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AAlraises FY27 capital
cxpcndltm'e toI4,563 cr

mm
P Ddhi

Sate-owned Adrports Au-
thority of India (AAT) has in-
creased 13 capital expendit-
ure {capex) for the fimncial
vear 2126-27 oo d@ Vesr-on-
year basis o T4 563 crore,
soiirees tiodd bainecdine.

The state-run girport op-
eratar and diseloper had in-
vested T4.526 crore in FY
2526

The emup;]khnd“:nmml
EEUMES  Signi since
the anmual capex is wtilised
to refurbish old terminal
buildings, restore and
tiomlise unserved
dergerved airports, and en-
hanice  airside as well =
vr.it:.--tilh infrastructire
capacity.

A case in point is the gov-
ernment’s assertion that the
coumtry opend one new air-
pul:f.uvmﬂdzvs.

Till mow, AAL has
tiomlised 93 umderve and
underserved ai
dud.:n; l'mlrpur:r-_‘P‘::J water
aerodromes — nder Uhe re-
gioml connedivity Fame-
work, significantly expand-
inyy Ine s aviakion
footprine.

Duiring the same period, it
has abso developed and refur-
bished multiple terminal
huildings acrass its network
to pase congestion and en-
hance passe ArnE b

PA.LEBJ.L:;:T:mdmIn in-
siclers, expangion of both air-
side and cityside capacity
remains @ key ingredient in
sustsiming the  secor’s
growth.

Etpunml'.nl [passenger
Fu'wd: in recent vesrs Eh:
o congestion at sev

alder terminal buildings.

Th:ctpdd.ud induction of
aver 1,700 aircraft over the
next five vears and beyond is
alen likely to strain parking
by capacity af  mamy
Mrporte.

GROWTH MOMENTLN
=1t is eszential that sviation
inlrastrsctn: B crested and
resarrected for the contin-
ued growth momentum of
the sector,” sources sid.

The capes outlay will sl
play 2 major role in Fu.!lillinﬁ

igions unider the maodi-
led UDAN framework that is
currently  under  active
consderation.

Motahby, over the past few
vears, AAD hos consstently
maintained capex  aroumd
T4, 500 crove annually for the
lasx few vearae,

n FY 20232, capex
stood at TS.000 crore, sur-
'pm:ln'l;g the Larget ol 14,000
crore,

Rocently, the awthoricy
mmphf.ri[ a  capital ex-
penditure of T25000 crone
lor the period between 2009-
2Dand 2024-25.



AtRPOR ISAUT HORITY OF INDIA

Corporate Communications Directorate

THE ECONOMIC TIMES DELHI 27 FEBRUAEREY 2026

IndiGo’s Cargo Volume
Increased 11% Last Year

Growth was driven by
rise in belly cargo
capacity and 3 new
freighters, says top exec

Forum Gandhi

Mumbai: IndiGo’s cargo arm
transported 11% more cargo in ca-
lendar 2025 at 438,147 tonnes, said
a senior airline executive.

The increase was largely fuelled
by expanded belly cargo capacity
on passenger flights and deploy-
ment of three dedicated freigh-
ters, Mark Sutch, head of cargo at
IndiGo, told ET.

“We're outgrowing whatIfeelisthe
pace of the market,” Sutch said, re-
ferring to the airline’s performance.

IndiGo’s international freight
increased 5.3% in the first nine
months of FY26, while domestic
freight grew 7.1%, boosting total
freight by 6% from a year earlier,
according to Airports Authority
of India data.

“The majority of our business re-
mains domestic at 80%, with dedi-
cated freighters and international
operations contributing10% each,”
Sutch said. “Growth in Europe and
Southeast Asia has been particu-
larly strong since we started opera-
ting widebody aircraft last year.”

IndiGo has expanded internatio-

nal cargo operations, entering Eu-
rope, starting with Manchester, be-
sides Increasing services to Sout-
heast Asia, including Vietham and
China. Domestic cargo growth was
supported by higher utilisation on
metro-to-metro routes and selecti-
ve charters serving manufactu-
ring and perishable goods markets.

Sutch expects Southeast Asia
and Europe to contribute to the
airline’s cargo business growth
in 2026.

“We're seeing increased demand
for perishables and electronics,
and our network
now covers 69 desti-
nations capable of
carrying cargo out
of 96 domestic pas-

senger destina-
T tions,” he said.

E::.iaelﬂliﬂgt Sutch pointed out
over400,000 that partnerships
tonnes of with airlines like
cargoin Air France-KLM
thelast and logistics ma-
calendar jors such as FedEx
year provide incremen-

tal capacity, parti-
cularly on routes where IndiGo
has limited aircraft capacity.
IndiGo is strategically exploring
transshipment hubs to optimise
its network. Sutch cited the Maldi-
ves as an example, where cargo
from India is temporarily offloa-
ded, and then loaded onto empty
wide-body flightsheadingto Euro-
pe or the Middle East, rather than
being the final destination itself.
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l%ng.,dlm‘u Frankfurt airports
sign pact to boost cargo links

BENGALURU, DHNS: The
Kempegowda Inter-
national Airport (KIA)
signed a Memorandum
of Understanding with
Frankfurt Airport at Air
Cargn India wo strengtl-
£ CArgo connectivity be
tween South India and
Europe.

Under the agree-
ment, bath airports will
establish a structured
framework focused on
joint trade lane ana-
Iytics, digital corridor
development, pharma
integrity standards and
knowledge exchange
o improve visibility, cut
dwell time and deliver
predictable service levels
for cargo stakeholders,

Bangalore Internatinnal
Airport Limited, which
operates KLA, said,

The partnership
comes as the recently
concluded EU-India
Free Trade Agreement
15 expected to spur bilat-
eral trade and air cargo
{lovwes, BIAL said.

In 2025, KIA handled
over 43.82 million pas-
sengers and processed
520,985 metric tonnes
ofcargp. Itis Indiaslead-
ingairport for perishable
carge.

In the same year,
Frankfurt Airport served
63.2 million passengers
and handled about 2.1
million metric tonnes of
cargo.

{El‘lnzme right) Girish Nair, Chief Operating
Dfficer, Bangalore International Airport Limited,
with dignitaries during the signing of the Mol
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Delhi airport
shuts third
runway till
May 26

YARUQHULLAH KHAN
New Delhi, February 26

THE INDIRA GANDHI Interna-
tional Airport has closed run-
way 29L/11Rforrehabilitation
work, which will extend until
May 25, a Notice to Airmen
issued by the Airports Author-
ity of India showed.

Runway 29L/11R was the
third runway built at IGI Air-
port out of its total four run-
ways. It is the southern-most
runway, to the extreme left
when viewed from NH-48,and
the one used formost interna-
tional and T3 arrivals.

Delhi International Airport
had announced in January that
its rehabilitation programme
would focus on key updates,
including resurfacing the run-
way, building a new rapid exit
taxiway, and installing an
upgraded Instrument Landing
system. The runway, which
opened in 2008, needs
improvements toboost safety,
operational resilience, and
accommodate future growth.

