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UNITED AIRLINES SPECIALTY SALES CUSTOMER REFERENCE GUIDE

Contact Information

For assistance with the following service requests, contact United’s STAR Desk at 1-800-521-0810:

· Bassinets 
· Instruments
· Mileage Plus upgrades
· Pets 

· Seat Assignments 

· Special Meals
· Wheelchair 

Debit Memo Correspondence 

See attached debit memo inquiry form regarding debit memo matters. 
Duplicate Ticket

Contact United’s Refund Department to process refunds on duplicate tickets 18 business days after the date of issue.  Provide both ticket numbers (original and duplicate) and indicate which ticket should be refunded.   
Economy Plus Seating

Mileage Plus Elite members (Premier Executive, 1K and Global Services Members) are automatically eligible for seating in the Economy Plus section of United flights.  General Mileage Plus members may purchase an annual membership for access to Economy Plus seating on United.com or by calling the Economy Plus Access Call Center at:  866-950-8707.
Economy Plus seating for day of departure flights is available to General Mileage Plus members who have not purchased an annual Economy Plus membership.  The upgraded seating may be purchased at the airport via Easy check-in kiosks and/or Customer Service Representatives.  Fees vary based on flight mileage.
Form of Payment Change
United can assist with a change in form of payment for a $35 fee.  Travel must be complete and the request must be received by United within 6 months of ticket issuance.  Send your request along with payment, ticket numbers and new form of payment to United’s Refund Department, WHQAK, P. O. Box 66282, Chicago, IL  60666. 

Lost Ticket Application (LTA)

A. Issue replacement ticket using the current applicable fare. 

B. Fill out a Lost Ticket Application (LTA) form and submit it to United Airlines Passenger Refunds Department (copy attached).

C. United will refund the replacement ticket minus $100 service fee after it has been confirmed that the original ticket was not used (usually 7-10 weeks). 

Manual Exception Transactions

Effective October 8, 2006,  ARC has eliminated the IAR Manual Exception Report.   IAR Exception Reports contain transactions that cannot be procesed by ARC's Interactive Agent Reporting system (IAR).  Per ARC, going forward, all exception transactions must now be sent directly to the validating carrier for processing.

Attached is a checklist and form developed by ARC to assist you in sending exception transactions for tickets validated on United.  Using the attached form, these exceptions should be sent to the following address: 

United Airlines

Passenger Sales Reporting - WHQAX

PO BOX 66282       

CHICAGO, IL 60666
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Name Change/Correction
Effective immediately, name changes/corrections on United operated and marketed flights are NOT permitted prior to ticketing with the following exceptions: 

 

· Any last name change of 3 or less characters is permitted (Note: this type of change can only be made once) 

· Changes to first name and middle names is permitted   

· An addition to an existing last name is permitted, such as: Smith/Bob to SmithValdez/Bob 

· Partial deletion of last name is permitted, such as SmithValdez/Bob to Smith/Bob  

· Changing a transposed first/last name is permitted, such as Ray/James to James/Ray 

 

Name changes/corrections that do not meet the above criteria will result in cancellation of the booking. 

 

Note: 

· Reduction in the number of passengers in a PNR is not viewed as a name change 

· Changes to names in group records booked by United are allowed based on the terms of the group contract/addendum 

If a name correction is necessary after a ticket has been issued, the following procedure must be followed: 
A.  All segments are operated by true UA and other airline flight and space is available.
1. Build a brand new pnr with the passenger’s correct name.

2. Once the new pnr is built, even exchange the ticket with documentation in the endorsement box, **REISSUE DUE TO NAME CORRECTION**.

3. Cancel the original pnr with the incorrect name. 

B.  All segments are operated by true UA flight and space is not available.

1. Build a new pnr with the passenger’s correct name by either waitlisting the customer in the original booking class or book the next lowest class if waitlist is closed.

2. Contact Specialty Sales Support Desk for booking class conversion.

3. Once the new pnr is built, even exchange the ticket with documentation in the endorsement box, **REISSUE DUE TO NAME CORRECTION**.

4. Cancel the original pnr with the incorrect name. 

C.  Itinerary includes a combination of true UA/other airline operated flights and space is not available

1. Contact other airline and ask them to correct your passenger’s name in their system. If pnr contains multiple names, ask other airline to divide the misspelled name before correcting. Ask other airline when you can divide the pnr on your end as this may generate a cancel message if the procedure is not done correctly.

2. Build a new pnr with the passenger’s correct name. GK the other airline segments in the new pnr as you will utilize the other airline space booked in the original pnr. For UA space, book same class if available. If same class is not available for UA segment, book lowest class available and contact the Specialty Sales Support Team for conversion.

3. When the new pnr is built with the correct name, GK’d the other airline space and UA space in correct booking class, even exchange the ticket with the following documentation in the endorsement box:**REISSUE DUE TO NAME CORRECTION**.

4. Go back to the original pnr and cancel the UA SEGMENTS ONLY and leave other airline space as is. 

D.  Segments are operated by UA code-share flight number but operated by other airline and space is not available.

1. Waitlist the itinerary on the true other airline flight number if the fare rule allows booking the segments in the 
               true other airline flight number.

2.     Contact other airline and request they confirm the segment (not guaranteed).

               3.    Even exchange the ticket with documentation in the endorsement box, **REISSUE DUE TO NAME
                      CORRECTION**. Necessary fees such as YQ and/or add-on fees for using true other airline flights must be 
                      collected upon exchanging the ticket. 
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Schedule Changes

In the event of a schedule change to a United/United Express flight, United is responsible for protecting all passengers in their ticketed cabin.  For bookings that have been auto-protected by United, please verify that the new itinerary has legitimate connection times.  Be certain to advise your passengers of the new schedule and update the passenger’s ticket so they are departure-ready and also to avoid incurring additional GDS/CRS fees for unworked schedule change segments.

For true UA flights only (United marketed and operated):  If the original booking class is not available when reprotecting passengers, Travel Professionals have the authority to book “one” booking code higher.  If one booking class higher is not available, book the lowest class and contact United for inventory conversion.

For other airline segments, rebook in  the same booking class as ticketed for the same or alternate routing.  If unable to find the same class, contact the operating carrier for assistance.
When schedule change protection is complete in the correct booking class, you may even exchange the ticket without penalty.  Indicate in the endorsement box: **REISSUE PER RULE 240**.   This is the notation that is required when reissuing a ticket due to a schedule change.  A separate waiver is not needed.
For tickets validated on another airline, you must contact the validating carrier for their schedule change procedures with respect to ticket reissue. 

Ticket Time Limit / ROBOT message / Duplicate Names
If a change is needed to the outbound/originating segment of an itinerary, a new pnr should be built; otherwise, the booking is subject to the ticket time limit based on the date of the original booking and travel date.  Return date changes are also subject to the ticket time limit of the original outbound booking date.  Check your contract or fare sheet for specific time limit rules. 

Duplicate names – If more than one person in a family has the same first and last name, include a title such as MR or MSTR for a father/son title or an initial or middle name to differentiate to avoid a cancellation for a suspected “dupe” booking. 

Waitlist

You may contact the Specialty Sales Support Desk to put a waitlisted flight on priority status.  If you are not able to waitlist a segment, that indicates the waitlist is already closed and you should try to waitlist the next highest class of service.  We are not authorized to “convert” or “clear” space. Waitlists are not permitted on Domestic U.S. segments.  
Attachments:

· Debit Memo Correspondence Form

· Exception Transaction Form

· Experience the World Program
· Helpful Information
· Lost Ticket Application (LTA)

· Specialty Sales Support Form
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