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L November 7, 1997 

Department of Transportation 
Room PL-401 
400 Seventh St. SW 
Washington, D.C. 20590 

Re: Docket 49812 
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Enclosed you will find my recent correspondence with System One Amadeus, 
the CRS with whom our agency currently has a contract. This contract is 
five years in duration, and will expire in August, 2000. So we are about 
half way through the contract. The passive segment provision of the contract 
has now come under attack by the airlines, who threaten to issue debit memos 
for the use of passive segments. Yet the contract provides us with that 
capability so that we can meet the productivity requirements of the contract. 
I did not s ian an auto matron cont ract that would incur debit memos f rom the 
airlines. Therefore, either the airlines must be prohibited from issuing debit 
memos for the proper performance of the contract, or System One Amadeus 
must amend the current contract so that debit memos are not incurred. 

As you are gathering comments and suggestions for the CRS rules that 
will soon expire, I request that this problem be investigated and resolved, 
as if affects every retail travel business that has a contract with any of 
the CRS companies. 

I would appreciate a response to this problem. 

M. Krueger,'CTC 
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November 7, 1997 

Mr. Paul Walker, National Sales Manager 
System One Amadeus 
9250 NW 36th Street 
Miami, FL 33178 

Re: Passive Segments 

Dear Mr. Walker, 

Enclosed is recent correspondence that I have had with System One Amadeus 
managers on the west coast. The problem, however, affects every, single 
agency that has an automation contract, and requires an immediate solution. 
It is neither sufficient, nor acceptable, to pass this off as an agency problem 
with the airlines, because when the contracts were signed, the use of the 
passive segment did not incur debit memos from the airlines. No one would 
have ever signed such contracts. 

Therefore, I request that an immediate solution be found and contracts be 
amended to reflect these solutions. I look forward to hearing from you as 
soon as possible. 

Owner/Manager 

ISSAQUAH OFFICE 
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November 7, 1997 

Mr. Ron Hale, Director of Sales, nlestern Region 
System One Amadeus 
33 New Montgomery Suite 990 
San Francisco, CA 94105 

Re: Passive Segments 

Dear Mr. Hale, 

Your response to my letter regarding the use of passive segments is not only 
Iudlcrous, but unacceptable. You know very well that the decision to no longer 
use a billable segment status code is mt a decision based on our relationship 
with the airline, and, xes, this is a decision predicated on a change in our 
agreement with System One Amadeus. The change that has occurred is that 
the use of the standard passive segment (GK in SI ,  PK in IA), as defined and 
permitted according to the contract, to meet productivity requirements, is now 
an improper use of the segment, which will result in the issuance of debit memos 
from the airlines. These are not the conditions under which I signed this 
agreement. I did no# sign an agreement that incurred debit memos in the 
process of meeting my productivity requirements. 

It seems to me that System One Amadeus has two choices for rectifying this 
violation of my contract. l )We continue to honor the terms of the contract with 
the use of the passive segment, and any debit memos incurred 8 s  a result of 
this usage will be paid by System One. 2)System One will provide a segment 
status code that counts toward segment productivity but will not result in the 
issuance of debit memos from the  airline. 
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The current, signed agreement that I have with System One is, apparently, 
no longer functional. I request and expect that we will be provided with one 
of the above solutions to this problem. Until then, any shortfall in our 
productivity segments will be "paid" with the GN segments that we are having to 
use until the automation contract is properly amended. 

A recent article (Oct.30th) in Travel Weekly stated that the DOT has extended 
the deadline for input on CRS rules until December 9th. I will be sending my 
comments regarding this serious violation of my CRS contract to the DOT. In 
the meantime, I request the courtesy of an immediate resolution to this problem. 
Thank you very much. 

Since re1 y , 

Karen M. Krueger,CTC 

cc:Paul Walker, National Sales Manager 
Karen Wong, District Sales Manager 
Marsha Parker, Sales Manager 
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hls. Klueo hl. t\;tueger. Owller/Mallagel 
I'iaiel Agetits Iiitetnational 
I I45 N.W.  Ciiliriaii Uoulevatd 
Suite G I 
Issarluali. WA 98027 

f i f i :  System O I I ~  I n  fortnation Managetilelit Services dated September 7, 1995 ("Agreeineat") 

/ lCN: 50-8 13534 

I k a r  Ms. Knteget . 

