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COMPLAINT OF RICHARD DOANE

1. This complaint arises out of WestJet’s non-compliance with the Department’s rules
regarding consumers’ right to be refunded for flights to or from the United States
(“U.S. Flights™) cancelled by airlines, even for reasons outside the carriers’ control,
as described in the Department’s “Enforcement Notice Regarding Refunds by
Carriers Given the Unprecedented Impact of the COVID-19 Public Health
Emergency on Air Travel”! (“Enforcement Notice™).

2. This complaint also arises out of WestJet’s application of its refund policies, which
constitutes an unfair or deceptive practice within the meaning of 49 U.S.C. § 417122,

According to 14 CFR § 399.80(2)(l), it is the policy of the Department to regard as an

! Enforcement Notice Regarding Refunds by Carriers Given the Unprecedented Impact of the COVID-19 Public
Health Emergency on Air Travel (April 3, 2020) at

https://www.transportation.gov/airconsumer/enforcement notice_refunds_apr_3 2020.

See also 14 CFR § 259.5(b)(5), and Enhancing Airline Passenger Protections, 76 Fed. Reg. 23110-01, at 23129
(Apr. 25, 2011).

2 Under 49 USC § 41712, the Department is authorized to investigate and decide whether a U.S. air carrier, foreign
air carrier, or ticket agent engaged in an unfair or deceptive practice in air transportation or the sale of air
transportation. The Department is also authorized to issue orders to stop an unfair or deceptive practice after notice
and opportunity for a hearing.
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unfair or deceptive practice or unfair method of competition the practices enumerated
in paragraphs (a) through (n) of this section by a ticket agent of any size and the
practice enumerated in paragraph(s) by a ticket agent that sells air transportation
online and is not considered a small business under the Small Business

Administration's size standards set forth in 13 CFR 121.201:

(1) Failing or refusing to make proper refunds promptly when service cannot be
performed as contracted or representing that such refunds are obtainable only at
some other point, thus depriving persons of the immediate use of the money to
arrange other transportation, or forcing them to suffer unnecessary inconveniences
and delays or requiring them to accept transportation at higher cost, or under less
desirable circumstances, or on less desirable aircraft than that represented at the
time of sale.

FACTS
A. Flight cancelled by WestJet
3. On December 7, 2019, | purchased a ticket for a roundtrip flight on WestJet from

halifax (YHZ) to orlando (MCO) departing on April 4, 2020 (Attachment 1).

4. On March 16, 2020, I learned that my flight was cancelled by WestJet (Attachment
2).

5. On March 16, 2020, | contacted WestJet to request a refund for the cancelled flight,
but my request was denied. | was offered a Voucher/Credit (Attachment 3). |
accepted a voucher/credit of $0.00.

6. | had booked the flight on behalf of 3 person(s). The name(s) of the individual(s) are

the following: Evelyn Maltby, Shauna Maltby-Doane.
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B. WestJet’s refund policy for cancelled flights

7.

WestJet’s current policy is that customers who purchased nonrefundable flight tickets
are not entitled to receive full refunds for flights cancelled or changed by the carrier
due to reasons outside its control, including cancellations attributed to the COVID-19
pandemic. WestJet only offers flight vouchers or credits in such situations and claims
in its United States English website that “in accordance with government

regulations”, that such bookings are ineligible for a refund .

C. WestJet’s obligations

8.

10.

WestJet is an airline that operates flights from and to the United States and is
therefore subject to the Department’s jurisdiction for such flights and bound by the
rules enunciated in the Enforcement Notice, which apply to U.S. and foreign airlines
operating flights from, to and within the United States.
In its Enforcement Notice, and based on existing federal regulation, the Department
reminds airlines about their obligation to offer prompt refunds for flights significantly
delayed or cancelled by the carriers, even if the reason of such flight disruptions are
outside the carrier’s control, and regardless of the nonrefundablity or cancellation
penalty provisions of the ticket purchased by the affected consumers.
In page 2 of its Enforcement Notice, the Department lists the actions non-complying
airlines must take to avoid enforcement action, as follows:

a. the carrier contacts, in a timely manner, the passengers provided vouchers for

flights that the carrier cancelled or significantly delayed to notify those

passengers that they have the option of a refund,
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b. the carrier updates its refund policies and contract of carriage provisions to
make clear that it provides refunds to passengers if the carrier cancels a flight
or makes a significant schedule change;

c. the carrier reviews with its personnel, including reservationists, ticket counter
agents, refund personnel, and other customer service professionals, the
circumstances under which refunds should be made.

11. On May 12, 2020, the Department issued a notice® in the form of answers to
frequently asked questions regarding airline ticket refunds. In the answer to question
4 of the notice, the Department reiterates that airlines may not retroactively apply
changes to their refund policies and must honor the policies in place at the time of
ticket purchase.

