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SOUTH AFRICAN AIRWAYS
FLYSAA.COM

PREFACE

South African Airways presents an interactive, user-friendly platform for your ease of
reference and guidance with regard to setting forth South African Airways’ policies and
procedures designed to ensure understanding and compliance.

The target audience for this manual is our travel trade as well as our internal departments
liaising with the travel trade.

The spirit and the written word will always be an important element in conducting our
business notwithstanding changes encountered with regard to our systems or the
sophistication of our practices.

This manual has been prepared with the intention of providing a balance between the
examples, clauses and sub-sections to create a clear understanding of the interpretation
thereof.

The information provided in this manual has been updated and applicable amendments
introduced to ensure compliance to our daily operational practices as well as the IATA
resolutions and regulations.

We trust that this manual will prove to be a useful tool in clearing all misunderstandings
and uncertainties regarding our policies and procedures goveming our department.

Sincere thanks are extended to all those who contributed their valuable input and effort
afforded in preparing this manual.

Kind reggrds,
/)
C{ Lo th v

Veona Chaithram
Executive Manager: Passenger Revenue Accounting
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1. CONTACT DETAILS: SAA REVENUE ACCOUNTING
DEPARTMENTS

HEAD OF REVENUE ACCOUNTING: Mrs. Veona Chaithram

SENIOR SECRETARY TO HEAD OF DEPARTMENT:
Mrs. Caroline Taylor Tel: (011) 978 1005 Fax: (011) 978 1007

carolineparker@flysaa.com

SENIOR SECRETARY TO SENIOR MANAGERS:

Ms. Ursula Jonck Tel: (011) 978 3648 Fax: (011) 978 6900
ursulajonck@flysaa.com

SENIOR MANAGERS
AREA NAME TEL NO FAX NO | E-MAIL
Revenue Mr. Clifford Tel: (011) Fax: cliffordstrydom@flysaa.com
Accounting Strydom 978 2062 (011)
Support 978 1007
Sales Processing Mr. Pierre Van Tel: (011) Fax : pierrevdwesthuizen@flysaa.com
Der Westhuizen 978 1279 (011)
978 1007
Travel Interline Mr. Jan Knoetze Tel : (011) Fax : janknoetze@flysaa.com
Processing 978 3648 (011)
978 1007

TICKETING SUPPORT:

Revenue Accounting Ticketing Support, Fare & Refund Audit, PTA/MCO over &
underutilization and Revenue Accounting Training Coordinator MANAGER: Miss

Madelein Vorster

AREA NAME TEL NO FAX NO | E-MAIL

ZERO OCTA ADM | ZERO OCTA (zZO) | - + 44 (0) | disputes@auditextra.com

/ ACM Queries 2087832

and disputes 391

Fare Audit Salomé Tel: (011) Fax: SalomeKaramalidis@flysaa.com
Queries (other Karamalidis 978 5235 (011)

then Zero Octa 978 1327
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ADMs)
BSP Billing Audit, | Lorraine King Tel: (011) Fax: LorraineKing@flysaa.com
Disputes and 978 1804 (011)
Correspondence 978 1235
Zero Octa Refund | Irma Storbeck - + 44 (0) | disputes@auditextra.com
Audit 2087832

391
DPC Refund Ina Van Dinter Tel: (011) Fax: InaVanDinter@flysaa.com
Rejections and ZO 978 1804 (011)
Refund Audit 978 1235

PTA / MCO Over
and Under
Utilization

Amina Bayant /
Issie Swart /
Vanessa Khan

Refer to ADM instruction

SALES PROCESSING (BSP, OVERBOARDER AND OWN STATION SALES)

SALES PROCESSING MANAGER: Mr. Gordon Harrison

AREA NAME TEL NO FAX NO | E-MAIL
Rapid Rejections | Louisa Olivier Tel: (011) Fax: LouisaOlivier@flysaa.com
978 1233 (011)
978 1235

SALES ACCOUNTING AND CREDIT CARD BILLINGS

ACCOUNTS CONTROL MANAGER: Mrs. Santha Moodley

AREA NAME TEL NO FAX NO | E-MAIL

Bank ( Credit Basil Veldsman Tel: (011) | Fax: BasilVeldsman@flysaa.com
Card) Charge Vanessa Khan 978 1153 (011) VanessaKhan@flysaa.com
backs queries 978 1235