The projectwill involvesev-
eral key tasks, including
milling and resurfacing flexi-
ble sections of the runway and
taxiway. Crews will also lay
Dense Bituminous Macadam
and Bituminous Concrete,
while approximately 2,000
Airfield Ground Lighting fix-
tureswill be removed and rein-
stalled overan area of 500,000
square metres.

Additionally, the project
will upgrade rigid pavements
over 29,000 metres, apply new
pavement markings, and
replace windsock cabling and
electrical systems. The airport
currently handles around
1,5 20flights each day.

FINANCIAL EXPRI @
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NPGunder PM GatiShaktievaluates
Rail, Metro,and Airport projects

STATESMAN NEWS SERVICE
New Delhi, 25 February

The 109th meeting of the
Network Planning Group (NPG)
washeld onat Department for
Promotion of Industry and
Internal Trade (DPIT) to
evaluateinfrastructure projects.
The meeting focused on
enhancing multimodal
connectivity and logistics
efficiency in alignment with
the PM GatiShakti National
Master Plan (PMGS NMP).
The NPG evaluated 2 Rail
Projects, 1 Metro Project, 1
Airport Project for theirconformity
tothe PM GatiShaki principles
of integrated multimodal
infrastructure, last-mile
connectivity to economic and

social nodes and “Whole of

Government' approach, as per
the Ministry of Commerce &
Industry. These initiatives are
expected to boost logistics

efficiency, reduce travel times,
and deliver significant
socio-economic benefits tothe
catchment areas of the project.

Among the rail proposals,
the Ministry of Railweays preserited
a plan for a third railway line
between Jalandhar Cantt and
Jammu Tawi. The 210750 km
project, spanning Punjab,
Himachal Pradesh, and Jammu
& Kashmir, will include 27
stations and traverse districts
suchasJalandhar, Hoshiarpuir,
Kangra, Pathankot, Kathua,
and Samba.

The project is aimed at
augmenting rail capacity and
strengthening connectivity
along a strategically critical
corridor According totherelease,
the corridor holds strategic,
econommic,andsodial significance,
enabling faster movement of
defmpﬂmmﬁandsuppkes
toborder areas whileimproving
transportation of agricultural

produce, construction materials,
and essential goods.

The NPG also evaluated a
proposed third line between
Manikpur and Itarsi, covering
518532 kimacross Uttar Pradesh
and Madhya Pradesh.

The alignment will pass
through districts including
Chitrakoot, Satna, Mathar, Katni,
Jabalpur, Narsinghpur, and
Narmadapuram. The project
isexpected oenhanceoperational
capacity, improve network
resilience, and reduce congestion
onakey comidor inking northem
and central India.

In the civil aviation sector,
the Ministry of Civil Aviation
proposed the development of
a Greenfield Airport at Doloo,
Silchar, Assam, located adjacent
to NH-27. The project aims to
address capacity constraints
of the existing civil enclave and
meet growing regional demand
for air travel
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DGCA modifies ticket refund
norms: 48-hr free cancellation

New Delhi, Feb. 26
Passengers can now can-
cel or change air tickets
without paying additional
charge within 48 hours of

making the bookings
subject to certain condi-
tions, with aviation

watchdog DGCA revising
the ticket refund norms
for airlines. The option
would not be available for
domestic flight bookings
where the departure date
is less than 7 days and in
the case of international
bookings, the departure
date should be not less
than 15 days.

Coming out with the
amended norms that are

more passengerfriendly,
the DGCA also said that
airlines should not levy
any additional charge for
correction in the name of
the same person when the
error is pointed out by the
passenger within 24 hours
of making the booking,
when the ticket is booked
directly through the air-
line's website.

“In case of purchase of
ticket through travel
agent/portal, onus of
refund shall lie with the
airlines as agents are
their appointed represen-
tatives. The airlines shall
ensure that the refund
process is completed with-

in 14 working days,” the
Directorate General of

Civil Aviation (DGCA)
said.
Besides, there are

changes with respect to
norms for ticket cancella-
tions due to a medical
emergency faced by the
passenger.

The amendments to the
civil aviation require-
ments (CAR) for "Refund
of Airline Tickets to
Passengers of Public
Transport Undertakings”
comes against the back-
drop of the rising passen-
ger complaints about not
receiving refunds on time.

—PTI
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New 48-hour free cancellation
window introduced for air tickets

EASE OF BOOKING. DGCA rules mandate ‘look-in option’, strict refund timelines to help passengers

'
Rohit Vaid
Mew Delhi

In a major relief to air travel-
lers, India's aviation safety
regulator has mandared a
‘look-in option’ thar allows
passengers to cancel or
amend flight tickers without
additional charges for a
period of 48 hours after the
initial booking.

The new civil aviarion re-
gquirement (CAR) comes
after the Directorate General
of Civil Aviation (DGCA) re-
ceived a high volume of com-
plaints regarding delayed re-
funds and restrictive airline
policies,

businessline was the first
publication to report about
this in November 2025.

Accordingly, under the
new ‘look-in" provision, pas-
sengers can cancel or change
their tickets within 48 hours
of booking at no additional
charge, except for any pre-

Ny

ADDRESSING CONCERNS. The new rules come after the
DGCA received complaints regarding delayed refunds and

restrictive airline policies

vailing fare difference for the
revised flighr.

This faeility is only avail-
able for domestic flights
booked at least seven days in
advance and international
flights booked 15 days prior
to departure through airline
websites.

BOOKING FLEXIBILITY

Beyond the initial booking
flexibility, the CAR pre-
scribes  rigorous timelines

for the return of funds.

In case of credit card pay-
ments, airlines must com-
plete the refund within seven
days of cancellation.

Resides, for cash transac-
tions, the refund shall be
made immediately by the air-
line office where the ticket
was purchased, the new CAR
said.

Furthermore, for tckets
bought through travel agents
or portals, the CAR states

that onus of refund rests
with the airlines, which must
ensure the process is com-
pleted within 14 working
days.

On the issue of ‘credit
shells’, the regulator stated
that helding a refund
amount in such a facility
shall be the prerogative of
the passenger and not a de-
fault practice of the airline.

Consequently, airlines are
no longer permirted to auto-
matically retain funds for fu-
ture travel unless the passen-
ger specifically opts for this
arrangement.

STATUTORY TAXES
The CAR further mandates
airlines to refund all stat-
utory taxes, user dewvelop-
ment fees {UDF"‘n airport de-
velopment fees (ADF), and
passenger service fees (PSF}
L0 PASSEngers even in cases
of non-utilisation or non-re-
fundable ‘no show’ tickets.
Moreover, the regulator
has stipulated that cancella-

tion charges must be indie-
ated prominently at the time
of booking, Additionally, the
CAR srated that under no cir-

cumstances shall an airline
or its agent levy a cancella-
tion charge exceeding the ba-
sic fare plus fuel surcharge.

Meanwhile, airlines have
been barred from levying any
addirional charge to process
a refund or for correcting the
name of a passenger if the er-
ror is pointed our within 24
hours of booking on the air-
line’s website.

