\ Samgongustofa

Urskurdur

Samgongustofu nr. 76/2026 vegna kvortunar um aflysingu a flugi
Icelandair nr. FI603 pann 20. mars 2026

1. Erindi

bann 13. april 2026 barst Samgongustofu (SGS) kvortun fra A (kvartandi). Kvartandi atti bokad
far med flugi nr. F1603 & vegum Icelandair (FI) kl. 17:00 pann 20. mars 2026 fra Keflavik til
Toronto. Kvartandi atti svo tengiflug med 60rum flugrekanda undir annarri bokun fra Toronto.
Fluginu var aflyst ad morgni brottfarardags.

f erindi kvartanda kom m.a. fram:

Flight FI603 was cancelled on March 20, 2026. Icelandair failed to rebook me for over
72 hours despite repeated urgent requests and direct escalation to executive leadership.
During a support chat on March 20, Icelandair's agent stated flight FI617 was fully
booked - I subsequently booked seats on that same flight independently, confirming
available capacity. This directly contradicts any claim that all reasonable measures were
taken. I formally demanded EU261 compensation via email on March 23, 2026. No
response was received within the 14-day deadline stated in my demand. Icelandair's
CEO forwarded my complaint to Customer Care on March 21, 2026, acknowledging
the lack of rebooking, conflicting information, and mishandling of my emergency
support request. All documentation available upon request.

Kvartandi fram & stadladar skadabatur a grundvelli reglugerdar EB nr. 261/2004 um
sameiginlegar reglur um skadabaetur og adstod til handa farpegum sem er neitad um far og
pegar flugi er aflyst eda mikil seinkun verdur, sbr. reglugerd nr. 466/2024 um réttindi
flugfarpega.

IL. Malavextir og bréfaskipti

SGS sendi kvértunina til umsagnar FI med tolvupésti pann 14. april 2026. [ svari FI, sem barst
pann 8. mai kemur eftirfarandi fram:

Visad er i kvortun med tilvisunarnumer 2604832 vegna nidurfellingar & flugi FI1 603 fra
Keflavik til Toronot pann 20. mars sl. Farpeginn Anastasia Georgalis (hér eftir
kvartandi) gerir kréfur um beatur og endurgreidslu & utlgdgdum kostnadi fyrir nytt flug
vegna nidurfellingarinnar.

Krafa kvartanda um stadladar beetur virdist fyrst og fremst byggja & peim rokum ad
vegna pess ekki var unnt ad bjoda nytt flug 4 lokaafangastad fyrr en pann 23. mars hafi
félagio bakad sér botaskyldu og ad sama skapi beri félaginu ad endurgreida kvartanda



kaup 4 farmioum me0 flugi Icelandair fra Keflavik til JFK 22. mars og flugi med United
Airlines  fr&  Newark til  Dallas  Fort  Worthpann  23.  mars.

Ekki virdist vera sérstakur agreiningur um ad flugi FI 603 hafi verid aflyst vegna
ovidradanlegra adsteedna. Engu ad sidur er asteda til ad gera stuttlega grein fyrir asteedu
pess ad fluginu var aflyst.

Umraeddu flugi var aflyst vegna pess su verduspa sem gilti fyrir 20. mars spadi fyrir um
vindhvidum yfir 50 hnitum auk urkomu, pa gatu vindhvidur farid timabundid i 63 hnuta
auk pess sem batt gat i urkomu med tilheyrandi dhrifum 4 skyggni 4 jordu nidri. Sbr.
eftirfarandi vedurspa: ...

Var pvi tekin su akvordun ad aflysa 6llum eftirmiddags og kvoldflugum pennan daginn.
Afstada félagsins er st ad umradd aflysing s¢ tikomin vegna dvidradanlegra adsteedna
i skilningi 14. inngangstdlulidar og 3. mgr. 5. gr. reglugerdar EB nr. 261/2004 (sja
vedurgogn i vidhengi).

Vegna takmarkads sataframbod var ekki unnt ad titvega kvartanda nytt flug fyrr en 23.
mars en kvartanda var bodid far med flugi FI 603 pann daginn.

Kvartandi 4kvad hins vegar ad afboka farmida sinn gegn fullri endurgreidslu og leggja
sjalf ut fyrir flugi med Icelandair til JFK og padan afram til Dallas Forth Worth sem er
ekki sami lokaaafangastadur og tiltekinn er i farmida kvartanda fyrir flug FI 603, sem
er med lokaafangastad i Toronto i Kanada.

