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BQ GIAO THONG VAN TAI

BQ GIAO THONG VANTAI CONG HOA XA HQOI CHU NGHIA VIET NAM
Dgc ldp - Tu do - Hanh phuc

Sé: 14/2015/TT-BGTVT Ha N§i, ngay 27 thang 4 ndm 2015

THONG TU
Quy dinh v& vi¢c bdi thudng img truée khong hoan lai trong vin chuyén
hanh khéch biang dwong hang khong

_ Can cit Ludt Hang khong dén dung Viét Nam s6 66/2006/QH11; Lugt sira doi,
bo sung Ludt Hang khéng ddn dung Viét Nam s6 61/2014/QH13;

Cdn cir Nghi dinh s6 107/201 2/ND-CP ngay 20 thang 12 ndm 2012 cua Chinh
phii quy dinh chirc ning, nhiém vu, quyén han va co cdu t6 chirc cia Bé Giao
thong van tai;

Theo dé nghi ciia Vu trucng Vu Phdp ché va Cuc truomg Cuc Hang khong
Viét Nam,

B¢ truong Bé Giao théng van tai ban hanh Thong tu quy dinh vé viéc béi
thuong img truée khéng hoan lai trong vdn chuyén hanh khdch bang duong
hang khong.

Chuwong I
QUY PINH CHUNG

Piéu 1. Pham vi diéu chinh va d6i twgng 4p dung

1. Thong tu nay quy dinh vé& viéc bdi thudng mg truéc khong hoan lai trong
vén chuyén hanh khach bang dudng hang khong tai Viét Nam dbi voi truong
hgp hanh khach di dugc xac nhan chd trén chuyén bay nhung bj tur chdi vén
chuyén hoic ch'uyen bay bi huy hodc chuyén bay bi chim kéo dai do 15i cia
ngudi van chuyén.

2. Théng tr ndy 4p dung ddi véi céc td chirc, ca nhan c6 lién quan dén vige boi
thudng (mg trudc khong hoan lai trong vdn chuyén hanh khach bang dudng hang
khong tai Viét Nam.

Piéu 2. Giai thich tir ngir

1. “B&i thudmg img truéc khong hoan lai” 12 viéc bdi thudng bing tién hoac
bang céac hinh thirc phu hgp khidc ma ngudi van chuyén phai tra cho hanh khach
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trong cac truong hop theo quy dinh cua phép ludt khdng phy thude vao viéc xac
dinh mic thiét hai thyc té ciia hanh khach.

2. “Hanh khach bj tir chéi vin chuyén” 1a hanh ’khéch dﬁ co vé va c_lﬂ duogc xac
nhan chd trén chuyén bay nhung bj ngudi vén chuyén tir chbi van chuyén.

3. “Huty chuyén bay” 1a viéc khong thuc hién mdt chuyén bay ma lich bay dé
dit chd, ban vé cua chuyén bay nay dd dugc cong bo tré’n hf: théng ban vé dit chd
cua ngudi van chuyén trong vong 24 gid trude gid dy kién cat canh.

“Chuyén bay bi chim kéo dai” I chuyén bay c6 gi¢ khai hanh thyc té (tinh
tur thén diém riat chén tau bay) muon hon 4 gi¢ so véi thoi gian dy kién cit canh

theo lich bay cua nguoi van chuyen dugc cong bd cdp nhat dén 15 gidr clia ngay
hém truée ngiy chuyén bay dir kién khai théc.

5. “Nguoi van chuyén” 1 hing hang khong khai thac thyc t& cac chuyén bay.

6. “Xéac nhan ch6” 1a viéc ngudi van chuyén x4c nhin hanh khach da c6 chd
trén chuyén bay.

Pidu 3. Nguyén tic thyc hién

1. Viéc bdi thuong tmg truéc khong hoan lai duge thyc hi¢n cho cac ch_uyén
bay xuét phat tir Viét Nam trong trudng hop hanh khéch bi tir choi véan chuyén, bi
huy chuyén bay, chuyén bay bi chdm kéo dai.