D. WestJet’s non-compliance and violations

12. Westlet’s current policy is that customers who purchased WestJet flights that
included a United States segment that was cancelled by WestJet (UN, UC, or NO),
due to WestJet’s temporary route suspensions, they will be offering the option for a
refund to the original form of payment or will be credited as WestJet dollars, valid for
24 months only if a flight was booked on or after March 3, 2020 (Attachment 4).
WestJet acknowledges that these ticket holders are entitled to a refund but wants to
delay the refund to an arbitrary date. For ticket holders who purchased a WestJet
Vacation package before March 3, 2020 are not entitled to receive full refunds for

flights cancelled or changed by the carrier due to reasons outside its control, including

3 U.S. Department of Transportation, Office of Aviation Enforcement and Proceedings, Frequently Asked Questions
Regarding Airline Ticket Refunds Given the Unprecedented Impact of the COVID-19 Public Health Emergency on
Air Travel (See answer to question 4: “May airlines and ticket agents retroactively apply new refund policies?”)
https://www.transportation.gov/airconsumer/FAQ_refunds may 12 2020.



https://www.transportation.gov/airconsumer/FAQ_refunds_may_12_2020

13.

14.

15.
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cancellations attributed to the COVID-19 pandemic. WestJet only offers flight
vouchers or credits in such situations and claims in its United States English website
that “in accordance with government regulations”, that such bookings are ineligible
for a refund. adheres to their company policy that the full value of the cancelled flight
will only be credited to a Travel Bank, valid for 24 months from the date of issue and
WestJet Vacation packages will be credited as WestJet dollars, valid for 24 months
(Attachment 5), but only if the WestJet VVacation is booked prior to March 3, 2020.
WestJet’s policies indicated that some consumers can receive refunds for schedule
changes and cancellations attributed to the COVID-19 pandemic if they have booked
after March 3, 2020. WestJet’s refund policies for cancellations and schedule changes
for consumers who have booked prior to March 3, 2020 are negatively affecting
consumers by no longer permitting refunds for bookings made prior to March 3,
2020. The new policy is applied by WestJet based on the date of the cancellation or
schedule change, and regardless of the policy in place at the time the passenger
purchased the ticket.

The aforementioned no-refund policy is applied by WestJet regardless of the policies
and terms in place at the time consumers purchased flight tickets, which stipulate that
WestJet will issue refunds for cancelled flights. WestJet’s policy constitutes an unfair
or deceptive practice within the meaning of 49 U.S.C. § 41712.

According to 14 CFR § 399.80(1)(1), it is the policy of the Department to regard as an
unfair or deceptive practice or unfair method of competition the practices enumerated
in paragraphs (a) through (n) of this section by a ticket agent of any size and the

practice enumerated in paragraph(s) by a ticket agent that sells air transportation
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online and is not considered a small business under the Small Business

Administration's size standards set forth in 13 CFR 121.201:

() Failing or refusing to make proper refunds promptly when service cannot
be performed as contracted or representing that such refunds are obtainable
only at some other point, thus depriving persons of the immediate use of the
money to arrange other transportation, or forcing them to suffer unnecessary
inconveniences and delays or requiring them to accept transportation at higher
cost, or under less desirable circumstances, or on less desirable aircraft than
that represented at the time of sale.

16. Many airlines are complying with their obligations to refund passengers, especially
after the issuance of the Enforcement Notice on April 3. These airlines will be in an
unfairly disadvantageous situation if other airlines, such as WestJet are allowed to

continue practices that violate the same obligations without incurring any penalty.

REQUESTED RESOLUTION
17. 1 am seeking the airline provide me with an Refund. In addition, | ask that the

Department of Transportation to do the following:

(1) Exercise its authority under 49 USC 41712 to open an investigation of WestJet for
its non-compliance with the Department’s Enforcement Notice and the
regulations on which the notice is based,;

(2) Order WestJet to comply with its obligation to offer prompt full refunds to
original form of payment for U.S. flights that are significantly delayed or
cancelled by the carrier, regardless of the reason of such flight disturbances and
regardless of the nonrefundabilty or the cancellation penalty of the tickets

purchased by affected customers.
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(3) Order WestJet to:

a. contact, in a timely manner, the passengers provided vouchers for U.S. Flights
significantly delayed or cancelled by the carrier to notify those passengers that
they have the option of a refund;

b. update its refund policies, contract of carriage and tariff provisions to make clear
that it provides prompt refunds to passengers if the carrier cancels a U.S. Flight or
makes a significant schedule change, regardless of the reason of such flight
disruptions and regardless of the nonrefundability or the cancellation penalty
provisions of the tickets purchased by the affected customers;

c. review with its personnel, including reservationists, ticket counter agents, refund
personnel, and other customer service professionals, the circumstances under
which refunds should be made.

(4) Impose appropriate civil penalties on WestJet.

Respectfully submitted,

Mﬂ.ﬂom:

richard doane
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Attachment 1
Copy of flight itinerary/eticket receipt
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eTicket Receipt

Prepared For
DOANE/RICHARD MR

RESERVATION CODE
ISSUE DATE

TICKET NUMBER

ISSUING AIRLINE

ISSUING AGENT
FREQUENT FLYER NUMBER

Itinerary Details
TRAVEL

DATE AIRLINE
04Apr20 WESTIET
WS 1040
25Apr20 WESTIET
WS 1045
Allowances

Baggage Allowance

YHZ to MCO - 0 Pieces WESTJET

Prices of additional baggage pieces:

