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1. Visparigie jautajumi /

1. 1. levads / Introduction

General provisions

1.1.1.

Atsaucoties uz noteikto Regulas (EK)
Nr. 1107/2006 9. panta 1. punktd un
Eiropas civilas aviacijas konferences
(ECAC) 30. dokumenta I dalas 5. sadala
un ar to saistitaja pielikuma Annex 5-C
“Labas uzvedibas kodekss lidostas
pakalpojumu sniegSana personam ar
ierobezotam  parvietoSanas sp&jam”
(“Code of Good Conduct in Ground
Handling for Persons with Reduced
Mobility”), katra Eiropas lidosta ir
jaievie§ kvalitates standartus palidzibas
sniegSana personam ar ierobezotam
parvietoSanas sp&jam;

According to the provisions of
Regulation (EC) No 1107/2006, Article
9, Point 1 and ECAC Document 30, Part
I, Section 5 and related Annex 5-C
“Code of Good Conduct in Ground
Handling for Persons with Reduced
Mobility”, every airport in Europe is
obliged to implement quality standards
for rendering services to persons with
reduced mobility;

1.1.2.

1.1.2. Sos standartus ievies  Valsts
akciju  sabiedribas  ,,Starptautiskas
lidostas “Riga” (turpmak teksta -
Lidosta) vadiba sadarbiba ar Lidostas
lietotajiem, invalidu un personu ar
lerobezotam  parvietoSanas  spgjam

organizacijam, un tie tiek
publicéti Lidostas majas lapa (www.
riga-airport.com).

These standards are implemented by
SJSC Riga International  Airport
management (“the Airport”) jointly
with the Airport users, organizations of
disabled persons and persons with
reduced mobility, and they are
published on the Airport’s website
(www.riga-airport.com).

1.2. Kvalitates standartu mérkis / The Goal of the Quality Standards

1.2.1.

Lidosta atzist, ka katrs pasazieris ar
lerobezotam  parvietoSanas  spgjam
(turpmak teksta — PRM pasazieris)
jauztver ka unikala persona ar dazada
veida individualajam vajadzibam un
papildus pakalpojumu nepiecieSamibu.

The Airport acknowledges that each
passenger with reduced mobility
(“PRM  Passenger”) should be
perceived as a unique person with
various  individual needs  and
requirements for additional services.

Lidosta  apnemas  sniegt ~PRM | The Airport undertakes to provide the

pasazieriem pasi piclagotus | PRM  Passengers  with  specially

pakalpojumus ar cienu un godbijibu, bez | customized services rendered with

diskriminacijas un respekt&jot personas | respect and reverence,  without

velmi but maksimali patstavigai, discrimination and honoring the
person’s  desire  for  maximum
independence;
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1.2.2.

Sie pakalpojumi tiek sniegti saskana ar
Regulu (EK) Nr. EC1107/2006 un
ECAC 30. dokumenta, I dalas, 5. sadalu.

Such services are provided in
conformity with Regulation (EC) No
1107/2006 and ECAC Document 30,
Part I, Section 5.

1.3. Kvalitates standartu spéka esamiba / Validity of the Quality Standards

13.1

Kvalitates  standarti  tiek  vertéti,
izmantojot:

a) PRM pasazieru aptaujas;

b) lerosinajumus, iecteikumus un
pretenzijas, kas sniegtas Lidostas
majaslapas aptaujas veidlapa,

c) leks€o un / vai argo auditu

neatbilstibu konstatgjumus.

The quality standards are assessed by
using:

a) Opinion polls of PRM passengers;

b) Suggestions, recommendations and
complaints addressed to the Airport on
the Airport’s website, questionnaire
form;

¢) Findings of internal and /or external
auditors.

1.4. Kvalitates standartu ievérosana / Compliance with the Quality Standards

14.1.

Saja  dokumenta noteikto kvalitates
standartu  ieveroSana ir  Lidostas
pienakums.

Compliance with the quality standards
set forth herein is mandatory to the
Airport.