2. Viéc thyc hién nghia vy bdi thudémg img trudc khong hoan lai khong anh
hwéng dén viéc thyc hién cac nghia vu khac ciia ngudi van chuyén khi van chuyén
hanh khach theo quy dinh cua phap luat.

3. Trong trudng hop phai bodi thuomg thiét hai theo trich nhi¢m dan sy cua
ngudi van chuyén thi khoan boi thudng img trude khong hoan lai néu tai Thong tu
nay dugc trir vao khoan tién boi thudng thiét hai.

_ Chwong 11
NGHIA VU CUA NGUOI VAN CHUYEN
VA QUYEN CUA HANH KHACH

Diéu 4. Nghia vy ciia ngudi vin chuyén

1. Bdi thuong l'rpg trudc khong hoan lai cho héml3 khach c6 vé va da dugce xac
nhéan chd trén chuyén bay véi mirc quy dinh tai Dicu 8 cia Théng tu nay trong
trudmg hop tir chdi van chuyén hodic hity chuyén bay hoic chuyén bay bi chim kéo
dai, trir cic trudng hop dugc mién trach nhiém quy dinh tai Diu 5, Diéu 6, Didu 7
cua Thong tir nay.

2. Quy dinh trong Diéu 1& vin chuyén vé chinh séch bdi thudmg, mirc bdi thuong
khong thap hon quy dinh ciia Thong tur nay.
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3. Cong b cong khai trén Trang thong tin dién tir cia ngudi van chuyén, tai
cang hang khoéng, vin phong dai dién, vin phong ban vé va hé thng dai 1y ban vé
clia nguoi van chuyén vé cac truong hop duge boi thuong img trude khong hoan
lai, mirc bdi thu'ong, chi tiét phuong thirc va thdi han bdi thudng, dia chi cu thé
thure hién viéc bdi thudmg,

4. Cung cap thdng tin cho Céng vy hang khong, doanh nghiép cang vé nguyén
nhin hily chuyén bay, chuyén bay bi chdm kéo dai ngay sau khi c6 quyét dinh hay
ho#ic ngay sau khi xé4c dinh chuyén bay bj chim kéo dai dé thyuc hién viéc gidm sat,
cip nhat 1én hé thong thong tin ctia cang hang khéng, san bay.

5. Bo cdo Cang vy hang khéng noi du kién cét canh vé viéc bdi thuong img
truéc khong hoan lai dbi v6i chuyén bay cé hanh khach bj tir chdi van chuyén hoic
bi huy chuyén hogc b1 chdm kéo dai khong mudn hon 24 gid ké tir thoi diém
chuyén bay du ki€n cat canh (truong hop chuyen bay bj hiy) hogc cat canh thuc té
(trudng hop chuyén bay cé hanh khach bi tir chdi van chuyén hodc chuyén bay bj
chdm kéo dai) theo mau quy dinh tai Phu lyc cia Thong tu nay.

6. Tiép nhén va giai quyét kip thoi khiéu nai caa hanh khach bi tir chéi van
chuyén, bj hiy chuyén hodc bi chdm kéo dai.

7. Ghi nhén dja chi lién h¢ duoc hanh khach cung cép nhu: sé dién thoai di
dong, sO dig¢n thoai co dinh, thu dién tu hoac sO die;n thoai cua ngum than trong
truong hop khong lién lac duge truc tiép dé cung cép cac théng tin vé tinh hinh
hity chuyén, chuyén bay bj cham kéo dai trudc 24 gid so voi gid cit canh dy kién
1am co s& cho viéc mién trir nghia vu quy dinh tai khoan 1 Piéu 7 Thong tu nay.

