
GLOBAL SALES SUPPORT
LATAM Policy Waiver



We inform you that a new module is now available for 
automated exception requests related to ticket changes 
or refunds, specifically for situations in which the 
passenger is unable to travel due to:

General medical cases

Documentation issues

This new LATAM Trade feature gives you more autonomy 
and convenience, bringing greater efficiency to you and 
your customers.

Policy Waivers on LATAM 
Trade

Types of Exceptions

Medical Reasons

Documentation Issues

Requests for exceptions due to travel document problems, such as loss, theft, or expired documents.
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Requests for exceptions in health-related situations where there is no hospitalization, but the 
passenger is required to rest or refrain from traveling.

Requirements to submit a Policy Waiver request:
To request a Policy Waiver, it is mandatory to have an active PNR that includes all passenger information, 

and the transaction must be completed using a fare equal to or higher than the original ticket.

Passenger Information:

Full name

LATAM Pass number (if applicable)

Valid identification document

Important



Once you log in to LATAM Trade, the “Policy Waivers” menu will be available on 
the main screen.

Important: To process Policy Waiver transactions, users need to have the following profiles:

Agency Admin Matrix

Travel Agent Matrix (Total)

 Travel Agent Matrix (Waiver)
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Profile with permission to execute LATAM waiver requests.

Has permissions to manage agency access within LATAM Trade, including  waiver management.

Profile with permission to execute LATAM waiver requests



The new module will be available for automatic transactions related to:

Medical reasons1 Documentation Issues
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To get started, click on:

Solicitar Waivers1 Enter the PNR2 Click on Search3

in the Comments section, include the following information:



The system will load the PNR data. Verify that the information is correct and click Continue to 
proceed with the transaction.

Click Continue to proceed.
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Select the Waiver Type: Change or Refund

Waiver: Changes
The selected option allows the 
waiver of change fees for 
changes that are not permitted 
or that involve a penalty.
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Waiver: Refunds
The selected option allows the 
waiver of refund fees for 
refunds that are not permitted 
or that involve a penalty..
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Under the Change Waiver Type, you can request an exception for the 
following reason:

General Medical Cases:
Request for exceptions in 
health-related situations where 
there is no hospitalization, but the 
passenger is required to rest or 
refrain from traveling.

1 



For all Policy Waiver transactions, it is necessary to attach documentation
 that supports the need for the exception.

General Medical Cases: It is 
necessary to attach the 
passenger's medical certificate. 2 

IMPORTANT: All documentation submitted during 
the transaction will be audited. If it is found to be 
incomplete or incorrect, the agency may receive an 
ADM for an invalid transaction.
Therefore, it is essential to attach the correct 
documents when submitting the request.



Under the Change Waiver Type, you can request an exception for the 
following reason:

Documentation Issues: 
Request for exceptions due to 
problems with travel documents, such 
as loss, theft, or expired documents.
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For all Policy Waiver transactions, it is necessary to attach documentation 
that supports the need for the exception.

Documentation Issues:
You must attach the police report, 
expired passport, or another 
document that justifies the need for 
the exception.
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IMPORTANT: All documentation submitted during 
the transaction will be audited. If it is found to be 
incomplete or incorrect, the agency may receive an 
ADM for an invalid transaction.
Therefore, it is essential to attach the correct 
documents when submitting the request.



When the original PNR is no longer active, you'll need to include it in the 
Comments field with the following information:

“LATAM POLICY WAIVERS ORIGINAL PNR XXXXXX 
/ ORIGINAL TKT XXXXXXXXXXXX”
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After selecting the waiver type, the reason, and attaching the 
required documentation:

Select the Terms and 
Conditions to proceed 
with the transaction. 1 2

Click Accept to complete 
the transaction.



Once the transaction is accepted, the waiver is generated automatically.

Waiver Approved



The waiver information will be added to the PNR. For Change Waivers: When reissuing the ticket, 
it is necessary to enter the waiver number in the endorsement field to protect the ticket.



Refunds:

When entering the ticket in BSP, it is necessary to include the waiver number in the endorsement box so that the 
transaction is properly recorded and the refund team can process the full refund of the ticket value. For agencies 
using ARC, it is necessary to contact the Global Sales Support team to proceed with the transaction.

For Refund Waivers



Important:



Thank you!