Addirionally, in the event
of medical emergencies in-
volving hospitalisation of the
passenger or a family mem-
ber on the same passenger
name record (PNR), airlines
may provide either a refund
or a credit shell. In addition,
for other medical situations,
CAR said that refunds will be
issued following an opinion
from a DGCA-empanelled
aerospace medicine special-
ist regarding the passenger's
fitness to travel.
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DGCA launches 48-hr free cancellation window

Passengers can now cancel or change air tickets without paying additional charge

DEEPAH PATEL
Maw Dedhi, 26 February

The Directorate General of
Civil Aviation (D{GCA) has
overhanled  airline  ticket
miles, introducing &8 48-hour
free cancellation and amend-
ment window, capping cancella-
tion charges, mandating strict
refund timelines, and allowing pas-
sengers to opt for vouchers in case of
canceliations.

The new regulation, dated Febmary
24, will take effect from March 26. The
DGCA said thechanges were necessary
s ticket refunds have become “amajor
source ofgricvance” among airline pas-
sengers, with complaints  larpely
centred on delays, partial refunds, and
the practice of offering vouchers
instead of returming money.

The regulator added that while it
does not usually interfere in airlines”
commercial practices, the rising

vilume of complaints required “some
affirmative action to safeguard the
interests of the travelling public™.
Under the new miles, passengers
who book tickets directly on an air-
line's website can cencel or amend

their tickets within 48 hours without

Refund reset

u Flight should be least 7 days
away for domestic travel and
15 days for intermational travel

& Airlines to refund money within
i days for tickets booked
online ar through agents

u For credit card users, airlines
to initiate refund process
within seven working days

= \With growing volume of
complaints, DGCA made this
announcement to safeguard
public interest

paying extra fees, provided the flight is
at least seven days away for domestic
travel and 15 days away for interna-
tional travel. The DGCA clarified that
“beyond 48 hours of the initial book-
ing, thisoption is notavailable and the

passenger has to pay the applicable

cancellation fees for amendment™.

Refund timelines heve been stan-
dardised tocurb delays. Airlines must
process refunds for credit card pay-
ments within seven working days. For
tickets purchased through travel
pgents or online portals, airdines
remain responsible for completing
refunds within 14 working days. Cash
payments must be refunded immedi-
ately at the airline office where the
ticket was purchased.

The D{GCA has abso capped cancel-
lation chames. “Under mo circume-
stances shall the aidine orits agent kevy
a cancellation charge exceeding the
basic fare plus fuel surcharge,” the mule
said, adding that amy agent fees must be
fully disclosed at the ime of booking.

Airlines must clearly indicate the
refund amount and its breakdown,
either on the ticket orthrough asepar-
ate form, and display this information
on their websites.

Passengers will also have the

option to choose a credit shell — a
woucher for future travel — if they
prefer it overa refumd. Airdinescannod
charpe for cormecting & spelling error in
& passenger's name if it is reported
within24 hours ofbookingdirectly on
the sirline’s website.

Special provisions have been
introduced formedical emergencies. 1F
o passenger of an immediate family
member on the same passenger name
record is hospitalised during the travel
period, airlines must offer either a
refund or a transferable credit shell
valid for at least one year. In other cases,
refunds will be processed after an
giffine or a DGCA-empanelled
aerospace medicine specialist certifies
the passenger’'s fitness o travel.

The DGCA said the revisions are
mimed at making ticket cancellations
and refunds “more transparent, timdehy,
and passenger-friendly”, and warned
that non-complismce will attract
penaltiesunderthe Aircraft Bules, 1937
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IndiGo flyers stuck inside flight
for 4 hours at Chennai airport

CHENNAI, PTI: IndiGo passen-
gers bound for Singapore suf-
fered an ordeal at the airport
here due to an unexplained
delay on the departure of
their flight, sources said.

Some of the agitated pas-
sengersargued with thecrew
of the private aircraft. The in-
cident that occurred on Feb-
ruary 24, went viral on social
media on Wednesday.

As per the video, the pas-
sengers who were boarded
the aircraft are seen asking
the crew for the reason be-
hind the delay in the take-off
ofthe flight. “We were unable
to breathe as the air condi-
tioning was switched on and
off now and then. You have
been patiently listening to us

and now you have brought a
policeman instead of sorting
out the issue,” a passenger is
seenspeakingin the video.

Aviation Tamil Nadu, a so-
cial media handle shared the
video which runs for about
1 minute on its account and
claimed that over 200 pas-
sengers were stuck for more
than 4 hours without proper
ventilation and food inside the
flight.

“While necessary checks
and maintenance were being
carried outontheaircraft, the
cockpit crew exceeded their
flight duty time limitations,
necessitating the change of
crew and further delaying
the flight,” an Indigo spokes-
person said.
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REVISED RULES FROM MARCH 26

DGCA Opens

Window for Free

Cancellation
Passengers alsowon't be
charged for name error

Our Bureau

New Delhi: The Directorate General of
Civil Aviation (DGCA)hasgivenairtra-

vellers a two-day window to cancel or
amend flight bookings without additio-
nal cost, under revised rules announ-

The regulator updated its civil avia-
tion requirements on ticket refunds on

February 24, introdu-

"look-in option" — a

48-hour period after

booking during
TO FLIERS FOR make changes witho-
CHANGING ut penalty. The revi-
PLANS sed rules will come
26. DGCA has however affixed certain
conditions for passengers.

The facility would apply only when
away for domestic travel and 15 days for
international, and only when the ticket
is booked directly through an airline's
ses, standard cancellation charges wo-
uld be applicable.

ced this week.
cing what it termed a
HOURS GIVEN  which travellers can
into force on March
the departure date is at least seven days
website. Once the 48-hour window clo-

Bookings Made on Airlines’ Platforms »» 6

Bookings Made on
Alrlines’ Platforms

»» From Page 1

The regulator also addressed a common source of
frustration: name errors.

Airlines are barred from charging passengers for
correcting aname on a ticket if the mistake is flag-
ged within 24 hours of booking — again, provided
the purchase was made through the airline's own
platform.

On refunds processed through travel agents or
third-party portals, the DGCA was firm— accoun-
tability rests with theairline, not the intermediary.
Airlines must complete refunds within 14 working
days, process credit card refunds within seven da-
ys, and issue immediate refunds for cash payments
made at airline offices.

Carriers would also be required to refund all sta-
tutorytaxesand passenger-related chargesincases
of cancellation or no-show, even where the base fa-
reisnon-refundable, and mustdisplay cancellation
charges clearly at the point of booking.

The revised rules follow a surge in passenger grie-
vances. Ticket refund complaints gained attention
during IndiGo’s flight disruptions in December 2025,
when the civilaviation ministry stepped inand direc-
ted the airline to process outstanding refunds within
asettimeframe. Inthat month alone, scheduled carri-
ers received over 29,000 passenger complaints, inclu-
ding 7.5% refund-related grievances.

The revised rules also include provisions cove-
ring cancellations prompted by medical emergen-
cies, though specific details are yet to be widely
published.
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DGCA rolls out
48-hour free
cancellation

YARUGQHULLAH KHAN
My Datis, Fetironry 0.