Piéu 5. Mién trir nghia vu ciia ngudi vin chuyén trong trudng hep tir chéi
véin chuyén

Ngudi vén chuyén duge lpién trir nghia vy bdi thudng {mg truée khong hoan
lai trong céc truong hop tir choi van chuyen hanh khach c6 vé va da duge xéc nhén
chd trén chuyén bay hoic dang trong hanh trinh theo quy dinh tai Diéu 146 Luat
Hang khong din dyng Viét Nam, cy thé nhu sau:

1. Do tinh trang sirc khoe clia hanh khach ma ngudi van chuyén nhén thdy viéc
vén chuyén hoc van chuyén tiép s& gy nguy hai cho hanh khach d6, cho nhing
ngudi khéc trong tau bay hodc gay nguy hai cho chuyén bay.

2. Pé ngin ngira lay lan dich bénh.

3. Hanh khéach khéng chép hanh quy dinh vé béo d4m an toan hang khéng, an
ninh hang khong, khai thic van chuyén hang khéng, x{r phat vi pham hanh chinh
vé hang khong dan dyng.

4, Hanh khéch ¢6 hanh vi lam mdt trat ty cong cong, uy hiép an toan bay hoiic
giy anh hudng dén tinh mang, sirc khoe, tai san ctia ngudi khac.
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5. Hanh khach trong tinh trang say ruqu, bia hodc cac chét kich thich khac ma
khéng lam chu dugc hanh vi.

6. Vi 1y do an ninh dugc co quan c6 thdm quyén théng bio.

7. Theo yéu céu clia co quan nha nuée c6 thdm quyén.

Piéu 6. Mién trir nghia vy ciia ngudi vin chuyén trong truwdmg hep hiy
chuyén bay hojic chuyén bay bj chim kéo dai

Ngudi vén chuyén dugc mién trir nghia vy bdi thudmg {mg truéc khong hoan
lai trong truéng hop hiy chuyén bay hodc chuyén bay bj chim kéo dai vi mét
trong cac ly do sau day:

1. Diéu kién thoi tiét anh hudng dén khai théc an toan chuyén bay.

2. Nguy co an ninh anh hwéng dén khai thac an toan chuyén bay.

3. Chuyén bay khéng thé thuc hién hofic bi cham kéo dai theo quyét dinh cia
co quan nha nudc cé tham quyén.

4. Do nhimg van dé vé y té cua hanh khéch (bi ém niing hofic chét sau khi da
1én tau bay).

5. Tau bay theo lich dy kién dé khai thic chuyén bay bj ph4 hoai hojic d6i tau
bay bi pha hoai.

6. Do xung d6t vii trang, mét 6n dinh chinh trj, dinh céng lam 4nh huéng dén
chuyén bay.

7. Trong trudng hop két cAu ha ting hang khéong, dich vy bao dam hoat ddng
bay khong dam bao cho viéc thyc hién chuyén bay.

8. Sur ¢ ky thudt xdy ra trong qué trinh khai thic tiu bay, tinh ti thdi diém
ngudi chi huy tau bay ky ti€p nhén tau bay sin sang thyc hién chuyén bay cho dén
khi két thic chuyén bay.

9. Hanh khéch dugc b tri hanh trinh t6i diém dén theo ké hoach béng chuyén
bay khac véi thai gian dén khong qué 4 gi¢ so voi thoi gian den dy kien cia
chuyén bay da dugc xac nhén cho.

10. Hanh khich dugc bé tri ti diém dén cia hanh trinh véi thoi gian dén
khong qua 6 gio so vai thoi gian den dy kién cua chuyen bay ndi chuyén trong
trudng hep diém dén theo ké hoach ciia chuyén bay 1a diém néi chuyén trong hanh
trinh ctia hanh khéch.