DEPARTURE

HALIFAX NS, CANADA

Time
14:45

ORLANDO INTL, FL

Time
09:00

RBHCDJ
07Dec19
8382153662813
WESTJET
WestJet/SDX
WS577381615

ARRIVAL

ORLANDO INTL, FL

Time
17:40

HALIFAX NS, CANADA

Time
13:29

OTHER NOTES

Seat Number 10F -
(CONFIRMED)

Baggage Allowance NIL
Booking Status OK TO FLY
Fare Basis LTUDOEZK
Not Valid Before 04APR20
Not Valid After 04APR20

Seat Number 12F -
(CONFIRMED)

Baggage Allowance NIL
Booking Status OK TO FLY
Fare Basis KTUDOEZS
Not Valid Before 25APR20
Not Valid After 25APR20

1. 30.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters

2. 50.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters

MCO to YHZ - 0 Pieces WESTIET

Prices of additional baggage pieces:

1. 30.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters

2. 50.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters
ADDITIONAL ALLOWANCES AND/OR DISCOUNTS MAY APPLY DEPENDING ON FLYER-SPECIFIC FACTORS
/E.G. FREQUENT FLYER STATUS/MILITARY/ CREDIT CARDFORM OF PAYMENT/EARLY PURCHASE OVER

INTERNET,ETC
Carry On Allowances

YHZ to MCO , MCO to YHZ - 1 Piece (WS - WESTJET)

Carry On Charges

YHZ to MCO , MCO to YHZ - (WS - WESTJET) - Carry-on fees unknown - contact carrier



Payment/Fare Details

Form of Payment

Fare Calculation Line

Fare

Taxesl/FeesiCarrier-Imposed Charges

Total Fare

Other Charges

SEAT ASSIGNMENT # 8381505149927 (YHZ-MCO |
QTY1,MCO-YHZ IQTY1)

Taxes
Form of Payment
Total

Total Fare and Other Charges
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CREDIT CARD - VISA : XXXXXXXXXXXX 1945

YHZ WS ORL152.75WS YHZ193.03NUC345.78END
ROE1.315834 XFMCOQ4 .5

CAD 454.99

CAD 12.10 CA4 (AIR TRAVELLERS SECURITY
CHARGE)

CAD 23.35 XG8 (GOODS AND SERVICES TAX
(GsT))

CAD 28.00 SQ (AIRPORT IMPROVEMENT FEE
(AIF))

CAD 4.20 RC2 (HARMONIZED SALES TAX (HST))

CAD 49.04 US2 (TRANSPORTATION TAX
(INTERNATIONAL))

CAD 7.76 YC (CUSTOMS USER FEE)

CAD 9.23 XY2 (IMMIGRATION USER FEE)

CAD 5.22 XA (APHIS USER FEE)

CAD 7.38 AY (SEPTEMBER 11TH SECURITY FEE)
CAD 5.93 XF (PASSENGER FACILITY CHARGE)

CAD 607.20

CAD 72.00

CAD 3.60
CREDIT CARD - VISA : XXXXXXXXXXXX 1945
CAD 75.60

CAD 682.80

Positive identification required for airport check in

Notice:

QST #1202807956TQ0001 GST # 866112535

Baggage fees are charged in CAD or USD by direction depending on point of departure. Guests departing the United States,

Latin America and the Caribbean will pay baggage fees in USD. Please see htips:/www.westjet.com/en-caltravel-
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info/fares/service-fees for more information.

Passengers embarking upon a journey involving an ultimate destination or a stop in a country other than the country of
departure are advised that the provisions of an international treaty (the Warsaw Convention, the 1999 Montreal Convention,
or other treaty), as well as a carrier's own contract of carriage or tariff provisions, may be applicable to their entire journey,
including any portion entirely within the countries of departure and destination. The applicable treaty governs and may limit
the liability of carriers to passengers for death or personal injury, destruction or loss of, or damage to, baggage, and for
delay of passengers and baggage.

Additional protection can usually be obtained by purchasing insurance from a private company. Such insurance is not
affected by any limitation of the carrier's liability under an international treaty. For further information please consult your

airline or insurance company representative.

Data Protection Notice: Your personal data will be processed in accordance with the applicable carrier's privacy policy
and, if your booking is made via a reservation system provider (“GDS"), with its privacy policy. These are available at
http://www.iatatravelcenter.com/privacy or from the carrier or GDS directly. You should read this documentation, which
applies to your booking and specifies, for example, how your personal data is collected, stored, used, disclosed and
transferred. (applicable for interline carriage)

Important Legal Notices
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Attachment 2
Confirmation/notice that a flight in your reservation has been cancelled by the airline.
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rwdoane@outlook.com

From: Westlet <travelbank@westjet.com>

Sent: March 16, 2020 12:21 PM

To: rwdoane@outlook.com

Subject: Your WestJet Travel Bank - refund processed
B

Hello Mr. richard doane

A credit has been processed and issued to your Travel Bank. You can access your Travel
Bank credits by signing into your Westlet Rewards account at
www.westjet.com/account. If you don’t already have a Westlet Rewards account, one
will be created for you and you’ll receive an email shortly with more information and
your Westlet Rewards ID that's required to sign in.

Travel Bank: 8838002189553665
Travel Bank refund: 607.20

When a booking is cancelled, and the original form of payment for that booking
included Travel Bank credits or WestJet dollars, the original expiry date(s) for the
credits/dollars will remain. Any additional credits will be given an expiry date of one
year from the date issued.

