
重庆江北国际机场旅客服务承诺

Passenger Service Pledge of 

Chongqing Jiangbei International Airport

	序号

No.
	流程环节

Passenger flow
	承诺内容 Pledge contents
	责任单位

	1
	国内值机

Domestic Check-in
	95%的国内旅客乘机手续排队及办理时间＜14分钟。 

Queuing & processing time less than 14 minutes for 95% passengers.
	地服公司

国航分公司

	2
	国际值机

International

Check-in
	95%的国际旅客乘机手续排队及办理时间＜18分钟。

Queuing & processing time less than 18 minutes for 95% passengers.
	地服公司

国航分公司

	3
	自助值机

Self-service Check-in
	100%的旅客使用自助值机设备的排队等候时间＜8分钟。

Queuing time less than 8 minutes for all self-service check-in passengers.
	航站楼管理部

	4
	国内安检

Domestic
Security Check
	95%的国内旅客安全检查排队等候时间＜10分钟。

Queuing time less than 10 minutes for 95% passengers.
	安检站

	5
	国际安检

International
Security Check
	95%的国际旅客安全检查排队等候时间＜8分钟。

Queuing time less than 8 minutes for 95% passengers.
	安检站

	
	
	
	

	6
	联检

Customs
and Quarantine Inspection
	100%的旅客出入境海关通关时间＜  2 分钟（需进一步检查的除外）。

Customs clearance less than 2 minutes except further inspection.
	海关

	7
	
	100%的旅客出入境检验检疫通过时间＜ 1 分钟（需进一步检查或国家行政机关启动防疫预案的情况除外）。

Arrival quarantine check less than 1 minute except further inspection or contingency plan taken by State Administration.
	检验检疫

	8
	行李交付

Baggage

Claim
	停靠廊桥航班第一件行李交付时间＜12分钟，远机位航班第一件行李交付时间<20分钟，最后一件行李＜35分钟。

Deliver time of first baggage less than 12 minutes for airbridge-flight, for apron-flight first baggage less than 20 minutes and last baggage less than 35 minutes.
	地服公司

	9
	地面交通

Ground Transportation
	机场巴士发车间隔＜30分钟，所有线路机场巴士客满立即发车。

（注：以上均以始发站计）

Departure interval for Airport Shuttle Bus less than 30 minutes, all buses will depart once fully loaded.

Remark: The interval time will be counted according to the originating station.
	空港公司

	10
	
	95%的车辆进、出停车场的排队等待时间＜3分钟。

Waiting time for vehicles entering and existing parking lot less than 3 minutes under normal circumstances for 95% passengers.
	空港公司

	11
	
	提供航站楼间免费摆渡车服务

当日国际（地区）、国内第一个航班到达、出港时间为依据，提前20分钟，至当日国际（地区）最晚一个航班到达结束服务。

Free shuttle bus provided between International & Domestic Terminals.

The interval time is from 20 minutes before the arrival or departure of the first international/regional and domestic flight to the last international flight’s arrival.
	空港公司

	12
	行李手推车

Trolley
	免费行李手推车供应充足、布局合理，便于旅客取用，可用性达98%。

Trolley should be in adequate supply and rationally distributed. They are free of charge and should be convenient and 98% available for passenger.
	航站楼管理部

	13
	商业

Commerce
	餐饮及零售商品100%明码标价，零售品牌专卖店及餐饮连锁店面的正价商品与市区相比，保持同质同价。

All foods and commodities with clear price tag. Full-price commodities in the airport retail boutiques and food chain restaurants should keep the same price and quality with shops in downtown.
	商贸分公司

	14
	
	零售商品（特价商品及特殊商品除外）30天内无理由退换货。

Refund or exchange guarantee within 30 days after purchase. (Discount & Special Product Not Applicable)
	商贸分公司

	15
	
	机场内航班开始至航班结束（餐饮分公司）时段提供营业的餐饮、便利店及自动售卖机。

Restaurant, convenience store and vending machine provided from first flight to last flight.
	航站楼管理部