Afstada félagsins er st ad kvartanda hafi verid bodid flug 4 lokaadfangastad vio fyrsta
mogulega tekiferi og med sambarilegum flutningskilmalum, 1 samreemi vid pad sem
bodid er i 8. gar. reglugerdar EB nr. 261/2004.

bau farmidakaup sem kvartandi kaus sjalfur ad bera kostnad af voru 4 6dru farrymi,
Economy, en boékun kvartanda til Toronto innihélt farmida 4 Saga Premium
farrymi. Astzeda pess ad ekki var hagt ad bjoda kvartanda ad breyta flugmida sinum i
flug FI 617 var su ad ekki voru laus seti & samberilegu farrymi i pvi flugi, en adeins
var laust a Economy farrymi.

b4 var um allt annan afangastad ad reda en lokaafangastadur &4 farmida kvartanda var
eins og 4adur segir Toronto. Félagid getur pvi ekki borid skyldu & grundvelli
reglugerdarinnar ad Utvega kvartanda far til JFK og padan aleidis til Dallas Forth
Worth.

Félagid arrettar einnig ad astedan fyrir pvi ad ekki reyndist mogulegt ad utvega
kvartanda far fyrr en 23. mars ma rekja til pess a0 takmarkad frambod af saetum var i
bodi. bessu til stadfestingar visar félagid til upplysinga um bokunarstodu til



Toronto sem finna ma i vidhengi, en umraedd gogn syna fram 4 ad fullbokad var i flugin
til Toronto badi 21. og 22. mars.

Med visan til ofangreinds var pvi kvartanda bodinn raunhaf breyting a flugleid sem var
innan edlilegs tima i 1josi adstedna.

Eins og 4dur kemur fram pa afbokadi kvartandi flug sitt til Toronto gegn fullri
endurgreidslu, var afboékunarbeidnin send pann 22. mars.

Afstada félagsins er su ad pegar kvartandi kaus ad afboka flugmidana gegn fullri
endurgreidslu hafi adrar skyldur sem leida af 8. gr. reglugerdarinnar ekki lengur hvilt 4
herdum félagsins. Visar félagid i pvi samhengi til eftirfarandi orda sem koma fram i
tulkunarleidbeiningum peim sem fylgja reglugerdinni:

"As a general principle, if the passenger is denied boarding or is informed about the
cancellation of the flight and is correctly informed of the available options, the choice
offered to passengers under Article 8(1) is to be made only once. In such cases, as soon
as the passenger has chosen one of the three options under Article 8(1), points (a), (b)
and (c), the air carrier no longer has any obligations linked to the other two options."

(Sja kafla 4.2)

b4 er 60rum krofulidoum eins og kréfu um endurgreidslu a fyrirframgreiddri pjonustu
sem kvartandi gat ekki notfert sér motmelt (flugmida med Air Canada) sem og krofu
um endurgreidslu 4 bilaleigubil og bensinkostnadi auk bilastedagjalda og 60rum
tengdum kostnadi.

Endurgreidslukrafa fyrir ofangreinda kostnadarlidi getur ekki grundvallast 4 reglugerd
EB 261/2004.b4 bykir asteda ad benda & ad pott farpegar geti gert krofu um kostnad
vegna ferdakostnadar til og/eda fra flugvelli 4 grundvelli 9. gr. reglugerdarinnar pa leidir
pad ekki til pess ad flugrekanda sé skylt ad greida allan ferdakostnad sem til stofnast &
medan ad roskun stendur heldur takmarkast skyldan vid ferdir til og fra flugvelli sem
reynast naudsynlegar og eru tilkomnar vegna rOskunarinnar.

Aflysingin 4 flugi FI 603 var tilkynnt mérgum klukkustundum fyrir deetlada brottfor og
par af leidandi var oparfi fyrir kvartanda ad gera sér ferd 4 flugvollinn. A kvartandi pvi
ekki rétt a endurgreidslu fyrir ferdakostnad.

Félagid hefur hins vegar sampykkt a0 endurgreida kvartanda utlagdan kostnad fyrir
hoételgistingu og vegna faedis.

Meodfylgjandi eru vedurupplysingar og upplysingar um bokunarstodu sem visad er i hér
a0 framan.

SGS sendi kvartanda svar FI til umsagnar pann 11. mai 2026. { svari kvartanda kom fram:
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Thank you for forwarding Icelandair’s response. I am writing to provide my comments
on the airline’s submission in connection with complaint no. 2604832.

