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IN RE: JUDICIAL COMMISSION OF INQUIRY INTO ALLEGATIONS OF 
STATE CAPTURE, CORRUPTION AND FRAUD IN THE PUBLIC SECTOR 
INCLUDING ORGANS OF STATE 

AFFIDAVIT 

I, the undersigned, 

ARSON MALOLA PHIRI 

Do hereby state under oath that: 

1 I am an adult male living in Johannesburg. 

,ii J1Q.-AffllKAA�[d;_ f,q_�!=�= IE ...... oi_E_�-( , 
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2 The fact contained in this affidavit are within my personal knowledge and 

belief both true and correct, unless the context indicates otherwise. The 

facts are based on my best recollection of the events that I was engaged 

in, supported by the documents that I independently sourced. 

EMPLOYMENT AT SA EXPRESS 

3 I was employed by SA Express Airways (SOC) Limited ("SA Express") 

from April 2007 to August 2012. 

3.1 From 2007 to 2010, I was employed as General Manager: 

Commercial; and 
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3.2 From 2010 to 2012, I was employed as General Manager: 

Regional Expansion. 

4 During my employment at SA Express I was a member of the Executive 

Committee ("EXCO") whilst serving as General Manager: Commercial and 

General Manager: Regional Expansion. 

5 I accepted a Contract of Employment with SA Express as General 

Manager: Commercial, effective 21 November 2018, on a one-year Fixed 

Term Contract which ends on 20 November 2019. 

6 I was requested by the Judicial Commission of Inquiry into Allegations of 

State Capture, Corruption and Fraud in the Public Sector including Organs 

of State ("Commission") to provide insight into the SA Express/Dube 

TradePort Corporation/SA Express Project ("the SAX/DTP Project") that 

was signed on 24 May 2012. I will focus in my evidence on the parallels 

between the DTP Project with the SA Express/North West Province 

Department of Community Safety & Transport Management Initiative 

("SAX/North West Project"). 

7 Dube TradePort is a Schedule 3C public entity established by the 

KwaZulu-Natal Provincial Government to develop the Dube TradePort 

("DTP"). 



AMP-003

3 

8 Schedule 3C public entities are created as specific strategic, economic or 

social interventions of the State or to address strategic risks or dangers 

that the State or society faces to its security, health, prosperity or 

wellbeing. Such entities are usually created as an extension of a 

government department which shares a similar mandate. While these 

entities are often reliant on government funding to achieve their 

objectives, they may adopt commercial and business principles in 

ensuring service delivery. 

9 DTP was formed under the Department of Economic Development, 

Tourism and Environmental Affairs ("EDTEA"). Its mandate speaks 

primarily to facilitating economic growth and attracting long term 

investment to the Province. DTP plays a multi-faceted role in both 

enabling and driving the development of the air logistics business. 

1 O On the one hand, DTP acts as master developer of the precinct, guiding 

and facilitating the appropriate uses of land for property development, light 

manufacturing and assembly, agricultural production and ensuring that 

infrastructure planning and development keeps pace with growth. 

11 On the other hand, DTP acts as an investor aimed at enabling strategic 

economic investment from the private sector that supports economic 

growth and international connectivity to enhance the competitive position 

of the provincial economy in the Global Supply Chain. 
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12 The Dube TradePort Corporation neither owns nor manages King Shaka 

International Airport ("KSIA"). The Airports Company of South Africa 

{"ACSA") owns and manages the KSIA. 

13 As a background to the SAX/DTP Project, the SAX/DTP Project Team had 

approached a number of domestic and international airlines to consider 

operating to/from the KSIA to support the objectives of the Dube 

TradePort Project in promoting trade, tourism and the creation of 

employment in the KwaZulu-Natal Province ("KZN"). 

14 A number of international airlines responded positively who operated 

to/from KSIA. SA Express was one of the first domestic airlines to 

respond positively. The SAX/DTP Project was aligned to the SA Express 

Regional Expansion Strategy at the time. 

15 As the then General Manager: Regional Expansion for SA Express, I was 

part of the negotiating team. 

16 SA Express confined its engagement and negotiations with DTP. Neither 

ACSA nor the KZN Provincial Government were part of the SAX/DTP 

Project and therefore did not form part of the negotiating team. 

MEMORANDA 
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17 A Memorandum of Understanding ("MoU") and subsequently a 

Memorandum of Agreement ("MoA") between DTP and SA Express were 

signed on 30 September 2011 and 10 May 2012 respectively. 

18 I attach a copy of the following to this affidavit: 

18.1 Memorandum of Understanding (" AMP1 "); and 

18.2 Memorandum of Agreement (" AMP2"). 

19 Under the MoU, the parties agreed to co-operate with each other to 

develop potential partnerships for their mutual benefit. The parties also 

agreed to develop Regional Routes from KSIA. 

20 However, the MoU stipulated that the relationship between the Parties 

would be that of independent contractors and not as a Partnership or an 

Agency. 

21 In effect, DTP's objective was to develop Air Traffic and Regional air 

routes to and from KSIA. SA Express agreed to develop and operate the 

routes as identified by an external study conducted by Seabury 

Consulting. The external study was presented to SA Express Board in 

November 2011 . 
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22 One of provisions of the MoA was that for each of the Identified Regional 

routes, an addendum had to be signed to specify the conditions and terms 

relating to the routes, with a focus on incentive structures and parameters. 

23 The African Expansion Initiative was part of my responsibilities, I was the 

main signatory to both the MoU and the MoA, with Ms Tshavhu 

Mamphiswana ( who has since deceased) and Ms Thandl Kunene (the 

then Divisional Manager: Regional Expansion) as witnesses to the MoU. 

The MoU was witnessed by Thandi Kunene and another person whom I 

am unable to identify their signature. 

24 I resigned from SA Express in August 2012 to join South African Airways 

Technical (SOC) Limited ("SAAT), a subsidiary of South African Airways 

(SOC) Limited ("SAA"). 

25 On my departure from SA Express, the DTP Project was transferred to the 

General Manager: Commercial, Mr Brian van Wyk who was appointed on 

the 1 November 2012. He was subsequently suspended on 1 July 2016 

and finally resigned on 31 August 2016. 

26 Ms Thandi Kunene was subsequently appointed as Acting General 

Manager: Commercial from 1 April 2016 to 31 August 2018. 
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27 The Addenda for both the Durban-Lusaka and the Durban-Harare routes 

were negotiated and signed on 2 November 2012 and 7 August 2013 

respectively. These were negotiated and signed post my departure. 

