is not
affected by any limitation of the carrier's liability under an international treaty. For further information please consult your

airline or insurance company representative.

Data Protection Notice: Your personal data will be processed in accordance with the applicable carrier's privacy policy
and, if your booking is made via a reservation system provider {*GDS"), with its privacy policy. These are available at
hitp/Avww.iatatravelcenter.comiprivacy or from the carrier or GDS directly. You should read this documentation, which
applies to your booking and specifies, for example, how your personal data is collected, stored, used, disclosed and
transferred. {applicable for interline carriage)

Imponant Legal Notices
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Payment/Fare Details

:Form of Payment  CREDIT CARD
Fare Calculation Line S YYC WS LIR130.22WS YYC466.68NUC596.90END
ROE1.32851
Fare CAD 793.00
Taxes/FeesiCarrier-Imposed Charges : CAD 44.00 YQI (OTHER AIR TRANSPORTATION

' CHARGES)

: CAD 1.50 XG9 (GOODS AND SERVICES TAX
- {GST))

| CAD 25.91 CA4 (AIR TRAVELLERS SECURITY
 CHARGE)

. CAD 20.00 SQ (AIRPORT IMPROVEMENT FEE
(AIF)

Positive identification required for airport check in
Notice:

QST #1202807956TQ0001 GST # 866112535

Baggage fees are charged in CAD or USD by direction depending on point of departure. Guests departing the United States,

Latin America and the Caribbean will pay baggage fees in USD. Please see hitps://www.westiet.com/en-caltravel-

info/fares/service-fees for more information.

Passengers embarking upon a journey involving an ultimate destination or a stop in a country other than the country of
departure are advised that the provisions of an international treaty {the Warsaw Convention, the 1999 Montreal Convention,
or other treaty), as well as a carrier's own contract of carriage or tariff provisions, may be applicable to their entire journey,
including any portion entirely within the countries of departure and destination. The applicable treaty governs and may limit

the liability of carriers to passengers for death or personal injury, destruction or loss of, or damage to, baggage, and for
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delay of passengers and baggage.

Additional protection can usually be obtained by purchasing insurance from a private company. Such insurance is not

affected by any limitation of the carrier's liability under an international treaty. For further information please consult your

airline or insurance company representative.

Data Protection Notice: Your personal data will be processed in accordance with the applicable carrier’s privacy policy
and, if your booking is made via a reservation system provider {*GDS"), with its privacy policy. These are available at
hitp:/Avww.iatatravelcenter.comiprivacy or from the carrier or GDS directly. You should read this documentation, which
applies to your booking and specifies, for example, how your personal data is collected, stored, used, disclosed and
transferred. {applicable for interline carriage)

Important Legal Notices
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Nadine Landry

From: Info
Sent: Wednesday, March 18, 2020 3:48 PM
To:

Subject: RE: CANCELLATION and CONCERN A

Hello

Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations do not address airline obligations if a passenger wishes to change or cancel
their flight reservation. If a passenger wishes to cancel or change their own flight reservation to a certain region because
of a medical emergency or travel advisory there or to a nearby region, the passenger should speak directly with the
airline or check their tariff and the fare rules on their website.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Sent: Saturday, March 14, 2020 1:08 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Fwd: CANCELLATION and CONCERN AC:

Sent from my iPhone

Begin forwarded message:

Fro
Date: \

To: info(@otc.ge.ca
Subject: Fwd: CANCELLATION and CONCERN AC

Hello - T am unsure if my problem is one that you would look into but here it is anyway.
Air Canada refused to fairly help us return from Spain on March 9th citing Madrid was
not considered a problem area for covid-19. They are telling us to go back to

1
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Rewards for resolution. Please read our submitted complaint and would appreciate
hearing your input.
Thank you,

Sent from my iPhone

Begin forwarded message:

From: Customer Care <CustomerCare.serviceclient@aircanada.ca>
Date: March 14, 2020 at 10:34:15 AM EDT

Case Number

Dear

Thank you for writing to us.

Given the high volume of calls related to COVID-19, we
kindly ask customers to contact their original booking
source for inquiries. If you booked directly with us, we look
forward to serving you as soon as we are able.

