CiviL AviATION AGENCY

PRAVA PUTNIKA U VAZDUSNOM

SAOBRACAJU
AIR PASSENGER RIGHTS

MONTENEGRO  nBRAZAC ZA PODNOSENJE PRIGOVORA
COMPLAINT FORM

OVAJ OBRAZAC SE KORISTI ZA PODNOSENJE PRIGOVORA VAZDUSNOM PREVOZNIKU 1/ILI

AGENCUI ZA CIVILNO VAZDUHOPLOVSTVO
THIS FORM CAN BE USED TO LODGE A COMPLAINT WITH AN AIRLINE AND/OR
THE CIVIL AVIATION AGENCY

Prava putnika u vazdusnom saobracaju u slucaju uskracivanja ukrcavanja, smjestanja u nizu klasu,

otkazivanja letova i kasnjenja letova, u skladu sa Zakonom o obligacionim odnosima i osnovama svojinsko-

pravnih odnosa u vazdusnom saobradaju (,,Sluzbeni list Crne Gore”, br. 18/11 i 46/14)
Passenger rights in case of denied boarding, downgrading, cancellation or long delay of their flight under the

Law on obligations and basics of property obligations in the carriage by air (“Official Gazette of Montenegro*“, No 18/11 and 46/14)

1)

2)

3)

4)

5)

6)

UPUTSTVO
INSTRUCTIONS

Putnici koji smatraju da imaju pravo na prigovor vazdusnom prevozniku u slucaju uskracivanja
ukrcavanja, smjeStanja u nizu klasu, otkazivanja leta ili kasnjenja leta, prvo podnose prigovor
vazdusnom prevozniku koji je obavio ili trebalo da obavi let koji je u pitanju. Ovaj prigovor moZe da se
koristi u tu svrhu. Molimo da sacuvate primjerak obrasca zbog svoje evidencije.

Passengers who believe they have a valid complaint against an airline regarding denied boarding, downgrading, cancellation or
long delay to a given flight should first submit such a complaint to the airline operating the flight concerned. This form may be
used for that purpose. Please keep a copy of this form for your records.

Ako vazdusni prevoznik ne odgovori na prigovor u roku 30 dana od dana dostavljanja prigovora ili, ako
njegov odgovor nije zadovoljavajudi, ovaj obrazac (valjana je i Vasa kopija obrasca Ciji original je poslat
vazdusnom prevozniku) treba da se posalje Agenciji za civilno vazduhoplovstvo.

Should the airline fail to provide you with a reply within 30 days of receipt or, if you are not satisfied with their reply, this form (a
copy of the original form sent to the airline may be used) should be sent to the Civil Aviation Agency.

Ako je do povrede prava doslo na aerodromu polaska koji se nalazi van ECAA podrucja, moZete da se
obratite vazduhoplovnim vlastima drzave odredista.

If the incident took place at an airport of departure outside the ECAA Area, you may contact the aviation authority in the state of
flight destination.

Ovaj obrazac prigovora koristi se isklju¢ivo u sluc¢aju uskracivanja ukrcavanja, smjestanja u nizu klasu,
otkazivanja leta ili kanjenja leta.

This complaint form is to be used only for cases concerned with denied boarding incident, downgrading, cancellation, or long
delay of a flight.

Svi drugi prigovori na pruZzene usluge kao Sto su preuzimanje prtljaga, izmjene u redu letenja koje su
nastale najmanje 14 dana prije datuma putovanja ili problemi pri kupovini i izdavanju karata, podnose
se prvo vazdusnom prevozniku. Ako vazdusni prevoznik ne odgovori na prigovor ili, ako njegov odgovor
nije zadovoljavajuci, mozZete podnijeti inicijativu za zastitu prava kod nadleznog inspekcijskog organaili
zastitu prava ostvarivati pred arbitrazom ili pred nadleznim sudom.

