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AIR TRANSAT | UPDATE ON AIR TRANSAT REFUND REQUESTS 
 
Dear partners, 
  
Following the communication sent last April, we would like to remind you that Air Transat is now 
accepting requests for refunds on all passenger credits due to flight cancellations caused by the 
COVID-19 pandemic. 
  
This policy applies to all passengers who have received a credit for future use due to the cancellation 
of their flights between 01 February 2020 and 29 April 2021. 
  
To check eligibility for access to refunds and how they should be applied for, please consult our list 
of frequently asked questions below (FAQs) . 
When applying for a refund, you must enter the waiver code TSR21COVID in the endorsement box. 
  
Very important note: refund requests will only be accepted until 11:59pm (EST) on August 26, 
2021. 
  
Air Transat would like to thank all our partners once again for their resilience, support and 
collaboration, which are fundamental in enabling us, together, to overcome this crisis and 
and return to normality as soon as possible. 

 
 

 
 

 

 



Airline contact

18-06-2021

Tickets CANCELLATION dates Travel dates Origin/Destination Refundable

BEFORE 29APR21 AS OF 01FEB20 All Yes

AS OF 29APR21 FROM 01MAY21 TO 31OCT21 All Yes

Tickets CANCELLATION
dates

Travel dates Origin/Destination
Tickets ISSUE

dates
Fares eligible

to refund 
Fares NON eligible

to refund 
Refund Process

Waiver code
required

BEFORE 29APR21 AS OF 01FEB20 All All All None
Automatic refund in

GDS
TSR21COVID

BEFORE 01OCT20
Eco Standard (with penalties)

Eco Flex
Club

Eco Budget
Automatic refund in 

GDS
No

AS OF 01OCT20
Eco Flex
Club Flex

Eco Budget
Eco Standard
Club Standard

Automatic refund in 
GDS

No

Prerequisites Scenario
FTC

validity
FTC

transferable
Fare Travel window Waiver code required

For all individual bookings
until June 30, 2021             

(Book With Peace of Mind offer)

 - Make one free change or cancel
   as per terms and conditions up
   to 24 hours prior to departure and
   receive a refund if applicable,
   OR
 - Cancel with a future travel credit (FTC)

No expiry Yes All fares All COVIDCHG16MAR

Refund Process

None

None

Deadline to submit 
the refund

TICKETS CANCELLED BY PAX/TRAVEL AGENTS

Deadline to submit 
the refund

August 26, 2021 
(11:59 p.m)

Ticket Exchanges Policy

Automatic refund in GDS

Automatic refund in GDS

AS OF 29APR21 All All

Refund Policies for eligible tickets in GDS : ALL POS

Waiver code required

TSR21COVID 

S21CXLRFND

TICKETS CANCELLED BY AIR TRANSAT

None

August 26, 2021 
(11:59 p.m)

1-877-993-9489 ext. 7605 /
GDS-HelpDesk@transat.com
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When refunding tickets cancelled by Air Transat before April 29, 2021, for travel from February 
01, 2020 onward, please ensure to enter the waiver code TSR21COVID. 
When refunding tickets cancelled by Air Transat on or after April 29, 2021, for travel May 01 to 
October 31, 2021 please ensure to enter the waiver code S21CXLRFND. 

 
 
 

1. Q: Will Air Transat recall commissions on refunded tickets? 
 
A: No, we will not recall commissions for refunds processed between April 29 and August 
26, 2021, 11:59 p.m. EST. 

 
2. Q: Is there a deadline to submit the refund request? 

 
A: Yes, please make sure to submit the refund request directly in the GDS by using the 
appropriate waiver code by August 26, 2021, 11:59 p.m. EST. 

 
3. Q: What happens if I submit the refund request after the deadline? 

 
A: Any refund requests submitted after August 26, 2021, 11:59 p.m. EST, will be subject to a 
debit memo (ADM) and the travel credit will remain on file with the same terms and 
conditions and available when your clients are ready to make a new booking. 