1.5. PRM pasazieru definicija / Definition of a PRM Passenger

1.5.1.

“Pasazieris ar ierobezotam parvietoSanas
spgjam / Passenger with Reduced
Mobility — PRM” ir jebkura persona,
kuras parvietoSanas spg€jas, izmantojot
transportlidzeklus, ir ierobezotas kadas
fiziskas  (sensoriskas vai  kustibu,
pastavigas vai 1slaicigas) invaliditates
iemeslu vai vecuma dél un kuras

A Passenger with Reduced Mobility —
PRM — is any person whose mobility by
using transport vehicles is limited due to
some physical (sensory or movement,
permanent or temporary) disability or
age, and whose condition requires
appropriate attention and adjustment of

S I - the services available to every
stavoklis prasa pienacigu uzmanibu un ) i
jebkuram pasaZieriem pieejamo passenger to this person’s needs.
pakalpojumu  pielagojumus  S$adas
personas vajadzibam.
1.6. Saisinajumi / Abbreviations
EK — Eiropas Parlaments EC- The European Parliament
ECAC - Eiropas civilas aviacijas | ECAC — European Civil Aviation
konference Conference

PRM - Pasazieris ar ierobezotam

PRM - Passenger Reduced Mobility

parvietoSanas sp&jam IATA - International Air Transport
IATA - Starptautiska Aviacijas | Association
Transporta Asociacija
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2. Kvalitates un darbu izpildes standarti / Standards of Quality and
Performance of Work

2.1. PRM pasazieriem nepiecie$amo pakalpojumu klasifikacija / Classification of Services
Required by PRM Passengers

2.1.1.

Lai sniegtu atbilstoSi pielagotus
pakalpojumus PRM pasazieriem, to
klasifikacijai tiek izmantoti IATA
defingtie starptautiskie kodi:

In order to provide appropriately
customized services for PRM passengers,
they are classified applying the
international codes of IATA:

WCHR

Pasazieris, kas var kapt augSup un
lejup pa kapn€m un staigat pa gaisa
kuga salonu, bet, kam nepiecieSams
ratin krésls vai citi paliglidzekli, lai
parvietotos no gaisa kuga uz
terminalu, vai pretgja virziena, pa
terminalu, no ierasanas punkta lidz
izlidoSanas vietai terminala
publiskaja dala.

Passenger who can walk up and down
stairs and move about in an aircraft cabin,
but who requires a wheelchair or other
means for movements between the
aircraft and the terminal, in the terminal
and between arrival and departure points
on the city side of the terminal.

WCHS

Pasazieris, kas nevar kapt augSup un
lejup pa kapném, bet var staigat pa
gaisa kuga salonu, bet, kam
nepiecieSams ratin krésls vai citi
paliglidzekli, lai parvietotos no gaisa
kuga wuz terminalu, vai pretgja
virziena, pa terminalu, no ierasanas
punkta Ilidz izlidoSanas vietai
terminala publiskaja dala.

Passenger who cannot walk up or down
stairs, but who can move about in an
aircraft cabin and requires a wheelchair to
move between the aircraft and the
terminal, in the terminal and between
arrival and departure points on the city
side of the terminal.

WCHC

Saja kategorija ietilpst plass pasazieru
loks. Tie ir pilnigi nekustigi pasaZieri,
kuri var parvietoties tikai ratin krésla
vai ar citiem paliglidzekliem un
kuriem palidziba nepiecieSama visu
laiku, sakot no ierasanas briza lidosta
lidz iekartoSanas bridim gaisa kuga
sédvieta, vai, ja nepiecieSams,
speciala pasazierim 1pasi pielagota
seédvieta, ka arl no ielidoSanas briza
lidosta lidz tas atstaSanai. Saja
kategorija ietilpst ari pasazieri ar
apaks€jo ekstremitaSu invaliditati,
kuriem  nepiecieSama  palidziba,
iekapjot gaisa kugt un izkapjot no ta,
ka arT parvietojoties gaisa kuga
salona, bet kuri citada zipa ir
patstavigi un spg parvietoties pa
lidostu personigaja ratin krésla.