For any other complaint types for the services rendered such as baggage claims, flight schedule changes made more than 14 days
in advance of your travel date or ticketing issues, these too should be submitted first to the airline concerned. Should you not

receive a reply, or if you are not satisfied with the reply, you can submit the initiative for protection of rights to the competent
inspection authority or you can exercise protection of rights before the arbitration or before the competent court.

Molimo da obrazac popunite velikim, Stampanim slovima.
Please fill in the form in block capital letters.



Podnosilac prigovora:
Complaint submitted by:

Ime:
Name:

Prezime:
Surname:

Adresa:
Address:

Grad, postanski broj:
City, Postcode:

Drzava:
Country:

E-mail:
E-mail:

Broj telefona:
Telephone number:

Prigovor se odnosi na sljededi let:
Complaint concerning the following flight:

Vazdusni prevoznik:
Airline:

Broj karte:
Ticket number:

Broj leta:
Flight number:

Broj rezervacije:
Booking reference:

Aerodrom polaska:
Airport of departure:

Aerodrom dolaska:
Airport of arrival:

Aerodrom
presijedanja (ukoliko
postoji):

Connecting airport (if any):

Datum Vaseg leta:
Date of your flight:

Planirano vrijeme

polaska:
Scheduled time of
departure:

Stvarno vrijeme

polaska:
Actual time of departure:

Planirano vrijeme

dolaska:
Scheduled time of arrival:

Stvarno vrijeme

dolaska:
Actual time of arrival:

Aerodrom(i) na
kojem je doslo do
povrede prava:

Airport(s) where the
incident occurred:




Podaci o putnicima na gore navedenom letu:
Passenger details for flight detailed above:

Ime putnika Molimo navedite dalise radio Molimo navedite da li je bila

Name of Passenger odrasloj osobi, djetetu ili djetetu zatrazena dodatna pomoc¢
mladem od dvije godine Please indicate if special assistance was
Please indicate if Adult, Child or Infant required

(less than 2 years)

Molimo Vas da paizljivo procitate sljedeca znacenja izraza i oznacite znakom [X] onaj na koji se Vas prigovor

odnosi.

Please carefully read these definitions, and indicate with a cross [X] that which applies to this complaint.

O

,Kasnjenje leta” odnosi se na let koji je zapoceo poslije planiranog vremena polaska, i to:

'Long delay’ means when a flight does not depart until after the scheduled departure time by:

i) dvaiili viSe sati za letove do 1500 km
two or more hours for flights up to 1500 km

ii) triili viSe sati za letove unutar EU duZe od 1500 km, ili za ostale letove izmedu 1501 i 3000 km
three or more hours for intra-EU flights of 1500 km and longer, or for other flights between 1501 and 3000km

iii) Cetiri ili viSe sati, za sve ostale letove
four or more hours, for all other flights

,Otkazivanje leta“ je izostanak leta koji je prethodno bio planiran.
‘Cancellation’ means the non-operation of a flight that was previously planned.

»Uskradivanje ukrcavanja“ je uskracivanje mogucnosti putnicima da se ukrcaju na let za koji putnici
imaju potvrdenu rezervaciju i za koji su se prijavili na mjestu za prijavljivanje putnika za let i na
izlazu za ukrcavanje do vremena koje je odredio vazdusni prevoznik, organizator putovanja ili
ovlaséeni turistic¢ki posrednik (ukoliko vrijeme nije unaprijed odredeno, najkasnije 45 minuta prije
objavljenog vremena polaska). U ove slucajeve ne spadaju okolnosti pod kojima vazdusni
prevoznik ili njegov ovlas¢eni predstavnik ima opravdan razlog da uskrati putniku pravo da se
ukrca, na primjer, iz zdravstvenih, sigurnosnih i/ili bezbjednosnih razloga, ili u sluéaju
neodgovarajucih putnih dokumenata.

‘Denied boarding” means a refusal by the airline to carry a passengers on a flight on which they hold a confirmed reservation
and where have presented themselves for check-in and at the boarding gate not later than the time advised by the airline,
tour operator or travel agent (if no time was indicated, not later than 45 minutes before the scheduled departure time).

