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APPROVED BY: 
 

Director of the Sales Department 
of PJSC “Aeroflot” 

on May 29, 2019 
 
 

Effective 01 July 2019 
 
 

ADM Policy of PJSC “Aeroflot” for Agents under Direct Agency Agreements, BSP Agents  
of All Countries (excluding CIS*, Georgia) and ARC Agents 

 

Item 
No. 

List of Violations of the Booking Rules, 
Ticketing Requirements and Reporting 

Procedures 
List of penalties 

1 Violation of requirements of reporting, claims handling 

1.1 

Unreported sales – Traffic documents 
issued and not reported in the 
corresponding reporting period (including 
documents issued in exchange) 

Full amount of applicable fare and fees (taxes) 
and a penalty of USD 100.00 (one hundred U.S 
dollars) for each ticket or USD 30.00 (thirty U.S. 
dollars) for each miscellaneous charges order 
(MCO), each excess baggage ticket (EBT), each 
electronic multi-purpose document (EMD), at 
the discretion of the Carrier 

1.2 

Failure to comply with the requirements of 
the Carrier in respect of the use of validator 
numbers for ticketing (for direct agency 
agreements) 

A penalty of USD 100.00 (one hundred U.S. 
dollars) for each identified case, at the discretion 
of the Carrier 

1.3 
Failure to comply with the deadlines for 
settlement of claims (for direct agency 
agreements) 

A penalty of USD 100.00 (one hundred U.S. 
dollars) for each identified case, at the discretion 
of the Carrier 

1.4 

Failure to comply with the deadline for 
provision of reports on revenue from the 
sale of air carriage in accordance with the 
Reporting Date Calendar and the agency 
agreement (for direct agency agreements) 

A penalty of USD 30.00 (thirty U.S. dollars) for 
each identified case, at the discretion of the 
Carrier 

1.5 
Failure to comply with the deadline for 
provision of an XML report on the sales of 
air carriage (for direct agency agreements) 

A penalty of USD 30.00 (thirty U.S. dollars) for 
each identified case, at the discretion of the 
Carrier 

1.6 
Incorrect agency commission amount 
reported 

Compensation for the incurred loss and a penalty 
of USD 30.00 (thirty U.S. dollars) for each 
report, at the discretion of the Carrier 

1.7 
Loss of blank ticket stock (for direct agency 
agreements) 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each ticket or USD 30.00 (thirty U.S. dollars) for 
each miscellaneous charges order (MCO) and 
each excess baggage ticket (EBT), at the 
discretion of the Carrier 

1.8 

Absence of documents/color scan-copies of 
documents [1], supporting involuntary 
refund / exchange (for direct agency 
agreements) 
 

[1] if such functional is provided  

A penalty of USD 30.00 (thirty U.S. dollars) for 
each identified case 
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1.9 
Using the function “dispute post billing” by 
agent for a legitimately issued ADM (for 
BSP / ARC agents) 

Issuing a new ADM and penalty of USD 100.00 
(one hundred U.S. dollars) for each identified 
case, at the discretion of the Carrier 

1.10 

Not filled-out / incorrectly filled-out fields 
of traffic documents (according to the rules 
of the Carrier and the IATA Ticketing 
Handbook), absent or incorrect 
(incomplete) information in the report as 
compared to the information of traffic 
documents. 
Failure to comply with the requirements of 
the Carrier when generating reports. 

Compensation for the incurred loss and a penalty 
of USD 30.00 (thirty U.S. dollars) for each 
report or document, at the discretion of the 
Carrier 

2 Violation of booking and ticketing rules 

2.1 
Incorrect fare level, violation of the 
applicable fare rules (including applicable 
fare discount for child, infant... etc.) 

