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®PAMNOPT TYUH CTAP EBPMOPT MEHUOXMBHT - A}
NETULLE BYPTAC

CTAHOAPTU 3A KAYECTBO
Ha cbAeucTBUeTo, koeto ,JleTuwe byprac” ocurypsiea Ha
nuua c yBpexaaHusa v nuua ¢ orpaHuyeHa nogBMXHOCT NpU
NbTyBaHETO UM C Bb3yLIEeH TpaHcnopT

QUALITY STANDARDS
For the assistance provided at Burgas Airport to
disabled persons and persons with reduced mobility (PRM)
when travelling by air
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NETWLIE BYPTAC

yTBbPK

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

npekTop Aetuwe byprac

CBIMACYBAR:

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

. OupexTop Neyuwe Byprac

M3roTBuUn:

Mun ua lNeHkoBa
Hauannuk otgen MO JleTuwe Byprac
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1. BbBegeHue

1.1. Onpepenexue 3a PRM

,HOBEK C yBpexaaHua"” uau ,,YoBeK ¢ HamaneHa
MOABVMMHOCT € BCAKO NMLE, YMATO CNocoBHOCT 3a
NPUABUMKBAHE NPU U3NON3BAHE Ha TPAHCNOPT €
HamaneHa nopaam HAKAKBO GU3UYECKO yBpeMaaHe
(ceTMsHO MM ABUraTeNHO, TPAWHO UAK BPEMEHHO),
YMCTBEHO yBpeXaaHe UKW He0CTaTbK AW HAKAKBA
Apyra npuYmuHa 3a yBpexaaHe, uau nopagm Bb3pacT, 1
YUETO CbCTOAHME CE HYMAAE OT CbOTBETHO BHUMAHME K
ot npucnocobsaBaHe Ha 0bcnyKBaHeTO, NPeaoCTaBAHO
Ha BCUYKKW NBTHULM, KbM HEFrOBUTE CneuudUUHN HYXAM,
KogbT PRM ce n3nonssa npu YOBEK C YBPEMAAHWUA UKW
YOBEK C HAManeHa NoABUMHOCT.

1.2. 06wa UHpopmayma

CneumranHa NOMOLL HA NbTHULM C HAMaNeHa
NOABUMHOCT CE OKa3Ba B CbOTBETCTBUE CbC
ctaHgapTute, nocodenun 8 EC/1007 u ECAC gok.30. Tosa
BaMKMW 33 XOPA C YBPEWAAHUA U NbTHULM C HAMANEHA
NOABUMHOCT, KOMTO 3aMUHABAT OT UK NPUCTUTAT Ha
Netnwe Byprac. Yenyrata ce ocurypasa ot @TCEM, uau
HaKPaTKO 40CTaBYMKBLT Ha yCayraTa.

PRM TpabBa Aa yBeaomuW CBOATA TYPUCTUYHECKA areHuua
MAW aBMOKOMNAHMATA 3@ HYA3Ta OT aCUCTEHUMA HaW-
manko 48 yaca npeaun o6ABEHOTO Bpeme 3a 3aMUHaBaHe
Ha noneta u Tasu MHbpopmauua Tpabea aa bvae
KOPEKTHO npeaapeHa Ha PTCEM Hall-manko 36 yaca
npeau 06ABEHOTO Bpeme Ha 3aMUHaBaHe Ha noneTa.
Toea PaHHO U3BeCcTABaHe, CbrMacHoO U3MCKBAHWATA Ha
PernameHTa, Uma 3a LLen Aa U3npaTv Haspeme
MHGOPMALMATE 33 HYXKHATa aCUCTEHUMA, HA AOCTAaBUMKA
Ha ycnyru. B PerynaumaTta HAMA KNay3a 3a AUMPEKTHA
pesepBauma C 4OCTaBYMKA U TAKaBa HE e Bb3MOXHa.
AKko PRM He ycnee aa 3asBM HYXAaTa CM OT CbaencTBue
npeagaputenHo, ®TCEM v NleTuwe byprac we nonoMu
BCHYKMW YCUNMA 43 OCUTYPU HYHHATa acMCTEHUMA cnopeg,
KauecTBEHMTE CTAHAAPTH, NOCOYEHWU B TO3U AOKYMEHT.
3a aa nonyymn acucteHuma PRM Tpabea aa 6bae Ha
0603HaYeHOTO MACTO He NO-KbCHO OT ABa (2) yaca
npeav nnaHupaHua Yac Ha 3amMuHaBaHe uau aa 6voat
Ha YeK-WH He NO-KbCHO OT eAuH (1) yac npeam
NAaHWPAHWA Yac Ha 3aMUHaBaHe.