28 The Durban (KSIA)- Lusaka Addendum was signed by Mr Brian van Wyk 

and witnessed by Ms. Thandi Kunene and another person whom I cannot 

identify their signature on the 2nd of November 2012. (Ann: AMP 3.1) 

29 In July 2013, a subsequent Addendum for the Durban-Lusaka route was 

signed by Mr lnathi Ntshanga (The then CEO) and it was witnessed by 

Ms. Thandi Kunene and another person whom I cannot identify their 

signature. (Ann AMP 3.2) 

30 The Durban-Harare Addendum was signed by Mr. Brian Van Wyk and 

witnessed by Ms. Thandi Kunene and another person whom I cannot 

identify on the 29th November 2013. (Ann: AMP 4) 

DTP INCENTIVES 

31 As part of attracting domestic and international airlines to operate to and 

from KSIA, DTP had structured a number of incentives in favour of 

operators willing to open new and targeted regional and international 

routes out of KSIA. 
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32 The MoU signed on 7 September 2011 , made provision for DTP to 

advance an amount of R5,000,000 (five million Rand) ("the Fund") to be 

utilised for the planning, development, marketing and operations of the 

joint activities contemplated in the MoU. 

33 The Fund was to be paid by DTP into an interest bearing trust or an 

escrow account held in DTP's name. 

34 The parties negotiated the Terms of Reference and the Specific 

Preliminary Activities which would qualify for reimbursement by DTP. 

35 Under the MoU, DTP would be solely responsible for the administration of 

the Fund and payments to suppliers thereof. 

36 The MoU listed the potential routes that qualified for Marketing Support by 

DTP as per Annexure A in the MoU. 

36.1 In the Addendum for Durban (KSIA) - Lusaka route, in addition to 

the Cost Per Route Incentive, DTP also committed to contributing 

towards Preliminary Activity costs for the launch of the qualifying 

route to a maximum of R500 000.00 (Five Hundred Thousand 

Rand) to ensure success of the route. 

l 
�- 
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36.2 In the Addendum for Durban (KSIA) - Harare route, DTP 

established a Preliminary Activities Fund from which the claims for 

"Costs of Launching" and "Marketing Expenses" on qualifying 

route were to be settled. This is no different to the terms of the 

MoU. 

37 All the claims for reimbursement made against DTP had to be 

substantiated with proof of actual costs incurred. DTP would do 

verification and reconciliation of these costs to complete this process. 

These costs were then paid in arrears. 

38 The Flight Incentive Costs were to be reimbursed by DTP in accordance 

with 2012 ACSA and ATNS Regulated Tariffs. These relate to Landing 

Charges, Parking Costs, Navigation, Weather and Aircraft Handling 

Charges. 

39 It was estimated that the Flight Incentive Costs and therefore Rebates for 

SA Express, on the Durban (KSIA)-Lusaka route (operating a CRJ200 four 

(4) frequencies per week), would be approximately R2 928 454.88 per 

annum: This would be based on a Cost per trip of R14 079.11 as 

estimated in the Costing Schedule of Annexure A of the Addendum: 

Durban (KSIA)-Lusaka. 
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40 The Flight Incentive Cost was limited to a Rebate of R14 079. 11 per trip, 

being the total for both oncoming and outgoing flights and flights costs. 

The cost was made up of the following qualifying incentive components: 

40.1 Landing Costs 

40.2 Parking 

40.3 Passenger Handling 

40.4 Navigation 

40.5 Weather Services 

R3 406.34 per Landing at KSIA 

R1 787.92 per Aircraft Parked 

R1 895.30 per Turnaround 

R2 763.80 

R195.90 per Request 

40.6 Ground Handling (Additional Ad Hoc Services): 

40.6.1 Additional ad-hoc Ground Handling services: 

40.6.1.1 Aircraft Towing 

40.6.1.2 Pushback 

40.6.1.3 PAU (Per Trip) 

40.6.1.4 Wheelchair 

R902.79 

R516.61 

R457.94 

R85.05 
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40.6.1.5 First Bus 

40.6.1.6 Second Bus 

40.6.1.7 Air Starter Unit 

40.6.1.8 GPU 

R274.77 

R196.26 

R1138.29 

R457.94 
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41 It was estimated that the Flight Incentive Costs and therefore Rebates for 

SA Express, on the Durban (KSIA)-Harare route (operating a CRJ200 

Three frequencies a week), would be approximately R1 089 17 4. 84 per 

annum. This would be based on a Cost per Trip of R6 981.89 as 

estimated in the Costing Schedule of Annexure A of the Addendum: 

Durban (KSIA)-Harare. 

42 The Flight Incentive Cost is limited to a Rebate of R6 981.89 per trip 

(being the total for both incoming and outgoing Flights and Flights Costs) 

made up of the following qualifying incentive components: 

42.1 Landing Costs 

42.2 Parking 

42.3 Passenger Handling 

R3 620.88 per Landing at KSIA 

R725.63 per Aircraft Parked 

R814.00 per Turnaround 
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42.4 Navigation 

42.5 Weather Services 

R1 589.46 

R190.90 per Request 

12 

43 The Flight Incentive Costs represents the maximum amount which may be 

claimed. It was based on Actual Flights and Qualifying Flights Costs as 

per the Agreement. 

44 SA Express paid and claimed the following costs and expenses incurred 

for the 12 months period (2014 ): 

Element 2014 Invoice Amounts Service Provider 

Landing R 2 944 126.03 ACSA 

Parking R 145 133,37 ACSA 

Pax Handling R 361 873,62 SAA 

Ramp Handling I 
Aircraft Handling R 431 851,25 Menzies 

I TOTAL R 3 882 984,27 

45 I annex a copy of the breakdown of claimed monthly Flight Costs by SA 

Express ("AMP5"). 
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46 The incentives were applicable for a period of one year from the 

commencement of the qualifying route. 

47 SA Express did not claim or seek reimbursement for the Pre-launch 

Marketing costs incurred. 

48 I attach hereto a copy of Government Gazette: Air Traffic & Navigation 

Services (ATNS) - 2012 ("AMP6") and Airports Company of South Africa 

(ACSA)- 2012 

NORTH WEST PROVINCE DEPARTMENT OF COMMUNITY SAFETY & 

TRANSPORT MANAGEMENT PROJECT/SA EXPRESS PROJECT 

49 In response to the Request for Proposals issued by the North West 

Department of Community Safety and Transport Management for the re­ 

introduction of an air transport service between OR Tambo International 

Airport ("ORTIA"), Cape Town International Airport ("CTIA"), Pilanesberg 

Airport and Mafikeng Airport, SA Express responded to the Request for 

Proposals (RFP) subject to a subsidy from the Department of Community 

Safety and Transport Management Executive Council. 

50 The subsidy request and requirement by SA Express was duly accepted 

by the Department of Community Safety and Transport Management. 

�- 
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51 The North West Province is the owner and licensee of both the 

Pilanesberg and Mafikeng Airports. 

52 SA Express agreed to operate to the two airports using a CRJ200 or any 

suitable replacement aircraft. In addition, SA Express agreed to provide 

crew, distribution, sales and airlines operational infrastructure for the 

operation on the designated routes. 

53 SA Express agreed to provide its Operations and Marketing expertise for 

the smooth operation of the airline services. 

54 The contract period was for five (5) years from the effective date. 

55 The Agreement was signed by Mr lnati Ntshanga, the then CEO of SA 

Express and was witnessed by Mr Brian Van Wyk. (Ann: AMP 7) 

Business and Financial Model 

56 The cost of tickets to be sold was to be determined by SA Express and 

was subject to annual increased in line with the airline's Fare Policy. 