Compensation for incurred loss and a penalty of 
USD 100.00 (one hundred U.S. dollars) for each 
ticket or USD 30.00 (thirty U.S. dollars) for each 
EMD / MCO / EBT, at the discretion of the 
Carrier 

2.2 Incorrect level of Fees (Taxes) 
Compensation for the incurred loss and a penalty 
of USD 30.00 (thirty U.S. dollars) for each 
traffic document, at the discretion of the Carrier 

2.3 
Inconsistency of the booking class in the 
PNR and / or in the ticket with the fare in 
the ticket 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each traffic document, at the discretion of the 
Carrier 

2.4 

Violation of the rules for booking / ticketing 
of certain categories of passengers 
(children, infant, seamen, military 
servicemen, and subsidized carriage), group 
carriages, and carriages with requests of 
special services (SSR) EXST / CBBG / 
STCR / UMNR / PETC / AVIH / XBAG 
established by the Carrier 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each PNR or each ticket (depending on where 
the violation occurred) at the discretion of the 
Carrier 

2.5 

Ticketing (including ticketing in separate 
bookings) with violation of the minimum 
connection time specified in the booking 
system 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each passenger 

2.6 

Issuing of tickets (BSP, ARC) validated on 
a carrier who is not involved in the carriage 
or issuing tickets validated on Aeroflot 
ticketing stock under the Interline 
agreement without SU segments if it is 
prohibited by the rules of the Carrier 

A penalty of USD 30.00 (thirty U.S. dollars) for 
each traffic document 

2.7 
Ticketing without actually confirmed seats 
in the PNR or ticketing with the SA / RQ 
status except as permitted by the Carrier 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each traffic document 

2.8 

Issuing/selling a ticket with a fictitious 
point of origin or destination in order to 
undercut the applicable fare (“cross border 
selling”) 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each traffic document 

2.9 
Failure to cancel inactive segments with the 
HX / UC / UN / HL / NO status 

Compensation for the incurred loss 
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2.10 

Confirmation of seats in the booking class 
that is not available for the flight in case of 
a request of this leg only achieved by 
booking of married segments and 
subsequent cancellation of one of them 
while saving the other, or by any other 
technical means 

Compensation for the incurred loss and a penalty 
of USD 500.00 (five hundred U.S. dollars) for 
each passenger in the PNR 

2.11 
Loss of Carrier’s revenue due to incorrect 
calculation of fares, taxes / fees, or incorrect 
ticketing caused by the fault of GDS 

Compensation for the incurred loss 

2.12 (does not apply)   

2.13 

Misuse of negotiated fare available under 
terms of contract (corporate fares, tour 
operator fares, seamen fares, other 
contracted fares) by means of issuing 
tickets to passengers not complying with 
contracted requirements 

A penalty of USD 50.00 (fifty U.S. dollars) for 
each ticket issued during calendar month in 
which violation was registered  

2.14 
Mismatch of information in itinerary receipt 
and in ticket 

A penalty of USD 100.00 (one hundred U.S. 
dollars) for each mismatching itinerary receipt 

3 Violations connected with form of payment 

3.1 
Incorrect or forbidden form of payment in 
ticket (itinerary, EMD)  

Compensation for the incurred loss and a penalty 
of USD 30.00 (thirty U.S. dollars) for each 
ticket/itinerary/EMD, at the discretion of the 
Carrier  

3.2 

Payment for traffic document by credit card 
[2] issued to the name different from 
passenger's name or name of his sponsor or 
corporate client 
 

[2] Unless usage of this card has been 
authorized by the Carrier  

Penalty of USD 30.00 (thirty U.S. dollars) for 
each traffic document 

3.3 

Payment for traffic document by credit card 
GWP/MBS [3] issued to the name different 
from passenger's name or name of his 
sponsor or corporate client 
 

[3] Credit product MasterCard - Global 
Wholesale Travel Transaction Program 

Penalty of USD 150.00 (one hundred and fifty 
U.S. dollars) for each traffic document 

4 Violation of exchange / refund / voiding  rules (procedures) 

4.1 
Incorrectly processed refund / changes of 
ticket (including refund / changes fee not 
being charged or miscalculated) 

Compensation for the incurred loss and a penalty 
of USD 30.00 (thirty U.S. dollars) for each 
ticket, at the discretion of the Carrier 

4.2 

Change of surname and / or given name to 
another passenger in individual PNR. 
Change a passenger for another person in 
the individual PNR / reissuing a ticket for 
another passenger [4] 
 