THE MMRECTORAT E GEMERAL of
Childviatiom [ DGOA) hos resvised air
ticket refund nonms, allowing pas
serigerslo cancel ar amend book-
ings wathout paying additional
charges within 48 howrs of making
a reservation, subject tocondbions
linked to the date of travel

Uinderthe-amion ded milesissued
by the aviation regulator, the facil
iy will not apply todomestic book -
ingswhere the departune date isbess
thamn seven |:|.1',"L fromi Lhe date of
boolking, For international flights,
thedeparturedate must be at least
15 daysmeary Beyond theinitial 48
hourwindow, normal canes Bation
nrchange feeswill apply.

Continued on Page 7

DGCA rolls out 48-hour

free cancellation

THE MEW NOHMS come into
effeo] from 26 Mamh, 2026
The changes form part of
reviskons to the Civil Aviation
Requirernents (CAR) on'Refund
of Adrline Tickets to Passengers
of |"|||'|[1r'|.'rr|r|.-r|'u1r1 Undertak
Ings"and come amid rsing pas
Erlg!rrnmpi:lmh oveT drl:r!.u;-!!
ordened refunds, The revised
CARwas sued onFebruary 24
I'he mewised CAR also man
dafes that alelines return all
statutory tames and amport
linked charpes, such a5 User
Dhevelopmont Fee (U DF], Arport
Development Fee {ADF), and
Passenger Service Fee (PSF], in
sy of cancellation, non-wti
sation of the bkt 0T no- show,
s part of the amendments,
atrlines have been directed to
provide a manda tory 48-hour
“look-in option"afier ket pus-
dhase when bookings are made
dimctly through an aleline's
website, Duringthis period, pas
senpgers @n cancel or modify
their tickets without anyaddi
tomal charges, apar from py
ing the prevailing fare if they
shift toadifforent flight
Theregubator has also tight

ened milesarmund name oo

tions A irdines have been told not
Inln‘g’.‘l.ng'ad'hrm.:d charge for
correcting the nameof the sume
passenpger i the ermoris 11.1&:::1!
within 24 hours of booldng, pro
vided the ticket ks booked
directhyon theaidine'swebsite
In cases where tiekets are
purchased through  travel
agents or online portals, the
DHECAclanfied thot the pespon
sibility for processing refunds
will fest vath the alelimies, as
agents act as their appointed
represen ta tives, A lines st

ensure that efunds are com
pleted within 14 working days,
the regulator said.

The revised nonns alss
address cancellations arising
fmm medical smergendes
L'q.'hrrl.-rl.p.“\.rn gerora famuy
miemberlisted on the same pas
wnper name oo (IPNR) s
hospitalised during the travel
petiod, aldinesmuay offer efth e
arofund oracreditshell. Inother
mecdical cases, refunds will be
processed  after the airline
recaves an oplnlon on the pas-
senger s fitness totorvel from s
acrospace medcne spedalist or
alKECA- rm]ml.r['ur'd q.'m‘ll:i':!

Refund practices had come
||m{:-r1rr|1tin]'lnllnwh:5 large
scale fHght disruptions in
December 2025, inchiding
those faced by InditGo, after
witich theebvil avlation ministry
bad directed the @i ortocom
phete refundswithin a speciifled
timeline

DCC Adatashowthat sched
led airbines received 29,212
passenge-related complaintsin
December 2025 with refunds
acoounting forabout 7.5% of
the total.
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Bhavnagar-Mumbai direct lights resume from March 29

FPJ News Service
BHAVNAGAR

There is some good news for
the industries, entrepreneurs
and general public in the
coastal town of Bhavnagar.
Following the efforts of Union
Minister ~Nimuben Bam-
bhania, direct flights from
Bhavnagar to Mumbai, which
were shut down a long time
ago, are all set to resume from
March 28,

Considering the demands
and feelings of the local pe-
ople, Union Minister Ni-
muben Bambhania has made
arepresentation to the Union
Civil Aviation MinisterDirect
flights from Bhavnagar to
Mumbai will resume from

March 28, bookings have al-
ready started from February
25 and that the minister las
appealed the citizens and
industriesto take advantage.
With the completion of the
period of the UDAN scheme in
Ehavnagar city, the closed air
sEIvices are going to resume,
under which Bhavnagar will
regain direct air connectivity
with Mumbai. Bhavnagar MP
and Union Minister of State
Smt Nimu Ben Bambhania
made intensive efforts to ensure

smooth air facilities for Bh-
avnagar, which has resulted in
this suceess,

The Minister made a per-
sonal presentation ta the Union
Minister of Civil Aviation, K.R.
Naidu, held phased meetings
with the Union Minister of St
ate, Civil Aviation, Muralidhar
Maohal and with various airl-
ines.

Following the positive att-
itude and guidelines of the
Central Government, IndiGo
Airlines has decided to start two
daily flights {ATR aircraft) be-
tween Bhavnagar and Nawi
Mumbai from 29 March 2026,
for which ticket booking will
start from 25 Febroary Bh-
avnagar to Navi Mumbai will
departat 835 amand 850 pm.
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More than 200 passengers
bound for Singapore were
kept on board an IndiGo ai-
reraft at Chennai for about
five hours on Tuesday, ex-
ceeding the scheduled jo-
urney time, after what the
airline described asatec-
hinical issue and crew duty
limitation breach. Videos
circulating online show fr-
ustrated travellers confr-
onting airline staff, alleging
poor communication and
uncomfortable cabin con-
ditions during the delay. The
flight, scheduled to depart
from Chennai International

Corporate Communications Directorate
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Airport for Singapore, re-
mained on the tarmac as the
aircraft’s air conditioning
system reportedly malf-
unctioned intermittently.
Inone widely shared clip
lasting about 3 minute, pa-
ssengers can be heard sh-
outing that the cabin tem-
peniture rose repeatedly as
the cooling system switched
on and off. Some claimed
they felt sufforated and said
they were not provided with
clear information about the
cause of the hold-up,
IndiGo, the country’s lar-
gest carrier by market share,
said the pilet detected that
the cahin temperature was
“above normal” and alerted

the engineering team for
inspection. According tothe
airline’s statement, the delay
extended beyond the per-
mitted Flight Duty Time
Limitations for the cockpit
crew before the issue could
be rectified. As a result, a
replacement crew had to be
arranged, which took add-
itional time.

Theairline maintained
that safety protocols were
followed and that the aircraft
could not depart until both
the technical issue was ad-
dressed and a compliant
crew was assigned. It did not
disclose whether passengers
were offered refreshments
or the option to disembark

offgrid

Chennai-Singapore flight delay sparks outrage

during the delay, though
several travellers on social
media asserted that they
were kept on board thro-
ughout.

The Directorate General of
Civil Aviation prescribes st-

rict Flight Duty Time Li-
mitations to prevent pilot
fatigue, mandating maxi-
mum hours of operation and
mandatory rest periods.
These norms have been
under shar per scrutiny as

domestic and international
operations have expanded
rapidly, placing pressure on
crew scheduling systems.
Airlines face regulatory pe-
nalties if crews operate be-
vond stipulated limits.
Passenger rights rules also
require carriers o provide
timely information and as-
sistance during prolonged
delays. Under civil aviation
guidelines, airlines are ex-
pected to offer refreshments
and, in certain cases, acc-
ommaoedation or compe-
nsation depending on the
length and reason for delay.
Whether these provisions
apply depends on whether
the disruption is classified as

a technical fault, operational
constraint or extraordinary
circumstance.

