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CHINA SOUTHERN AIRLINES




SERVICE LEVEL AGREEMENT 
STATION: XXX

HANDLING COMPANY: XXXX
CARRIER: China Southern Airlines Co., Ltd.
EFFECTIVE DATE: DD/MM/YY
·This Service Level Agreement is agreed between China Southern Airlines Co., Ltd. (the Carrier) and             (the Handling Company), is to be read in conjunction with the current and applicable Annex B of the SGHA between the Carrier and Handling Company.

·The service levels required by China Southern Airlines Co., Ltd. is to ensure high standards of ground handling performance and high level of service towards customers.

·With regard to facilities or services provided by the Airport Authority or the third party assigned by the Airport, the Handling Company agrees to endeavor to coordinate with all concerning Parties to ensure that the Carrier’s service standards can be met as far as possible. 

·The Handling Company is responsible for that the agreed service standards and annual performance targets mentioned in this SLA are met. The Handling Company has to ensure that all employees are informed about the service levels mentioned hereafter. 

·Monthly meetings will be held between the Handling Company and the Carrier to assess the level of performance against the standards and targets.

A. PERFORMANCE TARGETS 

1．Ground Safety
Nil aircraft accidents caused by the Handling Company‘s ground support equipment. 

(Reports of incident/ accident must be maintained and be available to the Carrier on request)

Nil discrepancy of loading from loading instruction.

 
Minimum Turnaround/transit time
The published arrival time and departure time just refer to the time of opening and closing aircraft doors respectively. The Handling Company shall ensure all services finished with the following minimum turnaround/transit time, and the Handling Company should be assessed according to the actual time of closing aircraft doors. 

	＞=301seats
	201-300seats
	151-200seats
	61-150seats
	﹤＝60seats

	80 mins
	60 mins
	55 mins
	40mins
	30mins


Service Discount for Punctuality

(Refers only to flight delays attributable to the Handling Company)

	
	Description
	Penalty deducted from handling rate

	1
	Delay＞=5 mins
	5%

	2
	Delay＞=15 mins
	20%

	3
	Delay > =30 mins
	50%

	4
	Delay >= 60 mins
	100%

	Notes: If departure flight is delayed for one or more of the following reasons, flight delay will be deemed as attributable to the Handling Company:

Late check-in, congestion in check-in area

Check-in error

Boarding, discrepancies and paging, missing checked-in passenger at gate (if the Handling Company do not search for the missing passenger)

Baggage processing, sorting, etc

Aircraft documentation late or inaccurate, weight and balance (Load sheet), General Declaration, Passenger Manifest, etc.

Loading, unloading, bulky/special load, cabin load, lack of loading staff.

Lack of loading Equipment (which belongs to the Handling Company) or equipment breakdown, lack of staff

Lack of Servicing Equipment (which belongs to the Handling Company) or equipment breakdown, lack of staff

Aircraft Cleaning

Lack of ULD, containers, pallets or ULD breakdown (without notification from the Handling Company)

Damage to the aircraft, during ground operations.

Transport of baggage, cargo/mail between warehouse and aircraft.


Service Discount for Safety Issues

(Refers service errors attributable to the Handling Company)

4.1 Load Control / Loading Errors

4.1.1 Non-compliance with CZ LMC standard

Out-of-trim; and over and above CZ LMC standard limit after takeoff, in which case, the penalty is 100% of handling fee of the related flight.

4.1.2 Over and above CZ LMC standard limit, not an out-of-trim condition after takeoff, in which case, the penalty is 50% of handling fee of the related flight.

4.1.3 Within CZ LMC standard limit after takeoff, in which case, the penalty is 10% of handling fee of the related flight.

4.1.4 Out-of-trim and over and above CZ LMC standard limit after pushback (before takeoff), in which case, the penalty is 40% of handling fee of the related flight.

4.1.5 Over and above CZ LMC standard limit, not an out-of-trim condition after pushback (before takeoff), in which case, the penalty is 30% of handling fee of the related flight.

4.1.6 Within CZ LMC standard limit after pushback (before takeoff), in which case, the penalty is 5% of handling fee of the related flight.

 

4.2 Wrongfully boarded

4.2.1 Wrongfully boarded passengers detected after takeoff, in which case, the penalty is 10% of handling fee of the related flight per wrongfully boarded passenger.

4.2.2 Wrongfully boarded passengers detected after pushback (before takeoff), in which case, the penalty is 5% of handling fee of the related flight per wrongfully boarded passenger.

  

4.3 Collection and Transportation of Dangerous Goods without CZ's authorization

4.3.1 Being detected after takeoff, in which case, the penalty is 50% of handling fee of the related flight per piece.

4.3.2 Being detected after pushback (before takeoff), in which case, the penalty is 10% of handling fee of the related flight per piece.