Travel Bank credits can be used to pay for future travel with Westlet, excluding
Westlet Vacations packages and service fees (like kennels, seat selection, excess
baggage or flight changes/cancellations). You can redeem your Travel Bank credits by
signing in to your WestJet Rewards account at www.westjet.com/account before
booking or making changes to your flights.

For more information about fraudulent transactions involving Westlet Travel Bank
credits for sale, please visit www.westjet.com.

Regards,
Westlet
You have received this notification because you had a transaction with WestJet.

Replies to this email will not be received. ©Westlet. All rights reserved. Westlet, 22
Aerial Place NE, Calgary, AB T2E 3J1, Canada.
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Attachment 3
Proof of communication that the Airline denied your request for a refund.
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rwdoane@outlook.com

From:
Sent:
To:
Subject:

RewardsSupport <rewardssupport@westjet.com>
April 8, 2020 6:22 PM

rwdoane@outlook.com

Re: concerns - wj-rewards

Thank you for contacting WestJet.

To ensure you receive emails from WestJet, please add us to your contacts.

Thank you for your patience while waiting to hear from WestJet's Rewards
Support team.

We certainly empathize with the inconvenience caused by the change to your
travel plans and we acknowledge your request for a refund to your original

form of payment.

Currently, we are only able to provide a refund to Travel bank (valid for 24
months from date of issue) or WestJet dollars (original expiry dates apply). For
those requesting refunds to original form of payment, more information will be

provided at a later date.

Thank you for your continued trust as we navigate this dynamic situation
together. We will continue to share updates on our main Coronavirus (COVID-

19) info page.

Sincerely,
WestJet
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** This is an automated message as we are working hard to respond to our
valued guests as efficiently as possible. If you have other concerns regarding
Westiet Rewards, reply with additional details. We appreciate your

understanding. **
WESTJET w#
Privacy policy

You received this email because you submitted a question or comment on
westjet.com. This email may be privileged and/or confidential and must not be
disclosed, copied, forwarded or distributed without authorization. If you
received this message in error, please notify the sender immediately and

delete the original message.

© WestJet. All rights reserved.
WestJet, 22 Aerial Place NE, Calgary, AB T2E 3]1, Canada



richard doane
Complaint — WestJet

Attachment 4
Captured on July 5, 2020 from http://docs.airpassengerrights.ca/Airlines/WestJet/2020-06-03--

WestJet--refund policy--US and UK.pdf

WESTJET 5%

Refund policy

Due to the ever-changing COVID-19 situation, we are now able to offer the option for a refund to original
form of payment for guests who had a journey that included a United States or United Kingdom flight
segment that was cancelled by Westlet (UN, UC or NO) due to our tempaorary route suspensions.

You and your client have the option of retaining the full ticket value up to 24 manths for a future flight or
refunding to original farm of payment. If your client prefers a refund to original form of payment, please
follow the process below.

MNote: If your client chose to voluntarily cancel their booking, they are not eligible for a refund to original
form of payment unless they purchased a PremiumFlex (W) or BusinessFlex (]) fare.

If your client purchased a refundable | or W class of service, these fares can also be refunded to original
form of payment. If your client has a wholly domestic, European, Caribbean/Mexico journey and prefers a
refund to ariginal form of payment, we will provide further information at a later date.

IMPORTANT: Please review in detail the criteria for which you can submit a request for refund.
Requests for refunds received outside these guidelines will be rejected.

BSP REFUND PROCESS 2
TERMS AND CONDITIONS FOR UNITED STATES OR LINITED KINGDOM JOURNEYS. 1t ecuuuviscssssssenssssssnssnss sns smssss srssmssassrsssasssoss 2
TERMS AND CONDITIONS FOR PREMIUMFLEX (W CLASS OF SERVICE) OR BUSINESSFLEX (] CLASS OF SERVICE). ..ceessessessnssens 2
B P PRI TS . . civcemee ermemssersanenssresmsass bebmeman besmamans s beemeas s b emi4n ek aaa e mim 444 £ el 4t S04 aEea e ek e b bR 4t e bR nAat st ekt s e e tn e aman e 2

ARC REFUND PROCESS 2

TERMS AND CONDITIONS FOR UNITED STATES OR LINITED KINGDOM JOURMEYS. .. occuvvimceesscncassnmsmasses smssss srssmssnsersssasasess
TERMS AND CONDITIONS FOR PREMIUMFLEX (W CLASS OF SERVICE) OR BUSINESSFLEX (] CLASS OF SERVICE).. .
PURLIE AUGEMNICY cauttvtimssresseansernsmss bhsmsmsas sossnsassbs camass bhsmsass o8 bmRE H08£08 £8 4S5 0880 844 HEERE 404 B0 L8 ERRE S8 RESSE £ 18R EE 44 b8 £REAES HELRRRSSH SRR HRESESERRRSEEEE

FREQUENTLY ASKED QUESTIONS 4



http://docs.airpassengerrights.ca/Airlines/WestJet/2020-06-03--WestJet--refund_policy--US_and_UK.pdf
http://docs.airpassengerrights.ca/Airlines/WestJet/2020-06-03--WestJet--refund_policy--US_and_UK.pdf
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BSP refund process

For United States or United Kingdom refund requests, please follow the submission calendar below.

