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Westlet Groups and Westlet Vacations Groups bookings - COVID-19

Updated June 29, 2020

COVID-19 REFUND POLICY.
TUPDATED ™ WESTJET AIR GROUPS - EXCEFTION POLICY.
FUPDATED™ WESTJET VACATIONS GROUPS - EXCEPTION POLICY

FREQUENTLY ASKED QUESTIONS — WESTJET AIR GROUPS
Cancelling bockings
Commissian
Insurance caims
Future travel credits and rebooking.
FREQUENTLY ASKED QUESTIONS — WESTJET VACATIONS GROUPS .
Canceliing bookings
Commissian
Insurance claims.
Future travel credits and rebooking
Other
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COVID-19 refund policy
As & result of the coronavirus COVID-19 situation, refunds to original form of payment are limited at this
time. Refunds are still permitted inside of 24 hours from original booking. This spplles to Westjet Groups
and Westjet Vacations Groups.

If your clients prefer a refund to original form of payment, please visit our refund golicy for more detsils,

Retund policy
Booking/travel date | Fare type Booking/fare type Travel credit type
Nonrefundable | YWestiet Vacatians group packages Westiet dollars
o anc refundabie
Westjet Groups Travel Bank

*UPDATED* Westlet Air Groups - Exception policy

To change or cancel your client’s booking, please contact the Westlet Groups team. For Group bookings that have
been claimed via GDS, please refer to the WestJet air policy.



Ticket date: On/before March 2, 2020
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Ticketed date

Travel date

ch 1. Iinpl

Up to and including
March 2, 2020

Before jJanuary 31, 2021

Up to 2 hours before
departure”

"Difference in fore moy appdy. Tn the case of Jower fares, reciduai & serap W Tn'.we‘ Bonk
"Appicatie on of fure bundies including Bask.
"For bockings with o holding fee and Scheted boakings that are canceled Funds wil) be sef up in Trove! Somk.
"Ohanges/cancelotions within 2 hours of degarure on sabyect 10 a Al foss of funds
“Extept in the case of refusdalve fores. Rgfer to refnd poldicy for more detnls

Ticket date: On/after March 3, 2020

Ticketed date

Travel date

Change/canceflation date

Change/cancetiation fee

*NEW* On or after March
3, 2020 until july 37, 2020

All travel dates

Up to 24 hours before
departure”

‘Diference i fore moy appdy. In the case of Sower fures, residual is sef op s Trove! Bask.
"Appticatie on of fare dundles including Sask.
“For boskings with o holding fee and ticketad bookings thet are concalied Funds will De ser up bo Trovel Bank

"Chongesitunceliosions benween 24-2 howrs prier 1o deparve appdy itendard guidelines excast in the cxse of refundobie fores.
‘Mhangesicancelotions within 2 hourt of departure o sebjert 10 o Sl ioss of funds
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*UPDATED* Westlet Vacations Groups - Exception policy

To change or cancel your client’s booking, please contact the WestJet Groups team



Ticketed date

Travei date

ch 1’ Jiation date
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Up ta and incuding
March 2, 2020

Before jJanuary 31, 2021

Up to 14 days befare
departure”

Booked/deposit date

Travel date

h ), bl

*NEW"* On or after March
3, 2020 unt July 3%, 2020

All travel dates

Up to 14 days before
departure®

“Difference i ainfere sand hotel peice mdty apol.

*For conceSioshans. Hotef penalties may opypily.

*For concelotions, funds will he adided 1o the guests Westler Rewards account i the form of Westjer dodars
*For conceNations made within 14 duys, standand guidednes appdy except in the case of refunds.

“Fov changes, Blackour dotes apply: December 19, 2000 to joansary 5, 2021

Frequently asked questions - WestJet air groups

Cancelling bookings

Q: What happens if a group booking cancels due to COVID-19 within the flexible change/cancel
guidelines?

A- Wesyjet group bookings are sligible to canced their booking for a full refund back to Travel Bank i it falls
within the flexible change/cancel guidelines,
Q:What happens If a group wants to cancel but the ticketing has not been processed and the booking

is on a hoiding fee deposit?

AC IT the group has not yet processed licketing, then the holding fee armount would be refunded to Travel
Bank.
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Commission
Q: When is commission paid out on group air bookings?

A: Cornmission is paid 30 days after the booking has been ticketed, If the group has changed their travel
dates, commission will be paid 30 days after the new ticketing date.

Insurance claims

Q: Can my dient claim insurance on a group air booking?

A Insurance dairms can be processed on group air bookings. Your dient must identify that they would like
to process the daim through their respective insurance provider,

Future travel credits and rebooking

Q: If my client booked a Westjet group using multiple forms of payment, how will the travel credit
be set up?