[4] Unless fare rules or negotiated fare rules 
allow such changes 

Compensation for the incurred loss (in case of a 
ticket reissue) and a penalty of USD 100.00 (one 
hundred U.S. dollars) for each passenger 

4.3 

Failure to cancel seats (flight segments) in 
the event of cancelation/change of the air 
transportation by the passenger (i.e. refund 
or exchange of the ticket) 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each violation 
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4.4 

Failure to reissue ticket within the terms 
established in fare rules in ticketed PNR in 
case of changes of flight segments (changes 
to other flights, RBDs, adding or removing 
segments) by the agent 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each PNR, at the discretion of the Carrier 

4.5 

Cancellation of flight segments in ticketed 
PNR and / or cancellation / refund of the 
ticket processed without receiving a request 
from passenger or authorized person 

Compensation for the incurred loss and a penalty 
of USD 120.00 (one hundred and twenty U.S. 
dollars) for each PNR 

4.6 

In case fare rules prohibit or set a penalty 
for changes/refund: 
 
Direct agency agreements / BSP agents: 
For tickets issued on the day of departure or 
one day before the flight – cancellation 
(VOID) of tickets more than one hour after 
they are issued (in such cases refund fare 
rules must be applied) 
 

ARC agents: 
a) For tickets issued on the day of departure 
or one day before the flight – cancellation 
(VOID) of tickets more than one hour after 
they are issued (in such cases refund fare 
rules must be applied) 
b) For tickets issued more than one day 
before the flight and for bookings made less 
than one week before the flight – 
cancellation (VOID) of tickets on the next 
day after they were issued or later (in such 
cases refund fare rules must be applied) 
c) For tickets issued more than one day 
before the flight and for bookings made a 
week or more before the flight – 
cancellation (VOID) of tickets more than 24 
hours after booking was made (in such 
cases refund fare rules must be applied) 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each ticket, at the discretion of the Carrier 

4.7 
Failure to cancel booking within one hour 
after voiding a ticket without issuing new 
correct ticket instead of voided one 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each violation  

4.8 

Failure to comply with the Instruction 
“Request for involuntary refund through 
Refund Application in BSPlink” when 
creating Refund Application (for BSP 
agents only) 

A penalty of USD 30.00 (thirty U.S. dollars) for 
each violation 

4.9 

Modification (including change of booking 
class) or deleting a segment in ticketed 
PNR, if corresponding coupon has C/L/F 
[5] status (applies as well for changes made 
after departure time stated in flight coupon) 
 

[5] C - CKIN, checked-in; L - LFTD, 
Lifted/Boarded; F - USED, Flown/Used. 

Compensation for the incurred loss and a penalty 
of USD 100.00 (one hundred U.S. dollars) for 
each PNR, at the discretion of the Carrier  
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5 Blocking seats 

5.1 

Creation of duplicate or multiple bookings 
per passenger within one point of sale, 
booking of alternative segments in the same 
PNR (alternative segments should be 
immediately removed when the final 
booking has been created) 

Compensation for the incurred loss and a penalty 
of USD 30.00 (thirty U.S. dollars) for each 
duplicate / alternative segment in one PNR or in 
separate PNR 

5.2 

Booking of a flight less than 24 hours 
before the time of departure without issuing 
a ticket and without returning seats to the 
system within one hour after the creation of 
the booking 

A penalty of USD 30.00 (thirty U.S. dollars) for 
each PNR 

5.3 

Creating fictitious or test bookings using 
active GDS booking mode (outside of the 
test mode) including entering fake names in 
the PNR 

A penalty of USD 100.00 (one hundred U.S. 
dollars) for each PNR 

5.4 Entering false ticket numbers in the PNR 
A penalty of USD 100.00 (one hundred U.S. 
dollars) for each PNR 

5.5 

Simultaneously holding seats on the screen 
in the different classes with periodic 
updates without creating bookings for the 
purpose of holding seats for sale (“freezing” 
seats) 

A penalty of USD 50.00 (fifty U.S. dollars) for 
each seat, at the discretion of the Carrier 