Ako PRM »enae na uanonssa cobcTeeH MHBaNUAEH
cton, Toit TpAabea aa 6bae YekupaH kato ,lMpepaneH Ha
camoneta”. Ako PRM enae ga u3non3sa UHBaNUAEH
cTON, ocurypeH ot netuweto, PTCEM we Hanpaswu
BCHUYKO Bb3MOMHO Aa OCUTYPU TAKDB.

AKO MMa HyX¥Aa OT Ky4ye-acUCTeHT, ToBa we bvae
ypeaeHo, ako ca YBeAOMEHW Bb3AYLIHWUA Npeso3Bay,
npeacTaBuTeNns My WKW Typonepatopa, CbrnacHo
npasunaTa 3a Npeso3 Ha aBMOKOMMNAHUATA.

PRM Tpabea na 6bae Ha reita He no-KbcHo oT 40
MWHYTW Npeau o0baBeHun Yyac Ha 3amuHasaHe. Mpwu

1. Introduction

1.1. Definition of PRM

“Disabled person” or “person with reduced mobility”
means any person whose mobility when using transport
is reduced due to any physical disability (sensory or
locomotor, permanent or temporary), intellectual
disability or impairment, or any other cause of
disability, or age, and whose situation needs
appropriate attention and the adaptation to his or her
particular needs of the service made available to all
passengers. The code PRM is used for disabled person
or person with reduced mobility.

1.2. General information

Special assistance to PRMs is provided in conformity
with the quality standards stated in EC/1107 and ECAC
Doc. 30. It applies to disabled passengers and
passengers with reduced mobility departing or arriving
at Burgas Airport. This assistance is provided by Fraport
Twin Star, in short the service provider.

PRMs have to inform their travel agency or airline for
their particular need for assistance at least 48 hours
before the published time of departure and this
information should be correctly passed on to Fraport
Twin Star at least 36 hours prior to the published
departure time. This early notification, as required by
the Regulation, serves the purpose of forwarding the
information about the required assistance to the service
provider on time. A direct booking with the service
provider is not provisioned in the Regulation and is not
possible.

If the PRM fails to request assistance in advance,
Fraport Twin Star, Burgas Airport will make all
reasonable efforts to provide the assistance needed
according to the quality standards set in this document.
To receive assistance PRMs must arrive at the
designated point no later than two (2) hours before the
scheduled departure time, or present themselves for
check-in no later than one (1) hour before the
scheduled departure time.

If a PRM wishes to use own wheelchair, this wheelchair
will be registered as delivery at aircraft. If a PRM wishes
to use airport wheelchair, Fraport Twin Star will take all
possible actions to provide one.

If the use of an assistance dog is required, this shall be
arranged for if a notification has been made to the air
carrier or its agent or tour operator in accordance to
the airline conditions of carriage.

PRMs should be at the gate not later than 40 minutes
before the scheduled departure time. They will be
boarded prior to all other passengers on departure and,
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3amMuHaBaHe Te we 6bAaT KaueHu Ha camoneTa npeau on arrival, will be disembarked after all other
BCUYKKM OCTaHanW MbTHULM, @ NPM NpUcTUrade we bvaat | passengers have left the plane.

nocnegHu, cnen BCUYKKW NbTHULA.