This category covers a wide range of
passengers. It includes those who are
completely immobile, who can move
about only with the help of a wheelchair
or any other means and who requires
assistance at all times from arrival at the
airport to seating in the aircraft or, if
necessary, in a special seat fitted to their
specific needs, the process being inverted
at arrival. This category also includes
persons with disabilities only affecting
the lower limbs who require assistance to
embark and disembark and to move
inside the aircraft cabin but who are
otherwise self-sufficient and can move
about independently in their own
wheelchair at the airport. Specifying the
level of autonomy at the time of booking
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Precizi nosakot pasaZiera patstavibas
Iimeni jau aviobiletes rezervéSanas
laika, iesp&jams izvairities no
neatbilstoSas palidzibas sniegSanas.

will avoid the provision of inappropriate
assistance.

attistibas ~ traucgjumiem,  kuram
nepiecieSama palidziba. Saja
kategorija ietilpst pasazieri ar garigas
attistibas trauc€jumiem, planpratibu,
Alcheimera vai Dauna sindromu, kas
celo vieni un kuriem nepiecieSama
palidziba lidosta.

DEAF Nedzirdigs vai kurlméms pasazieris. | Passenger who is deaf or hard of hearing
or a passenger who is deaf without
speech.

BLND Neredzigs vai vajredzigs pasazieris. | Blind or visually impaired passenger.

DEAF Neredzigs un nedzirdigs pasazieris, | Blind and deaf passenger, who can move

BLND kas var parvietoties tikai ar pavadoSas | about only with the help of an

personas palidzibu. accompanying person.

DPNA Pasazieris ar intelektualiem vai | Disabled Passenger with intellectual or

developmental  disability =~ Needing
Assistance. This covers persons with
disabilities such as learning difficulties,
dementia, Alzheimer’s’ or Down’s
syndrome who travel alone and will need
ground assistance.

2.2. lelidosanas un izlido$anas izsaukuma punkti / Arrival and Departure Call Points

2.2.1.

Lidosta nodroSina sava
izsaukuma punktus
pasazieriem, kas ierodas un
no lidostas $adas vietas:

a) Autostavvieta P3  (ilgtermina
stavvieta) - pie  stavvietas
iebrauktuves, operatora biroja;

b) Autostavvieta P1 ielidoSanas
limeni (istermina stavvieta) - pie
taksometru  stavvietam  lifta
tuvuma,

C) IzlidoSanas  limeni terminala
prieksa (1 auto stavvieta lidz 30
min bez maksas). Piebraucot
terminala prieksa, izlidoSanas
limeni, pasazieri sazinas ar
informacijas dienestu izlidoSanas
zale, ja palidziba nepiecieSama,
sakot no $1 punkta.

teritorija
PRM
izbrauc

The Airport in its territory provides call

points for PRM passengers arriving at the

Airport and departing from it, in the

following places:

a) Car park P3 (long-term car park) — at
the entrance to the car park (the
operator’s office);

b) Car Park P1 at the arrivals level
(short-term car park) — at the taxi stop
near the lift;

c) At the departures level, in front of the
terminal (1 car parking place, free of
charge till 30 min). Arriving in front
of the terminal, passengers call the
information desk in the departures
hall if they need assistance from this
point.

2.2.2.

So izsaukuma punktu atraganas vietas
izveletas sadarbiba ar lidostas
lietotdjiem un invalidu organizaciju
parstavjiem.

The locations of the call points were
selected jointly with the airport users and
representatives of the organizations for
disabled people.
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2.3. Pakalpojumu apraksts / Description of Services

2.3.1.