 

4.4 Aircraft service errors
4.4.1 In the event of damage to aircraft caused by the Handling Company, including but not limited the handling company's vehicle or equipment scratches the aircraft, the carrier shall deduct 100% of the service fee for the ground service of the flight involved by the handling company.
4.4.2 In case of adverse consequences caused by failure to close and secure cabin doors, cargo doors, covers and other components due to human liability, the carrier shall deduct 30% of the airline maintenance service fee. 
4.5 Flight operation handling errors

4.5.1 Providing incorrect flight operation information or documents that has a certain impact on the delay or safe operation of the flight, in which case, the penalty is 100% of handling fee of the related flight per piece. 

4.5.2 Failure to issue FPL message or to send FPL message with errors or omissions that has a certain impact t on the delay or safe operation of the flight, in which case, the penalty is 100% of handling fee of the related flight per piece. 

4.6 Aircraft accident caused by the Handling Company, even if the staff and/or equipment is not servicing the Carrier at the time of the accident, the penalty will be 100% of the handling rate of the related flight.

4.7 For recurrent safety incidents of the same type listed above within one quarter, 10% of handling fee in addition would be applied as a penalty to the related flights.

4.8 For recurrent safety offences of the same type detected during the Carrier’s routine check within one quarter, 2% of handling fee would be applied as a penalty to the related flights.

4.9 CZ LMC standard

B737、B738、A319、A320、A321 ≤500KG or ≤4PAX;
B777、B787、A330、A350 ≤1500KG or ≤6PAX;
General Performance Targets

	5.1
	Customer Satisfaction Surveys Indicators
	 %

	5.1.1
	Efficiency at check-in
	 ( 90

	5.1.2
	Check-in courtesy and helpfulness
	 ( 95

	5.1.3
	Boarding courtesy and helpfulness
	 ( 95

	5.1.4
	Clear announcement
	 ( 90

	5.1.5
	Boarding procedure
	 ( 90

	5.2
	Complaints
No more than 1 complaint per 10,000 PAXs (Refers only to complaints attributable to the Handling Company) calculated on a quarterly basis.

The Handling Company shall cover the direct cost to the passenger(s) involved from the 2nd case. 
	 

	5.3
	Baggage mishandling 

No more than 3 cases per 10,000 PAXs calculated on a quarterly basis. (cases attributable to the Handling Company only e.g. wrong tagging of bags, short-shipped, loading errors, etc.)

The Handling Company shall cover the direct cost to the Carrier from the 4th case.
	

	5.4
	Excess baggage mishandling

Excess baggage charges shall be strictly collected in accordance with the Carrier’s Baggage Rules. The Handling Company shall reimburse the Carrier for the lost revenue of any excess baggage fees undercharged or waived without a written consent from the Carrier’s representative. 
	

	5.5
	Missing Flight coupon or Mishandling of the E-tickets

The Handling Company shall cover the direct cost to the Carrier.
	

	5.6
	Travel document irregularities
No more than 1 case per 10,000 PAXs calculated on a quarterly basis. (Excluding EDIFACT PAX originating from other stations. Referring to uplift of invalid or non-possession of visas, expired passports, acceptance of improperly documented passengers. Asylum seekers who destroy their documents, perform photo swaps, document swaps and fake passport will not be counted towards this target.) 

The Handling Company shall cover the direct cost to the Carrier from the 2nd case. 
	

	5.7
	Basic Requirements of Passenger Service:

a. Greeting

b. Use of passengers’ name during service

c. Attention to details

d. Farewell
	 = 100

	5.8
	APP/API mis-reporting

Immigration Penalty results from omission, error and delay of APP/API reporting of passengers and crew members (attributable to the Handling Company) shall be covered by the Handling company.
	


Regulatory Tranining

6.1  100% staff trained (refreshed-2 years) to dangerous goods.

6.2  100% staff trained (refreshed-2 years) to security issues.

6.3  100% CZ pool certified (refreshed-2 years) to CZ CLC handling.

6.4  Dangerous goods training content and qualification approved by IATA or Local Authorities.

6.5  Access to training records will be possible for Carrier within a minimum of 15 days notice. 

Safety Management 

7.1 The Ground Handling Company shall either hold a current ISAGO certificate or its own SMS, which shall be demonstrated to the Carrier on request.

7.2 The Handling Company shall work closely with the Carrier to ensure a safe ground operation, including but not limited to the following safety management. 

7.2.1 Invest necessary funds, technology, facilities and personnel to achieve the safety goals set in this agreement.

7.2.2 Establish risk identification and classification plan,

7.2.3 Maintain a hazard source list, which shall be shared with the Carrier, and ensure dynamic elimination of hazards under the Carrier’s guidance. 

7.2.4 Conduct internal regular safety audit and inform the Carrier of the findings and corrective plan; assist the safety audits conducted by the Carrier and rectify identified flaws within the specified time.

7.2.5 Notify the Carrier of any safety incident during the ground operation immediately, conduct proactive investigation, provide safety incident report to the Carrier within 2 days (or as requested by the local station) and take corrective actions under the Carrier’s instruction.

B． SERVICE LEVEL & TARGETS DECOMPOSITION

I. Passenger Services

1. Check-in

	1.1
	Check-in Counters
	

	1.1.1
	The Handling Company arranges sufficient check-in counters to meet the queue timings:

Each counter for every 40 economy class pax, 1 extra counter for Premium Economy Class pax and 1 counter for Premium Class pax should be arranged.
	