If you have questions about Air Canada's approach to your
safety, and flexible options for travel, please visit:

https://www.aircanada.com/ca/en/aco/home/book/travel-
news-and-updates/2020/covid-19.htm

You may be able to make changes to your booking online
by visiting:

www.aircanada.com/ca/enfaco/home.html#/home:mngBo
ok

If you prefer to call our Contact Centre, please refer to the
numbers below.

Within Canada and the United States, please call: 1-888-
247-2262

For Worldwide Reservations Contacts, please visit our web
site:
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www.aircanada.com/ca/enfacofhome/fly/customer-
support/contact-us/contact-us-international

Please keep in mind during these exceptional times, call
volumes are extremely high. Thank you for your
understanding.

Sincerely,

Customer Relations

To serve you best, I kindly ask that you do not change the
subject line if responding to this email.

------ Original Message

Sent: 2020/03/12 5:47 AM
Subject: CANCELLATION and CONCERN

Air Canada Customer Care
cc.
Subject: AC conf #

Rewards conf #

We want to bring to your attention and at the same time
lodge a complaint regarding a fully paid-for travel ticket
with Air Canada.

On March 9th while in Spain, and I decided we
needed to leave for home as the COVID-19 virus threat
was mounting. I calle to request a change
(asked for Wednesday, Mar 11th) and we were prepared to
fee. After a considerable wait time to reach
then another very long time on-hold as the
tative talked direct with Air Canada we were
advised our only option was to purchase one way tickets
through Air Canada at an approximate cost of $3100 or
$3200 each. Air Canada advised the rep that Madrid
was not considered a threatened area for COVID-19 and

3
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therefore could not offer re-booking with a change fee.

Our concerns continued to mount as numbers in Spain
e rising exponentially and at 3:30am March 10th
woke fro and purchased two one wa
tickets on TAP Airiihes, vdiencia-Lisbon-Toronto and we
were on our way home at 8 hours later. These one-way
tickets cost us $1,080.80 USD in total. A drastic difference
to Air Canada’s proposal to us. During this time Air France
was offering free changes to any flights during this crisis.
Shame on Air Canada for notiooking after their own
stranded customers. We have been regular
members .~ ) since around £ . From this
point, Air Canada will not be part of our travel future. We
are not only disappointed but aghast at the lack of care
and concern for the welfare of travelers.

To Air Canada: please cancel our return flights for March
31st. We are home safe and sound thanks to TAP airlines.
We believe we should be reimbursed for this leg of our
journey considering the climate and “ongoing” crisis that is
impacting the world.

and
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Nadine Landry

From: Info

Sent: Wednesday, March 18, 2020 3:43 PM
To:

Subject:

Hell

Thanks for contacting the Canadian Transportation Agency.

Most complaints about travel agents and tour operators fall under provincial jurisdiction. Please consult your provincial
or territorial government authority for consumers. Your travel agency or tour operator {including on-line reservations)
must be registered with a provincial authority in Canada in order to help you.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

Fro
Sent: Wednesday, March 18, 2020 3:11 PM
To: Info <Info@otc-cta.ge.ca> _

Sent from Mail for Windows 10

Dear Sir or Madam,

| would like to share my recent experience with you and seek your advice. | booked a ticket with Cheapoair on
January 24. My plan was to fly to Bulgaria on February 26, 2020. On the day of my flight
told me to cancel my tri _has foreseen what was coming and stopped me from traveling at that

tr 1 this day the Covid - 18 was rapidly spreading in Italy. In the morning of February 26 | talked to the agent
of Cheapoair and natified them that | was not flying. | wanted to get refund for my ticket. They told me that the
ticket was not refundable and won't refund any money. The agent advised me to buy travel insurance and | did.
The charge was CAD 75. | filed for refund with th but the refund was denied. | called
Cheapoair several times in the following weeks to complain why | have been advised to pay for insurance that
would not work. They kind of felt guilty and agreed to refund the money | paid for the travel insurance. Now the

have been able to come back to Toronto and reunite wi Because European Union shut its borders.
| explained everything to Cheapoair agents, (several tim y were adamant, No refund. So | don't know
what to do next. | am willing to accept any advice that might help to get some refund, or at least a voucher that
could cover some of my future travel plans.
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Virus-free. www.avg.com
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 3:37 PM
To: Traveller Support

Cc Info

Subject: Re: Re: Flight WO651

ent me this today.

