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The Civil Aeronautics Board Office of Consumer Affairs received 

7,683 letters containing 10,520 complaints during 1972, about 28 

per cent more than the 8,211 complaints it received in 1971.

Consumer Affairs Director Jack Yohe said the increase is attributable 

to both an increase in air travel during that period and a steady widening 

of airline passenger and shipper awareness that the Board has an office 

to deal with consumer matters. Domestic passenger traffic on U.S. 

route airlines increased from 154.3 million in the 10 months ended 

October, 1971 to 169.9 million in the like 1972 period, or slightly 

over 10 per cent.

Fares and refunds were the chief causes of passenger concern during 

1972, according to the Office’s year end report. Reservations, flight 

irregularities and baggage were the next leading causes of complaint.

The Office processed 7,010 letters during the year. In addition to 

complaint letters, the Office staff handled 570 requests for information 

regarding airline policies.
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Civil Aeronautics Board 
Washington. D.C. 20428

CONSUMER REPORT a/ For the Month of December 1972

a/ These statistics reflect alleged problems with airline service as stated in complaint letters. No determination as to the validity of 
the claims has been made.

b/ Enplanement figured are taken from CAB Form 41 for October 1972, the most recent enplanements figures available to the Board.

c/ Baaed on passenger complaints only; cargo complaints have been eliminated.

d/ Represents 556 letters received. Fifty-four letters had complaints against more than one carrier.

e/ Because of the change to this more comprehensive format, comparable figures are not available for this period.

f/ Merged with Allegheny-on April 12, 1972. 

g/ Merged with Delta on August 1, 1972.

American 61 13 13
2

12
5

2 3 3 0 4 0 5 6 5 5 1 0 0 0 1 1 1 0 1 6 89 673 54 56 562 1691 5.03

BRANIFF 13 1 2 1 3 2 0 0 1 0 1 0 2 0 1 0 2 0 0 0 0 0 0 1 0 3 20 321 42 23 295 569 3.34

CONTINENTAL 5 0 1 0 1 0 0 0 1 0 0 0 1 0 1 1 0 1 0 0 0 0 0 0 0 0 7 140 17 3 91 487 1.44

DELTA 31 3 7 2 2 7 1 0 0 1 0 0 5 0 0 2 0 0 0 1 1 1 0 0 1 7 41 368 40 15 220 1845
2.01

EASTERN 82 7 28 8 3 11 2 2 2 4 4 0 15 1 6 5 6 1 1 1 1 1 3 0 0 15 128 1070 88 60 736 1968 6.20

NATIONAL
30

1 5
0 2 4 0 1 2 1 2 0 3 4 1 1 1 0 1 1 1 0 0 0 0 1041 329 21 26 188 404 8.26

NORTHEAST G/ 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 129 0 8 176 0 0.00

northwest 13 1 0 3 1 1 0 0 1 1 0 0 0 1 0 2 1 0 0 0 0 0 0 0 0 5 17 237 16 25 176 327 5.20