'Hiis letter is in  t.esponse to your letter to Matstia Pat ker, tlitted Septernbcr 12, 1997. Systerri One Airiadeus has mid 
does apply productivity credit for all billable aiiliiie segtrietits. Tlie presetit position taken by the airlilies to issue 
ilvliil irieitios for sotrie billable segments (ptitiiatily passive seginetits) has riot altered the System One AIIIX~CUS 
s i t  ) < i t  ion. Youi ~\greetiient with Systciii O w  Aiiiadeus provides that air segirieuts booked directly with the cat1 iei 
i : . t l  l a ~ a  et i~cred iiito the System a h  cvrifiriried scgtrietits shall be counted as active billable segtnents tow;irJ 
~ l 'N l l i c l l \  11) lill )OUI ;lg"llc) 

I'iissive segiiieii~s have i n  the past represented a d  contititle to iepreserit value to the airline arid the travel agency 
coiiitriitnify, esiwcially when used in coniuriction with the sale of cruise arid tour packages. Most airlilies sIiil 
consider tlte use of passives as providing value to the end cotisutrier. I n  hct, Airiericari Airlines and Delta Airlities 
Iia\e publicly stated ha t  they accept the need for an agency to use a passive segment to service the tiaveler for criii\, 
;uId l our  sales. 

J 'oui  decision to no longer use a billable segrneti~ status code when piocessiiig your leisure custotriers is a dccisioii 
?ou made based uti your relationship with the airlilies y o u  represent as an accepted retailer of the airline producl. 
'l'ttis decision was riot predicated by a charige in  your Agreetrient with Systetn One A i t i d e ~ ~ .  We provide and will 
continue to provide you with autoitiatiori to conduct your business. 

S y ~ t e t ~ i  One Ainadeus will cotitinue to provide business solutions to this eve1 cliarigirig industry. however, we 
cannot dictate how you use those solutions. 

S i i i  ce r m  

R o l l  Ilale 
b-'esleni Regioti - Director of Sales 

cc: Mar slia Par her - Sales Manager 
Kuteii Worig - District Sales blatiager 

A n  AMA1)EIJS National Marketing Company An Affiliate of EI)S and Coritinrntal Airlines 
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Ms. Marsha Parker 
Systerii Ondhnadeus 
33 New Montgomery Tower Sk.000 
Sari Francisco, CA 94 105 

Dear Marsha, 

We have received a letter of introduction from Karcn Wong arid your position as 
SysteiiiOnc/Atiiadeus Salcs Manager. 1 alii looking forward to tncetirig you soon. 

I Iowcvcr, iii tlie mcantinic, I rtirisl :itldrcss tlic issuc of passivc segtiients, and tlie 
lcllei just rcccivctl Trow tIic Mi:iiiii ollicc. *l'liis Icllcr tlclitics tlic passivc status 
codcs arid their various uscs, as wcll ns tlic cost factor I'or thc airlincs. 

My agency has a cost factor as wcll. I also havc a lcgal contract with SystemOiie 
which not only reqiiircs productivity scgtiicnts, but specifically states that the 
G K  segtnctits count toward that protluctivity. 'l'hc fact that the airlincs arc billet! 
hy SystctnOnc for thosc scgniciits i s  no1 niy issuc. 'That is for thc airlines to rcsolvc 
in llicir contracts. 

You are well aware of the airlines' continued threats of debit iiicriios irtlic billable, 
passive segment, GK, is used. This is a major pi'obleni tliat needs an iiiimcdiate 
solution, which is not accomplished with a letter of definitions. 

