\ Samgongustofa

Urskurdur

Samgongustofu nr. 147/2025 vegna kvortunar um neitun a fari
med flugi Icelandair nr. FI618 pann 25. juli 2025

1. Erindi

bann 3. agust 2025 barst Samgongustofu (SGS) kvortun fra AB (kvartendur). Kvartendur attu
bokad far med flugi nr. FI618 & vegum Icelandair (IA) kl. 23:10 pann 25. juli 2025 fra New
York til Keflavik. Kvartendum var neitad um far par sem gildistimi ferdaskilrikja fullnegdi
ekki framsettum kréfum.

{ erindi kvartenda kemur fram:

I am writing to formally file a complaint regarding a recent issue with Icelandair. My
partner and I were denied boarding on our flight to Iceland on July 25th 2025, because
my passport was set to expire in August 2025. While we understand the importance of
meeting entry requirements, we were not informed at any stage during the booking or
check-in process that a passport with less than 3 or 6 months’ validity could result in
denied boarding. The tickets were purchased directly through the Icelandair website,
and no warnings or travel advisories were issued to alert us of this restriction. We also
upload both passports in the check in process, and no issue was informed, resulting in a
success check in. After we were denied boarding at the airport, we spoke in the Airport
with the supervisor on duty, Kasun Adinarige, who explicitly informed us that since the
incident occurred before departure, the airline would allow us to reschedule or rebook
our flights. However, no such option was ever offered or made available to us
afterwards. As a result of the denied boarding, we lost the full value of our flights, as
well as prepaid accommodation and car rental and tickets for two Lagoon. We have
communicated by phone three times since this happened, and no response has been
given to us yet. We believe this constitutes a failure in Icelandair’s duty to inform
passengers of relevant travel restrictions and to uphold our passenger rights. In
accordance with Regulation (EC) No 261/2004, we are entitled to compensation in cases
of denied boarding unless there are justified reasons — and a lack of timely or clear
communication about entry restrictions is not a justified reason. We hereby request the
following: « A fulll refund for the unused flights, * Compensation for associated losses
(accommodation and car rental), * A review of Icelandair’s passenger communication
and rebooking procedures. Attached you will find copies of the booking confirmation,
passport details, and receipts for related services. Thank you for your assistance in
resolving this matter.



Kvartendur fara fram 4 stadladar skadabeatur 4 grundvelli reglugerdar EB nr. 261/2004 um
sameiginlegar reglur um skadabatur 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.

Einnig fara kvartendur fram & endurgreidslu farmida og fyrirframgreiddrar pjonustu sem peir
gatu ekki nytt sér.

II. Malavextir og bréfaskipti

SGS sendi kvértunina til umsagnar IA med tolvupésti pann 5. aguast 2025. I svari IA, sem barst
pann 8. agust 2025, kemur eftirfarandi fram:

Eins og kemur fram i kvortuninni pa var kvartanda neitad um byrdingu i umratt flug
vegna pess a0 gildistimi vegabréfs kvartanda var ekki prir médnudir umfram aetladan
brottfaradag fr4 Islandi. Kvartandi er rikisborgari rikis sem er utan EES og EFTA og pvi
er logum samkvamt gerdur ddurgreindur askilnadur um gildistima & ferdaskilrikjum
pegar ferdast er til landsins.

[ 1id 2. gr. reglugerdar EB nr. 261/2004 kemur fram ad pad falli ekki undir hugtakid
»farpega neitad um far* pegar réttmatar astaedur eru 4 bak vid dkvordunina um ad meina
farpega um ad ganga um bord t.d. ef ferdaskilriki eru 6fullnaegjandi.

Med visan i ofangreint akvaedi reglugerdarinnar er pad afstada félagsins ad hafna beri
Ollum krofum kvartanda par sem ekki var um neitun 4 fari i skilningi 4. gr.
reglugerdarinnar ad reda.

Kvartandi byggir 4 pvi 1 kvortuninni ad félagiod sé botaskylt vegna pess ad upplysingum
um lagmarksgildistima ferdaskilrikja vid ferdalog til Islands hafi ekki verid komid a
framfeaeri med naegjanlega dberandi heetti vid bokunarferlid. Pessum rokum er métmaelt
og pykir astada til ad fjalla stuttlega um petta atrioi.

[ pessu samhengi visar félagid fyrst og fremst til flutningaskilmala Icelandair sem
sampykktir voru vid farsedlakaup kvartanda en i 13. gr. skilmalana er ad finna
eftirfarandi dkveedi:

13.1.1 Farpegi ber abyrgd & pvi a0 afla sér allra askilinna ferdaskjala og vegabréfsaritana
og fylgja 6llum 16gum, reglugerdum, fyrirmaelum, kréfum og ferdakrofum i peim
l6ndum sem fljuga skal fra, inn i eda um.

