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1. Visparigie jautajumi / General provisions

1. 1. levads / Introduction

1.1.1.

Atsaucoties uz noteikto Regulas (EK) Nr.
1107/2006 9. panta 1. punktd un Eiropas
civilas aviacijas konferences (ECAC) 30.
dokumenta | dalas 5. sadalu un ar to
saistitaja pielikuma Annex 5-C “Labas

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 delivering

prakses kodekss lidostas pakalpojumu

assistance on the ground for persons

sniegSand persondm _ar ierobezotdm

with disabilities and persons with

parvietoSanas spéjam (PRM)”, katra
Eiropas lidosta ir jaievie$ kvalitates
standarti palidzibas sniegSana personam
ar ierobezotam parvietoSanas spé&jam;

reduced mobility (PRMs)”, every airport
in Europe is obliged to implement
quality standards for rendering services
to persons with reduced mobility;

1.1.2. Sos standartus ievie$ Valsts akciju
sabiedribas ,Starptautiskas lidostas “Riga”
(turpmak teksta — Lidosta) vadiba
sadarbiba ar Lidostas lietotajiem, invalidu
un personu ar ierobezotam parvietosanas
spéjam 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
ierobezotam parvietoSanas spéjam
(turpmak teksta — PRM pasazieris) jauztver
ka unikala persona ar dazada veida
individualajam vajadzibam un papildus
pakalpojumu  nepiecieSsamibu. Lidosta
apnemas sniegt PRM pasazieriem T1pasi
pielagotus pakalpojumus ar cienu un
godbijibu, bez  diskriminacijas un
respektéjot personas vélmi bat maksimali
patstavigai;

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. The Airport undertakes to
provide the PRM Passengers with
specially customized services rendered
with respect and reverence, without
discrimination and honoring the
person’'s desire for maximum
independence;

1.2.2.

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

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

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

1.3.1

Kvalitates standarti tiek vertéti, izmantojot:
a) PRM pasazieru aptaujas.

The quality standards are assessed by
using:
a) Opinion polls of PRM passengers.

Stajas spéeka ar: 10.10.2025.

Versija: 5

Lappuse 3 no 13




RIX

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

Valsts akciju sabiedriba
“Starptautiska lidosta “Riga™

b) lerosinajumus, ieteikumus un
pretenzijas, kas sniegtas Lidostai.

c) lekd&jo un / vai aréjo auditu neatbilstibu
vai hovérojumu konstatéjumus.

b) Suggestions, recommendations and
complaints addressed to the Airport.

¢) Findings or observations of internal
and /or external auditors.

1.4. Kvalitates standartu ievéroSana / Compliance with the Quality Standards

1.4.1.

Saja dokumentd noteikto  kvalitates
standartu ievéroSana 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 ierobezotdm parvietoSanas
spéjam / Passenger with Reduced Mobility
— PRM” ir jebkura persona, kuras
parvietoSanas spéjas, izmantojot
transportlidzeklus, ir ierobezotas kadas
fiziskas (sensoriskas vai kustibu,
pastavigas vai Tslaicigas) invaliditates
iemeslu vai vecuma dél, un kuras stavoklis
prasa pienacigu uzmanibu un jebkuram
pasazieriem pieejamo pakalpojumu
pielagojumus $adas personas vajadzibam.

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
the services available to every
passenger to this person’s needs.

