
A SAFE AND ENJOYABLE JOURNEY FOR ALL
ZERO TOLERANCE  
AGAINST UNRULY BEHAVIOR
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Security 
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SAS WILL SUPPORT ALL STAFF WHO REFUSE INTOXICATED, 
OR UNRULY PASSENGERS BOARD THE AIRCRAFT

SO LET’S SAY #NOTONSASFLIGHT 

CLEAR MANDATE AND SUPPORT FROM MANAGEMENT

In many unruly reports from 2018 onboard, regarding alcohol, states that both the ground staff and the crew had knowledge 
about the intoxicated passenger during boarding. 

After a promise from passenger that he/she would not drink more during the flight, and after both crew and ground staff gave 
the passenger the chance to fly with us – 30-40 minutes up in the air the scenario usually changes.

The intoxicated passenger starts to ask for more alcohol and when denied, he/she begins to disturb the well-being of others and 
becomes a threat to safety onboard.
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“He responded with 
a hammer fist”

“Passenger had the brilliant 
idea to go to toilet 10 sec 
before touchdown. Got 

surprised when I later told 
him he was in an aircraft”

”Unminor started to cry 
and was very frightened 
by the drunk passenger” 

“Passenger took a 
picture of me and 

threatened to crush my 
face and kill me”

“After landing he was 
unable to 

disembark/walk, return 
flight delayed.”

”She kept us busy 
more or less for the 

whole flight”

“I announced quietly that 
dogs were not allowed in 

the seat and she spat in my 
face from 1 m.”

“Male aged 70+, discreetly handed 
over hand written paper and 

whispered "This is for you". It said 
he prefers to have sex with young 

men, in an aggressive/
pornographic way. I felt totally 

disgusted.”

“Passenger was drunk 
and peed in the pants, all 
the pee went down on the 

galley floor”

“Seat cover wet of 
urine. Fully booked 

flight. Had to cancel 1 
passenger.”

“The passenger took hold of 
the lounge hostess arm, it 

was twisted and she 
suspects its broken”

“Passenger was drunk 
and peed in the pants, all 
the pee went down on the 

galley floor”

“Passenger had peed 
in his pants and shoes 
and all over the seat”

“Other passengers had 
to be moved. They 
looked shocked”

”passengers were 
disturbed the entire 

flight”

REPORTS OF UNRULY PAX
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POLICY AND MINDSET OF STAFF AND CREW

Every passenger, staff and cabin 
crew members deserve the right to 
a safe flight, free of violence and 
other disruptive behavior that might 
put them at risk. 

SAS shall Ensure a Safe and Enjoyable 
journey for all passengers and a safe 
working environment for SAS crew 
and ground staff.

Reducing and preventing intoxication 
and disruptive behavior, on ground 
and onboard is a responsibility of all 
ground staff, crew, commander and 
need to be strict and consequent

1. 2. 3.

All passengers are responsible and accountable for their own behavior. They need to be Fit to Fly - able to evacuate in an emergency, and follow 
and accept all instructions onboard or on ground.

DISRUPTIVE BEHAVIOR CANNOT AND WILL NOT 
BE TOLERATED IN SAS OPERATIONS.
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WHY UNRULY?

DISPUTES

Between pax-crew
regarding behaviour

INTOXICATION

Served, own, or at airports
Facemask

COMPLIANCE

Amount of cabin baggage, 
non-smoking, cellphones, 
boarding times etc. 

IT IS ONE OF THE TOP 3 SAFETY ISSUES THAT CONCERN CABIN CREW 
WORLDWIDE

2. 1.3.

THE MAIN ISSUES
• Alcohol or Facemask
• Not following/accept rules

• Disputes regarding bringing animals onboard – size, 
weight etc.

• Luggage rules
• Mobile devices

• Insufficient boarding control
• Increased negligent behaviour against staff/crew
• More agressive/ignorant behavior at check in, boarding and 

onboard
• Frustration linked to passengers journey, e.g. delays or seat-

changes, due to lack of awareness of terms and conditions
• Expectations from treatment of service
• Mental conditions/breakdowns/episodes

THIS INCLUDES ALL OUR TRAVELERS – REGARDLESS OF EUROBONUS 
MEMBERSHIP
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Unruly Passengers Summary
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Onboard Unruly reports

Note For SAS to be able to take action it is important that the report contains the name of the customer

Level 1

• The customer 
will be contacted 
by mail and 
informed about 
their obligation 
to follow SAS 
Terms and 
Conditions

Level 2

• The customer 
will receive a 
warning mail

• Smokers will be 
put on the 
watchlist

Level 3

• The customer 
will be contacted 
by mail and 
informed that 
he/she is not 
welcome on 
SAS flights 
anymore 

• In order for SAS 
to be able to 
make a police 
case the report 
must be detailed 
and preferably 
supported by a 
witness

When physical violence has occurred, the report will be assessed as Level 3 The increase in level 2 from April 20 was caused by face mask issues 
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AIRPORTS UNRULY DEP &ARR
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Breakdown of unruly reports that has been reported by crew/flight deck

UNRULY REPORTS ONBOARD
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Breakdown of the number of UNRULY reports that has been reported by GROUND staff (415 in total)

UNRULY REPORTS GROUND
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• Summary

Unruly on Board/On Ground
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• Summary

Unruly during Covid period
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