57 The cost of tickets was to be exclusive of Passenger Service Charges 

(PSC), Security Tax, Fuel Levies and VAT. 
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58 The Department contracted to pay annually, in advance to SA Express the 

Subsidy, and to the Management Company the Operational costs of both 

airports. 

59 The Subsidy Schedule for both Pilanesberg and Mafikeng Airports are 

contained in the Agreement as Annexure "A". 

60 SA Express appointed a Ground Handling Company at both airports, 

namely: 

60.1 Halcygen (Pty) Ltd t/a Pilanesberg Airport Management Company 

(Ann: AMP 8.1) 

60.2 Mahikeng Airport Management Company (Ann: AMP 8.2) 

60.3 Valotech Facilities Management CC (Ann: AMP 8.3) 

60.4 Koreneka Event Managers TIA Koreneka Trading and Projects. 

(Ann: AMP 8.4) 
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("Handling Companiesn) 

Halocygen 
(Pty) Ltd - 
Pilanesberg 
Airport 
Management 
Company 
(PAMCO) 

2 Mahikeng Mahikeng ./ ./ 
Airport 
Management 
Company 
MAMCO 

./ ./ 
3 Va lo tech Mahikeng 

Facilities 
Management 
cc 

,/ ./ 
4 Koreneka Pilanesberg 

Event and 
Manager TIA Mahikeng 
Koreneka 
Trading and 
Projects 

61 In support of the comparative analysis table above, I also attach a copy of: 

61.1 The Standard Ground Handling Agreement between South Africa 

Airways (Pty) Ltd and SA Express which regulated, amongst other 

things, Passenger Handling at the KSIA ("AMP9"); and 
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61.2 The Standard Ground Handling Agreement between SA Express 

and Menzies Aviation (South AfricaXPty) Ltd which regulated, 

amongst other things, Ramp Handling at the KSIA ("AMP10"). 

62 The above Ground Handling Contracts were valid for periods between 

April 2005 to March 2020. 

63 The purpose of the Airport Handling Service providers was to provide 

Ground Handling services to SA Express at both Pilanesberg and 

Mahikeng Airports. 

64 In consideration for the services contracted from the Handling Companies, 

SA Express agreed to pay the Handring Companies the charges incurred 

for providing such services as referred to in the Standard Ground Handling 

& Service Level Agreements (Simplified Procedure). 

65 The obligations of the Department and SA Express are stipulated in the 

Agreement paragraphs 9 and 10 respectively. 

66 The Main Agreement which was between the North West Provincial 

Government and SA Express provided for an Incentive or Subsidy 

Scheme consisting of: 

66.1 Concessions - Subsidy; 
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66.2 Management Company Subsidy to covering: 

66.2.1 Route Marketing Subsidy (for each of the airports) 

66.2.2 Operations Costs (for each of the airports) 

67 The Concessions-Airline Subsidy ranged from a total of R34m in the first 

year down to R22m in the 5th Year for both airports. 

68 The Total Subsidy for the two routes amount to: 

68.1 First Year 

68.2 Second Year 

68.3 Third Year 

68.4 Fourth Year 

68.5 Fifth Year 

R110m 

R83m 

R75m 

R71m 

R68m 

69 These Subsidies were paid in advance by the North West Provincial 

Government. 
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DEPONENT 

I HEREBY CERTIFY that the deponent has acknowledged that he knows 
and understands the contents of this affidavit which was signed and 
sworn before me at Johannesburg on the !JM,, 0#.�/.f.'. . 
2019, the regulations contained in Government Notice R1258 of 21 July 
1972, as amended, and Government Notic o R1648 of 19 August 1977, 
as amended, having been complied with. 
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STANDARD GROUND HANDUNG AGREEMENT 

between 

SOUTH AFRICAN AIRWAYS (Pty) Ltd 
Registration Number: 1997 /022444/07 

(hereinafter referred to as "the Handling Companyn) 

and 

SOUTH AFRICAN EXPRESS AIRWAYS (pty) Ltd 
Regtstration Number: 1990/007412/07 

(hereinafter referred to as ''the Carrier") 

1. RECORDALS 

' 

1.1 SOUTH AFRICAN AIRWAYS (Pty) Ltd is a company duly incorporated in terms of the 
.) company laws of the Republic of South Africa, having its principal place of business 

situated at Airways Park, Jones Road, Kempton Park, Republic of South Africa. 

1.2 SOUTH AFRICAN EXPRESS AIRWAYS (Pty) Ltd is a duly incorporated company in 
terms of the company laws of the Republic of South Africa, having its principal place of 
business sftuated at 4ltl Floor, West Wing Pier Development, OR TAMBO International 
Airport, Republic of South Africa. 

Page 1 
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2. PREAMBLE 

2.1 The parties hereby record their Agreement that the Handilng Company will provide 
Passenger Handling services to the Carrier at the locations set out in the relevant 
Appendices attached hereto. 

3. PROVISION OF SERVICES 

3.1 The services will be made available within the limits of possibilities of the Handling 
Company and in accordance with the applicable IATA and/or ICAO and/or other governing 
rules, regulations and procedures . 

. ') 3.2 It is not considered necessary or possible to specify every detail of the services to be 

rendered in terms of this Agreement it being generally understood what such services are 
and the standards to be attained in their performance. 

4. DOCUMENTS FOR GROUND HANDUNG 

4.1 Documents used for ground handling will be the Handling Company's own documents, 
where applicable, provided these documents comply with standardised formats that may 
apply under IATA and/or ICAO and/or other governing rules, regulations and procedures. 

5. SCHEDULED FLIGHTS 

) 
';'.1 The Handling Company agrees to provide for the carrier's Aircraft for flights operating on 

an agreed schedule at the location(s) mentioned in the Appendices hereto, those services 
listed in the respective Appendices for the respective locations. 

5.2 The Carrier, in tum, agrees to Inform the Handling Company as soon as possible about any 
changes of schedule and/or frequencies and/or types of aircraft. 

6. EXTRA FUGHTS 

6.1 The Handling Company will also provide the services to the carrier's aircraft for flights in 
addition to the agreed schedule· at the same locatloris, provided that reasonable prfor . // � 

notice ls given and the provision of such additional services will not prejudice commitments-� 

already undeitaken. � 
� • 

\ Al 
• Page2 � _;( 

/ 
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7. PRIORITY 

7.1 In case of multiple handling, priority shall, as far as possible, be given to aircraft operating 
on schedule. 

s. EMERGENCV ASSISTANCE 

8.1 In case of emergency, including but not limited to, forced landings, accidents or acts of 

violence, the Handling Company shall without delay and without waiting for instructions 
from the Carrier take all reasonable and possible measures to assist passengers and crew 
and to safeguard and protect from loss or damage baggage, cargo and mail carried in the 

') aircraft. 

8.2 The Carrier shall reimburse the Handling Company at cost for any extra expenses incurred 
in rendering such assistance. 

9. ADDMONAL SERVICES 

9.1 As far as·possible, the Handling Company will, upon request, provide to the Carrier any 
additional services. Such services may be governed by special conditions to be agreed 
between the Parties. 