	1.1.2
	Check-in counter(s) shall be prominent for passenger to locate. Otherwise, the Handling Company must arrange staff to direct passengers to the check-in areas.
	

	1.1.3
	CZ signage shall be displayed on facilities such as check-in counters, lounges etc, and be kept tidy and clean.
	

	1.1.4 
	Provision of staff to assist use of self-service check-in machines if self-service check-in machines available.
	

	1.1.5
	Premium Class check-in counters shall be seperated from Economy Class   check-in counters, with the use of signs/pot plants/carpets and other applicalbe enhancement.(Material provided by the Carrier. The Handling Company shall take the responsibility of implementation and storage according to the requirement of the Carrier.)
	

	1.1.6
	Hand baggage check-in facilities shall be prepared in check-in areas to help passenger to recheck size and weight of hand baggage.
	

	1.2
	Staffs
	

	1.2.1
	The Handling Company shall provide a core group of dedicated staff to handle check-in functions for the Carrier’s flights. 

Sufficient staff must be positioned to ensure that the flight is closed on time.
	

	1.2.2
	All involved staff shall be conversant with carrier’s handling service procedures.
	

	1.2.3
	Minimum 1 dedicated supervisor to oversee all aspects of check-in area with performing queue combing and crowd control functions. This supervisor shall be positive in thinking and be ready for assistance, be attentive to infirm passengers and passengers with infant, to direct passengers to the correct desk.
	

	1.2.4
	Minimum 1 staff in the Premium check-in area to provide a meet and greet  service for Premium passengers.
	

	1.2.5
	Staffs providing customer service shall always present at neat appearance.
	

	1.2.6
	Language skills: Use of appropriate and polite language. Try to avoid technical terms and make the speech easily understood by controlling speed and maintaining clarity. In order to express friendliness, staffs should make greetings in basic (local official) language, English or Chinese accordingly.
	

	1.2.7
	Provision of agents to perform prompt post-flight follow up action and administration.
	

	1.3
	Check-in handling
	

	1.3.1
	Pre-flight editing to be conducted at least 6 hours before check-in. 
	

	1.3.2
	Pre-flight briefing to be conducted 15 minutes before check-in. All staff shall attend pre-flight briefings. The Carrier will be present to brief exceptional requirements.
	

	1.3.3
	Counters to be opened no later than minus 3 hours to STD.
	

	1.3.4
	Ensure all check-in equipment is operational and ensure sufficient stocks are prepared at the chenck-in counters at 5 minutes pior to counter opening. Staff must be present at the counters to set up and open the counters no later than 5 minutes before counters’ opening time.
	

	1.3.5
	Queuing time at the counter to be not more than:

--3 minutes for CZ first class passengers 

--5 minutes for CZ Premium passengers, including CZ Skypearl Club  Premium passengers (Skypearl Platinum, Skypearl Gold and Skypearl Silver  card holder)
--10 – 12 minutes for Economy class passenger
	

	1.3.6
	Check-in processing time shall be no more than 3 minutes for each passenger, except connecting passengers.
	

	1.3.7
	Staff shall always address passenger by name during service and extend warm and friendly greeting and farewell to the Carrier’s passengers.
	

	1.3.8
	Staff shall provide service with a friendly smile and with eye contacts.
	

	1.3.9
	All staff must be familiar with the Carrier’s requirements especially on seating request and special handling passengers. Staff shall be capable of providing customers with necessary information regarding CIQ regulations, cabin baggage regulations, and any other information relevant to airport customer handling.                                                                                                      
	

	1.3.10
	Staff shall inquire customer about his/her favorite seat. Flight details, including seat location, gate number, boarding time, must be circled on boarding pass and be re-confirmed to passenger at time of returning documents to passenger after check-in completed.                                                                                                       
	

	1.3.11
	Remind customer to check hand baggage to make sure size & weight comply with the Carrier’s regulations. 
	

	1.3.12
	Stand or sit with back straighened during check-in service. When receiving or delivering items from/to customers, be sure to use both hands, as is the form of politeness.   
	

	1.3.13
	In case the Carrier has any connection passengers from international or domestic flights, and vice versa, the Handling Company shall provide staff to assist those passenger in accordance with the standard handling procedures.                                                                                            
	

	1.3.14
	Staff must check if passengers are holding valid travel documents, visa or air tickets required. Visa/Passport checks shall be performed fast and accurately.                    
	

	1.3.15
	All LMC passengers and baggage information must be promptly notified to the Departure Gate Team and Baggage Unit respectively so as to ensure proper uplift of the LMC passengers and baggage on the departure flight.
	

	1.3.16
	All post-flight messages shall be dispatched by 30 minutes after ATD.
	


2. Departure 
	2.1
	Boarding:
	

	2.1.1
	Boarding commences:

Widebody Aircraft:

-40 mins prior to STD

Narrowbody Aircraft:

- 30 mins piror to STD 
	

	2.1.2
	Boarding gates shall be prominent for passenger to locate. Otherwise, the Handling Company must arrange staff to direct passengers to the boarding gate.
	