IMPORTANT: If your submission is received outside of these ranges, it will be rejected and you will need to
resubmit at the appropriate time.

Flight date PNRin UN, UCor NO Date you can begin Estimated date refund
status submitting your request will be completed
March 1-31, 2020 Yes June 1, 2020 4-6 weeks
April 1-15, 2020 Yes June 16, 2020 | 4-6 weeks
April 16-30, 2020 Yes July 1, 2020 4-6 weeks
May 1-15, 2020 Yes July 16, 2020 4-6 weeks
May 16-31, 2020 Yes August 1, 2020 4-6 weeks
June 1-15, 2020 Yes August 16, 2020 4-6 weeks
June 16-30, 2020 Yes September 1, 2020 4-6 weeks

Terms and conditions for United States or United Kingdom journeys

+ Ticket must contain at least one United States or United Kingdom origin or destination city.

» The flight segment(s) must have been cancelled by Westlet (UM, UC or NO) as a result of COVID-19.
« Applies to all fares and class of service.

« (Calendar submission dates must be followed, or the request will be rejected.

» Submissions with incorrect values or detail will be rejected and must be resubmitted.

Terms and conditions for PremiumFlex (W class of service) or BusinessFlex () class of service)

+ Applies for all originfdestinations and can be submitted at any time.

» Refund request can be submitted even if the ticket was not impacted by COVID-19.

« Inthe case of tickets with comhbined fares, only the | and W fares/coupons are eligible for refunds
as per standard fare rules. If the ticket includes a United States or United Kingdom origin or
destination, the full ticket can be requested for refund.

BSP process

+ Submit the refund application in BSPlink.
«  West|et will review the request and either approve the refund to original form of payment or reject
the refund request. If the request is approved:
o The payment card will be refunded.
o Cash will be refunded via BSP settlement.
o Commission will be recalled in all cases.
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BSP process

+  Submit the refund application in B5Plink.
«  Westjet will review the request and either approve the refund to original form of payment or reject
the refund request. If the request is approved:
o The payment card will be refunded.
o Cash will be refunded via BSP settlerment.
o Commission will be recalled in all cases.
« Al requests will be reviewed for eligibility and processed in four to six weeks.

Note: Requests received outside of these conditions will not be actioned.

WESTJET %#

ARC refund process

Terms and conditions for United States or United Kingdom journeys

« At this time, we are actively working through the options for ARC refunds for guests who had a
journey with a United States or United Kingdom origin or destination city.

+ Please do not email reguests for refunds until we can provide a solution.

»  We will provide an update as soon as possible on where to submit these requests.

Terms and conditions for PremiumFlex (W class of service) or BusinessFlex (] class of service)

Process for PremiumFlex (W) or BusinessFlex (]) refunds

Channel Payment type Action Contact details

Payment cards Email Westjet to process refund Agencysalessupport@westjet.com
ARC Agency

Cash Email Westjet to process ACM TAPaymentservichs@westjet com

BSP Agency Payment cards and cash | Submit refund application in BSPlink | B5Plink refund application

Westjet Agent | Payment cards Contact Westjet for processing Trawvel Support Team 1-877-664-3205

MOTE: This is a temporary process in place as a result of COVID-19.
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ARC Agency
Far PremiumFlex (W class of service) or BusinessFlex (] class of service):

*  For tickets with combined fares, only | and W fares/coupons are eligible for refunds as per standard
fare rules.
¢ Please email your request to Westjet and include the fellowing subject line and details:
o Subject line: /W REFUND REQUEST
o Detalls to include: Ticket number(s), guest name, IATA number, agency phone number.
o DO NOT INCLUDE: Payment card numbers. We will contact you for this as required.
« For payment cards:
o If the ticket was paid with a payment card such as Visa or Mastercard, please send your
refund request to agencysalessupport@westjet.com.
o If applicable, the refund will be processed to the original payment card.
+ For cash payments:
o If the ticket was originally settled via ARC with cash, cheque, etc., please send your refund
request to TAPaymentservices@westjet.com.
o Ifapplicable, the refund will be in the form of an Agency Credit Memao (ACM).
= Al requests will be reviewed for eligibility and processed in four to six weeks.
«  Westlet will reply once your request has been reviewed and advise of any action taken.

Nate: Other class of service or fare types received outside of these conditions will not be octioned.

WESTJET 5%

Frequently asked questions

Q: Why can’t I submit a refund request for tickets issued via ARC that contain a United States or
United Kingdom origin or destination?

Az We are actively working on solutions for ARC-issued tickets. Your refund request can be submitted at a
future date and we will advise as soon as this is available. We appreciate your patience as we work through
these options.
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Q: What happens if my client purchased a pre-reserved seat?

Az If you have ssued a pre-reserved seat EMD from you GDS, we are still working through options for how
to refund. If you purchased a pre-reserved seat from westjet.com or via the Travel Support Team, please
call to have your United States or United Kingdom seat fee refunded.

Q: Why am I not able to refund my client’s ticket in the GD5?

Az Due to refund restrictions, the ability to self-refund is restricted. Please follow the refund process as
outlined above.