5.6 

Updating of segment (booking on the same 
flight and same booking class within 30 
minutes after cancellation [6] or 
simultaneously with cancelation) in one or 
different PNRs for the same passenger with 
the aim of holding seats or extending 
ticketing time-limit (“churning”) 
 

[6] Whoever cancelled the booking: the Agent, 
the Carrier or robot by time-limit 

Compensation of incurred loss and a penalty of 
USD 10.00 (ten U.S. dollars) for each updated 
segment at the discretion of the Carrier  

5.7 

Ticketing of part of segments on SU flights 
or part of passengers in one PNR [7] 
 

[7] Segments with different time-limit should be 
booked in separate PNR; Passengers for which 
tickets were not issued should be splitted to 
another PNR  

A penalty of USD 30.00 (thirty U.S. dollars) for 
each PNR or for each not-ticketed passenger  

6 Failure to comply with requirements for passenger’s personal data 

6.1 

Absence of passenger’s passport data in the 
PNR and / or ticket, when such requirement 
is established by the Government laws, or 
input of deliberately false passport data 

A penalty of USD 30.00 (thirty U.S. dollars) for 
each violation, at the discretion of the Carrier 

6.2 

Failure to comply with the technology of 
creation / modification of booking entries 
(PNR) in respect of the contact information 
of the passenger 

Compensation for the incurred loss and a penalty 
of USD 30.00 (thirty U.S. dollars) for each PNR 

6.3 

Entering personal data other than provided 
by the passenger/sponsor, which resulted 
into a complaint from a person who is not 
the passenger for usage of his/her personal 
data without his/her consent 

A penalty of USD 100.00 (one hundred U.S. 
dollars) for each violation 
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General Rules. 
 
I. If currency of penalties does not coincide with the currency of the Agent’s reporting, the equivalent 
amount is calculated at the exchange rate published in the booking system on the date of issue of 
ADM. 
 
II. ADM may be issued within one year from the date of issuance (reissuance) of the traffic document, 
with the exception of: 
- for air travel with the participation of other airlines ADM can be billed as bills are issued by other 
airlines within one year from the date bills are made by other airlines; 
- for the traffic documents for which the refund was made – ADM can be issued within one year from 
the date of the refund; 
- for non-ticketed bookings – ADM can be issued within one year from the date of the first flight 
segment. 
 

For BSP and ARC Agents, the deadline for issuing ADMs is set in the IATA and ARC manuals. 
 
III. ADM is billed to the Agent: 
- for violation of fare rules and other rules, technologies and instructions of the Carrier, published on 
the website of PJSC "Aeroflot" www.aeroflot.ru, in booking systems or sent by the Carrier to the 
Agent by email, as well as contained in the agreements between the Carrier and the Agent; 
- non-compliance with the rules for agents set out in the IATA and ARC manuals. 
 
IV. ADM for Agent violations caused by the failure of the booking system (GDS) are also payable by 
the Agent in full. 
 
V. For BSP and ARC agents the Carrier may apply an administrative fee / fine in the amount of 15 
(fifteen) US dollars to cover the administrative expenses of the Carrier for issuing ADM / ACM in the 
following cases: 
- issuing the ADM on the amount of the incurred loss without applying a fine for violation of booking 
rules, requirements for filling out  traffic documents and reports; 
- issuing ACM to correct Agent's error. 
 
VI. ADM can be disputed by the BSP and ARC agents once and only through the ADM Dispute 
option in BSPlink (ARC Memo Manager) within the deadlines set by the IATA and ARC guidelines. 
ADM disputes are considered by the Carrier within the deadlines set by the IATA and ARC 
guidelines, provided the Agent gives all the necessary information and supporting documents at the 
time of the ADM dispute. 
 
VII. If a violation of the booking rules is revealed in the PNR with the issued tickets (regardless of 
whether a violation was committed before or after the ticket was issued), the ADM is placed on the 
validator under which the ticket was issued, regardless of which agent committed the violation (the one 
who booked or the one who issued the ticket). 
 
 
 
 
 
 
_____________ 
*CIS countries – Armenia, Azerbaijan, Belarus, Kazakhstan, Kyrgyzstan, Moldova, Russia, Tajikistan, 
Turkmenistan, Ukraine, Uzbekistan 