	2.1.3
	Before commencing boarding, make announcements in constant speed, in local official language, English and Chinese (if possible) to advise procedures. The announcements are to be audible, distinct, pleasant and courteous.
	

	2.1.4
	Boarding formalities must be carried out in an orderly manner. To have at least two separate boarding lanes, one is for Premium passengers and the other for Y passengers.
	

	2.1.5
	Boarding Sequence as follows, unless advised by the Carrier:

-Passengers with infants/young children, elderly, UM, WCHR, MEDA and STCR, etc. first.

-Premium passengers at their convenience

-By row numbers as per standard CZ boarding procedure
	

	2.1.6
	Queuing time at boarding gate not more than:

--3 minutes for CZ F/C Class passenger, CZ Skypearl Club  Premium passengers (Skypearl Platinum, Skypearl Gold and Skypearl Silver  card holder)
--10 minutes for Economy class passenger
	

	2.1.7
	Ensure the General Declaration Form is prepared and all relevant documents are promptly printed such as passenger manifest, special handling, etc. after check-in counters are closed. The boarding gate staffs are responsible to check the boarding PAX numbers with the PAX manifest / ET PAX manifest.
	

	2.1.8
	All LMC must be escorted to gate and baggage details advised to gate and baggage unit. Offloading procedure should commence at 10 minutes prior to STD for yet to board passengers by consulting with carrier’s representative.
	

	2.2
	Boarding at remote parking bay:
	

	2.2.1
	If aircraft parked at remote bay, the Handling Company shall provide/arrange transport for passenger between aircraft and airport terminals.
	

	2.2.2
	Passengers transport to be positioned at gate:

-- 5 mins prior to STD.

Sufficient transport vehicle must be made available and shall be position at spot in due time.
	

	2.2.3
	Provision of seperate transport for: 

Premium passengers, including CZ Skypearl Club Premium passengers (Skypearl Platinum, Skypearl Gold and Skypearl Silver  card holder), with VIP coach, tidy, neat and quiet.
b.  Economy Class passengers with transport bus. 
	

	2.3
	Provision of Staff:
	

	2.3.1
	A minimum of 1 dedicated boarding staff shall be present at gate minus 70 minutes to STD.
	

	2.3.2
	At least 4 additional boarding staff shall be positioned at gate minus 45 minutes (or before boarding commencement) to STD to execute departure/gate handling duties - boarding of passengers, gate editing, arranging for retrieval of excessive hand baggage and attend to passengers' queries, verifying boarding pass with passport. If majority of the passengers have boarded, and all passengers located, 2 staff can leave.
	

	2.3.3
	In order to keep smooth boarding, the Handling Company is to provide a Gate/Boarding Supervisor to oversee all aspects of boarding gate area with performing queue combing and crowd control functions, to recognize premium passengers and passengers in need. The supervisor should be positive in thinking and be ready for assistance.
	

	2.3.4
	Adequate staff and equipment to be provided without delay for special handling, e.g. WCHR, UM/YP, MEDA and MAAS. In principle, staff to passenger ratio should be one to one. 
	

	2.3.5
	Gate staff must complete the Special Handling Form in full and hand over to crew during pre-board stage.
	

	2.3.6
	The Handling Company will position sufficient staff (non-dedicated) in the CIQ area and boarding gate area to locate and direct passengers to the boarding gate.
	

	2.3.7
	Language skills: Use appropriate and polite language. Try to avoid technical terms and make the speech easily understood by controlling speed and maintaining clarity.
	


3. Arrival 

	3.1
	Provision of Staffs & equipment
	

	3.1.1
	A minimum of 2 staff to attend arrival handling. Staff shall present at the gate 5 minutes prior to ETA. Additional staff and facilities must be provided for special handling cases, e.g. UM/YP, WCHR, MEDA, VIP, etc. 

In principle, staff to passenger ratio should be one to one.
	

	3.1.2
	A minimum of 1 dedicated staff to offer ‘meet and assist’ service for Premium passengers, from the aircraft gate, through CIQ, and to the arrival hall/baggage claim area.
	

	3.1.3
	A staff to be positioned at the carousel to assist passengers and attend to passengers' queries. When the Handling Company is notified by the Carrier or via telex, e.g. Short-shipped bags &/or damaged bags, which have been pre-advised, the Handling Company shall make a distinct notice accordingly before the passengers show up at the carousel. 
	

	3.1.4
	All GSEs required (High Loader, Belt Loader, towing trucker, etc.) shall be positioned at spot 5 minutes prior to aircraft arrival.
	

	3.1.5
	The Handling Company shall provide adequate staff and facilities for arrival of special handling passengers and if required, to provide electric vehicles for Tight Connection passengers. Staff must immediately offload and deliver the WCHR and Baby Stroller to passengers who checked in these items at the shipside.
	

	3.2
	Arrival at remote parking bay
	

	3.2.1
	In the event of arrival at remote parking bay, the Handling Company shall provide/arrange transport for passenger between aircraft and airport terminals. Transport vehicle must be at spot 5 minutes prior to arrival of aircraft.
	