11. C4c trudng hop bét kha khéng khic.

Pidu 7. Mién trir nghla vy ciia ngudi vén chuyén trong céc trwdmg hop khdc

1. Ngudi van chuyén dugc mién trir nghia vy bdi thudng tmg truéc khong
hoan lai cho hanh khéch néu ngudi vén chuyén chimg minh dugc mdt trong céc
trudng hgp sau:
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a) Da thong béo biing 16 n6i, tin nhin, thu di¢n tir cho hanh khéch vé viéc hiy
chuyén bay, chuyén bay bj chdm kéo dai it nhét 24 gi& trude gidr khai hanh dy kién
theo t}ia chi néu tai khoan 7 Diéu 4 cia Théng tr niy; trudng hop thyc hién cude
goi bing dién thoai, phai thyre hién cude g?i trong vong 7h dén 22h véi tin suft 13
02 cufc, cich nhau 20 phiit néu cudc goi dAu tién khong lién hé dugc;

b) Hanh khich khong déing ky théng tin lién lac theo quy dinh;

c¢) Khdng lién h¢ dugc véi hanh khach theo thong tin lién lac 43 ding ky.

2. Ngudi van chuyén dugc mién trir nghia vu tra tién bdi thudng tmg truéc
khéng hoan lai trong truéng hep hanh khach dugc van chuyén mién phi; hanh khach
dugc van chuyén theo gid giam 4p dyng d8i v&i nhéan vién héng hang khéng
(Industry Discount Ticket), nhan vién dai ly ciia hang hang khdng (Agent Discount).

3. Ngudi van chuyén dugc mién trir nghia vu tra tién bdi thudng img trudce
khong hoan lai trong truong hgp hanh khach khong c6 mét lam thu tuc hang khéng
tai cang hang khong hoic dja diém khac theo thoa thuan véi ngudi van chuyén.

4. Ngudi van chuyén duge mién trir nghia vu tra tién bdi thudmg ng trude
khong hoan lai trong trudomg hop hanh khach ty nguyén tir bé xac nhén.

Pidu 8. Mikc bdi thwdmg img trwéc khong hoan lai

1. Mirc bdi thudmg cho m&i hanh khach d6i véi chuyén bay ndi dja nhu sau:

a) Chuyén bay c6 d6 dai dwémg bay dudi 500 km: 200.000 VND;

b) Chuyén bay c6 d6 dai dudmg bay tir 500 km dén duéi 1.000 km: 300.000 VND;

¢) Chuyén bay c6 d6 dai dudmg bay tir 1.000 km tr& 1én: 400.000 VND.

2. Mitc bdi thuomg cho mi hanh khéch d6i véi chuyén bay quéc t& nhu sau:

a) Chuyén bay c6 d6 dai duomg bay dudi 1.000 km: 25 USD;

b) Chuyén bay c6 do dai duomg bay tir 1.000 km dén duéi 2.500 km: 50 USD;

c) Chuyén bay c6 d9 dai dudng bay tir 2.500 km dén dudi 5.000 km: 80 USD;

d) Chuyén bay c6 @5 dai dudmg bay tir 5.000 km tr& 1én: 150 USD.

3. Ngudi vén chuyén c6 thé quy dinh mirc bdi thudng \mg trudéc khong hoan lai
nhung khéng dugc thdp hon mirc quy dinh tai khoan 1 va khoin 2 Diéu niy.

Piéu 9. Phwong thirc va thoi han bdi thudmg img truréc khong hoan lgi

1. Ngudi vn chuyén c6 thé bdi thudng Umg truéc khéng hoan lai cho hanh
khéch bang cdc phuong thirc sau day:

a) Tién mit;

b) Chuyén khoén ngan hang hoc théng qua céc dich vy trung gian thanh toan

- phit hop khéc trong tredng hop hanh khéch yéu cu. Déi véi phuong thirc nay,
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ngudi vén chuyén c6 nghia vy bdi thudng mg truée khong hoan lai trong vong 14 ngiy
lam viéc ké tir ngdy nhan dugc yéu cau cta hanh khich;

c) Ve mién cudc, chung tir boi hoan dé sir dyung tiép dich vu cta ngudi van
chuyén hoic cac dich vy mi&n phi khac trong truomg hop hanh khéch chép thuan.

