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03 May 2022 - Version 01.

Q&A AUTOMATION OF NAME CORRECTION FOR BASIC
CHANGES.

The following Q&A is intended to document the main concerns that have been identified as
relevant and may clarify any doubts that agencies may have after the automation of basic
corrections.

1. What is the implementation about?
A/ Avianca offers the possibility of automatically correcting the name in a booking in the
event that basic errors are found, which should not alter the meaning of the customer's
name, gender or phonetics. Only for the cases described in this case it will not be necessary
to have an authorization code.

2. Since when does it apply?
A/ This automation applies from May 03, 2022

3. Towhomis it addressed?
A/ It is addressed at the indirect channel, specifically to travel agencies that have an
Amadeus distribution system, as well as for AviancaDirect agencies with agency portal
connection, for Avianca Sync and Avianca Link connections they must be managed
through AGS360.

4. Why does it not apply to agencies with other distribution systems?
A/ This implementation cannot be performed with agencies using Sabre, Travelport
(Galileo, Worldspan and Apollo) distribution systems, etc., because these GDS’ do not
include the possibility of applying the rule for partial name correction (3 characters), only
full name correction can be enabled, so it is not enabled.

5. What are the allowed corrections?
A/ Avianca will automatically correct a maximum of 3 characters in the first or last name
of an issued booking where there is evidence of a spelling or typing error.
Please consider:
A. ltisnot allowed to change the meaning of the first or last name.
B. Thesameroute, bundle,date and time of the original purchase must be maintained.
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10.

Examples of allowed changes.

e Carolina Dias for Carolina Diaz

e Gisella Ruiz for Gisela Ruiz

e Cindy Martinez for Cindi Martinez or Sindy Martinez
e Mario Echeverrifor Mario Echeverria"

e Luiss for Luis

e Camifor Camila

e Luchofor Luis

What charges should be made by the travel agent?

A/ The travel agent should NOT generate the automatic basic name correction charge as
this is exempt from the change fee and fare differences. The original purchase conditions
regarding route, bundle, date and time must always be maintained.

And what about the other waivers?
A/ The other name correction waivers continue to be handled in the traditional way
through AGS360, attaching the corresponding supports.

¢ Inverted name - Rios/Jose Juan for Rios /Juan Jose.

¢ Add last name - Meza/Mario for Bedoya Meza/Mario.

¢ Add name - Bedoya/Angel for Bedoya/Miguel Angel.

e Correction of name of nicknames or diminutives - Franco/Peter for Franco/Pedro
e Change for legal reasons - Reyes/Yesid mr for Reyes/Geraldin mrs

What documentation should the agent request for this process?
A/ The travel agent must ask the client for an identity document that allows validation of
the spelling or typing error.

Does it apply to bookings with quotas from other airlines (Codeshare & Interline)?

A /No, for bookings with quotas from another airline and tickets issued with AVH plate it
is not possible to manage on the same booking, a new one must be made and reissued, this
must be managed through AGS360.

What other considerations should | take into account?

a) In the case of name correction on tickets with complimentary upgrades, the
adjustment is allowed, maintaining the upgrade in class (I).

b) Corrections are allowed only once.

c) The ticket must be unused or partially used.

d) The itinerary, date, time and route cannot be modified and must exactly much the
original PNR.
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e) The ticket must be reissued immediately after the name correction, otherwise the
booking will be cancelled due to expiration of the time limit, since the robot does not
recalculate times.

f) Automatic correction is allowed only for bookings that have an issued ticket.

Should the booking be documented?

A/ Bookings that apply to perform this procedure must be documented on an OTHS AV- SSR
indicating the change that was made,

SSR OTHS AV NAME CORRECTION FROM TORREZ/ANDES TO TORRES/ANDRES

12.

13.

14.

If | have a basic name correction in a group booking, how is it handled?

A/ For group bookings prior to issuance, the agency may correct or change names in GSO
and this is updated in Amadeus without restrictions, once issued, they must contact the
group area without exception for any name corrections.