	3.2.2
	Sufficient transport vehicle must be made available and shall be positioned at spot in due time.
	

	3.2.3
	Provision of seperate transport for: 

a. Premium passengers, including CZ Skypearl Club Premium passengers (Skypearl Platinum, Skypearl Gold and Skypearl Silver card holder), with VIP coach, VIP coach should keep tidy, neat and quiet. At least one staff in coach to assist premium passengers. 

b.  Economy Class passengers with transport bus. 
	

	3.3
	For arrival flights, the Handling Company shall receive from the Carrier’s system a detailed special service list 24 hours prior to the flight arrival in order to facilitate the personnel and equipments arrangement for the special services. This information would be confirmed against the Carrier’s PSM message, which will be sent to the Handling Company via PSM telexes.
	

	3.4
	Baggage Delivery Timings
	

	3.4.1
	Parking at air bridge:

(ATA refers to aircraft on-blocks):

First Baggage ready for claim         15     minutes after ATA

All Priority Baggages ready for claim   20     minutes after ATA

Last Baggage ready for claim         40     minutes after ATA
	

	3.4.2
	Parking at remote bay:

(ATA refers to aircraft on-blocks):

First Baggage ready for claim        20      minutes after ATA

All Priority Baggages ready for claim  25      minutes after ATA

Last Baggage ready for claim        45      minutes after ATA
	

	3.5
	Baggage Claim
	

	3.5.1
	The Lost and Found Counter/Office at the Baggage Claim area shall be:

-Prominent for passengers to locate.

-Adequately manned during operational and office hours.
	

	3.5.2
	Visible and pro-active roaming staff to be positioned in the baggage Hall areas including the carrousel area to:

-Assist passengers with queries on their baggage 

-Inform passengers on status of mishandled baggage and/or on progress of baggage arrival and delivery.

-Assist with locating the Lost and Found Counter/Office
	

	3.5.3
	Staff shall always be looking to use passenger names during service.
	

	3.5.4
	Baggage tag checks shall be performed fast and accurately.
	

	3.5.5
	Mishandled baggage complaint shall be handled in an efficient time.  
	

	3.5.7
	Action files must be checked prior to arrival of the incoming aircraft. Passengers, whose baggage is mishandled and prior notified by upline station, must be paged for on arrival. For such known cases, Baggage Tracing Staff are to pre-prepare the PIR reports and inform passengers accordingly on their arrival and to update them on the status.
	

	3.5.8
	Baggage delivered to claim area strictly in sequence of Priority and non-priority bags.

Correct sequence of baggage delivery as follows:

F/C/Skypearl Premium/Skypeal Gold/Skypeal Silver/Crew with priority tags/ Economy Class
	

	3.5.9
	Interim Payments to be paid out by the Handling Company in accordance with the Carrier’s instruction.
	

	3.5.10
	Mishandled baggage details to be input into Worldtracer system within 90 minutes upon record of the baggage incidents.
	

	3.5.11
	Pro-actively inform/follow up with the passengers on the tracing action of the mishandled baggage. This is to be done upon availability of new information, but must be at least once a day in the first 7 days.
	


4. Transfer 

	4.1
	Transfer counter
	

	4.1.1
	Location of transfer counters shall be prominent for passengers to locate in the arrival areas.
	

	4.1.2
	Transfer signage shall be displayed at each counter.
	

	4.1.3
	The Handling Company shall provide priority service to Premium transfer passengers in separated Premium transfer counter area.
	

	4.2
	Staff
	

	4.2.1
	The Handling Company is to position minimum 1 staff at flight gate to provide “meet and greet“ service and assist transfer passengers to the connecting check-in counter according to the Carrier request.  
	

	4.2.2
	Minimum 1 dedicated supervisor to oversee all aspects of transfer couter  area with performing queue combing and crowd control functions. This supervisor shall be positive in thinking and be ready for assistance, be attentive to elder and infirm passengers.
	 

	4.3
	Transfer handling service
	

	4.3.1
	Staff shall always be looking to use passenger names during service.
	

	4.3.2
	Language skills: Use of appropriate and polite language. Try to avoid technical terms and make the speech easily understood by controlling speed and maintaining clarity. In order to express friendliness, staffs should make greetings in basic ****(local official language), English or Chinese accordingly.
	

	4.3.3
	Queuing time at transfer counter to be not more than:

--3-5 minutes for CZ Premium passengers, including CZ Skypearl Club  Premium passengers (Skypearl Platinum, Skypearl Gold and Skypearl Silver  card holder)
--10 – 12 minutes for Economy class passenger
	

	4.3.4
	Stand or sit with back straighened during check-in service. When receiving or delivering items from/to customers, be sure to use both hands, as is the form of politeness.   
	

	4.3.5
	Staff shall provide Premium passengers with details about First and Business Class lounges.
	


5. Irregular Handling
	5.1
	In the event of a delay/cancellation or diverted flights, the Handling Company shall consult, plan, and coordinate with the Carrier on the necessary handling arrangements.
	