Lidosta nodrosina PRM pasazieriem
kvalitativus, individuali pielagotus un
nepartrauktus pakalpojumus, kuros
ietilpst $adi pakalpojumi:

a)

9)
h)

)

K)

Pieteikuma  pienemSana  par
pasaziera  ierasanos  lidostas
dienestiem un pasaziera palidzibas
pieteikumu noteiktos izsaukuma
punktos terminala €kas arpusé un
iekSpusg;

Pasaziera nogadasana/palidziba
no izsaukuma punkta Iidz
registracijas galdam;
Registrésanas  lidojumam  un
bagazas registréSana;
ParvietoSanas no registracijas
galda lidz gaisa kugim, palidzot
veikt robezsardzes, muitas un
drosibas parbaudes;

lekapsana  gaisa  kugi, ja
nepiecieSams, nodroSinot liftu,
ratin kréslu vai citus atbilstoSus
paliglidzeklus;

ParvietoSanas no gaisa kuga ieejas
uz sédvietu;

Rokas bagazas novietoSana un
sanemsana gaisa kugt;
ParvietoSanas no sédvietas uz
gaisa kuga izeju;

Izkapsana no gaisa kuga, ja

nepiecieSams, nodroSinot liftu,
ratin kréslu vai citus atbilstoSus
paliglidzeklus;

ParvietoSanas no gaisa kuga uz
bagazas sanemSanas zali un
bagazas sanemsana, ja
nepiecieSams veicot robezsardzes
un muitas formalitates;

ParvietoSanas no bagazas zales uz
noteikto punktu lidostas teritorija;
Palidziba transféra pasazierim
parvietoties uz savienoto reisu

The Airport
passengers
individually
assistance
services:

a) Acceptance by the airport service staff
of the passenger’s notice of arrival at
specific call points outside and inside
the Airport terminal;

b) Accompanying/assisting a passenger
from the call point to the check-in
desk;

c) Checking in for a flight and checking
in of baggage;

d) Moving from the check-in desk to the
aircraft (assistance at passport control,
customs and security screening);

e) Boarding the aircraft, if necessary,
providing lift, wheelchair or other
appropriate means of transportation;

f) Moving from the aircraft entrance to
the seat;

g) Depositing and retrieving carry-on
baggage on board,;

h) Moving from the seat to the aircraft
exit;

i) Disembarking from the aircraft, if
necessary, providing lift, wheelchair
or other appropriate means of
transportation;

j) Moving from the aircraft to the
baggage reclaiming hall, picking up of

PRM
quality,
permanent

following

shall  provide
with ~ good
customized,
including the

baggage, if necessary, settling
passport control and  customs
formalities;

k) Moving from the baggage reclaiming
hall to a definite point in the Airport
territory;

I) Assistance to a transfer passenger in
getting to a connected flight on the
Airport’s landside and airside;

m) Accompanying to a toilet room and if

Lidostas publiskaja un sterilaja necessary, assistance in the toilet
zona; room.
Stajas speka ar: 11.01.2019. Versija: 04 Lappuse 7 no 13
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m) Tualetes apmekl&Sana un,
nepiecieSamibas gadijuma,
palidziba tualetg.

2.3.2. Lidosta veic nepiecieSsamos | The Airport shall take the necessary
pasakumus, lai nodro$inatu turpmak | measures in order to ensure the
minéto: following:

a) Ja PRM pasazierim ir Iidzi |a) If a PRM passenger is accompanied
pavadonis, tad pavadonim péc by an escorting person, such a person,
pieprasijuma tiek dota atlauja upon his/her request, is allowed to
sniegt pasazierim nepiecieSamo render the necessary assistance to the
palidzibu lidosta, ka ari, iekapjot passenger at the airport and while
gaisa kugi un izkapjot no ta; boarding and disembarking the

