Passenger Rejection Reduction Project
Kirk Pereira

25t April 2017

® .
Tara SIS



SIS Rejection Memo

Rejection Memo

From: (N

To:

Our Reference:

Rejection Memo MNo: RMO00910807 Source Code: 5

Inwoice MNo: 1703006KAP Rejection Stage: 2

Billing Month: MAR-2017 Attachment Indicator Original: Yes

Billing Period: 3 Exchange Rate: 1.0:0000

Our Ref (Internal Use): Currency of RM: usD

Your Reference:

Your Invoice MNe: 201701 313R FIM/BMICM Indicator: None

Your Biling Month: JAN-201T7 FIM/Biling Memo/Credit Memo Me:

Your Biling Pericd: 4 FIM Coupon MNe:

our RM Me: 10000026

Rejection Amounts

Rejection Memo Amounts |Gross Amt|ISC Amt|Other Comm. Amt|UATP Amt |Handling Fee Amt|Tax Amt | VAT Amt |Net Reject Amt
Your Billing 30.07 2.7 0.00 0.00 0.00 0.00 0.00

We Accept 120.00 0.00 0.00 0.00 0.00 0.00 0.00

Difference £9.93 M 0.00 0.00 0.00 0.00 0.00 92.64

Rejected Coupon Details

Reason for Rejection: 14VALUATION ERROR
Additional Remarks: PLEASE NOTE THAT AS PER

SPA ANMEX C CLALUSE € RED L USD 120.00 FIXED VALUE IS APPLICAELE FOR THE DISPUTED SECTOR.

Ticket No Sector|Original PMI|Validated PMI| Agreement Indicator Supplied |Agreement Indicator Validated
2336710044 3

Rejected Coupon Amounts

Coupon Amts|Gross Amt|ISC %|1SC Amt|Other Comm. %|Other Comm. Amt|UATP % | WATP Amt |Handling Fee Amt | Tax Amt | VAT Amt | Net Reject Amt

‘four Biling 30.07| -9.00 -2 0.00 0.00 0.00 0.00 0.00/ 0.00

‘We Accept 120.00] 0.00 0.00 0.00 0.00 0.00 D.00 0.00/ 0.00

Difference 8993 2mM 0.00 D.00 0.00/ 0.00 92.64
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How many of you remember this?
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Before SIS &

/

* The exact global number of
interline billings, rejections and

-

correspondences was
unknown.

?

/

With SIS&

~

* Global system to track the
exact number of prime billings,
rejections and

correspondences. ’
& J

® .
Taia SIS S

ACH- 2017 — PAX RM Reduction



Why reduce rejections?
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Global RM Count 2015 vs 2016

e=f==)015 ==4==2016

1,193,323 1,210,384

1,112,000

1,069,780

1,038,224 1,037,936

1,093,486

1,132,34,086,060

1,232,417
7

2015 average monthly
rejection memo count
was 1,089,843

71,082,648 1,071,361 1,081,706
1,045,739 1,036,000 1,042,170 1,021,107 1,043,364
1,012,352 994,581
986,456 980,079
Bl 71 2016 average monthly
rejectlon memo count IS
1,045,422
71 4% decrease
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
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ACH RM Count 2015 vs 2016

== 2015 ==b==2016

71 2015 average monthly
rejection memo count
was 59,602

79,303

71 2016 average monthly
rejection memo count is
39957 33412 39,605

33,939 34,142

29,435

/1 34% decrease

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
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2016 Rejections Split by Stage

Stage 1 mStage 2 1 Stage 3

69% 64%
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(Schsz;.e, 56, ‘ A CH
Split by Source Code

7%

Others 8%
(SRCD 44, 91)

Others 2%
(SRCD 45, 55, 92)

64%

SRCD 4
Slzgol/D 5 56%
()
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ACH RM Count - Split by Quarter

160,000

140,000

120,000

100,000

80,000

60,000

40,000

20,000

155,700

128,580
120,010

107,264

78,445 78,152 81,239

67,747
61,529 66,136

47,829 36,760 40,940

36,488 31.925

24,269 25,441 27,095

13,082
5,349 7,153 7,698 Ses 9,430 7.308 9,400 o

Q1(15) Q2(15) Q3(15) Q4(15)