1.6. Saisinajumi / Abbreviations

EK — Eiropas Parlaments

ECAC - Eiropas civilas aviacijas
konference
PRM - Pasazieris ar ierobezotam

parvietoSanas spé&jam

EC- The European Parliament
ECAC - European Civil Aviation Conference
PRM - Passenger Reduced Mobility

2. Kvalitates un darbu izpildes standarti / Standards of Quality and Performance of Work

2.1. PRM pasazieriem nepiecieSamo pakalpojumu klasifikacija / Classification of Services Required
by PRM Passengers

2.1.1. Lai sniegtu atbilstoSi pielagotus | To provide appropriately customized
pakalpojumus PRM pasazieriem, to | services for PRM passengers, they are
klasifikacijai tiek izmantoti ECAC | classified applying the international codes of
definétie starptautiskie kodi: ECAC:

WCHR Pasazieris, kas var kapt augSup un | Passenger who can walk up and down steps

lejup pa kdpném un staigat pa gaisa
kuga salonu, bet kam nepiecieSams
ratinkrésls vai citi _paliglidzekli, lai
parvietotos no gaisa kuga uz terminali
vai_pretéja virziena, pa terminali, no

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
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ierasanas punkta ITdz izlidoSanas vietai

terminal. It is recommended to include in this

termindla _ publiskajd dala. Saja
kategorija ieteicams ieklaut
pasazierus, kuriem nepiecieSama tikai
neliela palidziba lidostd un nav
nepiecieSama nekada palidziba gaisa
kugi (pieméram, vecaka gadagajuma
pasazieri un citi, kuriem nav vajadzigs
ratinkrésls, bet gan palidziga roka vai
palidziba ar bagazu).

category passengers who only need little
assistance at the airport and no assistance
on-board (e.g. elderly passengers and others
who do not need a wheelchair but rather a
helping hand or assistance with luggage).

WCHS

Pasazieris, kas nevar kapt augSup un
lejup pa kapném, bet var staigat pa
gaisa kuga salonu, bet kam
nepiecieSams ratinkrésls vai citi
paliglidzekli, lai parvietotos no gaisa
kuga uz terminali vai pretéja virziena,
pa terminali, no ieraSanas punkta lidz
izlidoSanas vietai terminala publiskaja
dala un kuram neiecieSama palidziba,
k&pjot augSup un lejup pa k&pném.

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 and
must be assisted up or down steps.

WCHC

Saja kategorija ietilpst plass pasazieru
loks. Tie ir pilnigi nekustigi pasazieri,
kuri var parvietoties tikai ratinkrésla 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 TpaSi pielagota
sédvieta, ka arm no ielidoSanas briza
lidosta Ndz tas atstaSanai. Saja
kategorija ietilpst ari pasazieri ar
apaksSéjo ekstremitasu invaliditati,
kuriem nepiecieSama palidziba,
iekapjot gaisa kugt un izkapjot no ta, ka
ari parvietojoties gaisa kuga salon3,
bet kuri citada zina ir patstavigi un spgj
parvietoties pa lidostu personigaja
ratinkrésla. Precizi nosakot pasaziera
patstavibas [imeni jau aviobiletes
rezervéSanas laika, iespéjams
izvairities no neatbilstoSas palidzibas
sniegSanas.

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 will avoid the provision of
inappropriate assistance.

DEAF

Nedzirdigs vai vajdzirdigs 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
BLND

Neredzigs un nedzirdigs pasaZieris,
kas var parvietoties tikai ar pavadosas
personas palidzibu.

Blind and deaf passenger, who can move
about only with the help of an accompanying
person.
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DPNA

“Pasazieris _ar _invaliditati, kuram | “Disabled Passenger Needing Assistance” is
nepiecieSama _ palidziba” ir kods | the code for passengers with cognitive,
pasazieriem ar kognitiviem, | neurological or (hidden) disabilities, as well
neirologiskiem vai (sléptiem) | as mental ailment. This covers for example

traucéjumiem, kd arl  garigam

persons with learning difficulties, dementia,

slimibam. Tas attiecas, pieméram, uz

Alzheimer’s’ or Down’s syndrome, as well as

personam _ar _macisanas _grutibam,

persons with (hidden) disabilities resulting

demenci, Alcheimera vai Dauna

from Crohn’s disease, ulcerative colitis, also

sindromu, k& arT personam ar (sléptu)

known as Inflammatory bowel disease (IBD)

invaliditati, ko izraisa Krona slimiba,

or people with stoma bags due to lleostomy,

Calainais kolits, kas pazistams ari ka

Colostomy or Urostomy - who travel alone

iekaisiga zarnu slimiba, vai cilvéki ar

and will need assistance.

stomas maisiniem, kas nepiecieSami
ileostomijas, kolostomijas vai
urostomijas dél, kuri celo vieni un
kuriem bds nepiecieSama palidziba.