b) Virszemes apkalpoSana attieciba aircraft;
uz visiem nepiecieSamajiem |b) Ground handling services regarding
parvietosanas paliglidzekliem un all  the necessary means of
iericém, t. Sk. elektriskajiem ratin transportation, including wheelchairs,
krésliem, tiek  sniegta, ja are provided if a notification has been
pieteikums sanemts 48 stundas given 48 hours prior to departure,
pirms lidojuma un, nemot véra considering the possible limitations of
iespgjamos gaisa kuga telpas space on board the aircraft and the
ierobezojumus, ka ari attiecigo effective laws and regulations
likumdo$anu par bistamu regarding carriage of dangerous
priekSmetu parvadasanu; goods;

c) Tiek nodrosinata iesp&ja islaicigi [C) An option to replace a damaged or lost
aizvietot bojato vai pazaudéto means  of  transportation, not
parvietosanas paligierici, guaranteeing that the replaced
negarant&jot tas vieta lidzvertigu; equipment will be equivalent;

d) Virszemes apkalposana [d) Ground handling services in case of
nepiecieSamibas gadijuma tiek necessity are also rendered to
sniegta ar1 suniem — pavadoniem, recognized assistance dogs;

e) Informacija par avioreisiem tiek [e) Information on flight schedules are
sniegta pasazieriem uztveramas provided to passengers in
formas. comprehensible forms.

2.3.3. Ja PRM pasazieris celo sava|lf a PRM passenger travels in his/her
personigaja ratin krésla, Lidosta | personal wheelchair, the Airport shall
nodroS§ina  pasazierim maksimalo | provide the passenger with maximum
iespgjamo komfortu, laujot tam | possible comfort, allowing him/her to use
izmatot savu ratin kréslu tik ilgi, cik | their personal wheelchair if possible or
iesp&jams vai lidz gaisa kuga durvim. | till the door of aircraft. In case of
Izlidosanas  gadijuma -  lidz | departure — up to the boarding gate, in
sagatavoSanas bridim iekaps$anai | case of arrival — until the delivery of the
izlidosanas  sektora, ielidosanas | personal wheelchair to the aircraft exit.
gadijuma — lidz personiga ratin krésla
nogadei pie gaisa kuga izejas.
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2.4. Pakalpojuma pieteikSanas procedira / Booking Procedure

24.1.

Atsaucoties uz EK 1107/2006, visu
iesaistito pusu intereses ir savlaicigi
pieteikt pakalpojumu. PRM
pasazieris pakalpojumu var pieteikt
48 (Cetrdesmit astonas) stundas pirms
reisa izlidoSanas, lai dotu iesp&ju
pakalpojuma sniedz&jam savlaicigi
sagatavoties atbilstosa pakalpojuma
sniegSanai, izmantojot PRM
pasazierim Specifiski nepiecieSamo
aprikojumu.

Referring to Regulation (EC) No
1107/2006, it is in the interests of all the
relevant parties that the services are
booked timely. A PRM passenger should
book the service at least 48 (forty-eight)
hours prior to departure of his/her flight
in order to give the service provider
sufficient time to render appropriate
services with the specific equipment
required by the PRM passenger.

24.2.

Lai nodrosinatu $adus pakalpojumus,
PRM pasazierim jaierodas pie
registracijas galda 1 (vienu) stundu
pirms planota reisa izlidoSanas. Ja
ieprieksgja pieteikSanas uz
pakalpojumu nav notikusi, pasazierim
palidziba tiek klasificéta ka palidziba
“pedgja bridi” (,,last minute”). Ja
PRM pasazieris nav bridinajis
aviokompaniju par nepiecie$amo
palidzibu 48 (Cetrdesmit astonas)
stundas pirms lidojuma, vai ja Lidosta
nav  sapémusi  pieteikumu 36
(trisdesmit seSas) stundas pirms reisa
izlidoSanas laika, Lidosta dara visu
iespgjamo, lai sniegtu pasaZierim ar
ierobeZotam parvietoSanas spgjam
kvalitativu  pakalpojumu atbilstosi
vina specifiskajam vajadzibam.