1.3. Knacudmrauyma Ha PRM nbTHUUMTE

B rpaAaHCKOTO Bb3AyxonnasaHe ce M3nonssat are used. Every PRM must inform the airline or travel
cTaHaapTM3upaHu kogose. Bcekn PRM Tpabea ga agent at the time of booking to which extent the
MHOOPMUPa aBUOKOMNAHUATA UM TYPUCTUYECKATA CH assistance is required. Passengers must quote the
areHumMaA, No Bpeme Ha pesepsBauuMATa CU, KakBa TOYHO service code they consider appropriate for themselves

1.3. Classification of PRM passengers
In civil aviation international standardized service codes

ACUCTEHUMA My e HyxHa. MTbTHMUKMTe Tpabsa aa nocoyat | to the airline or travel agent.

KO3, KOWTO CMATAT NOAXOAALL, 33 TAX, Ha

ABMOKOMNAHWUATA UK TYPUCTUYECKMA CH areHT. Assistance is provided to the following passenger
ACUCTEHUMA Ce NPesoCcTaBa Ha CNeAHUTE KaTeropuu categories:
MbTHALM:
Characteristics IATA Assistance needed
Onucauue WATA Heobxoguma acucTeHumn PRM
PRM code
koA, PRM cannot walk | WCHC | 1 or 2 passenger
PRM He e B WCHC 1 1N 2 acMCTeHTH Ha or stand, must be assistant/s,
CbCTOAHUE Oa MbTHUKA, UHBANWAEH carried to the cabin wheelchair,
BbpBM, Tpabea CTON, CNELMANeH NPesos seat specialized
na bvae [0 CTOAHKATa K transportation to
npeso3eH A0 AmbBynudT the remote stand
MACTOTO MY B and Ambulift
camonerta PRM cannot WCHS 1 passenger
PRM He moxe | WCHS 1 acucTeHT, MHBANUAEH ascend/descend assistant,
Aa u3Kaysa cTon go/ort camonera, steps, but moves wheelchair to/from
WAK CNK3a no ACUCTEHUMA NPU inside the aircraft aircraft, assistance
cTbnbu, HO cnu3aHe/ka4saHe up/down steps
MOMKe fa ce
NPUABWKBA B
camoneTa PRM cannot walk | WCHR 1 passenger
PRM He moxe | WCHR 1 acucrteHT, UHBaNUAEH long distances assistant, wheelchair
nace cTon oT/m0 reiTa to/from gate
npuaBMKBa
Ha AbAru
PASCTORRNA Passenger with BLIND | 1 passenger
[MBTHUK € BLND 1 acucTeHT (camo ako seeing or hearing DEAF assistant
npobnemu cbe DEAF M3PUYHO NOMCKAT NOMOLL) problem; DPNA | (only if they
3peHneroman | DPNA Passenger with an expressly request
cnyxa; MbTHUK intellectual or assistance)
CyMCIBed developmental
npobnemu impairment
UAn
npobnemu B Passenger STCR Such passenger is
pa3BUTUETO transported on a not qualified as
MbTHUK Ha STCR TO3W TN MBTHULK He ce stretcher PRM. Ambulift
HOCKMAKA knacupuumpat kato PRM. to/from aircraft is
OcurypnBa ce ambynudt provided by the
OT NETULLHWA OnepaTop service provider. At
oT/n0 camoneta. Haii- least 2 assistants;
MaNKo 2 aCUCTEHTH; ambulance to/from
NWHENKa oT/A0 camoneTa; the aircraft.
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2. KauecTBo 1 CTaHAAPTH Ha U3NbAHEHWE

2.1. 06ocobeHn mecta Npu 3aMUMHABaHe U NPUCTUraHe
PRM npucTUraT c Kona, Takcu unu asTobyc Ha mecTaTa 3a
BPeMEeHHO napkupaHe npen TepmuHan 2 — 3aMuHaBaHe.
Te3n napkomecTa ca cneumanHo onpeaeneHu 3a uenta m
pasnonarar ¢ gupeKTHa TenedoHHa BPb3Ka C
obcnyKBawma nepcoHan. Mma mecTa 3a napkupaHe u 3a
AbArOCPOYEH NPECTON. BCUUKKM NnapkomecTa Ha JleTuue
Byprac ce Hamupat Ha HUBOTO Ha crpaaarta Ha
neTuLLeTo.