This does not include situations where the airline or its agent has reasonable grounds to deny passengers boarding, such as
reasons of health, safety, and/or security, or in cases of inadequate travel documentation.

»,Smjestanje u nizu klasu” odnosi se na putovanje putnika, suprotno njegovoj volji, u nizoj klasi od

one za koju je imao potvrdenu rezervaciju.
‘Downgrading’ means the passenger involuntarily travelled in a class of service lower than the class of service for which
they had a confirmed reservation.

Da li je putnik (putnici) imao potvrdenu rezervaciju za predmetni let?
Did the passenger(s) hold a confirmed reservation on the flight concerned?

O
O

DA
YES

NE
NO




Da li se putnik (putnici) pojavio na mjestu za prijavljivanje putnika za let najkasnije u vrijeme odredeno
od strane vazdusnog prevoznika (ili ako vrijeme nije odredeno: najkasnije od 45 minuta prije objavljenog

vremena polaska leta)?
Did the passenger(s) present themselves at the check-in desk at the latest at the time indicated by the airline (or if no time was
indicated: not later than 45 minutes before the published departure time of the flight)?

(1 DA
YES
0 NE
NO

Da li se putnik (putnici) pojavio na izlazu za ukrcavanje prije vremena navedenog u karti za ukrcavanje?
Did the passenger(s) present themselves at the boarding gate before the time indicated on the boarding pass?

0 DA
YES
] NE
NO

Da li je vazdusni prevoznik upoznao putnike sa njihovim pravima i obavezama?
Did the airline provide the passenger(s) with information on their rights?

] DA
YES
0 NE
NO

Ovim izjavljujem da su sve informacije unijete u ovaj obrazac istinite i tacne u svakom pogledu i vaZe za sve

putnike na koje se odnose.
| hereby declare that all of the information provided in this form is true and accurate in all respects and for all the passengers
concerned.

Potpis(i) svih odraslih putnika:
Signature(s) of all adult passengers:




U SLUCAJU DA JE VAS LET KASNIO:

IN CASE YOUR FLIGHT WAS DELAYED:

Da li ste dobili pomo¢ od vazdusnog prevoznika ili njegovog ovlas¢enog predstavnika dok ste ¢ekali let?
Did you receive assistance from the airline or its agent during your long delay?

0 DA
YES

Koja vrsta pomod¢i Vam je pruzena?
What kind of assistance has been provided to you?

O
O
O
O

O
O

0 NE
NO

obroci

meals

osvjezavajuca piéa

refreshments

smjestaj (hotel ili slicno) u slucaju da je zbog kasnjenja leta neophodno obezbijediti prenociste
Place of accommodation (hotel or other) in case the delay resulted in an overnight stay

prevoz od aerodroma do mjesta smjeStaja u slucaju da je zbog kasnjenja leta neophodno
obezbijediti prenodiste

Transfer between airport and place of accommodation in case the delay resulted in an overnight stay

sredstva za komunikaciju (telefonski pozivi, faks ili e-mail)

Communication facilities (telephone calls, fax or e-mail messages)

druge usluge (navesti):

Other services (please specify):

Ukoliko je Va$ let kasnio vise od 3 sata u odnosu na planirano vrijeme dolaska, da li ste primili novéanu

If the delay of your flight was of 3 hours of more after the arrival time originally scheduled, did you receive any financial compensation?

naknadu?
0 DA
YES
[J NE
NO

Iznos:
Amount:

Ukoliko je Vas let kasnio vise od 5 sati:
If the delay of your flight was longer than 5 hours:

- Da li ste letom ostvarili svrhu putovanja?
Did your flight still serve a purpose?

O
O

DA
YES
NE
NO

- Ako je odgovor na Vase prethodno pitanje bio ,,ne” i u slucaju da je Vase putovanje ve¢ bilo otpocelo,
da li Vam je ponudeno mjesto na povratnom letu u prvu tacku polaska?
In case your answer to the previous question is ‘no’ and in case your journey had already commenced: were you offered a seat on
a flight back to your first point of departure?