	5.2
	To arrange adequate counters and staff to recheck-in and re-tag passengers baggage for departure.
	

	5.3
	The Handling Company will endeavor to assign and roster as many staff and supervisors as possible for the following:

Adequate staff to be rostered for baggage claim duties to assist passengers in the event of passengers being accommodated at hotels. Staff shall present near bus picks up points to assist and guide passengers to coaches.

Adequate Staff shall be present at service desks at boarding gate.

Special handling shall be offered to the special PAX.
	

	5.4
	In the event of late arrival, the Handling Company shall establish irregular handling plan to minimize the departure delay by strengthening manpower, facilities and equipments. The Handling Company shall be assessed by the above-mentioned sheet of Standard turnaround / transit time combining with ATD.
	

	5.5
	There must be prompt post-flight action of delay messages, telexes, follow-up action and administration.
	


II. Ramp Services

6. Loading and unloading

	6.1
	General Requirements
	

	6.1.1
	The staff shall use appropriate equipment for loading and unloading, and work with care to avoid damage to the internal structure and equipment of cabin and /or cargo hold.
	

	6.1.2
	The loading and unloading of cargo, mail and baggage shall be carried out with care. In no case shall cargo, mail and baggage be thrown or pressed. It is strictly forbidden to look over and steal cargo, mail and baggage.
	

	6.1.3
	During loading and unloading, the staff shall check the storage and transportation label to ensure the cargo, mail and baggage unloading/loading correctly.
	

	6.1.4
	During operating the transit flight, the staff shall not change the loading space of the transit cargo, mail and baggage without permission. 

During unloading, pay attention to the transit cargo, mail and baggage to ensure the cargo, mail and baggage unloading/loading correctly. Contact the carrier's representative in time if the label or destination of transit cargo, mail and baggage is not clear.
	

	6.1.5
	Ensure that the staff shall be trained and qualified to supervise loading and unloading process. The loading and unloading staff shall have the capability of aviation handling operation.
	

	6.1.6
	When loading and unloading in rain or snow, it is necessary to use a trailer with a canopy, or cover the cargo, mail and baggage with a waterproof cloth to avoid the cargo, mail and baggage getting wet by rain and snow.
	

	6.2
	Unloading requirements
	

	6.2.1
	After the aircraft is completely parked, the staff shall conduct safety inspection before opening the cargo and/or cabin door, and inform the carrier representative if any abnormality is found.
	

	6.2.2
	The aircraft should be unloaded in strict accordance with the unloading list or LDM/CPM, and complied with the principle that "first unload the rear compartment, then unload the front compartment". (With the exception of empty load in the rear compartment, only cargo and mail in the rear compartment and luggage in the front compartment, special guarantee requirements of the route, cargo operation, etc.)
	

	6.2.3
	After unloading, the staff shall check the internal structure of cabin and/or cargo hold in good condition to ensure that there is no left items. And safety inspection shall be conducted for cargo hold net, lock and other equipment. If there's any problem, contact with the carrier's representative.
	

	6.3
	Loading requirements
	

	6.3.1
	Before loading, the staff shall check the loading documents, check the information of the loaded cargo, mail, baggage type, number of pieces (if applicable), weight, date, flight number, destination, etc., to ensure the loading items are consistent.
	

	6.3.2
	Before loading, the staff shall check the internal structure of cabin and /or cargo hold in good condition to ensure that there is no left items. And safety inspection shall be conducted for cargo hold net, lock and other equipment.
	

	6.3.3
	The staff shall load the cargo, mail and baggage in strict accordance with the document. If in doubt, confirm with the carrier's representative.
	

	6.3.4
	During loading, the staff shall reasonably load the cargo according to the shape, weight and volume of cargo, mail and baggage, and make full use of the volume and load weight of cargo hold on the basis of ensuring safety.
	

	6.4
	Supervision requirements
	

	6.4.1
	Establish the supervision procedure on unloading and loading.
	

	6.5
	Provision of Staffs & equipment 
	 

	6.5.1
	The Handling Company must check availability of equipment for special loads or requests of the Carrier 2 hours prior to ETA.
	

	6.5.2
	The Handling Company shall provide one Ramp Supervisor to oversee ramp handling activities. 
	

	6.5.3
	Suitable equipment for loading/unloading and transport of loads between agreed points of the airport to be provided. Adequate staff and equipment to be in position ATA-5min. To provide 2 JCPL, at least one belt loader and adequate tractors for wide body aircraft; at least 2 (two) belt loaders and 1(one) tractor for narrow body aircraft. Equivalent drivers, 5 loading staff and 1 loading superviser shall be provided.
	

	6.5.4
	Staff and equipment to remain at aircraft side till aircraft off-chocks.
	

	6.2
	Ramp Safety
	

	6.2.1
	All safety measures are strictly adhered at ramp to ensure highest safety. Any loss or damage found to aircraft, regardless of cause or occurrence time, must be reported immediately to the Carrier’s representative.
	

	6.2.2
	IATA function 1 (weight & balance), function 2(loading supervision) and function 3 (completion and check of the loadsheet) shall be performed by at least 2 different trained agents).
	