How will | manage my changes as of May 3rd?
A/ As of May 03, Amadeus agencies that detect basic errors in the name of the ticket can
self-manage it in their distribution system, proceeding to make the correction directly on

the booking, taking into account the conditions set forth by the company in the
AUTOMATION OF BASIC NAME CORRECTIONS IN AMADEUS TRAVEL AGENCIES

bulletin, as of this date these requests will not be received through AGS360.

With which area is the error reporting done?
A /For system error queries please refer to the GDS help desk, for communication queries
please refer to AVTRADE.
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PROCESS

Below, you will find the step-by-step instructions to follow in Amadeus to make the basic name
correction.

> GRAPHIC ENVIRONMENT

1) Identify the spelling or typing error in the booking.

dMaDEUS s

Creste Wew: PHR. | Search PR e m m FTIB0N | Office 1D : BOGAVZIFP | Logos

134-2103922708 3

Copy tn Soratchpad

E-Ticket Number Tickating Management Interlining Display.

voit Chamge Coupon Status Gek coupon control Extended E-Ticket Display
Rarhurd Set | Remove involurtary indicotor  Push coupon control 3

r 039 0g t E-Ticket Histeey
GOMES/ANDES (ADT) Adkd Original Tssue Document Exchange to FIM Refrash
Renalidate: Prit

Print | Email | Fax Boouments.
Summary of E-Ticket Overnide(s)

‘Conjunction Loc Camp Loc Type  CRS ResSys Frequent Fiyer Number 1ATA Offica Number Origin/Destination Fare Calc Mode ssue Place Issue Date
- WFVT? - ETKT 1A - 00126733 BOGLTG o BOG. JIMARZ2

® Dep Location  Am.location  Step Flight  Class Date Time Sector Status  FareBasis  Fare Family  FareOwner  Coupon Status NVB  NVA  Baggage  Involustary
1 B0G = MO788 S ORAR 1035 OK SESBIBRO S I OPEN (BAPR  (BAPR  ORC

Tesus Status: F (Firse [

Copy 1o Seratchpad Cogy to Seratehpad
Fare Information Additional Information
Currency Amount Tour Code
Pubiishad Fare - .
et Fare . Commission

Base Fare 196.000.00 Fare Calculation BOG AY CTG Q1600000 182000, 0000¢ 158000, 00END
[T i e ettt

2) Review the cases in which it is possible to automatically handle the error Item 3.1
Considerations.
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3) Under the same PNR, select the name and make the correction

4) The system will ask you to confirm if you are sure about correcting the booking name.

Change Passenger

You are about 10 change 3 passenger rame

A Pleasse note thas oy passenges associted information wil

be removed.

[ (=
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5) Upon acceptance, the system will create an alert, requesting immediate reissuance. In the
name field, you can already see the correction made.

Passenger and Contact Information

A Warning
 Warring message
= WARNING REISSUE IS RECOMMENDED AFTER NAME CHANGE
» FEHWARNING PAX NAME CHANGED. CHECK NAME BEFORE EOT =%

Passenger Information
# PE Last ame First Name And Title Infant Extra Seat Cabin Baggage
L | GOMEZ ANORES r l' =
B Hide Passenger Contact Information
Contact Type Recipient IDetails m
Email v e 1)
futometi — r ool
Adkd Cortact Dertail

Bl Fide Main Contact [nformation

Contact Tvoe Recislent Details

Aoty and CGose | | Clomm

6) Save changes.

dMaDEUS rnme  calola t ocks Links enonment: (RN
Cramte New: PNRL | Search PR @ Covid- 19
PNR 3XFVT7 FLIGHT SEARCH PRICING ST E-TICKET TSM EMD Place oo Quene
Lansnch Smant Flow
cllspse A
Passangar Datails
Passenger Detalls Section ~
Add | Update it PHE
E| Aukd

Main Contact Address

MOBILE: +57 3132312323 Biling Addness {AB): GOMEZ ANDRES, CALLE 200 13 12, BOGOTA, Colombia

Passenger PTC Contact & Address VIR Change Delate

i) GOMEZ | Ardres ADT Change '