airlinesfflights must handle delays, cancellations, etc. In terms of timing for your claim with Swoop, you are required to file your
request for compensation with Swoop within 1 year of the day on which your flight was cancelled or delayed (which you have
done), and Swoop is required to either provide you with compensation or an explanation as to why compensation is not
payable within 30 days (see s. 19 of the Regulation). They have clearly failed to do this. There is a legislated penalty for failure
to comply with the 30 day response requirement.

| would suggest that you write to Swoop, cc’ing the Ministry of Transport {Commercial and Business Aviation), demanding that
you receive compensation or an explanation as to why compensation is not payable for the outstanding portions of your claim
forthwith, noting that they are already in contravention of the Regulation for failing to do so within 30 days and are subject to an
administrative monetary penalty, which you will pursue is enforced against them

Please. Advise as to what steps our family should take next.

On Mar. 3, 2020 19:15

You said this was sent for approval but [ have yet to hear anything. This doesn't seem normal for this process
to take this long. What is the issue? Did I not submit the proper paperwork?
Please advise.

On Feb. 27, 2020 12:27,
- It has been at least a week since you have sent stuff for approval? It is ridiculous the amount of time this is
taking. Please advise as to who to contact or speak to regarding this matter.
Thanks.

~ On Feb. 24,2020 15:30, rote:
I have still yet to hear anything regarding approval for compensation. I have checked my junk email daily.

00345



s.19(1)

. OnFeb. 21, 2020 14:53, Traveller Support <travellersupport@flyswoop.freshdesk.com> wrote:
- Hi

Thank you for submitting your receipts.

We have submitted your request for reimbursement for 1351.81 CAD. Please note that
. . amounts are not final until reviewed by our leadership team.

" We were not able to approve the requested reimbursement of alternate carrier baggage fees and
“ ¢ food purchased after arrival back in Canada, as these are not approved expenses. Additionally of
‘i the Mexican receipts we are only able to compensate for the airport taxi as the other receipts are
i ¢ insufficiently itemized to approve. We recommend following up with your travel insurance

.+ provider for lost or additional expenses. If you did not purchase travel insurance, we recommend
.. contacting the number on the back of your credit card as travel protection is often included in

.. credit card plans.

¢ Once approved, you will receive an email from do.not.reply@pay.flyswoop.com. (Please check

¢ your spam folder in the event that an email is not received). Within the email you will be able to
- accept payment by clicking on a link titled “Claim Payment”. It is important to note that the Claim
. : Payment link will expire one year from the date of issue.

A few things you should know:

¢ To claim your funds you will need to enter the last 10 digits of the telephone number
provided to Swoop.

« If you choose bank deposit you will need to provide your transit/routing number, account
number and account type (e.g. chequing).

¢ If you choose PayPal payment and you already have a PayPal account, you must enter the
email address you have set up with your PayPal account (if it differs from the email
address provided to Swoop).

¢« If you choose prepaid virtual VISA, you will not receive a credit card in the mail and the
virtual VISA may be used for online purchases only.

Thank you for your patience,

Kind regards,

Swoop Inc. | FlySwoop.com

On Fri, 21 Feb at 7:20 AM ,

Here is the invoice from sell off vacations for the flight home. I will attach our out of
pocket expenses as well for baggage, food and transportation.
Thanks,

On Feb. 20, 2020 21:33, wrote:
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- Ok. We purchased the tickets through our travel agent on the phone

© while in Mexico stranded. We just gave her our credit card and we got
¢ the e-ticket confirmations
- will get me the carrier recerpts you need. Have a good night. I will
- attach the carrier receipts tomorrow.

. Thanks for your help.

is at work until the morning and

* On Feb. 20, 2020 21:20, Traveller Support

support@flyswoop.freshdesk.com> wrote:

Thank you for reaching out.

You've given us receipts that show the times but only online bank
statements showing the alternate flight costs - we need the receipts
from the carrier that show the costs.

Kind regards,

Traveller Support
: Swoop Inc. | FlySwoop.com

And what about out of pocket cost for flights and
expenses.

On Feb. 20, 2020 21:01, Traveller
Support
<travellersupport@flyswoop.freshdesk.co
m> wrote:

¢ Hi

Thank you for reaching out.

 The legislation actually requires all
" travellers over 18 to file their own claim.