) 
9.2 In particular, the parties record that the Handling Company shall provide Ticket Sales 

services to THE Carrier's passengers at the Handling Company's Ticket Sales points. 

10. OTHER LOCATIONS 

10.1 In case of occasional flights of the carrier's Aircraft at locations which are not designated in 
the present Agreement, where the Handling Company maintains a ground handling 
organisation, the Handling Company shall, on request, make every effort, subject to the 
means locally available, to furnish necessary services. 

FAIR PRACUCES 

/ Page3 

The Handling Company will take all practicable measures to ensure that sales information �- 
contained in the Carrier's flight documents is made avail le for the purposes of the Carrier v - 
only. 

11. 
11.1 
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11.2 Neither Party to this Agreement shall disclose any Information contained 
in this Agreement, and Appendices to outside parties without the prior written consent of 
the other Party, unless such Information is specifically required by applicable law or by 
governmental or authorities' regulations� In which case the other Party will be notified 
accordingly. 

12. SUB-CONTRACTING OF SERVICES 

12.1 The Handling Company is entitled to delegate any of the agreed services to subcontractors 

subject to the Carrier's consent, which consent shall not be unreasonably withheld. It is 
understood that, in this case, the Handling Company shall nevertheless be responsible to 

) the Carrier for the proper rendering· of such services as if they had been performed by the 

Handling Company Itself. 

12.2 Any sub-contracting of services and the providerts) thereof will be recorded and such 
recordal shall be an Annexure to this Agreement. 

12.3 In the vent of such sub-contracting of the services contracted for herein, the Carrier shall 
have the right to be exercised at its sole discretion of deciding to retain this Agreement or 
to terminate same in accordance with the termination provisions set out in this Agreement. 

) 

12.4 The Carrier shall not appoint any other company or organisation to provide the services 
which the Handling Company has agreed to provide by virtue of this Agreement, save 
where the Carrier has persistently complained about poor service delivery and such 
complaints were not heeded by the Handling Company within the required timeframes. 

13. CARRIER'S REPRESENTAUON 

/ \ Page4 

13.1 The Carrier reserves the right to assign a representative to oversee the provision of the 
services contemplated in this Agreement, on an ad hoc basis, at Its own cost. Such 

representatlve(s) and representative(s) of the Carrier's may inspect the services furnished 
to the Carrier by the Handling Company pursuant to this Agreement, advise and assist the 

Handling Company and render to the carrier's dients such assistance as shall not 

unreasonably interfere with the furnishing of services by the andl!ng Company. 
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.. 
13.2 The Carner may, by prior written notice to the Handllng Company and at its own cost, 

engage an organisation (heref natter referred to as 'the. Supeivisor') to supervise the 

services of the Handling Company at the location(s) designated in the Appendices hereto. 
Such notice shall contain a description of the services to be supervised. The Supervisor 
shall have the same authority as defined above. 

13.3 Such assistance, when performed by the Carrier's representative(s) and/or Supervlsor(s) 
will be the sole responsibility of the carrier, unless requested ·by the Handling Company, 

14. STANDARD OF WORK 

14.1 The Handling Company shall carry out all services covered in this Agreement in accordance 
with the earner's instructions, receipt of which must be confirmed in writing to the .Carrier 
by the Handling Company. 

14.2 In the case of absence of instructions by the carrier, the Handling Company shall follow its 
own standard practices and procedures provided they comply with the appllcable IATA 
and/or ICAO and/or other governing rules, regulations and procedures 

14.3 The Handling Company will carry out all other services in accordance with the Carrier's 
procedures and instructions, or as mutually agreed. In the case of absence of lnstructions 
by the Carrier, the Handling Company shall follow its own standard practices and 
procedures. 

14.4 The Handling Company agrees to take all possible steps to ensure that, with regard to 
contracted services, the· Carrier's Aircraft, crews, passengers and load receive treatment 
not less favourable than that given by the Handling Company to other carriers or its own 
comparable operation at the same location. 

14.5 The Handling Company agrees to ensure that authorisations of specialised personnel 
performing services for the Carrier are kept up-to-date. If at any time the Handling 
Company is unable to provide authorised personnel as requested by the Carrier, the 

Handling Company shall inform the Carrier immediately. 

14.6 The Carrier shall supply the Handling Company with sufficient lnfoton �nd Instructions � • 

to enable the Handling Company to perform Its handling properly· w \ 
Y\ � 

Page 5 \"b / ., 
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14.7 In the provision of the services as ·a whole, due regard shall be paid to safety, security, 
local and international regulations, applicable IATA and/or ICAO and/or other governing 
rules, regulations and procedures and the aforementioned request(s) of the Carrier in such 
a manner that delays and damage tothe earner's Aircraft: and load are avoided and the 
general public is given the best impression of air transport. 

14.8 The Handling Company must report to the carrier's representative immediately all loss of or 

damage, threatened or actual, to aircraft: and loads noticed in the course of the handling or 
which in any other way comes to the knowledge of the Handling Company. 

. 14.9 The Parties shall reach mutual agreement on the quality standards for any services, not 

excluding those covered by Sub-Article 5.1 above. �uch quality standards for a specific 
location may .form part of the applicable Annex B. The Handling Company agrees to take all 
possible steps to ensure that, with regard to contracted services, the agreed upon quality 
standards will be met. 

14.10 The Carrier may at its own cost, by prior written notice, audit the designated services in 
the applicable Annexure. Such notice shall contain a description of the area(s) to be 
audited. The Handling Company shall .cooperate with the Carrier and will undertake any 
corrective action(s) required. 

15. REMUNERADON 
) 

15.1 In consideration of the Handling Company providing the services, the Carrier agrees to pay 
to the Handling Company the charges set out in the relevant Appendices hereto. The 
carrier further agrees to pay the proper charges of the Handling Company and to discharge 
all additional expenditure incurred for providing the services referred to in this Agreement. 

15.2 The charges set out in the Appendices hereto are not inclusive of any the following: 

/ 
Page6 

• any charges, fees or taxes imposed or levied by the Airport, Customs or other 
authorities against the Carrier or the Handling Company in connection with the 

provision of services herein by the Handling Company or in connection with the 
Carrier's flights. 
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• expenses Incurred in connection with stopover and transfer passengers and with the 
handling of passengers for interrupted,. delayed or cancelled flights. 
Such charges, fees, taxes or other expenses as outlined above shall be borne 
ultimately by the Carrier; 

16. ACCOUNDNG AND SETTLEMENT 

16.1 The. Handling Company shall invoice the Carrier monthly with the charges arising from the 
provision of the handling services listed in the relevant Appendices at the rates of charges 
set out therein. 

�\ 16.2 When invoicing the carrier for services rendered in terms of this Agreement the Handling 
Company shall furnish the carrier, where applicable, with supporting documentation duly 
signed by the Carrier's representative. However, this requirement shall not be appilcable In 
relation to stations at which the Carrier does not have a representative. 

) 

16.3 The Handling Company shall submit an Invoice to the Carrier monthly and the Carrier shall 
make payment within thirty (30) days from invoice date. 