Itinerary Details ~
AddMedly  Modity Fights  Madity Flghts Flow  Pri ary  He-Price/Changes E-lidets Auvmatiealy  Re-Price e Frint | Erval | Pese Ionesary

Segment Class  Date Day  Dep. Location Aur. Location Dap. Time A, Time Status  Aircraft Duration Ticket Status Info.  Seat  Deloto Al

1 w9788 s AR FRI BOG1 TG 1215 1405 HE 1 320 01:30 Tickibod B1 Seot  Delote

Non-Air Bookings W
Services v

Add Sarvi Sorwi
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7)  Editthe TST leaving it as non-ADC; including fees, fares, charges from the original ticket.

dMaDEUS

Create New:

Search PNR

PNR 3XFVT7 ( ¢ PRICIN T X M (200} Place ¢

BN | Office [D © &

3 I Add Ren oess  Add ) Benoue Sextor IST Modiy TST iy Tuess  Moddy Fees  Add Odgioal Dodurment
TST 1 - GOMEZ / Andres (ADT)
TST Matches PNR: () YES @ NO | OvigindDestination:  BOGCTG | Last Updater: BOGAV21FP ON/31MAR | TST Type: M (Manual priced)

# Dep.City Am.City Stop FlightNo. Class Date Dep.Time SectorStatus Fare Basis Fase Family § Fare Owner  NVB NVA Baggage
1 BOG TG AV 9788 5 CBAFR 1235 oK SE5 BiBRQ [ v oarrzz @ oewr22 @ o PC v
® \oluntary Ressue () Tnvoluntary Re-tssue
Fare Information idditional Information
Currency Amount

bur Code
A Net Fove
Base Fare ® Numerical () Other oo 108000,00 omission
Add Banker Rate
Mies B0G AV CTG Q16000.00

182000 00009198000, 00END

- oo 27,50000 W Coiculation
Fees T ] i
TOTAL (o] 0.00
Mies s Calcuation

fyment Restricons

8) Reprice / Change is selected to perform the revision.

dMaDEUS

Creste Wews PRE. | Search PR 2 KRG 718N | Office ID : BOGAVZIFP | Logout

K PNR 3XFVTT ¥ SEAR RICT 5 CxE Endof o <

Reprice [ Change E-ticket Automatically View:  TST Summary  FOP Summery
Select E-ticket

@ success Message

® Retrieve E-Ticket request succesded (5872)

Select Change Type
® Voluritary
Reason Involuntary
Coeruiption

Seloct E-ticket
& E-tickets for BOGCTC

Passenger PTC

1 GOMEZ [ Andres ADT

- o o
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Reissue the ticket immediately, otherwise the booing will be cancelled due to time limit

expiration, since the robot does not recalculate times. Confirm issue documents information.

@ Intranet Inicks X

K PNR 3XFVT7 T SEAR

Reprice | Change E-ticket Automatically
Select E-ticket

View By ® passenger |

Passenger

1 GOMEZ [ Andres

E-Ticket Settings

Sot daba on E-tickets

EMD Settings

pCC

1 Present Crad® Card for Verification

10) Ticket issued

Puntos Propic. X

< C & uatdresdeskiopalieaamadeus.com
3 & N @ 6
dMaDEUS

Create New: PR Search PNR

Document Filter By

i Registro segu X

il Seguimiento - X

Secure - i

Re-price: Hinerary

TST ane TSM
Sector Document
AL TST3

o Comeo Noho: X

ULANGLUAGE

% By Tradwctorde: X

View:  Sot Ticketing Amamgament
Issue Documents

Manage Form Of Payment
Piease Enter Callr’s Detols i
Tickebed [ Issued Reason for Issuance Service Code  Price{Incltaxes)
] e 0.00
~
~

+ = a »