	6.3
	Time to open doors
	

	6.3.1
	Complete the joining of air bridge/passenger steps and aircraft hatch door within 3 minutes after on-blocks.
	

	6.4
	Time to close doors
	

	6.4.1
	Close Pax doors/ Cargo doors ETD -5min.

Withdraw air bridge/passenger steps ETD -5min.
	

	6.5
	Time to cargo operation
	

	6.5.1
	Cargo positioned on ramp (last ULD made available)  STA - 15 min.
	

	6.5.2
	Import cargo and documents delivered to warehouse(last ULD made available)   ATA + 75 min.

If the Handling Company fails to meet the Time to cargo operation (SERVICE LEVEL in 6.5.1~6.5.2) and exceed 3 incidents per month, the Carrier is entitled to deduct 1 % of the invoice amount of the month during which these irregularities occurred.

	

	6.6
	Irregular Handling
	

	6.6.1
	Take immediate action in respect of irregularities, damage or mishandling of dangerous goods and other special shipments.
	

	6.6.2
	Report to the Carrier any irregularities discovered in cargo, mail and baggage handling.
	


7. Baggage Handling

	7.1
	Arrival baggage handling
	

	7.1.1
	Supervise delivery of arrival baggage containers to sorting area, according to loading message which the Carrier distributes in advance.
	

	7.1.2
	Baggage offloading from container:

Care must be taken to avoid damage when offloading baggage from the arrival baggage containers. 
	

	7.1.3
	When damaged baggage is found, report the damage status to the Carrier’s representative and get confirmation.
	

	7.1.4
	Order of offloading for baggage as follows:

a. Priority baggage to be delivered to arrival area immediately.

b. Service container with crew baggage.

c. EYCL baggage. r.
	

	7.1.5
	High priority baggage must be offloaded first in the event of mixed type of priority baggage in the same container.
	

	7.1.6
	Report delivery time (start time, end time) to the Carrier’s representative.
	

	7.1.7
	After offloading of baggage, recheck inside of each container to confirm no baggage left behind.
	

	7.1.8
	All Special Stowage tags (strollers, WCHR) are to be delivered immediately to aerobridge for passenger’s collection.
	

	7.1.9
	Arrange adequate storage and safeguard ULDs from damage/losses. Unserviceable ULDs should be removed and advised to the Carrier’s representative for further action.
	

	7.2
	Departure baggage handling
	

	7.2.1
	Adequate manpower and necessary equipment for loading shall be positioned at spot 60mins (Widebody) or 40mins (Narrowbody) prior to ETD.
	

	7.2.2
	Last baggage shall be presented at aircraft site 15mins (Wide body) or 10 mins (Narrow body) to ETD.
	

	7.2.3
	Check ULD serviceability before baggage loading. Container must be dry.
	

	7.2.4
	For baggage “through check-in” route：

Different types of baggage should be loaded into different containers as required by China Southern Airlines:

(1) VIP baggage

(2) High priority baggage (excluding high priority transfer baggage)

(3) Transfer baggage (including high priority transfer baggage)

(4) Normal baggage

All types of baggage must be handled in strict accordance with the Carrier’s instructions, including but not limited to hanging baggage tag, loading position, container requirement, message sending time, message format, etc.

For baggage “non through check-in” route：

Different types of baggage should be loaded in different containers as required by China Southern Airlines:

(1) VIP baggage

(2) High priority baggage (excluding high priority transfer baggage)

(3) Transfer baggage:

Transfer baggage should be loaded separately according to the following types:  to domestic destination of China, to destination outside of China, and short transfer time (less than 2 hours). This is to ensure quick and accurate unloading at transfer station. Same requirement applied to the handling of High priority transfer baggage and no need to load separately from other transfer baggage however priority baggage tag must be attached.

(4) Normal baggage

All types of baggage must be handled in strict accordance with the Carrier’s instructions, including but not limited to special baggage tag, loading position, container requirement, message sending time, message format, etc.
	

	7.2.5
	Handle carefully to avoid loading mistakes.
	

	7.2.6
	Care must be taken to baggage priority.
	

	7.2.7
	To collect excessive hand baggage from the boarding gate for loading in the cargo hold.
	

	7.2.8
	Search and pick up baggage from container, according to the Carrier’s request.
	

	7.2.9
	In the event that the number of loaded baggage doesn’t match that of checked-in baggage, reconfirmation and immediate investigation must be done. The result shall be reported to the Carrier.
	


8. Cabin Cleaning and Setting

	8.1
	Cabin Cleaning and Setting must comply with CZ’s cabin and grooming standards, and shall be started without delay once all passengers have disembarked.
	

	8.2
	Cleaning time:

Aircraft type

 Seats 

 time

B787

151－250
25-30min

A333、A350、B777

251-380

25-30min


	

	8.3
	Sufficient staff must be arranged to ensure cabin cleaning and setting is completed within 30 minutes for wide body aircraft, or 20 minutes for narrow body aircraft.
	

	8.4
	Interior cleaning
	

	8.4.1
	Cockpit:

As requested by the Carrier and under supervision of the Carrier, to make general inspection of the area. Clean and set any dirty or untidy areas.
	