I must respectfully but firmly dispute several material points raised by Icelandair.

1. THE REFUND WAS NOT A VOLUNTARY CHOICE - IT WAS A FORCED
OUTCOME

Icelandair’s reliance on Commission Interpretative Guidelines section 4.2 is misplaced.
That provision contemplates a genuine, informed choice between three options
presented to a passenger. No such genuine choice existed here. I was stranded in
Reykjavik for over 72 hours with no viable rebooking offered by Icelandair. Repeated
urgent requests were made via phone, chat, and in person at Keflavik airport - where I
was turned away and told to use the chat function, which itself failed multiple times over
the course of hours. There was a pressing work obligation requiring an urgent return
home. After 72+ hours of no resolution, independently sourcing a flight when a seat
finally became available was the only remaining option. Requesting a refund under
those circumstances was not a free and informed exercise of choice - it was the only
practical option remaining after Icelandair exhausted every other avenue. The
Commission Guidelines cannot be used to extinguish Article 9 right of care obligations
for costs already incurred during the stranding period prior to the refund request.

2. ARTICLE 9 RIGHT OF CARE OBLIGATIONS CANNOT BE EXTINGUISHED
BY AN ARTICLE 8 REFUND ELECTION
Article 9 right of care - covering meals, accommodation, and transport - is a separate
and independent obligation from Article 8 rerouting. The European Court of Justice has
consistently held that these obligations run in parallel and are not contingent on each
other. The expenses incurred for accommodation and meals during the 72+ hour
stranding period were incurred before a refund was requested and are fully claimable
under Article 9 regardless of any subsequent Article 8 election. Icelandair’s partial offer
acknowledges this in principle but applies arbitrary caps of EUR 65/day for meals and
EUR 200/night for accommodation that have no basis in the text of Regulation (EC) No
261/2004. Article 9 requires reasonable expenses - the documented expenses were
reasonable, and non-reimbursable items such as alcohol had already been excluded from
the claim prior to submission.

3. REPLACEMENT FLIGHT COSTS ARE REIMBURSABLE
Icelandair argues that the final destination was Toronto and therefore flights to JFK and
onward to Dallas are not reimbursable. This argument fails for two reasons.
First, the true final destination was Dallas, Texas. Toronto was an intermediate
connection point on a multi-leg itinerary. A pre-purchased onward Air Canada flight
from Toronto to Dallas was booked for the following morning. The ultimate destination
was always  Dallas. Icelandair  was aware of  this  context.
Second, and more fundamentally, Icelandair failed to rebook on any flight to any
destination - Canada or the United States - for over 72 hours despite explicit requests



for any available option. Repeated requests were made for any flight to Canada or the
US and none were provided. When availability on flight F1617 was eventually identified
independently, it was booked in Economy class - at a higher cost than the original Saga
Premium fare on FI603. The fact that a higher price was paid for a lower class of service
directly demonstrates the financial harm caused by Icelandair’s failure.

The replacement flights to JFK and onward to Dallas were not a discretionary choice -
they were the only seats that became available after 72+ hours of stranding and were the
direct and foreseeable consequence of Icelandair’s failure to fulfill its rerouting
obligations.

4. THE FIel7 SAGA PREMIUM CLAIM IS  MISLEADING
Icelandair states that no Saga Premium seats were available on FI617 and that this is
why rebooking was not possible. At no point during any interactions - via chat, phone,
or in person at the airport - did any Icelandair representative communicate this. The
flight was simply described as fully booked. There was never an opportunity to make
an informed decision about traveling in Economy class on FI617. Had it been
communicated that Economy seats were available, they would have been accepted
immediately. Icelandair’s failure to communicate this option is a separate and material
failure of their obligations.

5. TRANSPORTATION COSTS ARE REIMBURSABLE
Icelandair argues that because the cancellation was notified hours before departure,
travel to the airport was unnecessary. This is factually incorrect. I traveled to Keflavik
airport in person because phone and chat support had failed repeatedly over multiple
hours. The pre-existing car rental was a contractual obligation that required extensions
solely because Icelandair failed to rebook within the original rental period. The rental
agreement contractually required the vehicle to be returned with a full tank. These are
not discretionary travel expenses - they are direct and necessary costs of the disruption
period.