16.4 If the Carrier disagrees with any item(s) in the invoice submitted by the Handling 
Company, It may withhold payment only on that item(s) and effect payment on the 
remainder of the invoice, pending resolution of the disputed item. The Carrier must 
communicate to the Handling Company its reason for withholding payment on an invoice 
item(s). The deadline for payment for any disputed item(s) will be deemed extended until 
ten (10) days arter the resolution of such dispute. 

17. LIABILITY AND INDEMNITY 

17.1 All references in this clause referring to: 

• the Carrier or the Handling_ Company shall include their employees, servants, 

Page 7 

agents and subcontractors; 
• ground support equipment shall mean all equipment used in the performance of ground 

handling services included in the relevant Annexure hereto, whether fixed or mobile, 
and 

• Act or omission shall exclude gross neglfgence and/or willful ml 
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17.2 Save where provided otherwise, the carrier shall not make any claim against the Handling 
Company and shall Indemnify it (subject as hereinafter provided) against any legal liability 
for claims or suits, including costs and expenses incidental thereto, in respect of: 

• delay, injury or death of persons carried or to be carried by the Carrier; 
• injury or death of any employee of the Carrier; 
• damage to or delay or loss of baggage, cargo or mail carried or to be carried by the 

carrier, and 
• damage to or loss of property owned or operated by, or on behalf of, the carrier and 

any consequential loss or damage; 

arising from an act or omission of the Handling Company in the performance of this Agreement 
unless done with intent to cause damage, death, delay, injury or .loss or recklessly and with the 

knowledge that damage, death, delay, injury or loss would probably result. 

> PROVIDED THAT all daims or suits arising hereunder shall be dealt with by the 

carrier; and 

> PROVIDED ALSO THAT the Handling Company shall notify the Carrier of any claims 
or suits without undue delay and shall furnish such assistance as the Carrier may 
reasonably require. 

) 

17.3 

> PROVIDED ALSO THAT where any of the services performed by the Handling 
Company hereunder relate to the carriage by the Carrier of passengers, baggage or 

cargo direct to or from a place in the United States of America, then if the limitations of 

llabillty imposed by Article 22 of the Warsaw Convention would have applied if any 
such act or omission had been committed by the Carrier but are held by a Court not to 
be applicable to such act or omission committed by the Handling Company in 

performing this Agreement then upon such decision of the Court the Indemnity of the 
Carrier to the Handling Company hereunder shall be limited to an amount not 

exceeding the amount for which the carrier would have been liable if it had Committed 

such act or omission. 

The Carrier shall not make any claim against the Handling Company in respect of damage, 
death, delay, Injury or loss to third parties caused by the operation of the Carrier's aircraft 

arising from an act or omission of the Handling Company in the perfo 

/ 
Page8 
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Agree'Tlent unless done wfth intent to cause damage, death, delav, Injury or loss or 
recklessly and with knowledge that da_mage, death, delay, Injury or loss would probably 
result. 

17.4 notwithstanding the provisions· of Sub-Article 8.1, in the case of clalms arising out of 

surface transportation which is provided on behalf of the Carrier and Is part of the 
operation of loading/embarklng or unloading/ disembarking and/or is covered by the 
Carrier's Contract of Carriage the indemnity shall not exceed the limits specified In the said 
Contract of Carriage. 

17.5 In the case of daims ari_sing out of surface transportation which is not provided on behalf 
of the Carrier and/or is not part of the operation of loading/embarking or 

unloading/disembarking and/or is not covered by the Carrier's Contract of Carriage the 
waiver and Indemnity herein contained shall not apply. 

17 .6 The Handling Company shall not make any daim against the Carrier and shall indemnify it 

(subject as hereinafter provided) against any legal liability for claims or suits, including 
costs and expenses incidental thereto, in respect of: 

• injury to or death of any employees of the Handling Company, its servants, agents or 
subcontractors; and 

• damage to or loss of property owned or operated by, or on behalf of, the Handling 
Company and any consequential loss or damage; 

arising from an act or omission of the carrier in the performance of this· Agreement unless 
done with intent to cause damage, death, delay, injury or loss or recklessly and with 

knowledge that damage, death, delay, injury or loss would probably result. 

17.7 Notwithstanding the provisions of paragraph 17.6 above, the Handling Company shall 

indemnify the Carrier against any physical loss of or damage to the earner's Aircraft: caused 
by the Handling Company's negligent act or omission: 

> PROVIDED ALWAYS THAT the Handling Company's liability shall be limited to any such 
loss of or damage to the carrier's Aircraft in an amount not exceeding the level of � 

deductible under the Carrier's Hull All Risk Policy which shall no in any event, exce, ��D AJ' 
Page9 
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1,500,000 except that loss or damage in· respect of any Incident below USO 3,000 shall not 

be indemnified. 

17.8 For the avoidance of doubt, save as expressly stated, this Sub-Article 8.5 does not affect or 

prejudice the generality of the provisions of Sub-Artide 8.1 including the principle that the 

carrier shall not make any daim against the Handling Company and shall indemnify it 

against any liability in respect of any and all consequential loss or damage howsoever 

arising, save where same is resultant from the Handling Company's gross.negligence 

and/or willful misconduct. 

18. CHARGES 
\ 

18.1 For the services enumerated in the Appendices hereto and based on the earner's existir,g 
schedule, the charges shall be as set out in the Appendices. Costs for other. aircra� types 
not covered In the applicable Annexure will be agreed upon on an ad hoc basis. 

18.2 All charges set out in this Agreement. shall be adjusted annually based on the applicable 

South African Consumer Price Index (CPI) rate comprised of the average of the previous 

calendar year's rate .. 

19. DURATION 

, 19.1 Notwithstanding the date of signature, this Agreement shall commence on 1 ApriL2010 and 

shall remain in operation for thirty six (36) months duration unless terminated by either 

party hereto. 

19.2 Should neither party terminate this Agreement upon expiry thereof, it shall be automatically 
renewed on an annual basis until notice of termination is given by either party. 

20. JERMINAUON 

20.1 Either party may, subject to a valid reason, terminate this Agreement by giving three (3) 
calendar months written notice to that effect. 

PaQe 10 
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21. APPUCABLE LAW 

21.1 This Agreement shall be governed and construed in accordance with the laws of the 

Republic of South Africa. 

22. ENDRE AGREEMENT 

22.1 This Agreement shall supersede any previous arrangements between the Parties governing 
the provision · of services. at locations referred in the relevant Appendices hereto. This 

agreement contains all the express provisions agreed on by the parties with regard to the 

subject matter of the agreement and the parties waive the right to rely on any alleged 
-, express provision not contained in this Agreement. 

23. NO REPRESENTATIONS 

23.1 Neither party may rely on any representation, which allegedly induced that party to enter 

into this agreement, unless the representation Is recorded In this Agreement. 

24. YARIAUON, CANCELl,ADON AND WAIVER 

24.1 No contract varying, adding to, deleting from or cancelling this Agreement, and no waiver 

of any right under this Agreement, shall be effective unless reduced to writing and signed 

by or on behalf of the parties. 