In order to receive such services, the
PRM passenger should arrive at the
check-in desk 1 (one) hour prior to the
scheduled departure. If the service has
not been pre-booked, the passenger will
receive the service classified as (“last
minute”) service. If the passenger has not
notified the airline of the necessary
assistance 48 (forty-eight) hours prior to
the flight, or if the Airport has not
received the notification 36 (thirty-six)
hours prior to departure of the flight, The
Airport will do the utmost to provide the
PRM passenger with good quality service
answering his/her specific needs.

2.4.3.

PRM  pasaZierim  pakalpojums
japiesaka,  rezervgjot  aviobileti
lidsabiedriba vai celojumu agentiira.

The PRM passenger should book the
services when booking a flight at the
airline or at a travel agency.

2.5. Pakalpojuma izpildes laiks / Service provision time

2.5.1.

Lidosta nodroSina palidzibu PRM
pasazieriem atbilstosi ECAC 30
dokumenta, I dalas, 5. sadalai un
attiecinamajam pielikumam Annex 5-
C “Labas uzvedibas kodekss lidostas
pakalpojumu sniegSana personam ar
ierobezotam parvieto$anas spgjam” -
noteiktajam pakalpojumu Iimenim:

The Airport shall provide assistance to
PRM passengers according to the service
level set in ECAC Document 30, Part |,
Section 5 and related Annex 5-C “Code
of Good Conduct in Ground Handling for
Persons with Reduced Mobility”:

Stajas spéeka ar: 11.01.2019.

Versija: 04

Lappuse 9 no 13




VALSTS AKCIJU SABIEDRIBAS “STARPTAUTISKA LIDOSTA “RIGA™ PRM APKALPOSANAS KVALITATES
STANDARTI / SJSC RIGA INTERNATIONAL AIRPORT PRM SERVICE QUALITY STANDARDS - GH 1371 S

STARPTAUTISKA LIDO\STA"ﬁTGA"

kugim (“on chocks”);
= 90% - 35 minasu laika;
= 100% - 45 minasu laika.

Kriterijs/ Merkis Target
Criterion
IZLIDOJOSIE PRM pasazieri /| DEPARTING PRM Passengers
Iepriek§ | P&c ieraSanas Lidosta un Upon arrival at the Airport and
pieteikusi | picteikSanas: application:
es / Pre - | =80% PRM pasazieru gaida uz = 80% PRM passengers wait for
booked palidzibu ne ilgak par assistance not longer than 10 minutes;
10 minGtém,; = 90% wait not longer than 20 minutes;
* 90% gaida ne ilgak par 20 = 100% wait not longer than 30
minatém,; minutes.
* 100% gaida ne ilgak par 30
minGteém.
Iepriek§ | P&c ieraSanas Lidosta un Upon arrival at the airport and
nepieteik | pieteikSanas: application:
usies / Not | = 80% PRM pasazieru gaida uz = 80% PRM passengers wait for
pre - palidzibu ne ilgak par assistance not longer than 25
booked 25 minutém; minutes;
» 90% gaida ne ilgak par 35 = 90% wait not longer than 35
mintém,; minutes;
* 100% gaida ne ilgak par 45 = 100% wait not longer than 45
minGteém. minutes.
IELIDOJOSIE PRM pasazieri / ARRIVING PRM Passengers
Iepriek§ | Palidzibai jabut pieejamai  pie | Assistance should be available at the
pieteikusi | iclidoSanas sektora / gaisa kuga: gate-room / aircraft side for:
es / Pre - | = 80% PRM pasazieriem 5 mintsu | = for 80% PRM passengers within 5
booked laika péc  bremzu  klucu minutes after “on chocks”;
pielikSanas gaisa kugim (“on | = 90% - within10 minutes;
chocks”); = 100% - within 20 minutes.
= 90% -10 minasu laika;
= 100% - 20 mintsu laika.
Iepriek§ | Palidzibai jabut pieejamai pie Assistance should be available at the
nepieteik | iclidosanas sektora / gaisa kuga: gate-room / aircraft side for:
usies / Not = 80% PRM pasazieriem 25 = for 80% PRM passengers within25
pre- mintsu laika péc bremzu minutes after “on chocks”
booked klucu pielikSanas gaisa = 90% - within 35 minutes;

= 100% - within 45 minutes.