Chennailnternational
Airport, one of the busiest
gateways in the south, ha-
ndles significant traffic to
Singapore, & major business
and leisure destination. In-
diGo operates multiple daily
services on the sector, co-
mpeting with full-service
and low-cost carriers. The
affected Aight’s scheduled
block time o Singapore is
typically under four hours,
meaning the delay surpassed
the actual airborne journey
duratiomn

Awiation analysts note that
cabin cooling issues, while

not uncommaon in tropical
climates, can escalate ten-
slons when aircraft are st-
ationary for extended per-
ieds. On-ground afr-co-
nditioning systems are often
dependent on auxiliary
power units or external gr-
ound power, and any flu-
ctuation can lead to disc-
omfort in high humidity
conditions.

Carriers are generally ad-
vised to deplane passe-
ngers if technical rectif-
ication islikely to be pro-
longed, though operational
considerations such as slot
timings and security cle-
arances can complicate
such decisions.
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No fines for cancelling flight
tickets within 48 hrs of buying

Neha LM Tripathi

letters@hindustantimes com

NEW DELHI: Passengers will be
able to cancel or amend flight
tickets without penalty within 48
hours of purchase, and will no
longer be forced into credit
shells when seeking refunds,
under revised norms issued by
India’s civil aviation regulator.

The Directorate General of
Civil Aviation (DGCA) revised
ticket refund norms for airlines,
mandating a 48-hour “look-in
option” allowing passengers to
cancel or amend flight tickets
without additional charges after
booking.

The regulator's revised Civil
Aviation Requirements (CAR),
Section 3, Air Transport, Series
‘M’ Part Il dated February 24,
2026, stated, “The airline shall
provide ‘Look-in option’ for a
period of 48 hours after booking
a ticket. During this period pas-
sengers can cancel or amend the
ticket without any additional
charges, except for the normal
prevailing fare for the revised
flight for which the ticket is
sought to be amended.”

However, the CAR clarified
that the facility will not be avail-
able “for a flight whose depar-
ture is less than 7 days for
domestic flight and 15 days for
international flight from the

Passengers will also no longer
be forced into credit shells
when seeking refunds.

booking date when the ticket is
booked directly through an air-
line website.”

For passengers booking well
in advance, this effectively cre-
ates a cooling-off window — par-
ticularly useful for mistaken
bookings, sudden plan changes,
or fare drops spotted soon after
purchase.

The amended norms will
come into effect from March 26,
20286.

The DGCA also addressed a
long-standing grievance regard-
ing airlines automatically con-
verting refunds into credit shells.
The revised norm states that
“the option of holding the refund
amount in credit shells by the
airlines shall be the prerogative
of the passenger and not a
default practice of the airline,”
favouring passengers who prefer

money back rather than airline
credits.

The revised refund norms
also state that “the airlines shall
not levy any additional charge to
process the refund.”

“In case of purchase of a ticket
through travel agent/portal,
onus of refund shall lie with the
airlines as agents are their
appointed representatives. The
airlines shall ensure that the
refund process is completed
within 14 working days,” it
stated.

The regulator has also offered
flexibility in medical emergency
situations. “In the event of ticket
cancellations due to a medical
emergency, where the passenger
or a family member listed on the
same PNR gets admitted/hospi-
talized during the travel period,
airlines may provide either a
refund or a credit shell,” the
amended rule stated.

“For all other situations,
refunds will be issued once an
opinion on the passenger's fit-
ness-to-travel certificate is
received from an airline’s Aero-
space Medicine specialist/ DGCA-
empanelled Aerospace Medicine
specialist,” it said.

The DGCA said the revised
norms will apply to scheduled
domestic and international oper-
ators as well as foreign carriers
operating to and from India.
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DGCA revises norms
for air tickets, extends
cancellation window

Jagriti Chandra

NEW DELHI

The Directorate General of
Civil Aviation (DGCA) on
Thursday revised air ticket
refund norms, extending
the window for cancella-
tion and modification of a
booking for free from 24
hours to 48 hours.

Passengers can get full
refund if they cancel travel
plans due to their own or a
co-traveller’s medical
emergency.

“The airline shall pro-
vide a look-in option for a
period of 48 hours after
booking tickets. During
this period, passenger can
cancel or amend the ticket
without any additional
charges,” said the DGCA’s
revised rules.

However, any change in
the airfare in the interim
period will be applicable.
The rules apply for tickets
booked “directly through
(the) airline website”, only
if the booking is made at

Relaxed refunds

The new DGCA rules give
airlines sole responsibility
for refunds even for bookings
made through an agentor a
third-party booking portal

® Free cancellation and
modification window
extended from 24 hours to
48 hours

® Full refund for
cancellation due to
medical emergency

X

® Free name
correction
within

24 hours %

least seven days before the
departure for a domestic
flight and 15 days for an in-
ternational flight.

The regulator has also
made airlines solely res-
ponsible for processing re-
funds, even when tickets
are booked through travel
agents or third-party book-
ing portals.

CONTINUED ON
» PAGE 14
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Changes under DGCA's
new rules: Cancellations,
refunds, name corrections

Sukalp Sharma
New Delhi, February 26

AVIATION REGULATOR Di-
rectorate General of Civil Avi-
ation (DGCA) on Thursday re-
leased revised rules governing
airfare refunds in the event of
ticket cancellations by passen-
gers. A comparison of the new
rules —which will take effect
from March 26 —with the exist-
ing ones shows that refund
timeline for tickets booked
through trave] agents has been
shoriened. no-charge cancella-
tion and amendment window
has been extended, and a new
clause pertaining to refunds in
the case of cancellation due to
amedical emergency has been
introduced. Apart from these
and a few other tweaks, most
other niles remain unchanged.
Apcording to the regulator,
the rules have been amended
“to stem the growing dissatis-
faction” among passengers re-
garding the refund procedures
adopted by some airlines.
The DGCA said the issue of
ticket refund byairlines has be-
come a “major source of griev-
ance” among passengers, with
a large number of complaints
being regularly received on is-
sueslike delay in refunds, prob-
lems with the refund value, and
airlines adjusting refund
amount against future travel
instead of issuing a refund.
“While the povernment is
commiited not to interfere in
the commercial practices of the
airlines, the volume of thecom-
plaints necessitates some af-
firmative action to safeguard
the interest of the travelling
public. The matter has been
discussed in several meetings

EXPLAINED

Refundsa ‘major
source of grievance’

The DGCA sald a large
number of complaints are
regularly received on

issues like delay in refunds,
problems with refund value,
and airlines adjusting re-
fund amount against future
travel instead of issuing a re-
fund, making ticket refunds
a "‘major source of grievance’

with the airlines with no im-
provement in the system
adopted by airlines for refund
of tickets. It is now considered
that theonus rests with the gov-
ernment to fixsome minimum
benchmarks, as far as the re-
fund policy is concerned....” the
regulator said.