: Kind regards,

Kind regards,
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er Support
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Nadine Landry

From: Info
Sent: Wednesday, March 18, 2020 3:34 PM
To:

Subject: RE: Westlet Not Refunding Customers

Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations provide a list of situations considered 'outside the air carrier's control’,
including medical emergencies and orders or instructions from state officials. The CTA has identified a number of
situations related to this pandemic that are considered "outside of the air carrier's control'. These include flight
disruptions to locations that are covered by a government advisory against travel or unnecessary travel due to COVID-
19.

In these situgtions, air carriers would not be required to provide standards of treatment or compensation for
inconvenience. However, they would have to make sure the passenger completes their itinerary.

cancellations or delays will be adjusted, to provide air carriers with more flexibility to modify schedules and combine
flights. Air carriers will be allowed to make schedule changes without owing compensation to passengers until 72 hours
before a scheduled departure time (instead of 14 davs), and air carriers will be obligated to compensate passengers for
delays on arrival that are fully within the air carrier's control once those delays are 6 hours or more in length (instead of 3

The CTA has also exempted air carriers from offering alternative travel arrangements that include flights on other air
carrier's with which they have no commercial agreement.

If you would like to file a complaint with the CTA, you can do so here: https://rppa-appr.ca/eng/file-air-travel-complaint

Best,

info@ Team
Office des transports du Canada / Gouvernement du Canada

Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

From
Sent: Y,
To: Info <Info@otc-cta.ge.ca>

Subject: Westlet Not Refunding Customers

’

Hello,
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and had booked a trip with Westjet through Expedia, to Mexico from

to 267, 2020.

Obviously due to Coronavirus, Justin Trudeau shutting down international flights, and Westjet cancelling all
International/Transborder flights after March 22™, 2020 | had to cancel my trip.

However, Westjet is now refusing to provide me a refund in the method which | paid {Credit Card) and are only
offering a travel credit. However, they are legally obligated to provide full compensation in the original form of
payment under the Air Passenger Protection Regulations.

| do not want a travel credit as their future is uncertain as well as international travel being very uncertain. |
cannot afford to lose over $2300 on this. How do | go about getting the refund and what steps do | have to take
next?

Thanks.

PROPRIETARY:: This e-mail contains proprictary information some or all of which may be legally
privileged. It is intended for the recipient only. If an addressing or transmission error has misdirected
this e-mail, please notify the author by replying to this e-mail. If you are not the intended recipient you
must not use, disclose, distribute, copy, print, or rely on this e-mail.
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Nadine Landry

From: Info

Sent: Wednesday, March 18, 2020 3:29 PM

To:

Subject: RE: Regarding the flight cancellation and change caused by COVID-19
Hello

Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations do not address airline obligations if a passenger wishes to change or cancel

their flight reservation. If a passenger wishes to cancel or change their own flight reservation to a certain region because

of a medical emergency or travel advisory there or to a nearby region, the passenger should speak directly with the
airline or check their tariff and the fare rules on their website.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.ge.ca / Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada
info@otc-cta.ge.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube

From
Sent: Wednesday, March 18, 2020 1:15 PM

To: Info <Info@otc-cta.gc.ca>

Cc: disabilityassistance @flyswoop.com

Subject: Regarding the flight cancellation and change caused by COVID-19

Dear CTA office,

[ am here to fire an official complaint regarding SWOQOP policy about the flight cancellation and change

caused by COVID-19.
[ Would like to cancel my flight on March 28th and April 4th as instructed by Health Canada and request a full
refund. However, SWOOP does not allow that.

1. the SWOOP company does not allow free cancellation of the flight even this is not caused by
passenger, and even when this is what Health Canada told us and even when they have staff infected by
COVID-19.

2. the SWOOP only allow passenger to change the flight for much higher price, although they announce

it is free. For example, my flight for two was $250, but now the change cost all together is$458.

Whenever Canada government from both federal and provincial are trying to help people, SWOOP is
trying to make more money. That is unbelievable and make us furious.
[ sincerely request you to investigate this to help people.

1
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 3:25 PM

To: Info

Cc:

Subject: Fw. Porter Airlines follow-up, regarding cas
Importance: High

Hi,

| have not received a response from Canada's Air Passenger Protection Regulations (CAPPR) on this case that
occurred three months ago. I've submitted this complaint on your online portal. Also, I've called the hotline 1-
888-222-2592 many times and it appears to be busy.