TST Summary  FOP Summary

@ Intranet Inicio X | [ Puntos Propio- X ‘ i Registro_segu X | @ Seguimiento - X | G Comeo:Nohor X @) AltéaReservas X B Traductordet X | + v - X
<« (&) @ uat3.resdesktop.altea.amadeus.com/app_ard/apf/init/login?SITE=AAVBAIDL&LANGUAGE=GB&MARKETS=ARDW_PDT_WBP&ACTION=clpLogin# ©v B e o a
@ B Coreo:NohoraEliz.. @ @) AltéaReservationD.. (@ Cursos ARDWeb -.. @ PayU Secure - Repo.. [M Avianca Trade | Age.. WY RevApp @ Inscripcion a un pro.. Pages - Solicitudes.. »
Create New: PNR  Search PNR e trie Jovid 77180N | Office ID : BOG4V21FP | Logout

E-Ticket Number Ticketing Management Interlining Display 5

void Change Goupon Stat Get coupon control Extended E-Ticket Display
134-2103922710 Refund Set / Remove involunttary indicator  Push coupon control E-Ticket Histary
GOMEZ/ANDRES (ADT) Add Original Issue Document Exchange to FIM Refresh
Revalidate
il / Fax Documents
Summary of E-Ticket Override(s)

Conjunction Loc Comploc  Type CRSResSys Frequent Fiyer Number TATA Office Number Origin/Destination Fare Calc Mode Issue Place Issue Date

- IXFTT ETKT 1A - 00126733 BOGCTG 0 BOG 31IMAR22

# Dep.location  Am.Llocation  Stop Flight  Class Date Time SectorStatus  FareBasis  Fare Family  Fare Owner  CouponStatus NVB  NVA  Baggage  Involuntary

1 BOG 16 - AVOTES S 08APR 1235 OK SESBIBRQ S Y OPEN 0BAPR  OBAPR  OPC

Issue Status: R (Reissue)

Copy to Scratchpad Copy to Scratchpad
Fare Information Additional Information
Currency Amount Tour Code

Published Fare -

Net Fare Commission .

Base Fare cop 198,000.00 Fare Calculation BOG AV CTG Q16000.00 182000.00COP198000.00END

Banker's Rate: Original Issue/In Exchange 134-210392270980G31MAR22/00126733/134-2103922709
i F

Eauhvalent fare Endorsement/Restrictions /C1NON REFUNDABLE/ CHANGES

Taxes cop 0.00 RESTRICTED/ RESTRICTIONS APPLY

EOTAE €05 Osne Settlement Authorization -l

Close All Tabs
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» CRYPTIC ENVIRONMENT

1) Identify the spelling or typing error in the reservation and on the ticket.

Booking

Ervironment

TEST (POT)

7180N | Office D ; BOGAND22S | Log

Cogy to sostchosd  Comvmand History

& -

Quese v
Settings v
Calculate and Convert v
Tools ~

Amadeus Information System

= Sales Report
Quesy Reort (1)Q)
Form Of Paymirt Report (TIF)
Item Sales Report (1J0)
Sakes Perkod Surrerary Regort (T35)
Transaction Repoet (1J1)
Daly Repert (TI0)

Cryptic Window

Copy PR

Fight 1nformanion

E-Ticket and Invoice Report

Flight Loading List =

Ticket

dMaDEUs

Crasta New: FIR search @ pR O Member  ANUEHQ ceZm e 77800 | Office 1D BE

RetrieveModify w > twd
Quave ~

Settings v

Calculate and Convert

Tools ~

Arradens Tnformation System
B Sales Report

Query Report (T)
Frarm OF Bayment Heport (1F)
Thirn Ses Repart (TIT)
Sales Period Sumamary Repert (T15) 3| |
Transaction Regport (TIT)
Daily Repart (T307)

Cryphic Window

Copy PHR

Flight Information

E-Ticket and Invoice Report

Flight Loading List

Retriove Passenger List -
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2) Review the cases in which it is possible to automatically manage the error Item 3.1
Considerations.

3) The ticket field is removed from the ticket on the booking.