25. INDULGENCES 

25.1 If either. party at any time breaches any of that party's obligations under this agreement, 

the other party ("the aggrieved party'')may at any time after that breach, exercise any right 
that became exercisable directly or indirectly as a result of the breach, unless the aggrieved 

party has expressly elected in writing or by clear and unambiguous conduct, amounting to 

more than mere delay, not to exercise the. right; and shall not be stopped (i.e. precluded) 

from exercising its rights arising out of that breach, despite the fact that the aggrieved 

·party may have elected or agreed on one or more previous occasions not to exercise the 

rights arising out of any similar breach or breaches. 

Page 11 
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25.2 If the aggrieved party is willing to relinquish that right, the aggrieved party will on request 

do so In writing. In particular, acceptance of late performance shall, for a reasonable period 

after performance be provisional ·only and the aggrieved party may still exercise that right 

during that period. 

26. CESSION 

26.1 Neither party may cede that party's rights or delegate that party's obligations without the 

prior written consent of the other party, which consent shall not be unreasonably withheld. 

27. SEULEMENT OF DISPUTES 

27.1 Should any dispute arise, between the parties in relation to this Agreement, the dispute 

shall be dealt with In accordance with the provisions of the Dispute Resolution clause in the 

Main Commercial Agreement between the parties. 

27 .2 However, the abovementioned provision shall not preclude either party approaching the 

High Court for urgent interim relief. 

28. SEVERABILITY 

28.1 Whenever possible, each provision of this Agreement shall be interpreted in such manner 

as to be. effective and valid under applicable law but if. any provision of this Agreement shall 

be unenforceable or invalid under the applicable law, such invalidity or unenforceability 
shall not affect the other provisions of this Agreement, all of which shall remain in full force 

and effect. 

29. CONFIDENTIAUIY 

29.1 Neither party shall under any circumstances divulge any information acquired as a result of 

this Agreement to a third party without the prior written consent of the other party to this 

Agreement. This provision will survive the expiry or early termination of this Agreement. 

Page 12 
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30. DQMICILIA CITANDI ET. EXECUTANDI 

30.1 The parties choose as their domicilium citandi et executandl for all. purposes under this 

agreement, whether in respect of court process, notices or other documents or 

communications of whatsoever nature (including the exercise of any option), the following 
addresses: 

• SOUTH AFRICAN EXPRESS AIRWAYS: 

-- ... 

Physical Address: 

Postal Address: 

4th Floor, West Wlng Offices 

Pier Development 

Domestic Arrivals 

O.R Tambe International Airport 

P. 0. Box 101 

O.R. Tambo International Airport 

1627 

• SOUTH AFRICAN AIRWAYS 

Physical Address: 

Postal Address: 

31. FORCE MAJEURE 

Airways Park 

Jones Road 

Kempton Park 

Private Bag X13 

O.R Tambo International Airport 

1627 

31.1 Notwithstanding any contrary provisions of this agreement, no failure or omission by either 

party to carry out or observe any of the terms and conditions of this agreement shall give 
rise to any clafm by the other ·of them or any other party, or be deemed to be a breach of 

this agreement, if same is caused by or arises as a result of force majeure, act. of God, vis 

major or any act or direction of or limitation Imposed by any governmental or statutory {;E) 
body, or war, strikes, civil commotion, riots, labour unrest, con�er boycotts\ or any 

/\. 
{' /_ 

. ,. 
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cause reasonably beyond the control of the party thus prevented from performing its 

obligations, provided, however, such party: 

31.1.1 engages all its reasonable efforts to the extent reasonably possible to avoid and/or 

remedy such situation; 

31.1.2 gives the other of them written notice of such situation as soon as possible after it 

becomes aware of the fact that such sltua_tion may arise of has arisen. · 

31.2 In the event of any cause reasonably beyond the control of the Carrier or Handling 

Company ari�!ng and preventing them or any one of them from carrying out their 

obligations in terms of- this agreement, such performance of obligations shall be suspended 

during such period of. Inability by either of them to perform its obligations under this 

agreement, provided, however, that nothing herein contained shall extinguish,' delay, or 

suspend the obllgations of $UCh party to. liquidate all its outstanding liabilities under this 

agreement which accrued or became due before the period of suspension, or which it is 

not prevented from discharging by the circumstances giving rise to the suspension. 

31.3 During any suspension contemplated in 21.2, the party affected by such suspension shall 

be entitled to obtain the services and/or facilities of which it is deprived as a result of such 

suspension from any other person. 

32 DEFAULT AND TERMINATION 

32.1 An event of default shall occur if: 

32.1.1 Any party falls to pay any undisputed amount that Is due to another party in terms of this 

agreement, and does not remedy such failure within 14 (fourteen) working days of 

receipt of notice from such other party calling upon it to do so; or 

32.1.2 Any party defaults in the performance of any other material provision of this agreement, 

and such default continues for a period of 14 (fourteen) days (or such longer period as 

may reasonably be required to remedy such default) after receipt of notice from any 
other party calling upon it to remedy such default; or 

Pai:1e14 

Any party makes any general assignment for the beneflt of its creditors or compromises 

&' 
\ _· :t �� 

with its creditors generally; or 

32.1.3 
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32.1.4 Any party Is placed under provisional or final liquidation or provisional or final judicial 

management; or 

32.1.5 The license of eithe_r party to conduct its business is suspended or revoked. 

32.2 Upon the happening of an event of default, the non-defaulting party may by wrttten notice 

to the defaulting party either demand specific performance from the party in default, or 

cancel this agreement, without prejudice to the non-defaulting party's right to claim 

damages from the party in default. 

33. STAMP DUDES, REGJSTRAUQN FEES 

33.1 All stamp duties and registration fees in connection with this Agreement, which may be 

prescribed under the national law of either Party to this Agreement, are payable by that 

Party. 

33.2 All stamp duties and registration fees in connection with this Agreement, which may be 

prescribed under the national law of the l<_>cation(s), as mentioned in the Appendices and 

not being a location situated in the country of either Party to this Agreement will be shared 

equally between the Parties. 

34. CONCLUSION OF SERVICE LEVEL AGREEMENT 

34.1 The parties agree to finalise negotiations on the Service Level Agreement which is aimed at 

ensuring timeous and efficient delivery of the services contracted for herein. Such 

negotiations shall be concluded within thirty (30).days from date of signature hereof. 

35. LEGAL COSTS 

34.1 Each party shall bear that party's own legal costs of and incidental to the negotiation, 

preparation, settling, signing and implementation of this agreement. 