The email chain below are my attempts to contact Porter Airlines for the delay & diversion that occurred on
December 30th, 2019 for

See details below.

Sent: January /, 2020 3:21 PM
To: Porter Airlines <customer.relations@flyporter.com>
Subject: Re: Porter Airlines follow-up, regarding case

Hi

| have already reviewed the online form and checked the eligibility on the website.

Please re-read my email again below as | can tell you have not done so. To summarize, Porter Airlines told all
passengers that we would be compensated for the delay.

From: Porter Airlines <customer.relations@flyporter.com>
Sent: January 7, 2020 2:25 PM

To
Subject: Porter Airlines tollow-up, regarding cas¢

Thank you for reaching out to Porter Airlines all passenger feedback is appreciated.
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Please be redirected to this online form https://www.flyporter.com/en/customer-service/help-
contact/claims/compensation-eligibility-check, to determine eligibility for compensation under the new

regulations. Use your confirmation # and name and the system will determine what if any compensation is
eligible for said flight.

Kind regards,

Porter Airlines Inc.

Billy Bishop Toronto City Airport
Toronto, Ontario

Canada M5V 1A1
www.flyporter.com

Further to case#: [ have videos from multiple Porter staff and passengers on my flight flying from
Newark Airport, on the aircraft with the cabin crew and the pilots of the aircraft PD142 and staff at Hamilton
Airport which had all said that we will be compensated.

Every person on the flight had been told that we will be compensated for the delay before we had departed from
Newark Airport. I spoke to the Porter representatives and all passengers were given the option either receive
compensation or to travel the next day without a charge on another flight for the following day (December 31,
2019).

I also don't agree that arriving at Hamilton Airport and using the arrival at Hamilton at 11:55 PM is a correct
time stamp. When I spoke to a Porter representative at Hamilton Airport, the agent also agreed with me that the
timestamp is until the final destination and for what is written on the boarding pass. This is also clearly written
here: "If your arrival at the destination airport that is indicated on the original ticket is delayed by 3 hours or
more (Canada’s Air Passenger Protection Regulations)" (This would be Y'TZ not YHM). By using Hamilton
Airport as a timestamp, this basically means that you could land anywhere in Canada and use the timestamp of
wherever the plane lands. I needed to get to Toronto not Hamilton. Hamilton isn't even part of the GTA.

I asked the shuttle staff from Hamilton Airport how long it would take to get to Toronto Airport and the staft
estimated 1.5 hours drive. Because of this I had to take a Hamilton cab to my destination which costed me
$135.00. I arrived to Toronto at 1:15 AM. This should be the real timestamp.

If there are any details you need from me, please let me know asap or give me a call a

Thanks,

019-12-31 | 09:50 AM EST

As mentioned by the Porter staff on our flight to Toronto from Newark at Newark Liberty International Airport.

2
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Our flight PD142 was delayed by 3+ hours and so were other flights that were travelling to Toronto. Our flight
departed at 10:35 PM (I have recorded footage of when we had left) and arrived to Hamilton Airport at 12:00
AM on December 31st, 2019. The aircraft was diverted to Hamilton Airport as Billy Bishop closes at 11:00 PM.
We arrived to Billy Bishop at 1:15 AM which is already way past the 3 hours mark (4 hours) and based on the
Canada's Air Passenger Protection Regulations (CAPPR) I believe 1 nd I should
be compensated per what the Porter staff had kept telling us. I was forced to take a cab to my house as my
relatives were no longer able to pick us up from the airport which costed me $115.00. Also, I had to get to work
for 7:30 AM in Pickering out of which I had no sleep. Please let me know what the next steps should be.
Thanks.
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Nadine Landry

From: Info
Sent: Wednesday, March 18, 2020 3:22 PM
To:

Subject: RE: Westlet vacations

Hello
Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations provide a list of situations considered 'outside the air
carrier's control', including medical emergencies and orders or instructions from state officials. The
CTA has identified a number of situations related to this pandemic that are considered 'outside of the
air carrier's control'. These include flight disruptions to locations that are covered by a government
advisory against travel or unnecessary travel due to COVID-19.

In these situations, air carriers would not be required to provide standards of treatment or
compensation for inconvenience. However, they would have to make sure the passenger completes
their itinerary.