2.2. Bpeme 3a peakuyuma

2.2.1. 3aMmMHaBaWM NbTHULMK

CpegHo Bpeme Ha M34akBaHe Ha PRM c npeasaputenHa
3anBKa:

-3a 80% OT NbTHUUKUTE — HEe NoBeYe 0T SMUH

- 33 100% oT nbTHUUMUTE — He noBeYye 0T 10MuH
CpeaHo Bpeme Ha M3vakBaHe Ha PRM be3
npeasapuTenHa 3aABKa:

- 33 80% OT NbTHULKUTE — HE noBeYye oT 15MuH

-3a 100% oT NbTHUULKTE — He noBe4ve 0T 20MUuH

2.2.2. MpucTurawm NnbTHALKM

CpegHo Bpeme Ha u3yaksaHe Ha PRM ¢ npeasaputenHa
3anBKa:

- 100% B 4aca Ha yCTaHOBABaHE Ha camo/ieTa Ha CTOAHKA
CpeaHo Bpeme Ha u3vakBaHe Ha PRM 6e3
npeaBapuTenHa 3anaBKa:

- 32 80% OT NbTHUUMTE — He noBeYye oT 15MuH

-3a 100% OT NbTHUUMUTE — HE NoBeYye OT 25MuH

3. O6xBar Ha ycayruTe

3.1. HanbnHO gocTbNHa crpaja Ha TepmuHana:

crpaja Ha eflHo HUBO

AO0CTLNHW TOANETHU Ha CTPaHa 3ema U CTpaHa

Bb3/yX

pe3epBUpaHK 30HK 3a cAgaHe B TepMmuHan 2 —

3amuHaBaHe B CTpaHa 3emsa 1 CTpaHa Bb3ayx

MHGOPMALLMOHHU MaTepuanu B AOCTbMNEH

dopmar

OnucaHue Ha NpefoCTaBAHUTE YCAYTK:

nocpetwaHe Ha obo3HaYeHUTE MecTa B U U3BbH

crpaguTe Ha TepMMUHana

- npeapuxBaHe oT 0603HaYEHMTE MECTa [0 HYeK-
WH rMLIeTo

- nomou c peructpauuaTa u baraxa

- NpUMApYXaBaHe OT YeK-WH rMweTo A0 camoneTa
KaTo Ce M3BbPWBAT MUTHUYECKN U TPAHUYHA
NPOBEPKKU U MPOBEPKMW MO CUIYPHOCTTA

- KauysaHe Ha Goppaa Ha camoneTa KaTo ce
M3N0N38a MHBANUAEH cTON Unn ambynudr,
Korato e Heobxoanmo

- NpuAapy:HaBaHe OT BpaTaTa Ha camoneTa oo
mAcToTO Ha Bopaa

- npubupaHe u cBanaHe Ha pbyHuUA Barax ot
camoneta

3.2,

2. Quality and performance standards

2.1 Designated departure and arrival locations

PRM guests arrive by car, taxi and shuttle-bus at the
short-term parking spaces at the curbside of the
Terminal 2 Departure. These parking spaces are
specially assigned and equipped with a direct phone
connection with the service staff. Long term parking
spaces for PRM guests are also available. All parking lots
at Burgas airport are situated on the same level as the
Terminal building.

2.2. Response times
2.2.1. Departing Passengers
Pre-booked PRM average waiting time:
For 80% - not more than Smin
- For 100% - not more than 10min
Non pre-booked PRM average waiting time:
- For 80% - not more than 15min
- For 100% - not more than 20min

2.2.2. Arriving Passengers

Pre-booked PRM average waiting time:
- 100% on arrival

Non pre-booked PRM average waiting time:
- For 80% - not more than 15min of “on chocks
- For 100% - not more than 25min

”

3. Scope of services

3.1. Fully accessible terminal building:

one level building

- specially adapted toilets both landside and
airside

reserved seating areas for wheelchair users at
Departure 2 Terminal both landside and airside
information signage in accessible formats