P.age 15 
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SIGNED AT O.R TAMBO INTERNATIONAL AIRPORT ON THIS �. DAY OF JANUARY 
2011 

FOR AND ON BEHALF OF 
SOUTH AFRICAN EXPJlESS AlRWAYS 
(WARRANTING HIS/HER AUTHORITY TO SIGN) 

SIGNED AT O,R TAM BO INTERNAnONAL AIRPORT ON THIS •••••• DAY OF JANUARY 
2011 

)r� 
tfon: lb� ci fh'rr>o-4 ��� 

FOR AND ON BEHALF OF SOUTH AFRICAN AIRWAYS 
(WARRANTING HIS/HER AUTHORITY TO SIGN) 
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Signed on the:�· I(. -;;J..Otf 

at: O.R. Tambo International Airport 

on behalf of : 
South African Express Airways 
(SOC) Limited 

Signed on the : __,_C<_t--<!J__.__.+---,,<�.....!. \ 2.., 

at: O.R. Tambo lnternationa Airport 

on behalf of : 
Soutlt African Airways (Pty) Limited 
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GROUND HANDUNG SERVICE LEVEL AGREEMENT 

SOUTH AFRICAN AIRWAYS (Ply) Ltd 
Registration NLITlber: 1997/0224M/07 

(he,9nafter referred to as 9tne NMdllng Company") 

\ 
Ind 

SOUffl AFRICAN EXPRESS AIRWAYS (Pty) Ltd 
Registnltion Number. 1990/007412/07 'j( � 

(hereJnefter referred to as "the C'arrierj 

1. PB!AHBLE 

1.1 llis Service Level .Agreement serves to recmd the agreement between the 

I 
parties with regard to the e,cpected Stlndard d seMCe dellvery emenat;ng 

-, �- from the -ndard Ground HandRng Agreement to whfth this Serdce Level 
Agreement is attached. 

1.2 The standard of delJvery rA the services set out Jn Appendlc:es A to E of the 
aboYementloned S'tandard Ground Handling Agreement are addressed herern. 

2. QffRAIJNG FRAMEWORK 

2.1 Based oo the terms and mnclltfons ot the � Handling .Agreement 
between the parties, the parties hereb\f agree 10 the foflowlng as It reates to 
the servJces provided by the Handling Company to the CafT!et. 

2.1.1 The Handling company shaN famfflartze Itself wftti the nrg11t schedule 

as �bJlshed and operated by the Carrier, My changes to the �· 

.. .. --· ··--�-·--·····---·----·· ········ ·:- ------1f p age·z\l' . 
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sc:heduJe shall be communlcmd to the HlndJrng Company Tn 
aax>rdance with the ag� processes. 

2.1.2 the Handing company shall enue proper basic trllnrng and re­ 

qualtlcatlon d personnel In lb employ to enstre aoo!ptable service 
reYef delvery for services contncted for fn tnls Aveement. 

2.1.J the Handmg Company shall ensure that aN equipment utllzed 1n the 
servtoe d the Carrier' tllghts are maJntalned rn a sound state and that 
opemloo then!Of shalf be done by qualffed personnel e.g. 
wheelchair, and computer system apptrcatrons). 

2.1.4 the Handllttg Company shall establFsh proper systems aimed at 
ensurtng that the Cln1er's baggage queries ere properly recx>rdecl and 
tlmeously lnYestfgated and attended to. 

2.1.S AU of the canter's baggage queries reglsteled with the Handling 

company shall be attended to In accordanat. with the Handling 
Company's established Baggage Handing Procecues. 

2.1.6 The Handing Company shall turn!Sh the camer wfth the 
ltbovemenUoned Baggage Ham:lilg Procedures and the Carrier wflf 
ackn0¥.4edge recefpt thereof, HaWl:!Yer, If the Canter establishes that 

the safd Procedll'eS are not aligned to the Carrier's requl.sft.e amomer 
9el'Vlce standards, and then the parties wfl deliberate on the reJevant 
aspects d such Prot'eltures with a view 1D �ng same 
accordingly� 

21.7 Adcltfonally, the Olrrter shaJI have a riglt to report to the. HandlJng 
Company, all passenger related service dellvay snags being 
� and the Handtng c.ompanv shall address same Instantly 
(where possible). Additionally, the Handing Company shall respond to 
the Canter In Wlfl:fng within fourty elgl,t ( 48) hours of receipt cl such 
notfflcation setting out what has been done to address the fdentlfted 
snags or what the Handling Company irtends to do II> avol'd 
recurrence � such snags. 

-·---------·-·--·--·--·-----·---·- ---··-·-··-·--------------·--·-----·--·---- -·-· -·-- ·--- --··-·-··- -··-. 
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2.1.8 In the Interests of sustalntng the relationship between them the 

partfeS agr"ee to meet regullrty on a schedufed basis to <iSCI 1SS 

prob�sofutlOns to (S'SUeS affmtng appropriate service delivery as 

agreed between the parties. The parties 1g,. to meet at least once a 
month tor this purpose, however operational meetings shall be 
canducted on I weekly batfs. 

3. 50YJCI KEY PERFORMANCE INQXCAJOB5 

3.1 The Handhng company's overalt petformance in respect d the Handing 
Comp.v1y. Scheduled Services shaN be measured With reference to the 
folowtng 5ervfce Key Performance Indicators and any other Servfa! key 
petformlnte indicators agreed between the Parttes &om time to time In 

writing: 

3.1.1 Supptv of personnel 

3.1.1.1 the Handling Company shall aSSlgn pe,sonnel and team leadets per sHft, who 
wJI provtdt the a>ntrac.ted !el\lfcm to the carrter: at check-in counters, 
boardng gates and at arrival points. The number of per.sonne, required Is as 
foHows: 

LQcation o,& Ilrnbg lotemm•aaa• AJ[DOlt 

1. B{lt {8J chea-fn staff members throughout the �. lnduslve d al brNk 
tfme5 

1. TWO (2} staff members per flight on all regf onal flight! and when 1ttendfng to 
boarding � on an 11� with a capacity of more than ffltv {SO) 
seats; 

31Page 
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2. SpecffJcaNy, three (3) personnel shall be deployed to attend to the 

lohannesburg·Lubumbashl, {JHB-FBM) flights; and 

3. 2 st.atr members per flight on all Domestic flights with a capacity of My (SO) 
seats or more. 

C. Arrfvals: 

1. 1 staff' member on afrcraft with fifty {50) .ats capadty. 
2. 2 staff members on all afn:raft: with a seat capacity ar more than fftv (SO) 

seats. 

3.l.1.2 The said personner shall have relevant airline operations ex:pertenm or a 
minimum d 1lx (I) months. 

3.1.1.3 Additionally, lhe · Handfi� Company shall designate to the Carrier with 
pe,sonnel (1 per shift:) to conduct all coupon recondllaUon upon ffight 
depaiture. 

J.1.1.4 In the event of an air tum-back that necessitates off'-k>adng of passengm, 
the Handling c.ompany's personnel shall ensure that: 

A.. the passengers from the relevant fligflt are de-boarded and offloaded 
from the said flight; 

s. the uplift sum�ary of the sard ffight iS cancelled snd wftl not be forwarded 
to the Oacument Control Office; 

C. the Document control Office Is advised about the canc:eUation of the 
relevant flight and that the Coupons status ls reversed to "Open•. 

3.1.1.S Afl pel'$Ollnel to The Carner shall always be in uniform and f>e neatly 
dressed. Furthennore, such personnel shall report for duty tlmeously and 
take breaks as rostered. 