6. AIR CANADA CANCELLATION FEES
The cancellation of the onward Air Canada flight from Toronto to Dallas was a direct
and foreseeable consequence of Icelandair’s failure to deliver to Toronto as contracted.
These cancellation fees represent a direct financial loss caused by the disruption and
should be reimbursed accordingly.
In summary, I respectfully request that ICETRA rule that Icelandair is obligated to
reimburse all documented out-of-pocket expenses in full, without arbitrary caps,
including accommodation, meals, replacement flights, car rental extensions, fuel,
parking, baggage fees, communication costs, and Air Canada cancellation fees. I further
maintain my claim for EU Regulation 261/2004 Article 7 fixed compensation of EUR
600.

All supporting documentation previously submitted remains available and I am happy
to provide any additional evidence upon request.
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III. Forsendur og nidurstada Samgongustofu

SGS fer med eftirlit med réttindum neytenda samkvaemt dkveedum XVI. kafla laga um loftferdir
nr. 80/2022 og skal gripa til videigandi adgerda til ad tryggja ad réttindi farpega séu virt, sbr. 2.
mgr. 207. gr. laganna.

Farpegar og adrir sem eiga hagsmuna ad gata geta skotid agreiningi er vardar fjarhagslegar
krofur og einkaréttarlega hagsmuni samkvaemt dkveedum XVI. kafla laga um loftferdir til SGS,
sbr. 1. mgr. 208. gr. laganna. Naist ekki samkomulag eda satt skal SGS skera r agreiningi med
urskurdi.

Samkvaemt 1. mgr. 204. gr. somu laga er flugrekanda skylt ad veita farpegum adstod og eftir
atvikum greida peim batur, 1 samraemi vid pau skilyrdi sem sett eru i reglugerd sem radherra
setur, ef: tjon hefur ordid vegna tafa & flutningi, farpega er neitad um far, flugi er aflyst eda
pegar flutningi er flytt.

Um réttindi flugfarpega er fjallad i reglugerd EB nr. 261/2004 um sameiginlegar reglur um
skadabetur og adstod til handa farpegum sem neitad er um far og pegar flugi er aflyst eda mikil
seinkun verdur, sem var innleidd hér & landi med reglugerd nr. 466/2024. Samkvaemt 2. gr.
reglugerdar nr. 466/2024 er SGS sa adili sem ber abyrgd & framkvaemd reglugerdarinnar
samanber 16. gr. reglugerdar EB nr. 261/2004.

Um aflysingu flugs og pa adstod sem flugrekandi skal veita i slikum tilvikum er fjallad um i 5.
gr. reglugerdar EB nr. 261/2004. Samkvamt 1. mgr. 5. gr. skal farpegum ef flugi er aflyst, bodin
adstod af halfu flugrekandans i samraemi vid 8. gr. og a-1id 1. mgr. 9. gr. og 2. mgr. 9. gr. 8.
gr. reglugerdarinnar er fjallad um rétt farpega til pess ad fa endurgreitt eda ad fa flugleid breytt.
bar kemur nanar tiltekid fram ad flugfarpegar eigi eftirfarandi kosta vol; ad fa innan sjo daga
endurgreitt ad fullu upprunalegt verd farmidans, ad breyta flugleid med samberilegum
flutningsskilyrdum til lokadkvordunarstadar eins fljott og audio er eda ad breyta flugleid med
sambarilegum flutningsskilyroum og komast til lokadkvrdunarstadar sidar meir.

Auk framangreinds gildir ad sé flugi aflyst eiga farpegar rétt 4 skadabotum fra flugrekanda i
samrami vid 7. gr., hafi ekki verid tilkynnt um aflysingu 4 pann hatt sem melt er um i i) — iii)
lidum c-lidar 1. mgr. 5. gr. betta gildir nema flugrekandi geti synt fram & ad flugi hafi veriod
aflyst af voldum 6vidradanlegra adsteedna sem ekki hefdi verid hagt ad afstyra jafnvel pott
gerdar hefou verid allar naudsynlegar radstafanir, sbr. 3. mgr. 5 gr. reglugerdarinnar.

Loftferdalogum nr. 80/2022 og reglugerd EB nr. 261/2004 er &tlad ad tryggja rika vernd fyrir
farpega sem neytendur flugpjonustu. Meginreglan samkvaemt reglugerd EB nr. 261/2004 er
réttur farpega til skadabota skv. 7. gr. reglugerdarinnar s¢ um ad rada aflysingu eda mikla
seinkun & brottfarartima flugs og ber ad skyra undantekningarreglu 3. mgr. 5. gr.
reglugerdarinnar prongt, sbr. dom Evrépudomstolsins fra 22. desember 2008, i mali C-549/07
Friederike Wallentin-Hermann v Alitalia.