2. Truong hop hanh khéch bj tir choi van chuyén do 16i ngudi van chuyén,
ngudi van chuyén c6 nghia vy boi thudng ngay cho hanh khéch tai mét trong cac
dia diém sau day:

a) Cang hang khong noi hanh khéch bi tir chdi van chuyén;

b) Chi nhanh hojc vin phong dai dién dugc ngudi van chuyén chi dinh theo
théa thudn vd&i hanh khach trong truong hop hanh khach 1am thu tuc tai dja diém
khac ngoai cang hang khong;

¢) Vao tai khoan do hanh khach cung cép trong trudng hop lya chon phuong
thirc quy dinh tai diém b, khoan 1 Piéu nay.

3. Trudng hop hity chuyén bay, ngudi van chuyén cé nghia vy bdi thuéng cho
hanh khach:

a) Tai cang hang khong noi chuyén bay bj huy;

b) Tai chi nhanh hojc vin phong dai dién ctia ngudi vén chuyén theo yéu cau
cua hanh khach hogc dugc ngudi vén chuyén chi dinh trong thdi han 14 ngay 1am
viéc ké tir ngay hity chuyén bay;

¢) Vao tai khoan do hanh khach cung cép trong trudng hop lya chon phwong
thitc quy dinh tai diém b, khoan 1 Diéu nay.

4. Trudmg hop chuyén bay bi cham kéo dai, ngudi van chuyén c6 nghia vy bdi
thuong cho hanh khach:

a) Tai cang hang khéng noi chuyén bay cit canh hoic ha cénh;

b) Tai chi nhanh hoéc van phong dai (S!ién cua ngudi vin chuyén theo yéu céu
cta hanh khach hodc dugc ngudi van chuyén chi dinh;

¢) Vao tai khoan do hanh khéch cung cép trong truong hop lya chon phuong
thirc quy dinh tai diém b, khoan 1 Diéu nay.

Piéu 10. Quyén ciia hanh khéch

1. Pugc tiép nhén théng tin vé cac ndi dung quy dinh tai khoan 3 Diéu 4 cua
Théng tu nay.

2. Pugc nhén bdi thudng \mg trudc khong hoan lai tir ngudi vin chuyén theo
céc phurong thirc va thai han quy dinh tai Thong tu nay.

3. Trong truémg hop hanh khach khong nhén dugc khoan bdi thudng img trudc
khéng hoan lai hogc mirc béi thudng tmg trudc khong hoan lai chua phu hop véi
cac quy dinh cua Thong tu nay, hanh khach giri vin ban dé nghj dén nguoi vén
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chuyén trong thoi han 90 ngay ké tir ngay chuyén bay dy kién cit canh dé yéu chu
ngudi van chuyén thyc hncn nghia vy. Trong thoi han 7 ngay ké tir ‘ngay nhén dwoc
vin ban, ngucn van chuyen c6 nghia vy tra 1o1 bing van ban vé viéc thyc hién
nghia vu bdi thudng img truéc khong hoan lai theo quy dinh tai Thong tu nay.

4. Hanh khach c6 thé khi ki¢n nguoi van chuyén ve vige boi thuong thiét hai
theo quy dmh cua phap luat dan sy néu khéng déng y véi quyét dinh cia ngudi
véan chuyen néu tai khoan 3 Piéu nay.

Diéu 11. Nghia vy ciia hanh khich

1. Cung cép ddy du, chinh x4c cic théng tin quy dinh tai khoan 7 Diéu 4
Thong tu nay.

2. Lya chon va thong béo cho ngudi van chuyén biét v& phuong thirc nhin bbi
thudng g trudc khong hoan lai.

Chuong 111
TO CHUC THUC HIEN

Piéu 12. Trach nhiém ciia Cyc Hang khéng Vigt Nam

1. Cong b 9 dai dudng bay noi dia va qudc té xuat phat tir Viét Nam lam co
s& cho viéc tinh mic tién bdi thudng Umg truée khong hoan lai néu tai Piéu 8 cua
Théng fir nay.