13.1.2 Flugrekandi skal ekki bera abyrgd 4 afleidingum fyrir neinn farpega vegna pess
a0 farpegi hefur ekki fengio slik skjol eda vegabréfsaritanir i hendur eda ekki farid ad
tédum 1ogum, reglugerdum, fyrirmaelum, krofum, skilmdlum, reglum eda
leidbeiningum.



Pad kemur pvi skyrt fram i ofangreindum skilméalum ad pad sé¢ dbyrgd farpeganna ad
bua svo um hnuatana ad ferdaskilriki séu fullnaegjandi og i samreemi vid gildandi reglur
a afangastad.

Auk pess ma nefna ad upplysingum um ferdaskilriki og ferdagogn er midlad til farpega
a vefsiou Icelandair. Ad sjalfsogdu er gerdur fyrirvari um ad abyrgo farpegans i pessum
efnum en upplysingarnar er vissulega ad finna & vefsiounni, sja t.d. hér:

https://www.icelandair.com/support/pre-flight/immigration-and-entry-rules/
Félagio itrekar pvi afstodu sina um ad hatna beri kréfu kvartanda.
SGS sendi kvartendum svar IA til umsagnar pann 11. agust 2025. { svari kvartenda kom fram:

While Icelandair asserts that boarding was denied due to insufficient passport validity
and refers to Article 2(j) of Regulation (EC) No. 261/2004, I respectfully submit the
following points in support of my claim for full reimbursement of the ticket:

1. Lack of clear and prominent information

The requirement that non-EEA/EFTA passengers’ passports must be valid for at least
three months beyond the intended departure date from Iceland was not clearly indicated
during either the booking process or the check-in procedure.

During the airline’s online check-in process, the full passport details — including
expiration date — were entered without any warning being issued regarding non-
compliance with entry requirements. This deprived the passenger of any opportunity to
obtain a new passport on the morning prior to the flight, which would have allowed him
to board the scheduled evening flight.

Referring only to the general “Conditions of Carriage” (Article 13) or to a generic
website link does not meet the airline’s duty to provide essential information in a clear
and contextual manner before the passenger commits to the purchase.

This constitutes a failure to inform, in breach of Directive 2011/83/EU on consumer
rights (Articles 5—6) and Directive 2005/29/EC on unfair commercial practices (Article
7 — omission of essential information).

2. Airline’s knowledge of passenger’s nationality and document details

During booking and check-in, Icelandair collected both the nationality and full passport
details of Mr. Zitarosa, including the expiration date. Therefore, the airline knew or
should have known that he was subject to specific passport validity requirements.

By failing to issue a personalized warning at that stage, Icelandair breached its duty of
due diligence and fair treatment to the passenger.

3. Burden of proof



According to standard practice in ECC-Net cases, when the passenger alleges a lack of
prior warning, the burden of proof lies with the airline.

Icelandair must provide evidence (e.g., screenshots, logs) showing that the passenger
was adequately informed prior to purchase or check-in.

In the absence of such proof, the airline’s defense based on Article 2(j) of Regulation
261/2004 is insufficient.

4. Proportionality and lack of assistance

Denying boarding without offering reasonable alternatives (such as assistance to board
another flight or guidance on meeting requirements) is disproportionate and attributable
to the airline, not the passenger.

In this case, Icelandair offered no assistance whatsoever: no refreshments, no water, no
overnight accommodation (which we had to pay out of pocket), and no transport from
the airport to the city after the denied boarding.

Upon our repeated requests, we were only given the phone number for the airline’s
reservations department, which was already closed at the time.

After further insistence, we were able to speak with the airline supervisor, Mr. Kasun
Adiranige, who assured us that, as this situation occurred before the commencement of
travel, we would be guaranteed a flight on another date.

5. Right to reimbursement

Even if the case does not meet the criteria for compensation under Regulation 261/2004,
the lack of information and assistance constitutes a breach of contract and a failure to
exercise the duty of care.

Consequently, Mr. Zitarosa is entitled to a full refund of the ticket price.
6. Evidence submitted

We have duly submitted to the Icelandic Transport Authority all documentation
requested, including all information supporting our claim:

Booking confirmation and purchase emails.
Passport information showing the relevant expiration date.

Check-in completed and accepted by the airline, in which all passport details were
entered without any warning being issued.

Proof of payment for the seat purchased on the flight from which we were denied
boarding.

Proof of hotel bookings in Iceland that could not be used.