STG1

Q1(16)

STG2

Q2(16)

STG3

Q3(16) Q4(16) Q1(17)
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Our Approach

Analyze & Report

Contact & Give Recommendations
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Measuring progress

Sumof Stage 1 RMs of Past 12 months

x 1009
Sum of Prime Billings of Past 12 months &

Ratio

10.00%

0,
8.02% 7.71% 7.65%

7.34%

7.03%
6-68% 6.45%

5.76% 5 539

5.02% 4.92% 5.07%

4.56%

5.00% 4.84% 4.24% 4.14%
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Measuring progress - example

Sumof Stage 1 RMs of Apr 2016—Mar 2017 293,274
f Stag JAp x 100% =

——— X 100% = 4.1479
Sum of Prime Billings of Apr 2016—Mar 2017 7,079,586 % %

Ratio
10.00%

8.02%

7.71% 9
°|7-65% 5 349
6.68% ¢ 459,
5.76% 5 539
5.02% 4.92% 5.07%
0,

5.00% 4-56% 4.44% 4 3296((4 149
0.00%

b‘) \/b\o:\io © © A(o (\‘o K3 oé'\’% OIS C\,b QD (\;\

o & ® R O W F R S F SOOI
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Trend of Rejections

Ratio ACH ALL SMis
10.00%

8.02%
7.71%  7.65%

0,
7.38% 5 (200
6.68%
° 6.64%

6.42% 6.37% 6.31% 6249
7.21% 7.10% 7.08% 692% g77% . ke o 5-15% | 614%
. . (]

6.67%
6.45%
5.76%
5.00% ° 5.53%
5.02% 4.92% 5.07%
456% 449% 430% 4 140

0.00%

IR S S R N S S S R S S ST

074 \’b <(?:0 @’b ?9 @’b* \\)Q \\) \500 (,)QJQ O(/ $O QQ» \’b (<Q:c @'b

Tﬂ.'l'f | SIS Ii—:" 14 ACH- 2017 — PAX RM Reduction



ACH 2016 rejection reason codes

Top 5 rejection reason codes sorted as per stage 1

Reason
Code*

1B
1G
1A
1C

2B

Reason
Description

Fare Reclaim
Tax Reclaim
Fare/Tax/ISC

ISC Reclaim

Duplicate
Billing

® .
Tara |SISS

Stagel Stagel

Count

178,603
80,555
19,892
11,136

5,264

%

59%
26%
7%
4%

2%

Stage 2
Count

104,848
13,902
4,429
8,226

326

15

Stage 2
%

78%
10%
3%
6%

0%

Stage 3  Stage 3
Count % igiiel

24,597 71% 308,048

5,317 15% 99,774
1,354 4% 25,675
2,102 6% 21,464

152 0% 5,742
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Action at our end
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Monitor and inform

71 Monitor the monthly trend of rejections

71 Report on the monthly / quarterly trend
SIS SG
IBSOPS WG
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Contact airlines with high volumes

71 Provide personalized reports that contain
Trend of rejections against prime coupons billed
Trend of rejections against prime coupons received
Top 5 airlines that should be looked into
Top reason codes used
Recommendations and observations

71 Follow-up with a call to discuss the report
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Improve data quality validations in SIS

71 Mandatory reason remarks for all RM stages
71 Mandatory reason remarks for 5Z billing memos
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SIS RM analysis reports

Receivables - Passenger Rejection Analysi

Search Criteria:  From Bilkng Year: 2016, From Biling Month:Jan, To Blling Year:2018, To Billing Month:Jan, Bllled Member CodecAll, Curency Code-USD, Include FIM DataYes

