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CIVIL AERONAUTICS BOARD 
WASHINGTON, D.C. 20428 

ON OR AFTER 
Thursday 

FOR R;::L.EASE. 

Contact: Wallace C. Stefany 
(202) 673-5990 

September 29, 1977 • 
CAB -77-170 

AIRLINE CONSUMER COMPLAINTS INCREASE IN AUGUST 

WASHINGTON, D.C. (September 29)--Airline consumer complaints 

increased substantially in August compared with those of the previous 

month, the Civil Aeronautics Board's Office of the Consumer Advocate 

reported today. 

There were l ,844 complaints recorded for the month of August 

compared with the 1,358 complaints reported in July. The 486 increase 

in airline complaints marks a 36 percent rise in one month, and is 26 percent 

more than the 1,466 complaints reported in August of 1976. The 11,378 

complaints reported for 1977 to date are less than one percent more than 

the 11,288 recorded from January through August of 1976. 

There were 903 fare complaints reported to date, which represents 

a 21 percent decrease from the 1,148 complaints, reported last year, on 

airline fares. Fare complaints were up from 116 in July to 122 in August. 

There were 40 smoking complaints for the month of August compared 

with the 68 in July. 

Flight complaints (cancellations, delays or other problems) increased 

from 198 in July to 322 for the month of August. Reservations complaints 

(oversales, ticketing, or other problems) increased from 157 to 233. 
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Increases were shown in the number of complaints relating to 

customer treatment (71 to 141), flight information (40 to 83), and in­

flight service (40 to 49). 

Complaints resulting from baggage loss and damage increased from 

82 in July to 148 in August. Cargo-related complaints increased slightly 

for the month from 52 to 55. 

Consumers with unresolved air transportation difficulties relating 

to fares, flight cancellations, delays, baggage handling and similar problems 

can write to the CAB Office of the Consumer Advocate, Washington, D.C. 20428. 
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ATTACHMENTS 

NOTES TO CONSUMER REPORT 

2,.I These statistics reflect .alleged problems with airline service as 
stated in complaint letters. No determination as to the validity 
of the complaint has been made nor should the report be construed 
as a "rating" of one carrier's performance in relation to that of 
any other since each class of carrier and, to some extent, each 
carrier has problems unique to its operation. 

E./ Dates on complaint letters do not necessarily coincide with the 
most recent enplanement data available to the Board. Enplanements 
are taken from CAB Form 41 report for June, 1977; the most recent 
available to the Board. Both scheduled and nonscheduled services 
are included. 

y Based on passenger complaints only; cargo complaints have been 
eliminated. 

i/ Represents 1,238 letters received. One hundred one letters had 
complaints against more than one carrier. 

~/ Includes Allegheny commuter boardings of 140,369 during the 
month of June. 
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