餐饮分公司

商贸分公司

	16
	投诉咨询

Complaints and Inquiries
	提供24小时服务的咨询及服务质量监督电话：023-67155777。

24 Hours Service Inquiry and Supervision Telephone Provided: 023-67155777
	航站楼管理部

	17
	
	24小时受理旅客投诉；接到旅客投诉 1 个工作日

内与旅客联系，7 个工作日内给予旅客处理方案。

24 Hours Complaints Processing. Initial contact within 1 working day, Solution Feedback within 7 working days after the receipt of the comlaint.
	安质部

航站楼管理部

	18
	航班延误服务

Flight Delay Service
	遇本场特殊天气，机场和航空公司通过多种信息渠道及时将气象部门发布的异常天气预报告知旅客。

During severe weather, airport and airlines will timely announce weather forecast made by meteorological stations through various channels.
	现场指挥中心

航站楼管理部

	19
	
	航班延误超过30分钟，向旅客广播和发布航班动态信息，每10分钟更新发布一次，信息内容包括航班延误原因和计划起飞时间。

When a flight is delayed for more than 30 minutes, airlines will display flight information every 10 minutes, including the reason of delay and scheduled time of departure.
	现场指挥中心

航站楼管理部

	20
	
	航班延误2小时以上及备降航班为旅客在用餐时段内安排用餐。

用餐时间(7：00-9:00、11:00-13:00、17:00-19:00)

When a flight is delayed for more than 2 hours or there is an alternate flight, meals will be arranged for passengers during dinner time (7：00-9:00、11:00-13:00、17:00-19:00).
	地服公司

国航分公司

	21
	
	为航班延误4个小时以上及航班取消的旅客安排住宿。

1.VIP、头等舱旅客1人/间； 2. 经济舱旅客2人/间；

3 .非承运人原因造成的延误，航空公司或其代理人协助旅客安排住宿，费用由旅客自理。

When a flight is delayed for more than 4 hours or canceled, accommodation should be arranged.
1. One person per room for VIP and first-class passengers;

2. Two person per room for economy-class passengers;

3. If delay not caused by carrier, airlines or agency will assist passengers to arrange their accommodation, and the expense should be paid by passengers themselves. 
	地服公司

国航分公司

	22
	
	航班延误2小时以上为旅客提供饮料

When a flight is delayed for more than 2 hours, drinks will be arranged for passengers.
	地服公司

国航分公司

	23
	特色服务

Featured Services
	为老、弱、病、残、孕旅客提供免费轮椅、协助办理乘机手续等服务。

服务电话023-67155777
Free wheelchairs and check-in assistance for elderly, weak, sick, handicapped and pregnant passengers.

Service Telephone Number: 023-67155777
	航站楼管理部

地服公司

	24
	员工服务

Staff Service
	重庆江北国际机场全体员工遵循首问负责制要求，100%响应旅客问讯，用微笑为旅客服务，积极帮助旅客解决问题。

All staff working at Chongqing Jiangbei Int’l Airport will undertake the responsibility to complete any inquiry, making 100% response to any passenger inquiry and providing passengers with the service smilingly and assisting passengers in problem-solving.
	各单位


声明：上述承诺均为重庆江北国际机场及其联合单位在自身职责、权限和控制范围内做出的具体承诺。在某些极端情况、意外事件或执行国家机关的有关紧急规定的情况下，可能会出现无法实现上述承诺中的部分内容的情形。在这些情形下，重庆机场及其联合单位将尽力把对旅客带来的不便降低到最小程度。

Declaration: Above-mentioned commitments are in the scope of Chongqing Jiangbei Int’l Airport and the related Committee members. In extreme or contingency cases, or when implementing the related emergency tasks required by the State Administration, it is possible that some of the commitments cannot be fulfilled. If such cases, Chongqing Jiangbei Int’l Airport and the Committee members will take every effective measures to minimize the inconvenience caused thereof.
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