Stadladar skadabzetur

Fyrir liggur 1 mélinu ad kvartandi atti bokad far med flugi nr. FI603 fra Keflavik til Toronto.
pann 20. mars 2026 og ad fluginu var aflyst med tilkynningu ad morgni brottfarardags. Alitaefni
pessa mals er hvort aflysing & flugi kvartanda sé botaskyld & grundvelli reglugerdar EB nr.
261/2004, sbr. reglugerd nr. 466/2024. I pvi samhengi kemur til skodunar hvort ad aflysingu a
flugi kvartanda megi rekja til 6vidradanlegra adstedna i skilningi 3. mgr. 5. gr. reglugerdar EB
nr. 261/2004.

Vid medferd malsins var sérfredingur flugrekstrardeildar SGS bedinn um ad leggja mat a
framlogd vedurgogn FI til ad skera Gr um hvort ad veduradstedur i Keflavik pann 20. mars
2026 hafi verid med peim hatti ad forsvaranlegt hafi verid af halfu FI a0 aflysa flugi kvartanda.
Sérfraedingur SGS stadfesti ad framldgd vedurgdgn FI vaeru negileg astaeda til aflysingar flugs
kvartanda.

Med hlidsjon af peim upplysingum sem koma fram i svari sérfredings SGS er pad mat
stofnunarinnar ad aflysing & flugi kvartanda nr. FI603 pann 20. mars 2026 falli i flokk
ovioradanlegra adstedna 1 skilningi 3. mgr. 5. gr. reglugerdar EB nr. 261/2004.

Samkvaemt h-1id gr. 5.2.2 af leidbeiningum ESB um framkvaemd reglugerdar 261/2004' telst
seinkun eda aflysing flugs vegna alags 4 flugvelli af voldum erfidra vedurskilyrda sem
ovioradanlegar adsteedur. bad er 1jost af gognum malsins ad dllu flugi fra Keflavik var aflyst
pann 20. mars 2026 sem kalladi 4 ad IA purfti ad endurskipuleggja flug mjég margra farpega
nastu daga. Pad er mat SGS ad med pvi ad bjoda kvartanda nytt flug & afangastad 72 klst. fra
aetludum komutima undir sambarilegum flutningsskilyrdum, eftir paer adstedur sem
skopudust i Keflavik pann 20. mars 2026 hafi FI uppfyllt skyldur sinar skv. 8. gr. reglugerdar
261/2004.

A0 mati SGS hefur FI pannig synt fram 4 ad félagido hafi lagt sig fram vid ad takmarka
afleidingar af hinum 6vidradanlegu adstedum eftir bestu getu. Er krofu kvartanda um stadladar
skadabetur &4 grundvelli reglugerdar EB nr. 261/2004, sbr. reglugerd nr. 466/2024, pvi hafnad.

Krafa um afleitt tjon

Kvartandi gerir einnig krofu um endurgreidslu kostnadar vegna farmida sem kvartandi gat ekki
notad med Odrum flugrekanda fra Toronto. SGS hefur ekki akvordunarvald um slikar
botakrofur skv. reglugerd EB nr. 261/2004, 16gum um loftferdir nr. 80/2022 og reglugerdum
med stod 1 peim 16gum. Verdur kvartandi pvi ad leita réttar sins fyrir peirri krofu hans 4 66rum
vettvangi.

! Commission Notice — Interpretative Guidelines on Regulation (EC) No 261/2004 of the European Parliament
and of the Council establishing common rules on compensation and assistance to passengers in the event of denied
boarding and of cancellation or long delay of flights and on Council Regulation (EC) No 2027/97 on air carrier
liability in the event of accidents



Urskurdarorod

Krofu kvartanda um stadladar skadabatur Gr hendi Icelandair vegna aflysingar & flugi nr. F1603
pann 20. mars 2026 samkvamt reglugerd EB nr. 261/2004 sbr. reglugerd 466/2024, er hatnad.

Krofu kvartanda um afleitt tjon er hathad.
Samkvaemt 4. mgr. 208. gr. laga um loftferdir nr. 80/2022 verdur urskurdi Samgongustofu ekki
skotid til annarra stjornvalda. Pegar trskurdur hefur verid kvedinn upp geta adilar lagt agreining

sinn fyrir domstol 4 venjulegan mata. Malshofoun frestar ekki heimild til adfarar skv. 6. mgr.
208. gr.

Reykjavik, 2. jili 2026

Omar Sveinsson Kristin Helga Markusdottir