2. Kiém tra, gidm sat, xi ly theo tham quyen viéc thuc hién cac quy dinh vé
bdi thudng mg truée khong hoan lai trong vén chuyén hanh khach bing dudng
hang khéng.

Pidu 13. Trach nhi¢m ciia Cing vu hang khéng

1. Niém yét cong khai 45 dai duomg bay va cdc quy dinh cua Théng t nay tai
cang hang khong.

2. Klem tra, gidm sat, xir ly theo thim quyen vigc thyc hién nghia vu nguoi
van chuyen cac truomg hop hanh khéach bi tir chdi van chuyén, chuyén bay bi huy,
chuyén bay bj cham kéo dai ciia ngudi vén chuyén theo quy dinh tai Thong tu nay.

3. Bao cdo dinh ky hang thang hodc dét xuét theo yéu cdu cho Cuc Hang
khﬁng Vif::t Nam vé viéc gidm sat cac ndi dung dugc quy dinh Théng tu nay theo
tham quyén.

Pidu 14. Trich nhiém cia Doanh nghigp cing hang khong

Doanh nghiép cing hang khong co6 trach nhi¢m cap nhat thong tin chuyén bay
bi huy, bi chdm kéo dai 1én hé théng thdng tin cua cang hang khong ngay sau khi
nhén dugc thdng tin do ngudi vén chuyén cung cap theo quy dinh tai khoan 3 Piéu 4
Thoéng tu nay.
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Piéu 15. Hi¢u lyc thi hanh
1. Thong tu ndy c6 hiéu lyc thi hanh ké tir ngay 01 thang 7 nim 2015,

2. Bai bo Quyét dinh s6 10/2007/QD-BGTVT ngay 27 théng 02 nam 2007 cla
B trudmg BY Giao thdng vén tai quyet dinh v& viéc bdi thudng img trudc khong
hoan lai trong vén chuyén hanh khach bang dudng hang khéng.

3. Chanh Van phong B9, Chanh Thanh tra B§, cac Vu truong, Cuc trudng Cuc
Hang khong Viét Nam, Thii trudng cc co quan, td chirc va c4 nhin c6 lién quan
chju trach nhi¢m thi hanh Thong tu nay./.

BQ TRUONG

Pinh La Thiing
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PHU LUC
(Ban hanh kém theo Théng tu s6 14/2015/TT-BGTVT ngay 27 thang 4 nim 2015
cta Bj truong B¢ Giao thong vén tai quy dinh vé viéc béi thuomg umg trude
khong hoan lai trong vén chuyén hanh khdch bang duomg hang khong)
MAU BAO CAO CUA NGUUI VAN CHUYEN

VE VIEC BOI THUONG UNG TRUGC KHONG HOAN LAI POI VOI HANH
KHACH B] TU CHOI VAN CHUYEN, HUY CHUYEN BAY

Ly do bdi |Mirc bdi| Thoi han bdi| Phuong an

Ho va tén | M3 43t ’
thuomg @ | thuomg | thuong @ [giai quyét ©)

hanh khach| chd

........................................................................................................................

Téng sb:

() Néu cy thé s6 hiéu chuyén bay, hanh trinh (Vi du: AB123, HANSGN);

@ Néu cy thé ngay, thoi gian dy kién cét canh theo lich bay 4 bao cdo Cuc Hing
khong Viét Nam (Vi dy: 07.00 ngay 31/12/2014);

®) Néu cy thé 1y do: khéch bj tir chéi vén chuyén, chuyén bay bj hity; chuyén bay
bi chidm kéo dai;

@ Néu cy thé thoi han bdi thudng;

) Néu cu thé phuong 4n giai quyét theo yéu cau cuia khach: ddi hanh trinh, chuyén
sang chuyén bay ké tiép, hoan vé...;
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