REFUNDS DEPARTMENT

Refunds Processing Manager: Mrs. Nomsa Keforilwe

SAA Refunds Address: SAA REFUNDS DOCEX 302 JOHANNESBURG

AREA NAME TEL NO FAXNO | E-MAIL
Team Leader Domestic / Tel: (011) | Fax: EricShezi@flysaa.com or
International 978-1786 (011) DaphneyMnguni@flysaa.com or
978-1784 | EdisonMaphumulo@flysaa.com

REVENUE PROTECTION: BLACKLISTING AND STOCK CONTROL

REVENUE PROTECTION: AUDIT AND TICKET STOCK & REFERENCE TABLES MANAGER:
Mrs. Raylene Saggeus
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AREA NAME TEL NO FAX NO | E-MAIL
Tax Audit Elsie Kotze - - ElsieKotze@flysaa.com
CIP (CARRIER | Barry Pretorius Tel: (011) | Fax: SalomeKaramalidis@flysaa.com
IDENTIFICATION 978 6036 (011)
PLATE) 978 1327 | FraudPrevention@flysaa.com
AUTHORISATION
BLACKLISTING - - Fax: FraudPrevention@flysaa.com
OF 083 (011)
DOCUMENTS 978 1327
Sales Not Nani Masigo Tel: (011) | Fax: NaniMasigo@flysaa.com
Reported queries 978 6036 (011)

978 1327
STD (STANDARD | Hannes Viljoen Tel: (011) | Fax: HannesViljoen@flysaa.com
TRAFFIC 978 2063 (011) IATA Traffic Documents
DOCUMENTS) 978 1235 | @flysaa.com
and Stationary IataTrafficDocumentDistribution
orders @flysaa.com

OTHER SALES AND FLOWN REVENUE ACCOUNTING MANAGERS

AREA NAME TEL NO FAX NO | E-MAIL
DOCUMENT Mrs. Caroline Tel: (011) Fax: carolinepotsane@flysaa.com
CONTROL Potsane 978 9079 (011)

978 1007
INTERLINE Mrs. Felicity Tel : (011) | Fax: felicitysekoto@flysaa.com
PROCESSING Sekoto 978 1240 (011)

978 1007
FLOWN Mrs. Anne Midoux | Tel : (011) Fax : annemidoux@flysaa.com
PROCESSING 978 1325 (011)

978 1007
Business IT Mr. Willie Smith Tel : (011) Fax : williesmith@flysaa.com
Support 978 1317 (011)

978 1007
2. OTHER IMPORTANT SAA DEPARTMENT CONTACT

DETAILS

SOUTH AFRICAN ATIRWAYS Head Office: JOHANNESBURG

Airways Park, Jones Road, O R TAMBO International Airport
Private Bag X13, O R TAMBO International Airport, Republic of South Africa, 1627

RESERVATIONS

Trade Support: (Travel Agents

[share Call 0860 102 705

[Fax: (011) 978 2653
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only)

Domestic Fares

Share Call 0860 102 705

Fax: (011) 978 2653

International Fares

Share Call 0860 102 705

Fax: (011) 978 2653

Central Reservations: (General
Public calls only)

Tel: (011) 978 1111

Fax: (011) 978 1106

Traveler Tel: (011) 978 1144 Fax: (011) 978 2463
Cargo Tel: (011) 978 3366 Fax: (011) 978 3847
GROUPS

Groups Sales

Tel: (011) 978-1100

Fax: (011) 978-1702

Groups Sales e-mail

GroupSales@flysaa.com

SALES

Sales (Trade Support)

Tel: 0860 102 705

Marketing Queries

Tel: (011) 978 6899

Fax: (011) 978 9183

Customer Care

0860 003 146 (toll free)
Tel: (011) 978 2888

Fax: (011) 978 9567 /

9572

Customer Care E-mail Address

customercare@flysaa.com or

customercareexecutiveoffice@flysaa.com

Voyager Service Centre

Tel: (011) 978 1234

Fax: (011) 978 1551

Blue Tier

Toll Free 0800 003 145
Tel: (011) 978 1234

Silver And Gold Tier

Toll Free 0800 600 572
Tel: (011) 978 1212

Platinum And Lifetime Platinum

Toll Free 0800 004 570
Tel: (011) 978 1555

voyagerawards@flysaa.com

\Voyager Program Contact|Travel Agents Phone Fax: (011) 978 9065
Numbers (Tickets only) (collection of tickets only)
Tel: (011) 978 9231/978
9459/978 9485/ 978 6294
Awards E-mail: Fax: (011) 978