3.2. Description of provided services:

- pick-up from the designated points inside and
outside terminal buildings

- move from a designated point to the check-in
counter

- help with check-in and baggage registration

- proceed from the check-in counter to the
aircraft, with completion of emigration,
customs and security procedures

- board the aircraft, with the use of wheelchairs
or Ambulift, as appropriate

- proceed from the aircraft door to the seat

- store and retrieve baggage on the aircraft

- proceed from their seats to the aircraft door

- disembark from the aircraft, with the use of
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- npuapy:kasaHe oT mAcToTO Ha Bopaa oo
BpaTaTta Ha camoneta CnusaHe ot bopaa Ha
CamoneTa KaTo ce M3N0N38a UHBANWUAEH CTON
uam ambynudT, Korato e Heobxoaumo

- NpuWAapyaeaHe OT camoneTa A0 30HaTa 3a
nonydasaHe Ha Baras, nosyyasade Ha baraw u
npemMuHaBaHe Ha MUTHUYECKWU U TPaHUYHK
NpoBepKn

- NpuAapyHaBaHe OT 30HaTa 3a NOMy4YasBaHe Ha
barax a0 o6o3HaYeHUTe mecTa

- OcurypsiBaHe Ha MHBanuaeH cton 6es acucTeHT.

CnedHama nodkpena He moxce 0a 6vde npedocmaseHa:

- gcucmeHyus 8/Ha moasemHama

- OCUCMEeHYUA 30 NpuemMaHe Ha XpaHa

- puemade Ha MeoUKameHmu.

3.3. MNpuapyHasaLm nnua

Nuuata npuapyKasawu PRM 1 TexHus 6arax He ca B
obxsara Ha Ta3u ycnyra. bpoa Ha npuapyKasawmTe
N1ua Ha B ambynudTa e orpaHMyeH 40 eauH.

3.4. MpuapyKasalim Kyyeta

Bcekn PRM nbTyBaLL, CbC CEPTUGUULMPAHO KyUe-acMCTEHT
we nonyun obecnymeaHe cnopes pbKOBOACTBOTO 33
obcnymBaHe Ha NbTHULM Ha NpeBo3BayYa.

3.5. MU3nonssaHe Ha cOBCTBEH MHBANMAEH CTON U
ycTpoicTBa 3a mobunHoct Ha PRM

- Bceku PRM nbTyBaw, cbe cobcTBEH MHBANWAEH
cTon/ycTpoicTBO 3@ mobunHocT Ha PRM uma
u3bopa aa ro u3nonssa Ao/oT BpaTtata Ha
camoneTta uaun ga bvae npemecTeH B NeTULLEH
WMHBaNWAEH CTOA.

- 3axpaHBaHu c baTepuAa MHBAaNUOHW
cTonose/ycTpoiictea 3a mobunHoct Ha PRM we
ce npuemar 3a Npeeo3 cnopes U3McKBaHUATA
Ha npeBo3BaYa U MHCTPYKUMKTe Ha MATA 3a
npeso3 Ha onacHKW ToBapu. PRM Tpabsa aa
MOM¥eE Aa npefocTasu HeobxogumuTe
AOKYMEHTH 3a Aa fokaxe suaa batepua c uen
Aa ce ocurypu BesonaceH TpaHcnopT no
8b34YyX.

- BcsKa WeTa no MHBaNWAEH CTON/yCTPOMCTBO 33
mobunHocT Ha PRM e 0TroBOpHOCT Ha
nNpeso3Baya U Ha3eMHWA onepaTop Ha
npeso3Baya.