2.2. lelidoSanas un izlidoSanas izsaukuma punkti / Arrival and Departure Call Points

izvélétas sadarbiba ar lidostas
lietotajiem un cilvéku ar funkcionaliem
traucéjumiem organizaciju
parstavjiem.

2.2.1. Lidosta nodroSina sava teritorija | The Airport in its territory provides call points
izsaukuma punktus PRM pasazieriem, | for PRM passengers arriving at the Airport
kas ierodas un izbrauc no | and departing from it, in the following places:
lidostas §adas vietas: a) Car park P3 (long-term car park) — at the

a) Autostavvieta P3 (ilgtermina entrance to the car park, the operator’s
stavvieta) - pie  stavvietas office.
iebrauktuves, operatora biroja; b) Car Park P1 at the arrivals level (short-
b) Autostavvieta P1 ielidoSanas term car park) — at the taxi stop.
fment (Tstermina stavvieta) - pie |[c) At the departures level, in front of the
taksometru stavvietam; terminal (1 car parking place, free of
c) IzlidoS8anas  IImenT  terminala charge till 30 min)._Arriving in front of the
priek§a (1 auto stavvieta Iidz 30 terminal, passengers call the information
min bez maksas). Piebraucot desk in the departures hall if they need
termindla  priekSa, izlidoSanas assistance from this point.
fment, pasazieri sazinas ar
informéacijas dienestu izlidoSanas
zale, ja palidziba nepiecieSama,
sakot no ST punkta.
2.2.2. So izsaukuma punktu atrasanas vietas | The locations of the call points were selected

jointly  with the airport users and
representatives of the organizations for
disabled people.

2.3. Pakalpojumu apraksts / Description of Services

2.3.1.