3.1.1.6 PersonneJ who are on a breal( shall not be based at the counters as same 
creates a negative impression that they are available t.o provide tile recauirec:I 
service but are unwHng to do so • 

. . ······--- -··--------· ··-·-- --·-. ·----------- ···-----·· - ·--· .. ···-- 
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3.1.1.7 Further1 the Handling Company shall enue that personnea assigned to 
servfce the Carrier shall not have their meals, dri'll<s ancf/or snadcs at the 
Check-In c.ount!r or at Boarding Counters. 

3.1.1.8 the Hardfng Company shall ensure that tf1e assJgned personnel report at 
the boatdng gates �n (15) mfnu125 prior to the scheduled boarding tfme 
and adhln tD the fifteen (15) mrnutes (domestic) and twenty (20) mfnutu 
{Regtonal) offloac:lng rue save where lhe carrier gves fnstrudlOns to the 
contrary. 

3.1.1.9 In fts deflvery of check-In seMCes, the Handlrng Company shall ensure that 
they take note of The Olrrfer' seat accounting metllocfology 111 respect « 
Infants I.e. an infant Is .regarded as an adult occupying a seat and tf'I.Js the 
seat capacity d the relevant aircnlft ought ID be taken Into account when 
checilng In PEiel igers. 

3.J..2 communimtfPn 

3.1.2.2 1he Handing Qwnpany shaJI ensure that personnel assigned tD the 
Carner are equtpped with communieation radios for purposes of ensurfng 
seamrea com�nlcation·amongst them. 

3.1.23 Toe Handling Company shal enStlre tfmeous actlvaUon of the boarding 
and dosure of boarding tfmes on the View Dfrect Monitors for purposes ex 
ensuring that passengers are conmntty IW8re of their respective fl� 
details. Additionally, the boardng agents shall make vert>al 
ann<>Urlren'lents relevant to the speci1c: flight they are attenclng w. 

3,1.3 Fl(flbta ID'MII 

3.1.3.1 Personnel who meet the earner flights shall, upon recelpt ol an Actual 
Time of Arrival (ATA}, alrcra� regfstratlOn nwnber and the designated 
perking bly for the said fflght, proceed to the designated aired: parking 
bay at least ten (10} mrutes priOr to the flight's arrival. 
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• 

3.1.4.1 The Hai'ldflng Company shall provide ticket sales services tr, the earner In 
accordance wtth tfle Terms and Conditions of the DfStrlbuUon Agreement 
between SM and SA Express. 

3,1.5 AHlstanc, to Special Nced1 paesenm,11 

J.1.S.1 The Handfing Company shal provide courtl!OUS and prteSSional asslstar ice 

to � carrier' paserlgl!S who require spedaf assistance In the same 
manner that the Handing company provides such MR4aa to Tts 
passengers wtth ciJe regard tD the safd passengers' partfcufar needs. 

3.1.5.2 Passengers needing spedaJ assistance lndud@: 

A. lklaca>mpanled minors; 

B, Wheelchai' users; and 

C. Mothers travelling with lnfara.. 

D. Meet and ABfst: the blind, elderly and the deaf. 

3.1.s.3 Irregular o,erat1om 

1he Handling Company shal take fulr respons1b111:y for handllng the Can'Jer" Irregular 
operations, which are set out below: 

3.1.5.3.1 Sched.ile changes 

3.l.S.3.2 FIJght diversions 

3.1.5.3.3 Deravs end caling of passengers 

3.1.5.3.'4 DenJed boarding due to weight restriction 

3.1.5.3.5 TlmeOUS and regular communication/updates to � 
about any event « frregular operatlons; 

3.1.5.3.6 Jssua�of Meal Vouchers; 
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3.1.5.J.7 Hotel boolcfngs; 

3.1.5.3.8 Travel re-bookings; 

J.1.5.3.9 Constants reports tD The carr1er regarding any partfcufar ls.sue 
of imporbl a which The Cirrler passengers are expertendng 
due to the Irregular ope,atlOns. 

3. t.5.4 For pt11JOses of ensuring optimal � to the Carrier' passengers, the 
Hanilng Company shall ensure that the carrier' passengers are given fair 
treatment as prOYlded to lt'rf of the Handling COmpany's passengers as they 
render the service ftom the Airport Corvol Centre (ACC). 

3.1.6 Audi 20 Itllolna murrements 

3.l.6..1 The Canter shal condutt ad hoc audits on the Handing Company's J)eJ'SOl"lnel 

who are des1gnated to the Carrier tor purposes d gauging r the safd 
personnel have undergone the requisb Ground Hancling Trainmg that 
enables them to have the necessary knowledge 1D perform their duties, 
� the presafbed procedlA5 and remain arrent. 

3.1.6.2Further, the Carner reserves the right .to Audit the Handing COmpany 1n 
aa:ordance with the provisions of Section 6 Paragraph 1 (Passenger Haodling 
as per the JOSA Standard Manual.) 

OBSERYADON or SAl'!JY 

4.1 At. al times the service deflvery Standards shal not compromise established 
lntematronaf salay proced� 

S. PEBfQRMANCE MEASUREMENT 

5.1 Performance wiU be measured by way of spectflc measurements, carrier 
feecl,ack and random sampllng (See AHM804.) 

·-------·---·-----·-····· ----··· -· -·. . ···--· ·-· ··--···---·---------··---·····---- -- ·--·-··-·· -· . - . 
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Note n. meuure/lOW'al document for eadl al •II criteria Mt out above 
wUI N the carrier and the HMdlng Compen,'1 l"Mp8CIIYe monthly 
reports. 

I. PERFORMANCE STANDARDS AND PAYMENT PROVISIONS 

8.1 Performance Oeductloma 

e.1.1 SAX wll nvoice SM for any amounes due, SM In tum wil Issue a etadit 
note, �lc:h deductions ahalr be calculated in accordance · wfth this 

'i Annexure. 

) 

---·-·--------····-···-···-·--········-· ··-··--··-----------·-·----·- ·--- ,------·------·-··-·-··-·····. 
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r- 

·�-11-.v 
SIGNED A'rO.R TAMIO INTERNAnONAL AIRPORT ON THIS ...... DAY OP AUGUST 2011 

FOR AND ON lfHALF OP 
IGUnf APIUCAN U...AJR.WAYS 
(WARIANTDI& HU/HIRAU11t0Rm' TO SIGN) 

.......... ············ ······················�···· ··········· 
WITNESS 

,.fl,,.. 
SIGNED AT OJl TAMBO INTER.NATIONAL AIRPORT ON THIS se DAY� AUGUST 2011 

....... \.� .. � 

Dlef. L �.i'i- D lgnatlml: �J JT � · �-<P- 
PO AND ON BIHALf O��N WAYS 
(WARRANTING H!S/Hl!R AUTHOIUT\' TO SIGN) 

....................... ,,111•••····· •••••••••• ······-····· 
WITNISS 

••••••-• • • .... ,.--••••-•••• • ••-·------· .. ••-••• '··-•-···-T-••• '' • •••••••---• ·.,, • • • •••••••-•••-•• •• '••• ••·--·-·-·• • -·•·---•·--"•••• 
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