O
O

DA
YES

NE
NO

- U slucaju da ste se opredijelili da ne nastavite put, da li Vam je ponuden povracdaj novca?
In case you decided not to continue your journey, were you offered a refund?

O

DA

YES

OO zapunu cijenu karte
for the whole ticket price

[0 za neiskoris¢ene kupone za let
for the non-used flight coupons

NE

NO



U SLUCAJU DA JE VAS LET OTKAZAO VAZDUSNI PREVOZNIK:
IN CASE YOUR FLIGHT WAS CANCELLED BY THE AIRLINE:

Da li ste obavijeSteni o otkazivanju Vaseg leta?
Were you informed about the fact that your flight was cancelled?
0 poslije Vaseg dolaska na aerodrom?
after your arrival at the airport?
0 prije Vaseg dolaska na aerodrom?
before your arrival at the airport?
[0  manje od jedne nedjelje prije polijetanja predvidenog po redu letenja?
less than one week before the planned departure time of your flight?
O izmedu sedam dana i dvije nedjelje prije polijetanja predvidenog po redu letenja?
between 7 days and 2 weeks before the planned departure time of your flight?
O najmanje dvije nedjelje prije polijetanja predvidenog po redu letenja?
more than 2 weeks before the original scheduled departure date of your flight?

Da li Vam je ponuden zamjenski let?
Were you offered an alternative flight?

0 DA
YES
] NE
NO

Da li ste obavijeSteni o razlogu otkazivanja Vaseg leta?
Were you informed about the reason why your flight was cancelled?

0 DA Koji Vam je razlog naveden?
YES What was the reason given to you?
0 NE
NO

Da li ste primili pomo¢ na aerodromu od vazdusnog prevoznika ili njegovog ovlas¢enog predstavnika?
Did you receive assistance from the airline or its agent at the airport?
0 DA
YES
Koja vrsta pomodi Vam je pruzena?
What kind of assistance has been provided to you?

obroci
meals
0 osvjeZavajuca pica
refreshments
0 smijestaj (hotel ili slicno) u slucaju da je zbog otkazivanja leta neophodno obezbijediti prenociste
Place of accommodation (hotel or other) in case the cancellation resulted in an overnight stay
0 prevoz od aerodroma do mjesta smjesStaja u slucaju da je zbog otkazivanja leta neophodno

obezbijediti prenociste
Transfer between airport and place of accommodation in case the cancellation resulted in an overnight stay
O sredstva za komunikaciju (telefonski pozivi, faks ili e-mail)
Communication facilities (telephone calls, fax or e-mail messages)
O druge usluge (navesti):
Other services (please specify):
O NE
NO

Da li ste dobili nov€anu naknadu za otkazivanje leta?
Did you receive any financial compensation for this cancellation?

[0 DA Iznos:
YES Amount:
OO NE

NO



Da li Vam je ponuden izbor izmedu povracaja novca ili preusmjeravanja do Vaseg krajnjeg odredista?
Were you offered the choice between a refund or a rerouting to your final destination?

0 DA
YES

O

Izabrao/la sam opciju povracéaja novca.

| chose the refund option.

0 Ponuden mije povracaj pune cijene karte
1 was offered a refund for the whole ticket price

O Ponuden mije povracaj cijene neiskoriséenih kupona za let [navesti detalje]
| was offered a refund for non-used flight coupons [please specify]

Izabrao/la sam opciju preusmjeravanja
| chose the rerouting option

Ponuden mi je samo povracaj novca

Only refund was offered

ponudeno mi je samo preusmjeravanje do krajnjeg odredista [navesti gdje]
Only rerouting to my final destination was offered [please specify]




U SLUCAJU USKRACIVANJA UKRCAVANJA PROTIV VASE VOLIE
IN CASE YOU WERE DENIED BOARDING AGAINST YOUR WILL

Da li je vazdusni prevoznik pozvao dobrovoljce koji su voljni da odustanu od rezervacije?
Did the airline call for volunteers?