Croabis Nive: PR Search ® PRt ) Momber  4NLIENG e B m

B Show Smart Flows

SON | Office 1D : BOGANDZZS | Logout

Retrieve Modify v £t !I
Queve w
Sattings hd
Calculate and Canvert v
Tools A

Armadeus Tnformation System
7 Solos Report
Query Report (TIQ)
Fam Of Pmyment Report (THF)

Ieen Sales Repost (T1)
Sales Period Summary Report (T15) I
Transaction Repart (TIT)
Daily Report (TI0)

Cryptic Window

oy PR

it infarmation

ket and Imvolce Repart

Flight Loading List
Retriave Passenger List =

4) Under the same PNR, make the entry 1/1 with the correct name
1/1GOMEZ/ANDRES

i Calculate & Convert Tools

Create New: PNR Search ® PNR O Member  4NUEHQ = 77180N | Office ID : BOGAV0225 | Logout

PO - B Show Smart Flows

Retrieve/Modify v > xell

Queue

<

Settings

4

Calculate and Convert

<

Tools A
Amadeus Information System
I Sales Report
Query Report (TJQ)
Form Of Payment Report (TIF)
Item Sales Report (TJ1)
Sales Perlod Summary Report (TJS)
Transaction Report (TIT)
Daily Report (T1D)
Cryptic Window
Copy PNR
Flight Information >[1/1gomez/andresmy ]
E-Ticket and Invoice Report
Flight Loading List

Retrieve Passenger List -
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5) The system sends a message confirming the change.

Search @ pr ) Mamiber

RetrieveModify v !I
Queue v
Settings w
Calculate and Convert W
Tools A

Arades Informmation System
B Salles Riport

Cuesry Report (TX)
Form OF Payment Repart (THF)
Thesm Sales Repot (TIT)
Sales Perodl Surmmary Report (TIS)
Tiansaction Report (TIT)
Cunily Report (TID) ]

Cryotic Window

Copy PR

Fight Trformation

E-Ticket s Irrwice Report

Flighit Loading List

Retrieve: Parssengar List -

6) Editthe TST leaving it as non-ADC; including fees, fares, charges from original ticket TTI/EXCH

TEST (PDT)

Search ® pNR O

ANUEHQ
B Show Smart Flows
Retrieve/Modify v . tqt

77180N | Office ID : BOGAV0225 | Logout|

Queue v
Settings v
Calculate and Convert v
Tools A

Amadeus Information System

=) Sales Report
Query Report (TIQ)
Form Of Payment Report (TJF)
Ttem Sales Report (TJI)
Sales Period Summary Report (T15)
Transaction Report (TIT)
Daily Report (TID)

Cryptic Window > [FTI/EXCH] ]
Copy PNR

Flight Information

E-Ticket and Invoice Report

Flight Loading List

Retrieve Passenger List &

‘ »
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7) NO ADC change is evidenced.

Calculate & Convert

Create New: PNR Search @ PNR O Member
Retrieve/Modify v
Queue v
Settings v
Caleulate and Convert v
Tools ~

Amadeus Information System
B Sales Report

Query Report (TIQ)
Form Of Payment Report (TIF)
Ttem Sales Report (TJT)
Sales Period Summary Report (T3S)
Transaction Report (TIT)
Daily Report (TID)

Cryptic Window

Copy PNR

Flight Information

E-Ticket and Invoice Report

Flight Loading List

Retrieve Passenger List

4NUEHQ e 19

B Show Smart Flows

> TTI/EX

TST00001 PC BOGAVO22

/ANDE!
BOG AV 8472 5 30MA

RESTRICTIONS A

/C1 NON RE

O/ChR

av

77180N | Office 1D : BOGAV0225 | Logoul

8) The tkt is entered as original issuance (FO) fxq/tkt134-

Calculate &

Tools. Links

~
~
v
Calculate and Convert ~
Tools ~
Amadeus Information System
£} sales Report

Query Report (TJQ)
Form Of Payment Report (TIF)
Item Sales Report (TJI)
Sales Period Summary Report (T1S)
Transaction Report (TIT)
Daily Report (TID)
Cryptic Window
Copy PNR
Flight Information
E-Ticket and Invoice Report
Flight Loading List
Ratrieve Passenger List

Search ® PNR O Member  4NUEHQ e

B Show Smart Flows
SEE fld bR

RACVINUADLE/ “AANGED RESIRALAGU/ REJiRA-LLUND AFEL

30MAY

228000

YSTR TX

EN -
10.FV

77180N | Office ID : BOGAV0225 | Logout

=

> [FXQ/TKT134-2100975256
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9) System confirms the change made in the tkt as NO ADC.