 
4. Q: Are tickets issued before February 1, 2020, included in this refund policy? 

 
A: If the departure date was on or after February 1, 2020, then yes, they are eligible for a 
refund. If the departure date was before February 1, 2020, then regular terms and 
conditions apply. 

 
5. Q: For Net/IT fare bookings paid by credit card, what is the amount that will be refunded 

by Air Transat?  
 
A: You must refund the customers for the full amount they paid you for the Air Transat ticket. 
Air Transat will not refund agencies for mark-ups or service fees. 

 
6. Q: My client purchased ancillary products (seat selection, baggage, Option Plus, etc.), 

are these refundable? 
 
A: Yes, once you have refunded the tickets in your GDS, any associated ancillary products 
will be refunded by Air Transat, within a few weeks. 
  

Frequently asked questions 
GDS refunds  

GDS Helpdesk 
1-877-993-9489 ext. 7605 / GDS-HelpDesk@transat.com 
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7. Q: How do I process a refund to a credit card that is no longer active? 
 
R: You can still process the refund. However, your customers need to contact their 
banking institution/credit card company to settle payment. 
 

8. Q: My client voluntarily cancelled their booking due to COVID-19 and received a partial 
refund, but they had to pay penalties. Can they get a refund for the penalties? 
 
A: No, penalties are not eligible for a refund under our agreement with the government. 
 

9. Q: My client voluntarily cancelled their booking due to COVID-19, but the conditions of 
their fare did not allow for a travel credit or refund. Are they now eligible for a refund? 
 
A: Yes, they are eligible for a refund only if their departure date was on or after February 1, 
2020 and they cancelled before April 29, 2021. If the passenger cancelled on or after April 
29, 2021, regular terms and conditions applies (please refer to grid). 

 
10. Q. My client did not show up at the airport for their flight and did not notify me in advance 

that they would not be taking their flight. Is my client eligible for a refund or credit?  
 
A: If Air Transat was not informed prior to departure that the client was not taking the flight, 
they will not be reimbursed and are not entitled to the travel credit. 

 
11. Q: My client recently made a booking with their travel credit but has not travelled yet. 

Are they eligible for a refund? 
 
A: Yes, they are eligible for a refund. You must first cancel the booking and proceed to the 
auto-refund directly in your GDS by using the appropriate waiver code by August 26, 2021, 
11:59 p.m. EST. 
 

12. Q: My client took advantage of the Book with Peace of Mind offer to cancel their booking 
and get a travel credit. Are they eligible for a refund? 
 
A: Yes, they are eligible for a refund. Proceed to the auto-refund directly in your GDS by 
using the appropriate waiver code by August 26, 2021, 11:59 p.m. EST. 

 
13. Q: My client has a travel credit that they have not used yet but only wants a partial 

refund. Is that possible? 
 
A: No because a travel credit cannot be split up. Your client can choose to keep the entire 
credit on file with the same conditions, or you can proceed with the full refund in the GDS 
by using the appropriate waiver code by August 26, 2021, 11:59 p.m. EST. 
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14. Q: Do refunds apply to credit card chargebacks? 
 
A: No because the chargeback process cannot be interrupted. Therefore, tickets that are 
subject to an active chargeback claim or that have already been charged back are not 
eligible for a refund. 
 

15. Q: My client received compensation from their insurance company. Can they submit a 
refund request?  
 
A: No, if your client has already been compensated by an insurance company, they are 
not eligible for a refund. 
 

16. Q: What do I do if my client does not want a refund but wants to keep their travel credit? 
 
A: If your client wishes to keep their future travel credit, no action is required on your part. 
When you are ready to book a new trip for them, you may do so in your GDS by following 
this procedure: 

• Book the new itinerary. 
• Reissue the tickets on an exchange basis by entering the waiver code 

COVIDCHG16MAR in the box. 
 
*Please note that customers will be required to pay any price difference on the new booking. 
 

17. Q: My client transferred their credit to a friend or family member. Can that person receive 
the refund? 
 
A: No, because the refund can only be made using the original method of payment on 
file. Unfortunately, a transferred credit cannot be refunded. 
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