Lidosta nodroSina PRM pasazieriem
kvalitativus, nediskriminéjosus,

The Airport shall provide PRM passengers
with good quality, individually customized,
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individuali pielagotus un nepartrauktus | permanent assistance including the following
pakalpojumus, kuros ietilpst 3adi | services:
pakalpojumi: a) Acceptance by the airport service staff of
a) Pieteikuma pienemSana par the passenger's notice of arrival at
pasaziera ierasanos lidostas specific call points outside and inside the
dienestiem un pasaziera palidzibas Airport terminal.
pieteikumu noteiktos izsaukuma |b) Accompanying/assisting a passenger
punktos terminala €kas arpusé un from the call point to the check-in desk.
iekSpusé. c) Assistance with check in for a flight and
b) Pasaziera nogadasana/palidziba check in of baggage.
no izsaukuma punkta I1dz |d) Moving from the check-in desk to the
registracijas galdam. aircraft (assistance at passport control,
c) Atbalsts registracijai lidojumam un customs and security screening).
bagazas registréSanai. e) Boarding the aircraft, if necessary,
d) ParvietoSands no registracijas providing lift, wheelchair or other
galda Idz gaisa kugim, palidzot appropriate means of transportation.
veikt robezsardzes, muitas un |f) Moving from the aircraft entrance to the
droSibas parbaudes. seat.
e) lekapSana gaisa kugr, ja |g) Depositing and retrieving carry-on
nepieciedams, nodro8inot  liftu, baggage on board.
ratinkréslu vai citus atbilstoSus |h) Moving from the seat to the aircraft exit.
paliglidzeklus. i) Disembarking from the aircraft, if
f) ParvietoSanas no gaisa kuga ieejas necessary, providing lift, wheelchair or
uz sédvietu. other appropriate means of
g) Rokas bagazas novietoSana un transportation.
sanems$ana gaisa kugr. i)  Moving from the aircraft to the baggage
h) ParvietoSanas no sédvietas uz reclaiming hall, picking up of baggage, if
gaisa kuga izeju. necessary, providing support in_carrying
i) IzkdpSana no gaisa kuga, ja out border control _and  customs
nepieciesams, nodroSinot liftu, formalities.
ratinkréslu vai citus atbilstoSus k) Moving from the baggage reclaiming hall
paliglidzeklus. to a definite point in the Airport territory.
j) ParvietoSanas no gaisa kuga uz |I) Assistance to a transfer passenger in
bagadzas sanemSanas zali un getting to a connected flight on the
bagazas sanemsana, ja Airport’s landside and airside.
nepiecieSams nodroSinot atbalstu | m) Accompanying to a toilet room and if
robezsardzes un muitas formalitadu necessary, assistance in the toilet room.
veikSana.
k) ParvietoSanas no bagazas zales uz
noteikto punktu lidostas teritorija;
) Palidziba transféra  pasazierim
parvietoties uz savienoto reisu
Lidostas publiskaja un sterilaja
zona.
m) Tualetes apmeklésana un,
nepiecieSamibas gadijuma,
palidziba tualeté.
2.3.2. Lidosta veic nepiecieSamos | The Airport shall take the necessary
pasakumus, lai nodroSinatu turpmak | measures to ensure the following:
minéto: a) If a PRM passenger is accompanied by
a) Ja PRM pasazierim ir [idzi an escorting person, such a person, upon
pavadonis, tad pavadonim péc his/her request, is allowed to render the
Stajas spéeka ar: 10.10.2025. Versija: 5 Lappuse 7 no 13
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pieprasijuma tiek dota atlauja
sniegt pasazierim nepiecieSamo
palidzibu lidosta, ka ari, iekapjot
gaisa kugdT un izkapjot no ta.

b) Virszemes apkalpoSana attieciba
uz  visiem nepiecieSamajiem
parvietoSanas paliglidzekliem un
iericém, t.  sk. elektriskajiem
ratinkrésliem, tiek sniegta, ja
pieteikums sanemts 48 stundas
pirms lidojuma un, nemot véra
iespéjamos gaisa kuga telpas
ierobezojumus, ka art attiecigo
likumdoSanu par bistamu
priekSmetu parvadasanu.

c) Tiek nodro8inata iespéja Tslaicigi
aizvietot bojato vai pazaudéto

parvietoSanas paligierici,
negarantéjot tas vieta lidzvértigu.
d) Virszemes apkalposana

nepiecieSamibas gadijuma tiek
nodrosinata  art  suniem  —
pavadoniem.

e) Informacija par avioreisiem tiek
sniegta pasazieriem uztveramas
formas.

necessary assistance to the passenger at
the airport and while boarding and
disembarking the aircraft.

b) Ground handling services regarding all
the necessary means of transportation,
including wheelchairs, are provided if a
notification has been given 48 hours prior
to departure, considering the possible
limitations of space on board the aircraft
and the effective laws and regulations
regarding carriage of dangerous goods.

c) An option to replace a damaged or lost
means of transportation, not
guaranteeing that the replaced
equipment will be equivalent.

d) Ground handling services in case of
necessity are also rendered to
recognized assistance dog.

e) Information on flight schedules is
provided to passengers in
comprehensible forms.

2.3.3.

Ja PRM pasaZieris celo sava
personigaja ratinkrésla, Lidosta
nodroSina  pasazierim  maksimali
iespéjamo komfortu, laujot tam izmatot
savu ratinkréslu tik ilgi, cik iespéjams
vai I1dz gaisa kuga durvim. IzlidoSanas
gadijuma - Idz sagatavoSanas bridim
iekapsanai izlidoSanas sektora,
ielidoSanas gadijuma — Iidz personiga
ratinkrésla nogadei pie gaisa kuga
izejas.