Outward Billing | Billed Member Billed Member Mame [ Currency | Total No of Total Value of 15t Rejection - Received 2nd Rejection - Raised
Month-Year Code Code Prime Prime No of Total Rejected Rejection | Rejection |  No of Total Rejected Rejection | Rejection | Rejection | Reject
Coupons Coupons Coupons Amount Received | Received | Coupons Amunt Raised % | Raised % | Raized % | Raisec
Rejected (R1) %byCpn| %by Rejected R2) by Cpn by by Cp by
(R1) countVs | Rejected R2) countVs | Rejected | countVs | Rejec
Prime | Valus Vs Prime | Value Vs | 1stRej. | Value
billing | Prime biling | Prime (RZ) 1st Ry
®1} billing (R2) billing (R2|

iR1) R2)
JAN - 18 usp 1.100 128.545.26 ] 43808 0.45 033 1 58.68 0.09 0.05 2000 1
JAN - 18 USD 241 38410.32 ] 0.00 0.00 0.00 0 0.00 0.00 000 0.00 i
JAN - 18 UsD 2.038 B03,861.54 3 70.83 0.15 0.0 ] 0.00 0.00 000 0.00 i
JAN - 18 usp 2 265 46 ] 000 0.00 0.00 0 0.00 0.00 0.00 0.00 |
JAM - 18 usp 85 11.815.03 3 12878 383 1.08 ] 0.00 0.00 0.00 0.00 |
JAM - 18 usp L) 60,825,687 56 802471 085 11.53 FL] 2870.13 434 383 407 ES
JAN - 18 USD 70 EEED BT 1 7080 .00 142 ] 0.00 0.00 0.00 0.00 |
JAN - 18 USD 8,081 1,170,384 04 815 7,338 60 B.81 020 i 0.00 0.00 0.00 0.00 i
JAM - 18 ust &8 32.761.50 ] .00 0.00 0.00 ] 0.00 0.00 0.00 0.00 i
JAN - 18 USD 218 228.115.76 8 30,693.13 504 13.43 ] 212012 108 181 1662 1
JAN - 18 UsSD 180 88,281.28 30 28,003 00 1587 3247 18 13.703.30 a2 1550 80.00 &
JAM - 18 ust 2363 4T0ET423 123 8.200 88 L] 1.30 85 1E0E 44 275 0.38 £2.85 F]
JAN - 18 USD 200 24.832.08 B0 9.000.23 3007 18,84 10 141857 EET] E70 18,67 I
JAN - 18 USD 5 18,185.88 ] 0.00 0.00 0.00 ] 0.00 0.00 0.00 0.00 i
JAN - 18 Ush 1.274 212560 38 [ 5710.08 [ET) 280 [E] 18740 4.18 138 8310 &
JAM - 18 usD 18,807 3,050,050.20 20 1,310.97 0.1 0.04 10 807.07 0.08 0.02 £0.00 4
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SIS RM analysis reports