Q: If my client booked a BusinessFlex or PremiumFlex fare combined with a nen-refundable fare,
how will the refund be processed?

Az If your client has a ticket that combines a refundable ) or W class service and another nen-refundable
class of service, only the | or W coupons will be refunded to original form of payment. The remaining
coupons will remain in open status for future exchanges. If the ticket includes a United States or United
Kingdam origin or destination, the full ticket can be requested for refund.

Q: Will there be a penalty fee for refunding?

Az For tickets that have been impacted by COVID-19 and include a United States or United Kingdom origin
or destination, the full ticket can be requested for a full refund without a penalty. For refundable | and W
fares, the penalty will be charged based on the fare rules. If a penalty fee is applicable, it will be deducted
from the full amount of the fare/tax refund. If no penalty fee is applicable, the full amount of the fare/taxes
will be refunded.

Q: Will the refund include taxes?

Az If the taxes are refundable as per standard tax rules, they will be included with the refund.

WESTJET s
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Attachment 5
Captured on July 5, 2020 from https://www.westjet.com/en-ca/travel-info/advisories#coronavirus

There’s no fee to change or cancel your flight.

Change/cancel flights online

‘ Flexible change/cancel policy ‘

Call times are high: please call only if your travel is within 72 hours.

If you are unable to cancel your flight anline, please use this form.

FEEDBACK

The full value of your cancelled flight will be credited to a Travel Bank, valid for 24 months from
the date of issue. Westjet Vacation packages will be credited asWest|et dollars, valid for 24
months.

To request cancellation of a WestJet Vacations package, please contact us directly.

If you booked through a Travel Agent (online or directly), Corporate Travel arranger, or
another airline, please contact them directly.


https://www.westjet.com/en-ca/travel-info/advisories#coronavirus

richard doane
Complaint — WestJet

Additional Attachments
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WESTJET %

eTicket Receipt

Prepared For

MALTBY/EVELYN S MRS
RESERVATION CODE RBHCDJ
ISSUE DATE 07Dec19
TICKET NUMBER 8382153662815
ISSUING AIRLINE WESTJET
ISSUING AGENT WestJet/SDX

Itinerary Details

TRAVEL
DATE

04Apr20  WESTJET HALIFAX NS, CANADA  ORLANDO INTL, FL Cabin ECONOMY
WS 1040 Seat Number 10D -

(CONFIRMED)

Time Time Baggage Allowance NIL

i g Booking Status OK TO FLY

HAR 1840 Fare Basis LTUDOEZK
Not Valid Before 04APR20
Not Valid After 04APR20

25Apr20 WESTJET ORLANDO INTL, FL HALIFAX NS, CANADA Cabin ECONOMY
WS 1045 Seat Number 12D -

(CONFIRMED)

Time Time Baggage Allowance NIL

; : Booking Status OK TO FLY

Asdg 13:29 Fare Basis KTUDOEZS
Not Valid Before 25APR20
Not Valid After 25APR20

AIRLINE DEPARTURE ARRIVAL OTHER NOTES

Allowances

Baggage Allowance

YHZ to MCO - 0 Pieces WESTJET

Prices of additional baggage pieces:

1. 30.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters

2. 50.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters

MCO to YHZ - 0 Pieces WESTJET

Prices of additional baggage pieces:

1. 30.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters

2. 50.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters
ADDITIONAL ALLOWANCES AND/OR DISCOUNTS MAY APPLY DEPENDING ON FLYER-SPECIFIC FACTORS
/E.G. FREQUENT FLYER STATUS/MILITARY/ CREDIT CARDFORM OF PAYMENT/EARLY PURCHASE OVER
INTERNETETC

Carry On Allowances

YHZ to MCO , MCO to YHZ - 1 Piece (WS - WESTJET)

Carry On Charges

YHZ to MCO , MCO to YHZ - (WS - WESTJET) - Carry-on fees unknown - contact carrier



Payment/Fare Details

Form of Payment

Fare Calculation Line

Fare

Taxes/FeesiCarrier-Imposed Charges

Total Fare

Other Charges

SEAT ASSIGNMENT # 8381505149929 (YHZ-MCO |
QTY1,MCO-YHZ IQTY1)

Taxes
Form of Payment
Total

Total Fare and Other Charges

richard doane
Complaint — WestJet

CREDIT CARD - VISA : XXXXXXXXXXXX 1945

YHZ WS ORL152.75WS YHZ193.03NUC345.78END
ROE1.315834 XFMCQO4.5

CAD 454.99

CAD 12.10 CA4 (AIR TRAVELLERS SECURITY
CHARGE)

CAD 23.35 XG8 (GOODS AND SERVICES TAX
(GsT))

CAD 28.00 SQ (AIRPORT IMPROVEMENT FEE
(AIF))

CAD 4.20 RC2 (HARMONIZED SALES TAX (HST))

CAD 49.04 US2 (TRANSPORTATION TAX
(INTERNATIONAL))

CAD 7.76 YC (CUSTOMS USER FEE)

CAD 9.23 XY2 (IMMIGRATION USER FEE)

CAD 5.22 XA (APHIS USER FEE)

CAD 7.38 AY (SEPTEMBER 11TH SECURITY FEE)
CAD 5.93 XF (PASSENGER FACILITY CHARGE)

CAD 607.20

CAD 72.00

CAD 3.60
CREDIT CARD - VISA : XXXXXXXXXXXX 1945
CAD 75.60

CAD 682.80

Positive identification required for airport check in

Notice:

QST #1202807956TQ0001 GST # 866112535

Baggage fees are charged in CAD or USD by direction depending on point of departure. Guests departing the United States,

Latin America and the Caribbean will pay baggage fees in USD. Please see https://iwww.westjet.com/en-caltravel-
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info/fares/service-fees for more information.