If a PRM passenger travels in his/her
personal wheelchair, the Airport shall provide
the passenger with maximum possible
comfort, allowing him/her to use their
personal wheelchair if possible or till the door
of aircraft. In case of departure — up to the
boarding gate, in case of arrival — until the
delivery of the personal wheelchair to the
aircraft exit.

2.4. Pakalpojuma pieteikSanas procedira / Booking Procedure

24.1.

Atsaucoties uz EK 1107/2006, visu
iesaistito pusSu interesés ir savlaicigi
pieteikt pakalpojumu. PRM pasazieris
pakalpojumu var pieteikt 48
(Cetrdesmit astonas) stundas pirms
reisa izlidoSanas, lai dotu iespéju
pakalpojuma sniedzé€jam savlaicigi
sagatavoties atbilstoSa pakalpojuma
shiegSanai, 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 to give the service provider
sufficient time to render appropriate services
with the specific equipment required by the
PRM passenger.
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24.2.

Lai nodro8inatu $adus pakalpojumus,
PRM pasazierim jaierodas pie
registracijas galda atbilstosi

To receive such services, the PRM
passenger should arrive at the check-in desk
in accordance with the requirements of the to

lidsabiedribu_prasibam pirms planota
reisa izlidoSanas. Ja iepriekd€ja
pieteik8anas uz pakalpojumu nav
notikusi, pasazierim palidziba tiek
klasificéta ka palidziba “pédéja bridr”
(»last minute”). Ja PRM pasazieris nav
bridinajis aviokompaniju par
nepiecieSamo palidzibu 48 (Cetrdesmit
astonas) stundas pirms lidojuma, vai ja
Lidosta nav sanémusi pieteikumu 36
(trisdesmit seSas) stundas pirms reisa
izlidoSanas laika, Lidosta dara visu
iesp€jamo, lai sniegtu pasaZierim ar
ierobezotam parvietoSanas spé&jam
kvalitativu pakalpojumu atbilstoSi vina
specifiskajam vajadzibam.

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, rezervéejot aviobileti
lidsabiedriba vai celojumu agentra.

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 | The Airport shall help PRM passengers
pasazieriem atbilsto§i ECAC 30 | according to the service level set in ECAC
dokumenta, | dalas, 5. sadalai un | Document 30, Part |, Section 5 and related
attiecinamajam pielikumam Annex 5-C | Annex 5-C “Code of Good Conduct in
“Labas uzvedibas kodekss lidostas | Ground Handling for Persons with Reduced
pakalpojumu sniegSana personam ar | Mobility”:
ierobezotam parvietoSanas spéjam” -
noteiktajam pakalpojumu ITmenim:

Kritérijs/ Mérkis Target

Criterion

IZLIDOJOSIE PRM pasazieri / DEPARTING PRM Passengers

leprieks Pé&c ieraSanas Lidosta un Upon arrival at the Airport and application:

pieteikusi | pieteikSanas: » 80% PRM passengers wait for assistance

es /| Pre - | =80% PRM pasazZieru gaida uz not longer than 10 minutes.

booked palidzibu ne ilgak par = 90% wait not longer than 20 minutes.

10 minatem. » 100% wait not longer than 30 minutes.
* 90% gaida ne ilgak par 20 minatém.
* 100% gaida ne ilgak par 30

minatém.

leprieks Péc ierasanas Lidosta un Upon arrival at the airport and application:

nepieteik | pieteikSanas: = 80% PRM passengers wait for

uSies /| = 80% PRM pasaZieru gaida uz assistance not longer than 25 minutes.