Until April 30th, the time at which passengers will be entitled to compensation for inconvenience
related to flight cancellations or delays will be adjusted, to provide air carriers with maore flexibility to
modify schedules and combine flights. Air carriers will be allowed to make schedule changes without
owing compensation to passengers until 72 hours before a scheduled departure time (instead of 14
days), and air carriers will be obligated to compensate passengers for delays on arrival that are fully
within the air carrier's control once those delays are 6 hours or more in length {instead of 3 hours).

The CTA has also exempted air carriers from offering alternative travel arrangements that include
flights on other air carrier's with which they have no commercial agreement.

Best,

info@ Team

Office des transports du Canada / Gouvernement du Canada
info@otc-cta.gc.ca/ Tél: 1-888-222-2592 / ATS: 1-800-669-5575
Suivez-nous : Twitter / YouTube

Canadian Transportation Agency / Government of Canada

info@otc-cta.gc.ca / Telephone 1-888-222-2592
Follow us: Twitter / YouTube
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Sent: Wednesday, March 18, 2020 12:43 PM
To: Info <Info@otc-cta.gc.ca>
Subject: Westlet vacations

ooked a flight with Westlet

gAp El, we booked this prior to the covid 19
.l also had purchased additional insurance which would refund my 55 in cases like this , however,
because Westlet cancelled all international flights they announced credits to be booked before March
30th 2021 .

My issue ? - i want my S$ back, | have no idea how my situation will be a year from now ? My work ?
Point is because of this uncertainty hovering over this epidemic & WIJ not fulfilling their commitment |
should have a choice to how | want my funds back not them telling us giving us deadlines

Westlet needs to comply with Westlet tariff international Act - rule 75 {c} (3}{E}

| am reaching out for someone to take action for us

Thanking you in advance

Sent from my iPhone
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Nadine Landry

From:

Sent: Wednesday, March 18, 2020 3:20 PM
To: Info

Subject: URGENT: flight re-booking

Hi,

I'm curious to know what your stance is on flights within Canada.

Back in January we booked a flight from Abbotsford BC to Edmonton AB with Swoop Airlines before COVID
19 was even being talked about. We are supposed to leave March 20th and return March 24th.

Now, with the provincial and federal government asking people to participate in social distancing and staying
home and avoiding non-essential travel...will the Canadian Air Transportation Agency be advising airlines
(specifically Swoop, since WestJet and Flair are already complying and providing either refunds or credits) to
those of us who would like to stay home and keep others healthy??

Thank
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Nadine Landry

From: Info

Sent: Wednesday, March 18, 2020 3:19 PM
To:

Subject: RE: Westlet refund

Hello,

Thanks for contacting the Canadian Transportation Agency.

The Air Passenger Protection Regulations {APPR} does not address airline obligations if a passenger
wishes to change or cancel their flight reservation. If a passenger wishes to cancel or change their
own flight reservation to a certain region because of a medical emergency or travel advisory there or
to a nearby region, the passenger should speak directly with the airline or check their tariff and the
fare rules on their website; https://www.otc-cta.gc.ca/eng/air-carrier-tariffs-posted-websites

The APPR provide a list of situations considered 'outside the air carrier's control’, including medical
emergencies and orders or instructions from state officials. The CTA has identified a number of
situations related to this pandemic that are considered 'outside of the air carrier's control'. These
include flight disruptions to locations that are covered by a government advisory against travel or
unnecessary travel due to COVID-19.

In these situations, air carriers would not be required to provide standards of treatment or
compensation for inconvenience. However, they would have to make sure the passenger completes
their itinerary.

Until April 30th, the time at which passengers will be entitled to compensation for inconvenience
related to flight cancellations or delays will be adjusted, to provide air carriers with maore flexibility to
modify schedules and combine flights. Air carriers will be allowed to make schedule changes without
owing compensation to passengers until 72 hours before a scheduled departure time (instead of 14
days), and air carriers will be obligated to compensate passengers for delays on arrival that are fully
within the air carrier's control once those delays are 6 hours or more in length {instead of 3 hours)}.

The CTA has also exempted air carriers from offering alternative travel arrangements that include
flights on other air carrier's with which they have no commercial agreement.

Best,
info@ Team
Office des transports du Canada / Gouvernement du Canada

info@otc-cta.gc.ca