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Air Passenger Service Plan

In accordance with the Ministry of Land, Infrastructure and Transport of the Republic of Korea

Notification No. 2016-471, SriLankan Airlines publishes its Air Passenger Service Plan as follows:

Action in the Event of Denied Boarding due to Overbooking

In cases where denied boarding is anticipated on flights departing from airports in South Korea
due to overbooking, SriLankan Airlines will seek voluntary deferment of boarding to minimize
involuntary denials. For those unable to board even after such measures, we will handle the

situation according to the "Consumer Dispute Resolution Standards.”

Measures for Baggage Damage

SriLankan Airlines strives to ensure the safety and timely arrival of passengers' baggage. In
unavoidable circumstances resulting in baggage delay, loss, or damage, we will compensate within
the limits specified by international agreements or domestic laws. If a passenger has declared the
anticipated value of checked baggage upon delivery, SriLankan Airlines assumes responsibility up

to the declared value, unless proven otherwise.

SriLankan Airlines assumes responsibility for damages only if the cause is related to facts
occurring on the aircraft or during the period when checked baggage is under the control of
SriLankan Airlines. However, we do not accept responsibility if the damage is caused by inherent

defects, special characteristics, or hidden defects of the checked baggage.

For losses or damages due to delay in checked baggage, SriLankan Airlines accepts responsibility.
However, if reasonable measures to prevent damages were taken by SriLankan Airlines and its

agents, or if such measures were impossible, the airline is not liable.

Cancellation, Refund, or Change Information for Air Tickets

When selling air tickets in South Korea, SriLankan Airlines provides information on cancellation,
refund, and change regulations and conditions through its website, telephone, email, or fax

inquiries.



Measures in the Event of Delay within the Movement Area

SriLankan Airlines endeavors to minimize unnecessary delays within the movement area at South
Korean airports. In the event of a delay lasting more than 2 hours within the movement area,
passengers will be provided with appropriate food. However, exceptions may apply if safety or
security considerations are deemed significant. If a delay exceeds 3 hours for domestic
transportation or 4 hours for international transportation, passengers will not be kept within the
movement area unless there are exceptional circumstances such as weather conditions or

government directives.

SriLankan Airlines will implement emergency plans for delays within the movement area,
deploying personnel and resources, and coordinating with relevant authorities to promptly resolve

the situation.

Measures for Changes after the Sale of Air Tickets

If SriLankan Airlines is unable to operate a flight as scheduled due to changes in business plans,
government non-approval, expected delays of 30 minutes or more, or cancellations, the airline will
inform affected passengers through text messages, emails, phone calls, or equivalent means.
Notifications will be made if passenger contact information is available, and for changes within 1
hour before departure, airport announcements will be prioritized. Except for same-day changes,

details will also be posted on the website.

Information Provision*

Information on baggage fees, free checked baggage allowances, and regulations may be
confirmed through the airline's website, email, telephone, or fax inquiries. Any changes to

baggage regulations or fees will be announced on the website.

For codeshare flights, differences in fares between the selling carrier and operating carrier may
occur. Actual check-in procedures are conducted by the operating carrier, and free baggage

allowances for codeshare flights can be checked on the website or e-ticket.

The seating layout, including emergency exit locations, of SriLankan Airlines' aircraft, is provided

on the website, including seat pitch and width.



Mileage Program

SriLankan Airlines will make every effort to prevent the omission of mileage due to the airline's
fault. For unavoidable instances of missing or expiring mileage, passengers are encouraged to

contact the airline's reservation and ticketing department for expedited resolution.

For mileage from partner airlines in the Oneworld alliance, please inquire directly with the

respective airline.

*SriLankan Airlines reserves the right to change the aircraft due to operational or other reasons and in that
event the seating layout may change.