2.6. Aprikojums / Equipment

2.6.1.

Lidosta nodroSina PRM pasazierim
paredzeta aprikojuma pilnigu
atbilstibu ECAC 30. Dokumenta,

The Airport shall ensure the compliance
of all the equipment for PRM passengers
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parbaudes un visu PRM pasazieru
apkalpoSanai paredz€to paligiericu
apkope. Lidosta pastavigi veic
ierakstus aprikojuma apkopes
registracijas zurnalos.

Annex 5-D pielikuma | with the recommendations of ECAC
rekomendacijam. Document 30, Annex 5-D.

2.6.2 Lidosta nodros$ina, lai tiktu veiktas | The Airport shall ensure that regular
regularas  aprikojuma  droSuma | safety checks and maintenance of the

equipment for PRM passengers are
performed. The Airport shall make
appropriate entries in the journals of
equipment maintenance registration.

2.7. PRM pasazieru apkalpoSanas personala un lidosta stradajosa pasazierus apkalpojosa
personala apmaciba / Training of PRM Passenger Service Personnel and Airport Personnel
Providing Services to Passengers

2.7.1.

Saskana ar noteikto EK1107/2006,
ECAC 30. dokumenta, I dalas, 5.
sadala un attiecigajos pielikumos, ka
ari  noteikto ASV  likumdoSana
(ACAA, 14 CFR 382), Lidosta
nodroSina atbilstosSu apmacibu PRM
pasazieru apkalpojosam personalam
un darbiniekiem, kas strada tiesa
kontakta ar pasazieriem. Macibu
nodarbibas, kuras piedalas visi
darbinieki (PRM pasazieru
apkalpojoSais personals un pargjie
lidostas darbinieki), Tpasa uzmaniba
tiek pieversta izpratnei par invaliditati
un invalidu lidztiesibu.

According to the provisions of
Regulation (EC) N01107/2006, ECAC
Document 30, Part I, Section 5 and
related Annexes as well as the provisions
of the US laws and regulations (ACAA,
14 CFR 382), the Airport shall provide
appropriate training to the PRM
passenger service personnel and the staff
working in  direct contact with
passengers. At the training sessions with
the participation of all the staff (the PRM
passenger service personnel and other
Airport  personnel), the particular
attention is paid to the disability
awareness and equal rights of disabled
people.

2.7.2.

Dalibniekiem, kas sekmigi pabeigusi
macibu  programmu, apmacibas
organizators izsniedz sertifikatu. Sis
sertifikats tiek glabats darbinieka
personiskaja lieta.

The participants who have successfully
completed the training program receive a
certificate from the training provider.
This certificate is kept on the employee’s
personal file.

2.7.3.

Atkartotu apmacibu Lidosta veic reizi
gada PRM pasazierus apkalpojoSam
personalam un reizi divos gados -
darbiniekiem, kas strada tieSa
kontakta ar PRM pasaZieriem.

The Airport have to perform repeated
training once a year for the PRM
passenger service personnel and once
every two years — for the staff working in
direct contact with passengers.

2.8. Informacija PRM pasazieriem / Information to PRM Passengers

2.8.1.

Lidosta nodroSina PRM pasazierus ar
viniem nepiecieSamo informaciju
1pasi adaptetas formas ar bukletu un
Lidostas majas lapas palidzibu.

The Airport provides the PRM
passengers  with  the  necessary
information in specially adapted formats,
booklets and on the Airport’s website.
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Informacija tiek sniegta latviesu,
anglu un krievu valoda.

The information is provided in Latvian,
English and Russian languages.

2.8.2.