palidzibu ne ilgak par

= 90% wait not longer than 35 minutes.
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Not pre - 25 minatem. = 100% wait not longer than 45 minutes.
booked = 90% gaida ne ilgak par 35
minGtém.
= 100% gaida ne ilgak par 45
minatém.
IELIDOJOSIE PRM pasazieri / ARRIVING PRM Passengers
leprieks Palidzibai  jablt pieejamai  pie | Assistance should be available at the gate-
pieteikusi | ielidoSanas sektora / gaisa kuga: room / aircraft side for:
es /| Pre -| = 80% PRM pasazieriem 5 mind8u | = for 80% PRM passengers within 5
booked laika péc bremzu klucu pielik§anas minutes after “on chocks”.
gaisa kugim (“on chocks”). =  90% - within10 minutes.
* 90% -10 mindsu laika. = 100% - within 20 minutes.
= 100% - 20 mindsu laika.
leprieks Palidzibai jabat pieejamai pie Assistance should be available at the gate-
nepieteik | ielidoSanas sektora / gaisa kuga: room / aircraft side for:
uSies / = 80% PRM pasazieriem 25 = for 80% PRM passengers within25
Not pre- minGsu laika péc bremzu minutes after “on chocks”.
booked klu€u pielik§anas gaisa kugim * 90% - within 35 minutes.

(“on chocks”).
= 90% - 35 mindsu laika.
=  100% - 45 mindsu laika.

= 100% - within 45 minutes.

2.6. Aprikojums / Equipment

2.6.1.

Lidosta nodroSina PRM pasazierim
paredzéta aprikojuma pilnigu atbilstibu
ECAC 30. Dokumenta, Annex 5 - D
pielikuma rekomendacijam.

The Airport shall ensure the compliance of all
the equipment for PRM passengers with the
recommendations of ECAC Document 30,
Annex 5-D.

26.2

Lidosta nodroSina, lai tiktu veiktas
regularas aprikojuma droduma
parbaudes un visu PRM pasazieru
apkalpoSanai paredzéto paligiericu
apkope. Lidosta pastavigi veic
ierakstus aprikojuma apkopes
registracijas zurnalos.

The Airport shall ensure that regular 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, | dalas, 5.
sadala 5 G, kad arT noteikto ASV
likumdoSana (ACAA, 14 CFR 382),
Lidosta nodrosina atbilstoSu apmacibu
PRM pasaZieru apkalpojoSam
personalam un darbiniekiem, kas
strada tieSa kontakta ar pasaZzieriem.
Macibu nodarbibas, kuras piedalas visi
darbinieki (PRM pasazieru
apkalpojoSais personals un paréjie

According to the provisions of Regulation
(EC) No1107/2006, 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

Stajas spéeka ar: 10.10.2025.
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lidostas darbinieki), Tpasa uzmaniba
tiek pievérsta izpratnei par invaliditati
un invalidu Iidztiesibu.

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 elektroniskaja faila.

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
electronic file.

2.7.3.

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

Airport must perform recurrent 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 Tpasi
adaptétas formas ar Lidostas majas
lapas palidzibu. Informacija tiek
shiegta latvieSu un anglu valoda.

The Airport provides the PRM passengers
with the necessary information in specially
adapted formats, on the Airport's website.
The information is provided in Latvian and
English languages.

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

2.9.1.

Visas pretenzijas, atzinibas,
ierosingjumus un rekomendacijas
pasazieri Lidostai iesniedz mutiski,

elektroniski interneta vidé (socialas

All complaints, recognitions, suggestions,
and recommendations should be submitted
to the Airport orally, electronically via the
Internet (private _messages received on

tikloSanas vietné www.facebook.com

social networking sites www.facebook.com

sanemtajdam privatajdam (Messenger

(Messenger messages) and private

messages) un__www.instagram.com

messages received on www.instagram.com

sanemtajdam privatajam (Instagram

(Instagram Direct), electronically using the

Direct), elektroniski, izmantojot

QR codes available in the Airport passenger

Lidostas pasazieru terminali izvietotos

terminal, electronically to the Airport's e-mail

QR kodus, elektroniski uz Lidostas e-

address office@riga-airport.com,

pasta adresi office@riga-airport.com,

customer@riga-airport.com or _another

customer@riga-airport.com vai citu

Airport e-mail address, electronically in the

Lidostas e-pasta adresi, elektroniski

form of a WEB feedback, in writing by filling

WEB atsauksmes forma, rakstveida,

out the Feedback form, or by sending it in

aizpildot Atsauksmes formu, rakstiski
nosutot pa pastu.

writing by post.