1 DA
YES

] NE
NO

0 Neznam
I don't know

Da li ste se dobrovoljno javili da odustajete od ukrcavanja?
Did you volunteer not to board the aircraft?

0 DA ako je ovo Vas odgovor, sljedeéa pitanja se ne odnose na Vas
YES if so, the questions below do not apply

0 NE u ovom slucaju, molimo odgovorite na sljedeca pitanja
NO in this case, please answer next questions

Da li Vam je vazdusni prevoznik uskratio ukrcavanje zbog sigurnosnih, bezbjednosnih, zdravstvenih razloga ili

neodgovarajucih putnih dokumenata?
Did the airline refuse your boarding for reasons of safety, security, health or inadequate travel documents?

[J DA
YES

[J NE
NO

[0 Neznam
I don't know

Da li ste se prijavili na izlazu za ukrcavanje prije vremena koje je navedeno u karti za ukrcavanje?
Did you present yourself at the boarding gate not later than the time indicated on your boarding pass?

1 DA
YES
0 NE
NO

Da li ste dobili pomo¢ od vazdusnog prevoznika ili njegovog ovlas¢enog predstavnika nakon Sto Vam je
uskraéeno ukrcavanje?
Did you receive assistance from the airline or its agent after you were denied boarding?

0 DA
YES

Koja vrsta pomoci Vam je pruzena?
What kind of assistance has been provided to you?

0 obroci
meals

0 osvjeZavajuca pica
refreshments

O smjestaj (hotel ili slicno) u slucaju da je zbog uskraéenog ukrcavanja neophodno obezbijediti
prenodiste
Place of accommodation (hotel or other) in case the denied boarding resulted in an overnight stay

0 prevoz od aerodroma do mjesta smjestaja u slucaju da je zbog uskraéenog ukrcavanja neophodno
obezbijediti prenociste
Transfer between airport and place of accommodation in case the denied boarding resulted in an overnight stay

0 sredstva za komunikaciju (telefonski pozivi, faks ili e-mail)
Communication facilities (telephone calls, fax or e-mail messages)

OO druge usluge (navesti):
Other services (please specify):

NO



Da li ste dobili nov€anu naknadu nakon Sto Vam je protiv Vase volje uskraceno ukrcavanje?
Did you receive any financial compensation after you were denied boarding against your will?

1 DA
YES
] NE
NO

Iznos:
Amount:

Da li Vam je ponuden izbor izmedu povracaja novca ili preusmjeravanja do krajnjeg odredista?
Were you offered the choice between a refund or a rerouting to your final destination?

0 DA
YES

O

Izabrao/la sam opciju povracdaja novca.

I chose the refund option.

0 Ponuden mije povracaj pune cijene karte
| was offered a refund for the whole ticket price

[0  Ponuden mije povraéaj cijene neiskoris¢enih kupona za let [navesti detalje]
1 was offered a refund for non-used flight coupons [please specify]

Izabrao/la sam opciju preusmjeravanja
| chose the rerouting option

Ponuden mi je samo povracaj novca

Only refund was offered

ponudeno mi je samo preusmjeravanje do krajnjeg odredista [navesti gdje]
Only rerouting to my final destination was offered [please specify]




U SLUCAJU DA STE SMJESTENI U NIZU KLASU:
IN CASE YOU WERE DOWNGRADED:

Imao/la sam rezervaciju za:
I had a reservation in:

OO0  prvu klasu
First Class
[J  biznis klasu

Business Class

Putovao/la sam:

I actually travelled in:

[0  biznis klasom
Business Class

O ekonomskom klasom
Economy Class

Da li ste dobili nov€anu naknadu za smjeStanje u nizu klasu?
Did you receive any refund as a consequence of this downgrading?

1 DA Iznos:
YES Amount:
] NE
NO

Koliko je iznosila cijena Vase karte?
What was the price of your ticket?

Iznos:

Amount:

10