NepiecieSama informacija:

a) Noteiktie izlidoSanas/ielidosanas
punkti (izsaukuma punkti);
noteikts, ka pieteikt PRM

pakalpojumu.

b) Pakalpojumu apraksts iclidojoSiem
un izlidojoSiem pasazieriem ar
ierobezotam parvietoSanas spéjam;

c) Darbs ar pretenzijam, atzinibam,
ierosinajumiem un
rekomendacijam pasazieriem ar
ierobezotam parvietoSanas sp&jam
pakalpojumu sniegSana.

Necessary information:

a) Specified departure/arrival points (call
points); description of how to book a
PRM service.

b) Description of services available to

arriving and  departing PRM
passengers;

c) Work with complaints,
commendations,  suggestions and

recommendations of PRM passengers.

2.9. Pretenzijas, atzinibas, ierosinajumi un rekomendacijas / Complaints, Commendations,
Suggestions and Recommendations

2.9.1.

Visas pretenzijas, atzinibas,
ierosinajumus un rekomendacijas
pasazieri Lidostai iesniedz gan,

rakstiski nostitot pa pastu, e-pastu vai
Lidostas majaslapa aizpildot aptaujas
anketu, gan arT mutiski informgjot
Lidostas darbinieku.

The passengers submit all their
complaints, commendations praises,
suggestions and recommendations to the
Airport in writing and send them to the
Airport by post, e-mail or on the Airport
website by completing a satisfaction
questionnaire. They can also inform
Airport staff verbally.

2.10. PRM Servisa kvalitates uzraudziba / PRM Service Quality Supervision

2.10.1.

Lidosta izmanto Sadus servisa
kvalitates uzraudzibas instrumentus:
a) PRM pasazieru aptauja par
apkalpoSanu, servisa Itmeni un
tehnikas atbilstibu, lai noskaidrotu
pakalpojumu kvalitati.
Regularitate: 10% gada (no
apkalpotajiem PRM pasaZieriem).
b) Ieksgjais / argjais audits.

The Airport uses the following service

quality supervision instruments:

a) Questionnaire of PRM passengers
regarding service quality, level, and
adequacy of equipment to ascertain
the service quality. Regularity: 10%
per year (of PRM passengers
provided with services).

b) Internal / external audit.

2.10.2.

Iepriek§ mingto pasakumu rezultati
tieck nemti veéra, parskatot Lidostas
kvalitates standartus.

The results of the above mentioned
activities are taken into account when
revising the Airport’s quality standards.
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3. Nosléguma jautajumi / Final provisions

3.1.

Dokumenta veiktas

pasvitrotas.

izmainas ir

The changes in this document are

underlined.

3.2.

Ar $is standarta sp€ka stasanos tiek
atzita par spéku zaudgjusu Valsts
akciju sabiedribas ,,Starptautiskas
lidostas “Riga” PRM apkalpoSanas
kvalitates standarti — GH 1371 S
versija 03.

With the entry into force of this Standard,
Version 03 of SJSC RIGA
INTERNATIONAL AIRPORT PRM
SERVICE QUALITY STANDARDS —
GH 1371 S shall be considered void.

3.3.

Dokuments ir izdots latvieSu un anglu
valoda.

The document is drawn up in Latvian and
in English languages.

3.4.

Dokumenta statuss un ieprieksgjo
versiju vésture:

Document status and history of previous
Versions:

Dokumenta nosaukums / Title of | Versijas Nr./ | Spéka stasanas Dokumenta
the document Version No datums / lappusu skaits /
Effective date Number of pages
VAS ”Starptautiska lidosta “Riga” 01 01.11.2009 8
kvalitates standarti
VAS ”Starptautiska lidosta “Riga” 02 15.02.2014 7
PRM apkalposanas kvalitates
standarti — GH 1371 S
VAS ”Starptautiska lidosta “Riga” 03 02.05.2016 13
PRM apkalpoSanas kvalitates
standarti — GH 1371 S
Valsts akciju sabiedribas 04 11.01.2019 13
”Starptautiska lidosta “Riga”
PRM apkalposanas kvalitates
standarti — GH 1371 S
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