Passengers embarking upon a journey involving an ultimate destination or a stop in a country other than the country of
departure are advised that the provisions of an international treaty (the Warsaw Convention, the 1999 Montreal Convention,
or other treaty), as well as a carrier's own contract of carriage or tariff provisions, may be applicable to their entire journey,
including any portion entirely within the countries of departure and destination. The applicable treaty governs and may limit
the liability of carriers to passengers for death or personal injury, destruction or loss of, or damage to, baggage, and for
delay of passengers and baggage.

Additional protection can usually be obtained by purchasing insurance from a private company. Such insurance is not
affected by any limitation of the carrier's liability under an international treaty. For further information please consult your

airline or insurance company representative.

Data Protection Notice: Your personal data will be processed in accordance with the applicable carrier’s privacy policy
and, if your booking is made via a reservation system provider (“GDS"), with its privacy policy. These are available at
http:/iwww.iatatravelcenter.com/privacy or from the carrier or GDS directly. You should read this documentation, which
applies to your booking and specifies, for example, how your personal data is collected, stored, used, disclosed and
transferred. (applicable for interline carriage)

Important Legal Notices
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second person travelbank voucher

rwdoane@outlook.com

From: Westlet <travelbank@westjet.com>

Sent: March 16, 2020 12:21 PM

To: rwdoane@outlook.com

Subject: Your WestJet Travel Bank - refund processed
[ £

Hello Mr. richard doane

A credit has been processed and issued to your Travel Bank. You can access your Travel
Bank credits by signing into your Westlet Rewards account at
www.westjet.com/account. If you don’t already have a Westlet Rewards account, one
will be created for you and you’ll receive an email shortly with more information and
your WestJet Rewards ID that's required to sign in.

Travel Bank: 8838002189553665
Travel Bank refund: 607.20

When a booking is cancelled, and the original form of payment for that booking
included Travel Bank credits or WestJet dollars, the original expiry date(s) for the
credits/dollars will remain. Any additional credits will be given an expiry date of one
year from the date issued.

Travel Bank credits can be used to pay for future travel with Westlet, excluding
Westlet Vacations packages and service fees (like kennels, seat selection, excess
baggage or flight changes/cancellations). You can redeem your Travel Bank credits by
signing in to your WestJet Rewards account at www.westjet.com/account before
booking or making changes to your flights.

For more information about fraudulent transactions involving Westlet Travel Bank
credits for sale, please visit www.westjet.com.

Regards,
Westlet

You have received this notification because you had a transaction with WestJet.
Replies to this email will not be received. ©Westlet. All rights reserved. Westlet, 22
Aerial Place NE, Calgary, AB T2E 3J1, Canada.

3rd person
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eTicket Receipt

Prepared For

MALTBYDOANE/SHAUNA L MRS

RESERVATION CODE
ISSUE DATE

TICKET NUMBER
ISSUING AIRLINE
ISSUING AGENT

Itinerary Details

TRAVEL
DATE AIRLINE
04Apr20 WESTIET
WS 1040
25Apr20 WESTIET
WS 1045
Allowances

Baggage Allowance
YHZ to MCO - 0 Pieces WESTJET

Prices of additional baggage pieces:

DEPARTURE

HALIFAX NS, CANADA

Time
14:45

ORLANDO INTL, FL

Time
09:00

RBHCDJ
07Dec19
8382153662814
WESTJET
WestJet/SDX

ARRIVAL

ORLANDO INTL, FL

Time
17:40

HALIFAX NS, CANADA

Time
13:29

OTHER NOTES

Seat Number 10E -
(CONFIRMED)

Baggage Allowance NIL
Booking Status OK TO FLY
Fare Basis LTUDOEZK

Not Valid Before 04APR20
Not Valid After 04APR20

Seat Number 12E -
(CONFIRMED)

Baggage Allowance NIL
Booking Status OK TO FLY
Fare Basis KTUDOEZS
Not Valid Before 25APR20
Not Valid After 25APR20

1. 30.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters

2. 50.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters

MCO to YHZ - 0 Pieces WESTJIET

Prices of additional baggage pieces:

1. 30.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters

2. 50.00 CAD up to 50 pounds/23 kilograms and up to 62 linear inches/158 linear centimeters
ADDITIONAL ALLOWANCES AND/OR DISCOUNTS MAY APPLY DEPENDING ON FLYER-SPECIFIC FACTORS
/E.G. FREQUENT FLYER STATUS/MILITARY/ CREDIT CARDFORM OF PAYMENT/EARLY PURCHASE OVER

INTERNET,ETC
Carry On Allowances

YHZ to MCO ,MCO to YHZ - 1 Piece (WS - WESTJIET)