4. O6y4yeHue Ha nepcoHana
- CneunanHo obyyeH PRM nepcoHan.
OnpecHUTeNHO o0ByyeHue ce M3BBbPLUBA BCAKA
roauHa.
- MosWwaeaHe ocBEAOMEHOCTTA 3a XOpaTa ¢
yBPEMKAAHUA 33 LLeNua NePcoHan B AUPeKTeH
KOHTAKT C NbTyBaLLMTE (YUEK-UH areHTH,
TEPMMUHANHWU areHTH, CNYKUTENU Ha TUWe
u3ry6enHu Baraxu v ruwe uHGopmauma.
OnpecHWTenHO obyyeHne ce U3BbPLUBA Ha BCEKW ABe
roauHK.

wheelchairs or Ambulift, as appropriate

- proceed from the aircraft to the baggage hall
and retrieve baggage, with completion of
immigration and customs procedures

- proceed from the baggage hall to a designated
point

- provide a wheelchair without an assistant.

The following support cannot be provided:
- assistance in/on the toilet
- assisting guests in taking meals
- administer medication or supervise medication.

3.3. Accompanying Persons

Accompanying persons of the PRM and their hand
luggage are not part of the scope of support. The
number of escorts on Ambulift is limited to one.

3.4. Accompanying dogs

Any PRM travelling with a certified assistant dog will be
provided with the service as declared in the Carrier’s
Passenger Handling Manual.

3.5. Use of own wheel chair and PRM mobility devices

- Any PRM travelling with own wheel chair/PRM
mobility device will be given the choice to use
it to/from the aircraft door or to he transferred
to an airport wheel chair.

- Any battery powered wheel chair/ PRM
mobility device will be accepted for carriage in
accordance to the Carrier’s requirements and
IATA DGR instructions. The PRM should be able
to provide the necessary documents to prove
battery type in order to allow the service
provider to ensure safe transportation on air.

- Any wheel chair/ PRM mobility device
damages are responsibility of the Carrier and
Carrier’s handling agent.

4. Training of staff

- Specially trained PRM staff, refresher training
on a yearly basis.

- Disability awareness for all staff in direct
contact with the traveling public (e.g. terminal
agents, check-in agents, Lost and Found,
Information desk) — refresher training every
two years.
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5. MogaBaHe Ha ONAAaKBaHWA M UCKOBE

OnnakBaHWA, UCKOBE U NPEANOMEHUA MOraT aa ce
noaanart no opuumnanHuTe KaHanu 3a obpaTHa Bpb3Ka
ny6AUKYBaHU HA UHTEPHET CTPaHMLATa Ha NeTULLeTo
https://burgas-airport.bg/bg/feedback n Ha xapTua uypes
6nankaTa ,06paTHa Bpb3Kka' HaWYHa Ha rMwe
MHdopmauma B 3amuHaBaLLM.

6. OnepaTtMBHU KOHTAKTH
- SITA: BOJKKXH, BOJKLXH — 3a PAL/CAL/PSM
cbobuleHuA
- e-mail: prm@burgas-airport.bg

7. Cnucbk Ha obopypBaHeTo
- AmbynudT —46p.
- AsTo6yc COBUS 3000 cbe cHMKaBall, ce nog, —
36p.
= MuBanuaHu ctonose — 406p.
- Cron 3a nbTekara (3a npeasuKBaHe Ha NbTHUK
[0 MACTOTO Ha camoneTa)— 56p.

BcuyKkK ycnyrm onucaHu no-rope ca OTroBOPHOCT Ha
dpanopt TyuH CTap, NeTMWHKA onepaTop Ha JleTuuie
Byprac v ce npegocTasaT beannatHo Ha U3non3sawmTe
T NbTHHULUWA.

5. Complaints and claims handling

Complaints, claims and proposals can be registered
through the official feedback channels published on the
web page of the airport https://burgas-
airport.bg/bg/feedback and on paper using a “Feedback
form” available at the Information desk at Departures.

6. Operational contacts
- SITA: BOJKKXH, BOJKLXH — for PAL/CAL/PSM
messages
- e-mail: prm@burgas-airport.bg

7. Equipment List
- Ambulift- 4
- Bus COBUS 300 with lowering floor - 3
- Wheelchairs - 40
- Aisle chairs (to carry PAP to the seat) - 5

All the services described above are responsibility of
Fraport Twin Star, the airport operator of Burgas
Airport and are provided free of charge to the affected
passengers.
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