lysis - Non Sampling Report

Ard Rejection - Received Cormrespondence
ejection No of Total Rejected Rejection | Rejection | Rejection | Rejection | corr-No of corr- Corr- Corr- Corr- Corr- Corr-No of | Corr- No of Corr- Mo of | Corr- No of Corr-Value of
aised % | Coupons Amount Received | Received | Received | Received | coypons Dispute Dispute Value of Dispute % | Dispute | Coup Coup Coup Coup Coupons
by Rejected (R3) % by Cpn % by % by Cpn % by Disputed %bycpn | % by Cpn C::-upons by walue % by Accepted & Expired & Billed & Open Open
tejected (R3) countVs | Rejected | countVs | Rejected countys | countVs Disputed VsPrime  (ValueVs | Closed Closed Closed
'alue Vs Prime ValueVs | 2nd Rej. | Value Vs e 3rd Rej. billing 3rd Rej.
It Rej. billing Prime (R3) 2nd Rej. —
(R2) (R3) billing (R3)
(R3)
12.75 1 5808 0.09 0.05 100.00 100.00 ] 0.00 0.00 0.00 0.00 0.00 0 0 o o 0.00
0.00 [ 0.00 0.00 0.00 0.00 0.00 0 0.00 0.00 0.00 0.00 0.00 0 0 0 0 0.00
0.00 [ 0.00 0.00 0.00 0.00 0.00 0 0.00 0.00 0.00 0.00 0.00 0 0 0 0 0.00
0.00 [ 0.00 0.00 0.00 0.00 0.00 1] 0.00 0.00 0.00 0.00 0.00 o 0 [\ [0 0.00
0.00 o 0.00 0.00 0.00 0.00 0.00 0 0.00 0.00 a.u[:‘ 0.00 0.00 o 0 o o 0.00
33.27 23 2.585.28 284 3.71 8548 06.84 2 0.23 8.70 21142 0.20 8.18 2 0 [ ! 0.00
0.00 [ 0.00 0.00 0.00 0.00 0.00 0 0.00 0.00 0.00 0.00 0.00 0 0 [0 [0 0.00
0.00 [ 0.00 0.00 0.00 0.00 0.00 0 0.00 0.00 0.00 0.00 0.00 [} 0 [ [0 0.00
0.00 [i 0.00 0.00 0.00 0.00 0.00 0 0.00 0.00 :J.EE‘ 0.00 0.00 [ 0 [i [i 0.00
13.48 2 20152 0.72 013 6667 7.08 0 0.00 0.00 0.00 0.00 0.00 [} 0 o [0 0.00
48.02 17 13.635.76 8.00 15.44 04 44 09.07 2 150 1765 30853 0.45 242 1 0 0 2 33578
28.80 21 682.20 0.89 0.14 3231 37.72 1 0.04 478 50.67 0.01 743 [ 0 1 0 0.00
16.57 5 276.31 1.67 152 50.00 26.58 0 0.00 0.00 0.00 0.00 0.00 0 0 0 0 0.00
0.00 [ 0.00 0.00 0.00 0.00 0.00 0 0.00 0.00 0.00 0.00 0.00 0 0 0 0 0.00
84.72 23 2.482.27 1.81 117 4340 51.52 2 0.16 8.70 75225 0.25 30.18 o 0 1 1 666.07
48.01 o 0.00 0.00 0.00 0.00 0.00 0 0.00 0.00 0.00 0.00 0.00 [ 0 o o 0.00
88.50 18 1.212.83 237 0.e7 16.82 147 3 0.28 16.67 246,57 0.20 20.33 o 0 1 2 195.35
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3rd Rejection - Received Correspondence
Hoof | Total Rejected  |[Rejection Rejection |Rejection Reiection| cor- | Com- | Corr- Corr- Corr- | Corr- | CorrNoof | Corr-Noof | Corr-Noof |Corr-Noof | Corr-
| Coupons | Amount  |Received |Received | Received [Received| yoof | Dispute |DiSpute | Valueof | Dispute’y | Dispute| Coupons | Coupons | Coupons | Coupons | Ve of
Rejected 4] WbyCpn| Wby |%byCpn| “by Coupons | Kby Con % by Cpn Cpupons byval_ue %hy (Acceptedd Expired | Biled& | Open Coupons
(R3) count Vs | Rejected | count Vs |Rejected Diocted |count Vs countVs|  Disputed |VsPrime |ValueVs| Closed | Closed | Closed Open
Prime |ValueVs | 2ndRej [Vauels| T | | 3R bling | 3rd Rej,
dlig | Prne | [R3) | IRl e
R3) | biling ] iling
(R3)
N 7~ N\ TN
| 2302 448 3N 6.8 42 &(-25. 15 Uk 1630061 243 T34 0 0 ug ( 0.00
' 16 ) SUTIE| MMy 1B T2TR 6688 k i )1.1? 75 49413 167 9209 0 0 ( i ) 1 150248
S — p
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Similar Report for Payables

Payables - Passenger Rejection Analysis -
Search Criteriakrom Billing Year:2016, From Billing Month:Jan, To Biling Year:2016, To Billng Month:Jan, Biled Member Code:All, Currency Code:USD, Include FIM Data:Yes

[inward Biling | Billing Billing Member Name |Currency TotalNoof| Total Value of 1st Rejection - Raised [ 2nd Rejection - Received |
Month-Year Member C Code | Prime Prime Noof | Total Rejected Mewﬁaenm Noof | Total Rejectio
Coupons Coupons Coupons Amount Raised 4 Raised % Coupons Amount i ived Recel
Rejected | (R1) byCpn| by | Rejected (R2) %byCpp %by %wca % by
(R1) count Vs Rej (R2) count V$Rejected| count Vs| Rej

Prime |Value V. Prime | Value Vs| 1st Rej. | Value V:

billing | Prime billing| Prime | (R2) | 1stRej.