TRANS WORLD
65 9 7 2 7 9 3 4 1 1 1 1 19 0 6 2 0 0 1 0 0 0 1 0 0 5 83 527 85 61 835 1382 5.03

UNITED
32 6 4 3 3 0 0 2 1 4 0 0 7 3 4 2 1 0 0 0 0 0 0 2 0 5 46 692 46 38 452 2421 1.82

WESTERN
9 1 0 0 1 3 0 0 0 0 0 0 3 0 0 0 0 0 0 0 0 0 0 0 0 1 9 136 12 13 131 583 1.54

PAN AMERICAN
35 0 0 2 1 2 0 5 1 3 0 0 10 2 2 0 0 0 0 2 1 0 0 1 1 10 45 502 37 32 494 4.79

AIR WEST
9 3 1 1 2 1 0 0 0 1 0 0 3 3 0 0 0 0 0 0 0 0 0 0 0 1 15 129 9 16 140 5.20

ALLEGHENY 34 16 4 6 1 0 0 3 2 0 0 0 5 4 4 0 1 0 0 0 0 0 0 0 0 0 40 576 52 26 185 252 5.03

FRONTIER 7 1 0 0 2 1 0 1 0 2 0 0 0 1 0 0 0 0 1 0 0 0 1 0 0 0 12 143 14 7 89 252 4.37

MOHAWK 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 84 0 18 116 0 0.00

NORTH CENTRAL 10 1 0 1 3 0 0 0 1 1 0 0 0 1 0 0 1 0 0 0 0 0 0 0 0 3 12 161 15 8 131 364 3.30

OZARK 6 1 2 0 0 0 0 0 0 1 0 0 3 3 1 0 1 0 0 0 0
0 0 0 0

0 14 143 23 14 107 258 5.43

PIEDMONT 2 1 2 0 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0
0 0 0 0 0 4 4 4 1 82 281 1.42

SOUTHERN 1 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 77 11 5 61 178 .56
TEXAS INT'L 81 2 1 2 0 00 0 0 0 0 2 0 0 0 0 0 0 0 0 0 2 0 0 0 10 138 5 17 86 180 4.44

CARIBAIR 3
0 0 0

0 0
0

1 1 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 0 3 28 2 3 56 29 10.34

ALOHA 1 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 0 1 11 0 0 7 134 .75

HAWAIIAN 1 1 1 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 3 22 1 2 20 190 1.58

ALASKA
3 6 0 0 0 0 0 0 0 0 0 0 2 0 0 0 0 0 0 0 0 0 1 0 0 0 3 201 8 3 40 40 5.00

WIEN CONSOL 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 23 0 2 15 26 0.00

FOREIGN 51 4 1 1 10 7 2 3 2 0 1 1 12 1 1 1 0 0 0 1 1 0 0 1 0 4 60 1162 113 43 812

SUPPLEMENTAL
14 0 3 0 0 0 0 4 2 2 0 0 0 2 0 0 0 0 0 0 0 0 0 0 0 4 17 426 23 29 410

AIR TAXI 12 1 1 2 2 2 0 0 0 0 0 0 4 0 0 0 0 0 0 0 1 0 0 0 0 1 14 240 14 15 217

FREIGHT FWDR 15 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 3 2 1 7 2 16 322 22 20 349

AGENT & GROUP
40 0 1 0 0 2 0 1 0 0 0 0 2 0 0 0 0 0 0 0 0 0 0 0 0 38 44 760 54 46 645

other
15 0 0 0 0 0 0 1 0 0 1 0 2 0 0 0 0 1 0 0 3 1 2 0 0 4 15 286 24 18 287

TOTAL

CURRENT MONTH 610 74 95 35 58 57 10 31 21 22 14 3 106 32 33 20 16 3 4 6 11 7 13 6 10 129 816d

YEAR TO DATE 7683 646 1050 330 973 973 124 480 240 273 149 51 1255 485 319 277 174 16 73 119 192 113 141 115 123 1829

PREVIOUS MONTH 668 57 75 21 86 57 9 44 22 10 12 6 145 42 22 18 5 0 12 10 22 8 9 2 6 149
849

SAME MONTH 
PREVIOUS YEAR

e/ 1 645

Previous year 
THRU SAME MONTH

e/ 8211

CARRIER
Number of Letters

Flights

cancld Delayed Irregularities Oversale Problems Ticketing
Reservations Baggage

Loss Damage Delay Other Rates Fares & 

Refunds
Customer
Treatment

Flight 
Into

In Flight

Service

Servicei
n

General

Discrimination

Racial Pass

Cargo

COD Loss Damage Delay Other Rates
Other

TotalCurrent month year to date Present month Same month previous year Prevous year thru same month, Month
ly Enplanment
s b/

Reports per 100,000

Enplanements c/