A Travel Bank will be provided based on the payments on file, The full amount paid by each payment
transaction will be set up in Travel Bank dollars.

Q: Yo what type of booking can I apply Travel Bank credits?

A: Travel Bank can be used for air groups bookings or individual air bookings,

Q: What is the validity perlod for a group Travel Bank?

A: The vahdity period for due ta COVID-19 is 24 months from the creation date.

Q: How are Travel Bank funds dispersed to a group?

A Travel Bank funds will be given to the account owner and leader coordinator of the booking. The funds
cannot be reimbursed to individual or personal accounts.
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Q: Can I receive the group Travel Bank refund in my travel agencies Travel Bank account on behalf
of my client’s?

A Yes. If & group booking was made by & travel sgent on behalf of the guests travelling, then the travel
agent has the ability 1o obtain those funds for future use on behalf of their client{s).

Q: Can my group Travel Bank funds be used for non-group bookings or my individual travel?

A: No, Group Travel Bank funds must be used toward a new group booking. They may not be used for
Individual travel. All funds can be used whether of not they were received due to s COVID-19 related
cancellation

Frequently asked questions - Westjet Vacations groups

Cancelling bookings

Q: What happens if a group vacation booking cancels due to COVID-19 within the flexible

. 1 14 ol 2
L} 3

A The guest's deposit and partial or full payrnent amount will be refunded into Westjet dollars, Any
overpayment {commission) will be paid out to the travel agent,

Q:Ifagroup lon booking els, will any change or Hation fees that were previously paid
be refunded to Westjet dollars?

No. Previously charged lees will not be refunded into Westjet dollars,

Commission

Q: When is commission paid out on group vacation bookings?

AT 8 vacation group cancels, any overpayment (commission) will be paid out to the travel agent within
45 days of the cancellstion date. If a vacation group changes their dates, the overpayment (commission)
will be paid out to the traved agent within 45 days after the final travel date.

IFitis & partial group cancellstion or a partial group date change, the entire overpayment (commission) will
be paid out to the traved agent within 45 days of the group's final travel date, a5 only one commission

payout can occur on & booking. WESTIET#



Insurance claims
Q: What happens if my client goes through insurance for their group vacation cancellation?

A Ir your dlient claims their cancellation through insurance, we will not depasit Westjet dollars into your
client’s Westjet Rewards account.

If we receive an insurance daim and the quest has alfeady received Westjet dollary, we will inform the
insurance compary.

Future travel credits and rebooking

Q: If I booked a Westjet Vacations group using multiple forms of payment, how will the travel credit
be set up?

A Westjet dollars will be provided based on the payments on file. The full amount paid by each payment
trarsaction will be set up in Westjet dollars.

Q: To what type of booking can I apply Westjet dollar credits?

A Westjet dollars can be used to the following types of booking: Wesget Vacations, Westjet Vacations
groups, and Westjet air. They cannot be used on Westjet group bookings,

Q: What is the validity period for Westjet dollars?
A For group vacation bookings that cancelled due to COVID-19, Westjet dollars will be valid for 24 months

from date of ssue.

Q: Are Westjet dollars set up based on the gross or net amount?

A The value of Westjet dollsrs is based on the totsl funds paid per guest (gross).

Q: How are Westjet dollars dispersed to a group?

A Westjet dollars will be set up in each guest’s sccount of into one account per family.
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Q: Can the full amount of Westjet dollars for 2 wedding group go to the wedding couple’s name to
use for the entire group later?

Az No., Westjet dollars will be set up individually or per family {e.g., mom, dad and children).

Q: Can I have the Westjet dollars deposited into my Westjet Rewards ID on behaif of my client{s)?

Az No. Travel agents cannot have Westjel dollars deposited into their sccount. The anly exception & if your
client paid your agency, and your agency paid Westjet,

Q: Can Westjet dollars be used ds future group vacation bookings?

A: Westjet dollars can be used towards fulure group vacation bookings If they were cancelled as & result of
the COVID-13 situation.

Q: Can Westjet Dollars be used for individual bookings?

A: Yes. Group vacation bookings that cancelied due to COVID-19 and were issued Westfet dollars will be
able to use them for group or individual bookings.

Q: If the group rebooks using Westjet Dollars, does it need to be the same hotel as the original
booking?

A: No. The group can rebook at any hotel and any destination that Westjet Vacations Groups offers.

Other

Q: What happens if the hotel on the booking is temporarily closed due to COVID-19?

A: Your Groups Booking Specialist will be contacting you to discuss the options.
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