Proof of excursions in Iceland that were lost as a result of the denied boarding.
Proof of car rental in Iceland that could not be used.
Conclusion

In light of the above, I respectfully request that the Icelandic Transport Authority
instruct Icelandair to refund the full cost of the ticket purchased by Mr. Zitarosa, due to
the airline’s failure to provide adequate information and assistance in the event of denied
boarding, as well as its breach of contractual obligations.

III.  Forsendur og nidurstada Samgongustofu

SGS fer med eftirlit med réttindum neytenda samkvemt 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 4greiningi med
urskurdi.

Samkvamt 1. mgr. 204. gr. somu laga er flugrekanda skylt ad veita farpegum adstod og eftir
atvikum greida peim batur, i samraemi vid pau skilyrdi sem sett eru 1 reglugerd sem radherra
setur, ef: tjon hefur ordid vegna tafa 4 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
skadabatur og adsto0 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 & framkvemd reglugerdarinnar
samanber 16. gr. reglugerdar EB nr. 261/2004.

[ 3. mgr. 4. gr. reglugerdar EB nr. 261/2004 kemur fram ad ef farpega er neitad um far skal
hann eiga rétt 4 skadabotum skv. 7. gr. reglugerdarinnar og rétt til ad fa endurgreitt eda ad breyta
flugleid samkvemt 8. gr. reglugerdarinnar. | j-1id 2. gr. reglugerdar EB nr. 261/2004 ma sja
skyringu 4 hugtakinu ad farpega sé meinad ad ganga um bord pott hann hafi gefio sig fram til
pess samkvamt skilyrdum peim sem melt er fyrir um i 2. mgr. 3. gr. reglugerdarinnar, nema
réttmaetar asteedur séu til pess, t.d. af heilbrigdis- eda oryggisastedum eda ef ferdaskilriki eru
ofullnaegjandi.

Stadladar skadabaetur
SGS tekur 1 mali pessu til skodunar hvort kvartendur eigi rétt 4 skadabotum vegna neitunar 4
fari 4 grundvelli reglugerdar EB nr. 261/2004. [ malinu liggur fyrir ad kvartendum var synjad
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um bordgéngu med flugi FI618 fra New York til Keflavikur pann 25. juli 2025. Alitaefni
malsins vardar pvi hvort ad s synjun hafi verio réttmeet i skilningi j-lidar 2. gr. reglugerdar
EB nr. 261/2004. [ j-1id 2. gr. segir:

»farpega neitad um far*: farpega er meinad ad ganga um bord pott hann hafi gefio sig
fram til pess samkvaemt skilyrdunum sem melt er fyrir um i 2. mgr. 3. gr., nema
réttmaetar astedur séu til pess, t.d. af heilbrigdis- eda Oryggisastedum eda ef
ferdaskilriki eru 6fullnegjandi,*

Af malsgdgnum i mali pessu liggur fyrir ad mati SGS ad kvartandi uppfyllti ekki skilyrdi til ad
hljota inngdéngu & Schengen-svadid. Jafnframt kemur eftirfarandi skyrt fram i skilmalum IA
»13.1.1 Farpegi ber abyrgd a pvi ad afla sér allra askilinna ferdaskjala og vegabréfsaritana
og fylgja ollum l6gum, reglugerdoum, fyrirmeelum, krofum og ferdakrofum i peim londum sem
fliviga skal frd, inn i eda um.“ I framangreindu akvaedi skilméalanna kemur skyrt fram ad pad er
a abyrg0 farpega ad tryggja ad peir uppfylli videigandi krofur um ferdaskilriki. Er pad pvi mat
SGS ad réttmatar dstedur hafi stadid til pess ad kvartendum var synjad um bordgoéngu. Eru
skilyrdi stadladra skadabota og endurgreidslu kostnadar skv. 3. mgr. 4. gr. sbr. 7. gr. og 8. gr.
reglugerdar EB nr. 261/2004 pvi ekki uppfyllt. Er kr6fum kvartenda pvi hafnad.

Urskurdarord

Kréfum kvartenda um stadladar skadabaetur Ur hendi Icelandair vegna neitunar & fari med flugi
nr. FI618 pann 25. juli 2025 samkvaemt reglugerd EB nr. 261/2004 sbr. reglugerd 466/2024, er
hafnad.

Krofum um endurgreidslu farmida og fyrirframgreiddrar pjonustu er hafnad.
Samkvemt 4. mgr. 208. gr. laga um loftferdir nr. 80/2022 verdur urskurdi Samgongustofu ekki
skotid til annarra stjornvalda. begar trskurdur hefur verid kvedinn upp geta adilar lagt agreining

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

Reykjavik, 25. november 2025

Omar Sveinsson Ludvig Arni Gudmundsson