Changes inairfare
refund rules

B Refunds for bookings
made viatravel agents, portals:
In case the ticket is booked
through atravel agent oF an on-
line travel portal, the deadline
for completing the refund pro-
cess has been shortened to
14 working days from 30 work-
ing days.

B Look-inoption: The “look-
in” period —allowing cancella-
tion or amendment without
charge — has been doubled to
48 hours from 24 hours. Butthe
time between booking and de-
parture to qualify for this op-
tion has been changed from a
flat seven days earlier to seven
days for domestic flightsand 15

days for international flights.

Moreover, the new mles
mention that this facility is
available "when ticket s bocked
directly through the airline
website”; the facility was also
applicable to bookings through
travel agents and portals inthe
earlier rules. This effectively
means that changes/cancella-
tions can be made chargeable
even in the look-in period if
booking are made through
travel agents/online portals.

mName correction window:
The 24-hour window for free
name correction now specifies
it applies when the ticket Is
booked directly through the
airline website.

The earlier rules did not
make adistinction betweenthe
airline and travel agents/por-
tals for this facility. The change
means that customers can be
charged for name correction
even in thiswindow iftheticket
is not booked directly with
the airline.

mNew medical emergency
clause: A new clause has been
inserted in the revised rules,
which provides for refunds or
credit shells in cases of hospi-
talisation of the passenger or a
family member listed on the
same ticket PNR during the
travel period. “Forall other situ-
ations, refunds will be issued
once anopinion onthe passen-
ger sfliness totravel certificate
is received from an airline’s
aerospace inedicine special-
Ist/DGCA empanelled aero-
space medicine specialist,” the
revised rules state.

Except for these changes, all
other clauses in the revised
rules are identical to the ones
already in place.
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DGCA announces 48-hr grace
period to cancel flight tickets

VY i L L
e T T 1

MEW DELHI/MLMBAI

irtravellers in India will
soon et a 48-hour
window to cancel flight

tickets without paving cancel-
lation charpes, in one of the
most  passenger-friendly
changes introduced by the avi-
ationregulator in recent vears.,
Under the revised passen-
werservice mles issued by the
Directorate General of Civil
Aviation (DGCA), airdineswill
have toprovide a “cooling-oft™
or look-in period during which
passengers can cancel book-
ings and receive a full refund.
However, the option will not
be available ifa flight issched-
uled to depart within seven
days for domestic travel or 15
days for international travel
from the date of booking.
The move aims to help trav-
ellerswhao have made errorsin
dates or names or need to
change travel plans shortly
after booking. In simple terms,
passengers who realize within
18 hours that thev no longer
want to travel, will be able to

DGCA lets flyers fix booking
errors or change plans.  sTocx

cancel tickets without facing
steep airline penalties—a com-
mon complaint among flyers.
Inanotification, DGCA said
that passenger complainis on
refunds and cancellations
have been rising, forcing it to
stepin with clearer safeguards,
The norms, issued on 24
Februaryand set tocome into
effect from 26 March, will
apply to all domestic airlines as
well as foreign carriers operat -
ing flights to and from India.
The DGCA said the provi-
sion s meant (o ensure pas-
sengers are not penalized for

genuinge booking mistakes
madle shortly after purchasing
tickets online,

The regulator's move may
lead to a demand boost for air
travel but bring some revenue
pain for carriers, said experts.
“The new law is likely to ease
refund-related anxiety among
passengers, making them
maore confident about booking
tickets. Greater transparency
in the system will help stimu-
late demand and encourage
more people to travel by air,”
said Gagan Dixit, senior vice-
president oil and gas and avia-
tion at Elara Securities.

“However, it is important to
note that airlines could see
some impact on revenues, as
cancellationchargesare alsoa
source of income for them.
Additionally, the 43-hourwin-
dow may inadvertently push
up airfares, as passengers
might book multiple flights
with the Mexibility of a full
refund, temporarily inflating
demand,” said Dixit.

dipafibankamilivemint.com

For an ertended version of
s stary, go tolivemint com.
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NO EXTRA CHARGES FOR CHANGES WITHIN 48 HRS OF BOOKING

DGCA revises air ticket refund norms

MPOST BUREAU

NEW DELHI: Passengers will
woon pet a imited window to
cancel or modify airline tickets
without paying extra charges,
as the aviation regulator has
updated refund nnﬁcm’r:cll-un
ritles b address persistent con-
sumer complaints.

The Directorate General of
Civil Aviation said the revised
norms allow passengers to
cancel or am:nglh_kﬂ_-i within
48 hours of booking without
additional fees, provided cer-
tain conditions are met. For
domestic travel, the benefit will
not apply if the departure date
is less than seven days away.
For international journeys, the
departure must be at least 15
days from the booking date

KEY POINTS

- Facility applies only if conditions
linked to departure dates are met

» Domestic boakings excluded if
departure is within seven days

o International hookings excluded if
departure is within 15 days

» Rule applies only for tickets booked
directly on airline websites

» Amendments during 48-hour window
attract only prevailing fare difference

lFIEE 48 HOURS, ST.IIII].IREI CANCELLATION OR AMENDMENT CHARGES APPLY

* AIRLINES MUST PROVIDE A MANDATORY 48-HOUR “LOOK-IN" OPTION AFTER BOOKING

The updated Civil Avia-
tion Requirements, issued on
February 24, will come into

effect from March 26 The reg-  option that enables passengers
ulator has also directed air- 1o review and revise bookings
lines to introduce a “look-in™  during the Continued on P&

DGCA revises

tritial 44-hour perod.
amendment duILuﬁpt&Lm wi.-l:ulr?;w
will anly aftract the normal prevail-
ing fare for the revised flight.

Onee the 48-hour window
closes, standard cancellation or
amendment charpes will apply.

The DGC."LE;Es also U.gplﬂql:}rrd
rules on name corrections. Afrlings
have been told not Lo impose addi-
tional charges for correcting the
tame of the same passenger if an
erToris within 24 hours
of booking, when tickets are pur-
chased directly through an airdine’s
website.

Clear responsibility has been
placed on airlines even when tick-
ets are booked through agents or
onling portals. “In case of pur-
chase af ticket ﬂlmu.gh travel agent
or portal, onos of refund shall e

with the abrlines as agents are their
appointed representatives,” the
regolator said, adding that refunds
must be completed within 14 work-
ing days.

The amendments also introdice
clarity for cancellations linked 1o
medical emergencies. I a passen-
ger ora family member on the same
PNR is admitted to tal duri
the travel pl.'rlmi, ailglm‘nf:ma}'uﬁz%
either a refund or a credit shell. In
ather cases, refunds will be pro-
cessed afler an upimun o1 Lhe pis-
senger’s fitness 1o travel is recedved
fromm an airdine or DGCA-empan-
clled aeraspace medicine specialist.

The changes follow a surge in

enper prievances over del
ﬁmiflnbnccemm 2025, amﬁ
recetved 29,212 passenger com-
platnts, with 7.5 per cent related to
refunds, even as domestic carrlers
{ew miore than 1.43 crore passen-
gers that month, Refund issues also
came into foeus during light dis-
ruptions in December 2025, when
the civil aviation ministry directed
airlines to clear pending refunds
within sel timelines.