I do not intend to be licld finaricially rcspoiisiblc fix a problcin that is not niine. 'I-his 
issue is betwcen the CRS conipanics and tlic airlincs. ln  the incantiiiic, I intcnd t o  
riiect my productivity requircnietits as Pollow: 

Our agency is pi iiiiarily a Iciwic. travcl agency. Wc build ninny PNRs with air scgmcnts 
booked by cruise lines, t c u r  operators, and consolidators. Wc will use tlic non-billablc 
code, GN. for tltcse segrirents, siiicc I d o  not wisli t o  incur debit tiieiiios from t i le 
ail lincs. 
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I also do not wish to incur cxpctiscs f i o t i i  SystcniOnc whcn illy billablc scgmcnts fall 
below the productivity rcquirenicnt bccausc of thc use of GN. If this docs occur, 
1 alii notifying you at this time, that I will not pay any SystcmOne charges due to the 
use of the GN segment. I aril trackiiig thosc segriictiis, arid will submit thcni as payuciif 
for any productivity shortfall. 

111 my opinion, this entire issue is in violation of my contract with SysteriiOnc. 'The 
contract provides for tiiy use or the GK segincnt. Thcrc wcrc no dcbit nicnios associatcd 
with GK scgtiierit wlicn 1 signed my cotitract. 1 expcct this provision to be upheld in sonic 
iiiariner . 

I suppose the second possibility is to corititiiic to usc the GK segnicnt as stated in my 
coiitfact. and to scrid tlic dcbit tiiciiios to SyslciiiOiic. I h t  1 rcfusc to have thc ability 
to iiicct iiiy productivity rccluii criieiits clcriictl, citlicr by tlic nirlirics or by SystcniOnc. 

cc: Karcii Wong 
Iton I Iale 
SystemOndAniadcus Cornpatiy 
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Dear ’liavel Industry Partner, 

With the growing confusion over the use of passive segments, please accept some simple guidelines for thcir iisc. 

The siniple rule: 
With few exceptions, airlines acknowledge the use of passives is necessary when the reservation is booked 
directly with the airline and claim is not available, i.c., group bookings. (Note:Aiiierica West is the present 
exccpfioi I .  ) 

Guidelines: 
Airlines with specific guidelines for the use of passive segnients, outline their guidelines in the DRS (Genie, 
AIS) pages. 

Itnportant notes: 
0 Airlines do not want to pay twice for the same segment. If you are inputting a passive segment for 

adniinistrative purposes only (invoice, itinerary, an office record of the trip), the airlines may 
conqider the segment for a debit nieiiio. 

hlost airlines agree with your need to service your customers. I f  you are inputting a passive segment 
to  request or provide a service (seat assignment, boarding pass, special meal, transmit a FQ’TV 
number), these segments should not be subject t o  a debit inemo. 

0 When used for appropriate reasons (to issue a ticket, to service the customer), passive segments are a 
1 iseful tool in your everyday business and can continue to be used. 

0 ‘I’he airline positions are still evolving. If you are unsure about a specific airline, check it out! Never 
input and then cancel a passive segment in  an attempt to work around an airline’s restriction. If you 
feel the passive segment was entered for legitiniatc reasons, do  not cancel i t  because in most cases, the 
airline is billed for both the booking and the cancellation. 

The code confusion: 
The following table should assist you in determining which passive codes to use in the System One Central 
System and in the AMADEUS Central System. 

7iurirsacf ior i Systenr Oiie Code A h4A DEUS Code 

S t a n d a r d Passive S eg 111 c :I t 
Service Passive Segment 

C;K, GI, 
1-i K ,  H 1, 
c; N Ad iii i 11 is t ra t ive Segment 

PK, 1’1, 
HK, HL 
GK, GL, GN 

‘I’hc Adniinistrative Segment (or ghost seL;inent) is used when an  office record of a trip is desired and it is riot 
appropriate to use either the standard passive or  the service segment. ‘I‘he administrative passive segment is 
not billable t o  the airline and does not count towaid productivity or billing. 

I f  you have additional questions, please contact tlic specitic airline or your System One AMADEUS sales person. 

A n  AhlA1)EUS National hlarkelitig (:onipaiiy Aii  Aff i l iate of HIS and Continental Airlines 