(R1) | billing (R2) | billing (R2)

(R1) (R2)
JAN- 18 { 0 uso 19 84348 0 0.00 0.00 0.00 0 0.00 0.00 0.00 0.00 0.00
JAN-16 usD 16 2,209.14 5 44551 325 202 4 4182 2500 189  80.00] 9387
JAN-16 uso 332 2863377 13 30164 392 1.05 6 183,65 181 064 4615 60,38
JAN- 18 Uso 1,920 148,401.82 232 5,071.89 12.08 342 218 291174 11.20 1.96 9267, §7.41
JAN-16 uso 134 129,508.03 17 1481.74 232 114 0 0.00 0.00 0.00 0.00 0.00
JAN-16 Ush 229 24.727.01 2 581129 1223 2374 26 578081 1135  2338] 9286 9846
JAN- 18 uso 37 317544 0 0.00 0.00 0.00 0 0.00 0.00 0.00 0.00 0.00
JAN- 18 usD 1,088 105,977.18 264 1379050 2502 1301 202 8,258.01 19.15 7.19 76.52 5988
JAN-16 usp 12 25,6%.80 16 1551220 2222( 60.37 12 495.01 16.67 1.93 75.00 319
JAN-16 usp k1| 395971 2 695.21 645 1756 1 ™ 323 048]  50.00 1.02
JAN- 18 uso 134 10,990.31 28 1368.00) 2090 1245 4 520,52 29 474 1429] 3805
JAN- 18 usD 49 392828 10 1,028.01 2041 2617 0 0.00 0.00 0.00 0.00 0.00
JAN-16 uspb 211 598,251.29 59 512343 2N 0.86 45 1,149.30 207 0.19 1621 2243
& - .
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TotalNoof |  Total Value of 1st Rejection - Raised —__ IndRejection - Received
Prime Prime Noof | TotalRejected  |Rejection(Rejectioy Noof | TotalRejected |Rajection|Rejection [Rejection|Rejection
Coupons Coupons Coupons |  Amount Raised %|Raised %4 Coupons Amount ReceiveqReceived [Received|Received
Rejected (R1) byCpn | by | Rejected (R2) %byCpn| %by |%byCpn| %by
(R1) count Vs|Rejected  (R2) count Vs|Rejected | count Vs | Rejected
Prime | Value Vs Prime |Value Vs | 1stRej. | Value Vs
billing | Prime hilling | Prime (R2) | 1stRej.
R1) | billing (R2) | billing R2)
R1) (R2)
’1.|'}
A
0% TBOTT 18 7 ORI I N I A I ) s
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Recommended Action

What can you start doing?
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Monitor Incoming Rejection Trends

7/ Is there a higher number of rejections being received
7/ Is there a problem with your prime billings

2 If yes, make changes immediately so that your next
cycle of billings are not affected

7/ If there Is an interpretation issue - talk to your
Interline partner

7 DO NOT WAIT FOR IT TO GO TO CORRESPONDENCE
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Monitor trends of Raised Rejections

7/ Is there a higher number of rejections than usual
7/ If yes, Is it against any particular airline or scenario
71 Check a sample and identify the cause

7/ If there Is an issue at your partners end - contact
them
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Monitor Key Changes

7 New SPA agreements
71 New tax codes / change in rules

7 Change / Upgrade of your Revenue Accounting /
Proration / Tax Engines
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Important

7 Its not a one-way street

7 You have to work with your interline partners to make this successful

T:Tf | SIS Ii—:" 29 ACH- 2017 — PAX RM Reduction



In Conclusion

What How

» Bill correctly

> Reduce
Unnecessary » Monitor your
Rejections incoming

rejections trend

» Discuss with your
billing partners

Oy .
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Why

> Increase efficiency
» Improve cash flow

> Decrease cost
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Questions?
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Meet us during the next few days

Or contact us at
sishelp@iata.org
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