Iriia remittng among the warlds
{astest-growing aviation markets,
with domestic atrlines carrying over
16,69 crore passengers in 2025,
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Fly easy: DGCA allows free
changes within 48 hours

RAJESH KUMAR m New Delhi

Passengers can breathe easy
as they can now cancel or
change air tickets without
paying an additional charge
within 48 hours of booking,
subject to certain conditions.
The option would not be
available for domestic flight
reservations where the
departure date is less than
seven days, and in the case of
international bookings, the
departure date should be
not less than 15 days.

This major relief was
announced by the Directorate
General of Civil Aviation
{DGCA) on Thursday as it
revised air ticketing rules to
introduce more passenger-
friendly measures, introducing
a"look-in option” for a period
of 48 hours after booking.

During this period, passen-
gers can cancel or amend the
ticket without any additional
charges, except for the normal
prevailing fare for the revised
flight for which the ticket is
sought to be amended. The

new norm, as per the aviation
regulator, was brought in to
curb the “grievances among
airline passengers” regarding
delays in the refund of unused
tickets and the amount
refunded by airlines against
cancelled tickets.

Coming out with the
amended norms that are
more passenger-friendly,
DGCA also said that airlines
should not levy any addition-
al charge for correction in the
name of the same person
when the error is pointed
out by the passenger within
24 hours of making the
booking, when the ticket is
booked directly through the
airline's website.

“In case of purchase of a
ticket through a travel
agent/portal, the onus of
refund shall lie with the air-
lines as agents are their
appointed representatives.
The airlines shall ensure that
the refund process is complet-
ed within 14 working days,”
the DGCA said.

CONTINUED ON »» P4

Fly easy: DGCA allows
free changes within 48...

Besides, there are changes with respect to norms
for ticket cancellations due to a medical emergency
faced by the passenger. The amendments to the
Civil Aviation Requirements (CAR) for 'Refund of
Airline Tickets to Passengers of Public Transport
Undertakings' come against the backdrop of the
rising passenger complaints about not receiving
refunds on time.

The ticket refund issue also got highlighted
during the IndiGo flight disruptions in December
2025 and at that time, the civil aviation ministry
had directed the airline to complete the refunds
within a specified timeline. The revised CAR was
issued on February 24. Now, the airlines have been
asked to provide a ‘Look-in option’ for a period of
48 hours to passengers after booking tickets.

“During this period, a passenger can cancel or
amend the ticket without any additional charges,
except for the normal prevailing fare for the revised
flight for which the ticket is sought to be amended.
"This facility shall not be available for a flight whose
departure is less than 7 days for domestic flights
and 15 days for international fights from the
booking date when the ticket is booked directly
through the airline's website,” the regulator said.
Beyond 48 hours of initial booking time, this option
would not be available, and the passenger would
have to pay the relevant cancellation fees for
amendment.

In a significant move, the DGCA said that airlines
should not levy any additional charge for correc-

tion in the name of the same person when the error
is pointed out by the passenger within 24 hours
of making the booking, when the ticket is booked
directly through the airline's website.

According to DGCA, in the event of ticket can-
cellations due to a medical emergency, where the
passenger or a family member listed on the same
PNR gets admitted/hospitalised during the travel
period, airlines may provide either a refund or a
credit shell. "For all other situations, refunds will
be issued once an opinion on the passenger’s
fitness to travel certificate is received from an
airline's Aerospace Medicine specialist) DGCA
empanelled Aerospace Medicine specialist," it said.

In December 2025, scheduled airlines received
atotal of 29 212 passenger-related complaints and
7.5 per cent of them were related to refunds. During
that month, domestic carriers carried over 1.43
crore passengers, as per DGCA data.

India is one of the world's fastest-growing civil
aviation markets, and domestic airlines carried over
16.69 crore passengers in 2025.
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Air India targets 93
pc flights with new
and uniform cabin
experience by 2026

PHRISHNA KUMAR,/ UNI
New Delh, 24 February

With B3 per cent of the
narrimv-hody alroraft retrofitting
completed and retrofittting
of the legacy wide-body fleet
already underway and poised
to get completed later this
vear, Alr India hopes toensure
that nearly 93 per cent of lis
fleet offer completely new
cabin experences by end of
this year.

This wascormeved by Manish
Purd, Head of Global Sales
while addressing & media
roundiable on the sidelines
of SATTE Travel Expo on
Werdnesday: Puri said the aidine
Is entering the next phase of
transformation after focusing
largely on intemal sysiems
over the past three years, “Last
three vears was predominangly
imternal changes” Puri said.
adding thet from X260 onwands
the facus will shift o' 360-degree
communication - informing
the customer, partner, media,
evervbody what is now in
store”

Purd said 2025 marked a
ey milestoee for the nanowbody
feet mnsformation. By October
2025, nearly 87 per cent of
the 320/321 family aircraft
had been retrofitted. “We
completed almost 87 per cent
of the retrofitment of the
narrow hody, Now we have
104 alreraft of Alr Indk Express
with the same thres cabins -
eighitbusiness dass, 24 premitm
economy and 132 economy
seats,” he said.

The move has brought
uniformity in configuration
acmossdomestic and short-hewd
International routes such as
Il Loemypar, Vietnem, Dubal
and Doha eliminating frequent
seat and kavout changes that
earlier caused customer
disruption. The narrowbody

overhaul triggered thealrkine's
November brand campaign,
positioning the refreshed
product as a visible sign that
“change is in the air™,

Talkingabout thewide-body
legacy carders operated by
the company, Puri said that
26 Bosing 787 Dreamliners
willundergoa comprehensive
retmofit programme now, ~The
first two have already gone
for retrofitment and should
be poining in March,” he said,
adding that all 26alrcraftwill
be fully upgraded by
September-October, 2026,

The retrofit is extensive.
“When it goes for retrofit,
everything is scraped off. It's
anly theshell which remains.
Everything put inside isbrand
new,” he noted. Alongside
retrafit. the airline is inducting
factory-fresh ine-fit widebodies,
The first Boeing 787-9 with
the new cabin has already
been delivered. Durlng 2026,
the alrline expects six new
widehody inductions, inchiding
the 787-9 and the Alrbus
A30-1000 serles,

By the end of this calendar
wedar, around 50 per cent of
the widebody fleet will be in
a “new avatar”, he sald, even
as retrofit of the Boeing 777
fleet ks scheduled to begin
next vear, Purl refiterated that
the airlines order book now
stands at around 600 firm
abrcraft, following an initial
order of 470 aircrafts, an
additlonal 100, and 30 more
announced later.