Carry On Charges

YHZ to MCO ,MCO to YHZ - (WS - WESTJET) - Carry-on fees unknown - contact carrier



Payment/Fare Details
Form of Payment

Fare Calculation Line

Fare

Taxes/Fees/Carrier-imposed Charges

Total Fare

Other Charges

SEAT ASSIGNMENT # 8381505149928 (YHZ-MCO /
QTY 1, MCO-YHZ IQTY1)

Taxes
Form of Payment
Total

Total Fare and Other Charges

richard doane
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CREDIT CARD - VISA : XXXXXXXXXXXX 1945

YHZ WS ORL152.75WS YHZ193.03NUC345.78END
ROE1.315834 XFMCQ4.5

CAD 454.99

CAD 12.10 CA4 (AIR TRAVELLERS SECURITY
CHARGE)

CAD 23.35 XG8 (GOODS AND SERVICES TAX
(GsT))

CAD 28.00 SQ (AIRPORT IMPROVEMENT FEE
(AIF))

CAD 4.20 RC2 (HARMONIZED SALES TAX (HST))

CAD 49.04 US2 (TRANSPORTATION TAX
(INTERNATIONAL))

CAD 7.76 YC (CUSTOMS USER FEE)

CAD 9.23 XY2 (IMMIGRATION USER FEE)

CAD 5.22 XA (APHIS USER FEE)

CAD 7.38 AY (SEPTEMBER 11TH SECURITY FEE)
CAD 5.93 XF (PASSENGER FACILITY CHARGE)

CAD 607.20

CAD 72.00

CAD 3.60
CREDIT CARD - VISA : XXXXXXXXXXXX 1945
CAD 75.60

CAD 682.80

Positive identification required for airport check in

Notice:

QST #1202807956TQ0001 GST # 866112535

Baggage fees are charged in CAD or USD by direction depending on point of departure. Guests departing the United States,

Latin America and the Caribbean will pay baggage fees in USD. Please see https://www.westjet.com/en-caltravel-




richard doane
Complaint — WestJet

info/fares/service-fees for more information.

Passengers embarking upon a journey involving an ultimate destination or a stop in a country other than the country of
departure are advised that the provisions of an international treaty (the Warsaw Convention, the 1999 Montreal Convention,
or other treaty), as well as a carrier's own contract of carriage or tariff provisions, may be applicable to their entire journey,
including any portion entirely within the countries of departure and destination. The applicable treaty governs and may limit
the liability of carriers to passengers for death or personal injury, destruction or loss of, or damage to, baggage, and for
delay of passengers and baggage.

Additional protection can usually be obtained by purchasing insurance from a private company. Such insurance is not
affected by any limitation of the carrier's liability under an international treaty. For further information please consult your

airline or insurance company representative.

Data Protection Notice: Your personal data will be processed in accordance with the applicable carrier's privacy policy
and, if your booking is made via a reservation system provider (“GDS"), with its privacy policy. These are available at
http:/iwww.iatatravelcenter.com/privacy or fromthe carrier or GDS directly. You should read this documentation, which
applies to your booking and specifies, for example, how your personal data is collected, stored, used, disclosed and
transferred. (applicable for interline carriage)

Important Legal Notices
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3rd person travelbank voucher

rwdoane@outlook.com

From: Westlet <travelbank@westjet.com>

Sent: March 16, 2020 12:21 PM

To: rwdoane@outlook.com

Subject: Your WestJet Travel Bank - refund processed
[ £

Hello Mr. richard doane

A credit has been processed and issued to your Travel Bank. You can access your Travel
Bank credits by signing into your Westlet Rewards account at
www.westjet.com/account. If you don’t already have a Westlet Rewards account, one
will be created for you and you’ll receive an email shortly with more information and
your WestJet Rewards ID that's required to sign in.

Travel Bank: 8838002189553665
Travel Bank refund: 607.20

When a booking is cancelled, and the original form of payment for that booking
included Travel Bank credits or WestJet dollars, the original expiry date(s) for the
credits/dollars will remain. Any additional credits will be given an expiry date of one
year from the date issued.

Travel Bank credits can be used to pay for future travel with Westlet, excluding
Westlet Vacations packages and service fees (like kennels, seat selection, excess
baggage or flight changes/cancellations). You can redeem your Travel Bank credits by
signing in to your WestJet Rewards account at www.westjet.com/account before
booking or making changes to your flights.

For more information about fraudulent transactions involving Westlet Travel Bank
credits for sale, please visit www.westjet.com.

Regards,
Westlet
You have received this notification because you had a transaction with WestJet.

Replies to this email will not be received. ©Westlet. All rights reserved. Westlet, 22
Aerial Place NE, Calgary, AB T2E 3J1, Canada.
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Certificate of Service

| hereby certify that | have, this 13 day of August 2020 a copy of the foregoing Complaint to be
served by electronic mail on the following persons:

Kimberly Graber, Esq. kimberly.graber@dot.gov
Blane Workie, Esq. blane.workie@dot.gov
Robert Gorman, Esq. robert.gorman@dot.gov
Don Hainbach, Esg. dhainbach@ggh-airlaw.com

Mﬂ.ﬂsw;

richard doane