2.10. PRM Servisa kvalitates uzraudziba / PRM Service Quality Supervision

2.10.1.

Lidosta izmanto $adus servisa

kvalitates uzraudzibas instrumentus:

a) PRM  pasazieru aptauja par
apkalpo$anu, servisa Iimeni un
tehnikas atbilstibu, lai noskaidrotu
pakalpojumu kvalitati. Regularitate:
10% gada (no apkalpotajiem PRM

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
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pasazieriem). Aptaujas tiek divos
veidos veiktas gan mutiski gan
lidostas majas lapa.

b) lekS€jais / ar€jais audits.

services).
Polls are conducted in two ways, both v
erbally and on the airport's website.

b) Internal / external audit.

2.10.2. lepriek$ minéto pasakumu rezultati tiek
nemti vérd, parskatot Lidostas
kvalitates standartus.

The results of the above-mentioned activities
are taken into account when revising the
Airport’s quality standards.

3. Atbildiba / Responsibility

3.1. Par ST standarta satura atbilstibu

The developer of the document is

aréjiem normativajiem aktiem atbild

responsible for the compliance of the content

dokumenta izstradatajs

of the Standard with external laws and
requlations.

3.2. Par Saja standarta noteikto prasibu

Every employee of the PRM Service Agent

ievéroSanu atbild ikviens VAD PAAN

Group of the Passenger Services Unit

PRM grupas darbinieks, katrs savas

(Ground Handling Department) is

kompetences ietvaros.

responsible  for compliance with the
requirements set out in this standard, each
within the scope of their competence.

3.3. Par Saja standarta noteikto prasibu

The Head of the PRM Service Agent Group

izpildes kontroli atbild VAD PAAN

of the Passenger Services Unit (Ground

PRM apkalposanas agentu grupas

Handling Department) and the Director

vaditdjs un par prasibu izpildes
kontroli atbild VAD direktors.

Ground Handling Department are
responsible for control of compliance with
requirements.

4. Nosléguma jautajumi / Final provisions

4.1. Dokumentd veiktas izmainas ir| The changes in this document are
pasvitrotas. underlined.

4.2. Dokumentu _izstradaja _ Virszemes | The document has been developed by the
apkalpo$anas departamenta | Head of the PRM Service Agent Group of the

Pasazieru apkalpoSanas nodalas PRM

Passenger Services Unit (Ground Handling

apkalpos$anas agentu grupas vaditajs

Department).

4.3. Dokumenta satura kopé&Sana un

Copying and republishing of the contents of

parpublicéSana komercialos nolukos ir

the document for commercial purposes is

aizliegta, citéjot atsauce obligata.

prohibited; citing the reference is obligatory.

4.4, Ar Sis standarta speka stasanos tiek
atzita par spéku zaudg&juSu Valsts
akciju _sabiedribas ,Starptautiskas
lidostas “Riga” PRM apkalpoSanas
kvalitates standarti — GH 1371 S

With the entry into force of this Standard,
Version 04 of SJUSC RIGA INTERNATIONAL
AIRPORT PRM SERVICE QUALITY
STANDARDS - GH 1371 S shall be
considered void.

versija 04.

4.5, Dokuments ir izdots latvieSu un anglu | The document is drawn up in Latvian and in
valoda. English languages.

4.6. Dokumenta statuss un iepriek$€jo | Document status and history of previous

versiju vésture:

versions:
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