1825/1551

Corporate Sales support / Travel
rands

Tel: (011) 978 3620

Fax: (011) 978 2018

Travel Rands E-mail address

travelrandshelp@flysaa.com

Sales & Support

Tel: (011) 978 2057

Fax: (011) 978 1060

Sales & Support E-mail address

RSASalesServices@flysaa.com

JNB INTERNATIONAL AIRPORT:

International check-in

Tel: (011) 978 9022

Domestic check-in

Tel: (011) 978 5062

Passenger Services DOM.

Tel: (011) 978 3223 / 3301

Ticket Sales INT.

Tel: (011) 978 9356
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Flight Inquiries

Tel: 086 727 7888

Lost Baggage / Claims

0800 003 445 (toll free)
Tel: (011) 978 3733/1376

Fax:

(011) 978 1853

PTA'S

Tel: (011) 978 9350/1/2/3

Fax:

(011) 978 9354

Telesales (Direct Sales) C/C
Refunds

Tel: (011) 978 2380

Visit our website

www.flysaa.com

Flysaa.com Call Centre

Tel: 086 459 722 (for online queries)

Western Province

Cape Town

Reservations

Tel:

(021) 936 1111 -

General Public

International Fares

Share Call: 0860 102 705

Cape Town International
Airport

Physical Address

Terminal 5, CPT International Apt

Postal Address

P O Box 72, CPT Int. Apt, 7525

Senior Manager Tel: (021) 936 2164 Fax: (021) 936 2144
Reception Tel: (021) 936 2111 / 2309 | Fax: (021) 936 2340
Marketing & Sales Tel: (021) 449 1122

Sales & Support - CPT Tel: (021) 488 5000 Fax: (021) 424 3779
E-mail address:

RSASalesServices@flysaa.com

Team Leaders Domestic Tel: (021) 936 2664

Manager on Duty (Dom) Tel: (021) 936 2201

Manager on Duty (Int) Tel: (021) 936 2379

Passenger Services (Dom) Tel: (021) 936 2216

Passenger Services (Int) Tel: (021) 936 2389

Lost Property - Dom (06h00 - Tel: (021) 936 2202/3 Fax: (021) 936 2535
21h00)

Lost Property - Int (07h00 - Tel: (021) 936 2301 / 2525 | Fax: (021) 936 2527

21h00)

Windhoek:
Reservations & Ticketing: Tel: +(26461) 273340
Sales & Admin Tel: +(26461) 273350

Kwazulu Natal
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Durban
Reservations Tel: (031) 250 1111 - General
Public
International Fares Share Call: 0860 102 705
Sales & Support for Tel: (031) 277 4540 Fax: (031) 201 2933
DUR
E- mail address:
RSASalesServices@flys
aa.com
Durban International Airport
Check-in Domestic Tel: (031) 450 2018 Fax: (031) 450 2029
Passenger Services Tel: (031) 450 2042 Fax: (031) 450 2029
Tel: (031) 450 3388
Reception Tel: (031) 450 2210 Fax: (031) 450 2029
PTAs Tel: (031) 450 2131/2 Fax: (031) 450 2133
Baggage Enquiries Tel: (031) 450 2217 Fax: (031) 450 2347

Eastern Cape

Eastern Cape

East London

Reservations

Tel: (043) 700 1111

International Fares

Share Call: 0860
102 705

Fax: (043) 736
2790

Passenger Services

Tel: (043) 706 0211

Fax: (043)

Airport Team Leader

Tel: (043) 706 0218

Fax: (043) 736
2790

Lost Property

Tel: (043) 706 0216

Port Elizabeth:

Reservations

Tel: (041) 507 1111

Fares

Tel: (041) 507 1188

Sales & Support - PE
E-mail address:

RSASalesServices@flysaa.com

Tel: (041) 507 7285

Fax:
7288

(041) 507

Passenger Services

Tel: (041) 507 7201
Tel: (041) 507 7345

Fax: (041) 581
1250

Airport Team Leader

Tel: (041) 507 7200

Lost Property

Tel: (041) 507 7227

Fax: (041) 581
1250
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