77180N | Office ID : BOGAVI0225 | Logou

Create New: PNR Search ® PNR O Member  4NUEHQ
Tm— N Show Smart Flows

Retrieve/Modify v >
Queue v Q/TKT134-
GOMEZ/ANDRESMR
Settings v .
Calculate and Convert v
Tools ~
Amadeus Information System o -
= Sales Report
Query Report (TIQ) 30MAY30MAY OP
Form Of Payment Report (TJF)

Ttem Sales Report (TJI)
Sales Period Summary Report (TJS)
Transaction Report (TIT)
Daily Report (TID)
Cryptic Window
Copy PNR
Fiight Information )

T DIFFERENCE COP 1]

v

E-Ticket and Invoice Report [ |
Fiight Loading List
Retrieve Passenger List M

10) Enter received

TEST (PDT)

dMaDEUS

Create New: PNR PR O Member |4NUEHQ @ 77180N | Office ID : BOGAVD225 | Logot

B Show Smart Flows

Retrieve/Modify v > RT
Queue v +*+ WARNING PAX NAME CHANGED. CHE
I R ———

Settings v V0225/BOGAV0225 oN/ 4NUEHQ

Calculate and Convert v ;
*1A/E*

Tools A

Amedeus Information System
B Sales Report ANDRES
Query Report (TIQ)

Form Of Payment Report (TIF)
Ttem Sales Report (TI)
Sales Period Summary Report (TJS)
Transaction Report (TIT)
Daily Report (TID)

Cryptic Window

Copy PNR >[RE_ANDRES GOMEZ |

Flight Information

NA-GOMEZ ANDRES/Al-CALLE 85 1(

E-Ticket and Invoice Report
Flight Loading List
Retrieve Passenger List v
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11) TTPticketisissued.

Create New: PNR Search ® PNR O Member | 4NUEHQ e Covid-19 77180N | Office ID : BOGAV0225 | Logout
T i Show Smart Flows ]
Retrieve/Modify v > RF BNDRES G nl
Queue v

Settings h ANUEHQ
Calculate and Convert v
Tools ~

Amadeus Information System
£ Sales Report
Query Report (TIQ)
Form Of Payment Report (TIF)
Ttem Sales Report (TJI)

E PAX /Cl NON

Sales Period Summary Report (TJS) 9 FO 76400586/134-21009752562E
Transaction Report (TIT)
Daily Report (TID) 10 £

Crypic Window 12 is NA-GOMEZ AN 5 10

Copy PNR

Aight Information > e |

E-Ticket and Tnvoice Report
Flight Loading List

Retrieve Passenger List -

12) The booking and ticket issued with the correction is validated.

dMaDEUS

Create New: FNR Seach @ pit O Member

| Logoue

Retrieve/Modify w
Queue ~
Sattings v
Calculate and Convart v
Toals ~

Amiadens Trformation System
= Sales feport
Query Repert (THY)
Farm Of Payment Report (TJF)
Nern Sales Report (TI1)
Sales Perod Summary Report (T)5)
(mm

Trarnaction R

Dally Repait {10}

Cryptic Window

Copy PR,

Fiight Informaltion

E-Thokiet and Inwiokoe Rapedt
Flight Loading List

Retrive Padsenger List -
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nvironment:
Create New: PNR Search ® PNR (O Member  4NUEHQ @ 77180N | Office ID : BOGAV0225 | Logout
T - Show Smart Flows -
Retrieve/Modify v > TWD

Queue v
Settings v
Calculate and Convert v 30MAY30MAY NO
Tools ~

Amadeus Information System

) sales Report
Query Report (TJQ)
Form OF Payment Report (TJF)
Item Sales Report (1)
Sales Period Summary Report (TJS)
Transaction Report (TJT)
Daily Report (TID) > |

Cryptic Window

Copy PNR

Fiight Information

E-Ticket and Involce: Report

Flight Loading List

Retrieve Passenger List - -