“Sofar, 57 alrcraft have been
delivered 543 more aresupposed
to be delivered,” he said,
underlining the scale of the
transformation. Giving a
snapshotof operational impact,
Puri said out of 49040 weekly
flights currenily operated,
3600 are alrexdy an new or
retrofitted alreraft
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Rohit seeks action on DGCA
officials involved in probe

Sule Demands Statement From Centre In Parliament On 2 Crashes

Chaitanya Marpakwar,
Mateen Hafeez &
Anurag Bende | Tnn

Mumbai/Pune: Alleging
that Marine Drive police had
refused to register a case he
sought to file against VSR,
Rohit Pawar said he would
now get an FIR filed in Bara-
mation Thursday,

NCP (SP) working presi-
dent Supriva Sule also de-
manded on Wednesday that
the Central govt should issue
an official statement in Par-
liament when its session
commences next week on the
two recent plane crashes,
one in which Ajit Pawar lost
hislife and another in Jhark-
hand where seven people
died in an air ambulance

crash on Tuesday
Referring to the two
crashes, she said, “Many

families directly and indi-
rectly have been devastated
by the tragedies. Therefore,
we want a thorough investi-
gation and preventive mea-
sures to achieve accident-
freeair travel,”

Sule appreciated the

An accidental death case was lodged in Baramati after the Jan 28 crash

DGCA's decision to ground
four VSR Ventures jets and
demanded strict action
againstofficials whowerere-
sponsible for non-compli-
ance with the procedure
which had led DGCA to
ground the four planes.
Accompanied by party
workers and NCP legislators
including Amol Mitkari, Ro-
hit Pawar approached Ma-
rine Drive police station say-
ing he wanted to file the FIR
against VSR and DGCA as

the latter; he claimed, had at-
tempted to give the airline a
clean chit.

“A circular was issued by
DGCA and accordingly, ac-
tion was taken against five
aircraft of VSR and they
were grounded. Through
that circular, it indirectly
came to light that VSR was
responsible, It is the respon-
sibility of DGCA to check
whether an aircraft is air-
worthy or not, After receiv-
ingthe circular from the cen-

tral govt in this regard, we
tried to get an FIR filed,” Ro-
hitsaid.

He alleged that the DGCA
had tried to give a clean chit
to VSR. “A report stating no
Level 1 problem had been de-
tected was the first attempt
tosave VSR,” he said, adding
that action should also he
taken against DGCA offi-
cials involved intheaircrash
investigation.

The Marine Drive po-
lice's press note stated that in
connection with the incident
which was mentioned in Ro-
hit's complaint, an acciden-
tal death case has been regis-
tered at Baramati taluka po-
lice station on Jan 28. “Fur-
ther detailed investigation
of the case is being conduct-
ed by the State Crime Investi-
gation Department (CID),
Maharashtra state, Pune.
Since the subject matter of
the complaint application re-
ceived today is alsorelated to
the above incident, the said
complaint application is be-
ing forwarded to the state
CID Puneforfurtheraction,”
the police press note stated.
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Now, cancel air ticket for free within 48 hrs

Airlines Will Need To Ensure
Refunds Within 14 Days: DGCA

Tirmes News NETWORK

New Delhi: Airlines will now
providea“look-inoption” fora
period of 48 hours after book-
ing a ticket during which a
passenger can cancel or
amend the ticket without any
additional charges, except
fare difference, if the depar-
ture date is at least 7 and 15
davs hence for domestic and
international flights, respec-
tively, Airlines will need to en-
sure refunds within 14 days
and they will no longer be al-
lowed to levy any charge for a
name correction being made
within 24 hours of the booking
being made on their website,
Directorate General of
Civil Aviation (DGCA) has
from Thursday revised re-
fund rules and introduced
passenger-friendly measures
inwhat is often a painful proc-

ess for travellers. “In case of
purchase of ticket through
travel agent/portal, onus of
refund shall lie with airlines
as agents are their appointed
representatives, Airlines
shall ensure that the refund
process is completed within
14 working days.” the amend-
ed rules issued by DGCA
chief Faiz Ahmed Eidwaisay.

“In the event of ticket can-
cellations due to a medical
emergency, where the passen-
ger or a family member listed
on the same PNR gets admit-
ted/hospitalised during the
travel period, airlines may
provide either a refund or a
credit shell. For all other situa-
tions, refunds will be issued
once anopinion on the passen-
ger's fitness to travel certifi-
cate is received from an air-
line's aerospace medicine spe-
cialist/ DGCA empanelled

BIG RELIEF FOR FLYERS

aerospace medicine special-
ist,” reads another amend-
ment introduced in the rules.
The regulator has ruled
that airlines “shall not levy
any additional chargefor cor-
rection in the name of the
same person when the error
is pointed out by the passen-
ger within 24 hours of mak-
ing the booking, when the
ticket is booked directly
through the airline website”,
About the 48-hour lock-in
period, the amended rule says:

“During this period, passen-
gers can cancel or amend the
ticket without any additional
charges, except for the normal
prevailing fare for the revised
flight for which the ticket is
sought to be amended. This fa-
cility shall not be available for
aflight whose departure isless
than 7 days for domestic flight
and 15 days for international
flight from booking date when
ticket is booked directly
through the airline website.
Bevond 48 hours of initial

booking time, this option is
not available and the passen-
ger has to pay relevant cancel-
lation fees for amendment.”
The move to make the
process  passengerfriendly
comes as the regulator ad-
mits; “The issue of refund of
tickets by airlines has become
a major source of grievance
among passengers.” Amajori-
tvof thecomplaintsareabout:
Delay in refund of unused
tickets; amount refunded
against cancelled tickets: not
refunding ticket amount but
asking passengers to use that
money to make another book-
inginastipulated time period.
DGCA has said govt is com-
mitted not to interfere in air-
lines” commercial practices
but the volume of complaints
necessitates action. “The mat-
ter has been discussed in sev-
eralmeetings with theairlines
with no improvement... Tt is
now considered the onus rests
with govt to fix some mini-
mum benchmarks asfaras the
refund policy is concerned.”
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DGCA revises norms,
now flyerstoget48 hrs
to cancel ticket for free

SHEKHAR SINGH

THIHURE NS SNV

NEW DELHI, FEERUARY 26
Passen pers will now get a 48-
hour window to cancel or
modify air tickets without
any additional charge, as the
Directorate General of Civil
Aviation (DGCA) revises
refiind norms amid judicial
scrutiny  over delays and
opadue airline practices.

The revised Chil Aviation
Requirements (CAR), effec
tive March 26, introduce a
mandatory “look-in  option”
allowing passengers to cancel
ar amend bookings within 43
hours without penalty, except
for fare differences, The relax-
ation will not apply to book-
inps made within seven days
of domestic trvel and 15 days
of international departures,

The DGCA has also ficed
timelines for refunds, and
sad airhnes must process
refunds for credit card pay-
ments within seven days to
the original account, while
cash transactions must be
refunded immediately;
Where bookings are made

Credit card payment to
be refunded in 7 days,
cashimmediately

thmugh ftravel agents or

online  portals, airlines
remain responsible for ensur
ing refunds are completed
within 14 working days.

The order issued on Febru-
ary 24 saud: “Refund shall be
made by the airlines within
seven dayvs of cancellation to
the account of credit card
holder”, and in case of cash
transactions, “refund shall be
made immediately by the air-
lines office from where the
ticket was pumchased”.

The order also closed a
key pap by mandating that
all statutory taxes and user
development fees  be
refunded even for non-
refundable tickets.
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