	8.4.2
	Cabin:

1  Clean passenger and crew compartments (other than flight deck) 

(a). empty ash trays. 

(b). dispose of litter. 

(c). clear waste from overhead stowage 

(d). wipe tables 

(e). seats, seat back pockets and passenger service units 

(f). floors 

(g). empty refuse bins 

(h). surfaces in pantries, galleys (sinks, working surfaces, ovens and surrounds) and toilets (wash basins, bowls, seats, mirrors and surrounds) 

(i). remove, as necessary, any contamination caused by airsickness, spilled food or drink and offensive stains 
(j).telephones, screens and other equipment

(k). inside windows 

2.  Remove and dispose of 
(a)litter/waste 
(b)food and food-related material (galley waste)

3  Perform cabin dressing
(a) Blankets/duvets (fold/place in designated locations) ( only replace used F/C and B/C class quilt/duvets covers.)
(b) Arrange seat belts (replace dirty seat covers with backups in cabin)

(c) Make up berths including crew 
(d) Replace head rests (only replace used head rests in F/C and B/ C class, and the dirty or damaged ones in economy class)
(e) Replace pillow covers(only replace used pillow covers in F/C and B/ C class, and the dirty or damaged ones in economy class)
(f) Restock toilet items 
(g) Replace/restock seat back pocket items (Safety Notice to be placed on top)

(h) Other cabin items as specified in Annex B (collect used and unused headsets in designated locations and distribute the unused headsets in cabin), materials provided by the Carrier 
	

	8.4.3
	Galley (including the bar unit): 

-Generally inspect the area. Clean and set any dirty or untidy areas (sinks, working surfaces, ovens and surrounds).
	

	8.4.4
	Lavatory

-Wipe wash basin surfaces and toilet areas.

-Flush inside of the toilet by the flushing motor, wipe the areas necessary.

-Generally inspect the area. Clean and set any dirty or untidy areas (bowls, seats, mirrors and surrounds).
	

	8.5
	Setting
	

	8.5.1
	-Blankets/duvets (fold/place in designated locations) (only replace used F/C and B/C class quilt/duvets covers).

-Arrange seat belts (replace dirty seat covers with backups in cabin).

-Make up berths including crew.

-Replace head rests (only replace used head rests in F/C and B/ C class, and the dirty or damaged ones in economy class).

-Replace pillow covers (only replace used pillow covers in F/C and B/ C class, and the dirty or damaged ones in economy class).

-Restock toilet items.

-Replace/restock seat back pocket items (Safety Notice to be placed on top).

-Other cabin items as specified in Annex B (collect used and unused headsets in designated locations and distribute the unused headsets).
	

	8.5.2
	LCD screen: 

-Clean the LCD screen and shell.
	

	8.6
	Water Service
	

	8.6.1
	-Draining tanks. 

-Replenish tanks (drinking water quality should meet the recommended standards of IDQP IATA Drinking Water Quality Pool).

-Water quality tests.
	


9. Documentation & Load Control   

	9.1
	Staff preparing loadsheet and loading instruction report must be properly trained and certified in the Carrier’s DCS system. The staff must have current certification in accordance with carrier’s certification/re-certification procedures.
	

	9.2
	Load control data shall be cross-checked by two certified staff.
	

	9.3
	Loadsheet should be presented to the Captain by minus 15 minutes to STD.
	

	9.4
	In-flight documents are to be presented to the crew minus 15 minutes to STD.
	


10. Operational Message

	10.1
	Post flight message including but not limited to LDM, CPM, UCM should be sent to the Carrier's designated addresses within 30 minutes of ATD.

SCM should be sent to the Carrier's designated addresses once per week.
The Handling Company shall send UCM and SCM to the Carrier's designated addresses below:
ATTN: CZ ULD Management Division

Sita Code: CANKUCZ           

Fax No: +86-20-86122904

Email: czuld-control@csair.com; hyjikong@csair.com
	

	10.2
	API message should be sent to the arrival port authorities within 30 minutes of ATD. In case of any penalty imposed by Port authorities for not receiving API message which is due to the Handling Company's fault (e.g. message sending to a wrong address or not having been sent, incorrect format and etc), the Handling Company shall reimburse the Carrier for such penalty.
	

	10.3
	MVT should be sent within 10 minutes of ATD.
	


III. Others

1. Any deductions made for the above-agreed Service Level Agreement shall not prejudice the Carrier from seeking any other recourse for compensations available to the Carrier. For any deduction claimed by the Carrier shall be deducted from the handling charges debitable to the Carrier in the following month.
2. The Handling Company will make best endeavors to ensure that regardless of the time of the arrival of the aircraft, the service shall be completed such that the departure schedule is maintained wherever reasonable. 
3. Targets may be revised annually to meet Head Office directives and mutually agreed with the Handling Company.
Signed the
                               Signed the 
at
Guangzhou
at    

For and on behalf of
For and on behalf of

the “Carrier “
the “Handling Company “
China Southern Airlines Co., Ltd.
    
By                                     
By 
Li Xiaofeng                                

Senior Vice President 
Ground Handling
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