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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. 

- 30 -

ATTACHMENTS 

NOTES 'IO OONSUMER REPORI' 

a/ These statistics reflect alleged problems with airline service as 
- stated in cx:nplaint letters. No detennination as to the validity 

of the carplaint has been made nor should the report be construed 
as a "rating" of one carrier's perfonnance in relation to that 
of any other since each class of carrier and, to some extent, each 
carrier has problems unique to its operation. 

b/ Dates on cx:nplaint letters do not necessarily coincide with the nost 
- recent enplanerrent data available to the Board. Enplan.errents are 

taken frcm CAB Fo:rm 41 report for March 1977; the nost recent 
available to the Board. Both scheduled and nonscheduled services 
are included. 

c/ Based on passenger c::arplaints only; cargo ccnplaints have been 
- eliminated. 

d/ Represents 798 letters received. Fifty-~ letters had carplaints 
- against nore than one carrier. 

e/ Incltrles Allegheny cx::mnuter boardings of 130,930 during the nonth 
- of March. 

CIVIL AERONAUTICS BOARD 
WASHINGTON, D.C. 20428 

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

FOR RELEASE: 
ON OR AFTER 
Wednesday 
June 15, 1 977 
CAB 77-99 

AIRLINE CONSUMER COMPLAINTS DECREASE IN MAY 

WASHINGTON, D.C. (June 15)--The Civil Aeronautics Board's Office 

of the Consumer Advocate today reported a decrease in the number of 

airline consumer complaints it handled in May 1977 compared with the 

number it received in May 1976. 

The 1,046 complaints logged were 384 fewer than the 1,430 reported 

in May of the previous year, a 27 percent decrease, and 232 fewer than 

those reported in April, representing an 18 percent decrease from 

that month. 

Flight complaints (cancellations, delays or other problems) dropped 

from 191 in April to 120. Reservations complaints (oversales, ticketing, 

or other problems) dropped from 200 in April to 146. Complaints resulting 

from baggage handling or charges, however, increased from 157 in April to 

162 in May. 

Increases were registered in the number of complaints relating to 

fares (95 to 100) and in-flight services (33 to 36), while other trip­

related complaints decreased: refunds (70 to 60), customer treatment 

(90 to 56), flight information (60 .to 33) and services in general (11 to 

three). Cargo complaints rose from 52 to 54, while charter-related complaints 

rose from 109 to 131, but that they were down from the 146 reported in May 1976. 
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CIYIL AERONAUTICS B0UD/WashiaIton, D.C. 20428 CONSUMER REPORT a/ For the Month of: May 1977 -
Number 

FLIGHTS RESERVATIONS BAGGA:..': {;fit . '§" . ~~ DISCRIIINATION CARGO TOTAL I Monlllly I Reports 

~ ~ 
~'}! ~ ~ ~s ., ~" ,~-~ CARRIER of 

"'ti. ~t , 
~ 

~ ;;:,. ~ l"-~I ,. ✓~ i' ~ :.$' ~· ~&, I' ~ t:1.g .t ~ ~ ~ -~ ~- ~ ':!,.,ti ' I Letters # ~~ 
~&, ~' ~ cl , ~~ I ~ ,••~~ ~!,~ ~:~;.., . [ ~ ,-t ~ ,:f- .., ~~ <:s ~Ii <# ~ ~ .t ·$' cl' q_'ti ~ .., 

~ ~ ~ 

A•ulcn 0( 0 2 2 5 9 1 14 5 2 0 0 9 6 3 2 1 0 0 0 0 0 1 1 1 0 0 0 
ll~llff 22 0 1 0 2 2 0 5 1 0 1 2 2 4 1 0 1 0 0 0 0 0 0 0 0 0 0 
C11t111It1I 8 0 1 1 1 0 1 1 0 0 0 0 1 0 1 0 0 0 0 0 0 0 1 1 0 0 0 2 
hltl 30 1 2 2 2 3 1 4 1 0 0 0 4 1 3 3 2 · 0 0 1 0 0 1 0 2 0 0 2 35 227 39 34 256 2670 1.20 
(asten 67 5 11 1 3 13 1 2 5 1 1 0 8 4 4 4 3 0 0 2 0 1 2 0 1 0 0 16 88 709 147 110 667 2911 2.89 
Natinal 16 1 3 0 1 0 1 1 1 2 0 0 1 2 1 2 2 0 0 0 0 0 1 0 0 0 0 2 21 142 17 33 93 576 3.47 
hrthest 16 l 2 0 l 2 0 l 2 3 0 0 0 2 l l 0 l 0 0 0 0 0 0 0 0 0 3 20 224 43 52 432 894 2.24 
Trns ltrl~ 39 l 3 2 2 4 0 5 3 l 0 l 6 3 2 2 4 0 0 0 0 0 0 2 0 0 0 11 
llitd 56 l 7 2 9 3 l 3 2 5 1 0 4 3 1 1 4 0 0 0 0 0 1 0 0 1 1 12 
lut1n 7 0 0 1 1 0 0 0 C l 0 0 0 0 1 0 -:; 0 0 0 0 0 0 0 0 0 0 1 
Pu A ■ ericu 24 b 2 0 0 0 l 3 C 1 0 1 2 , 3 2 2 3 0 0 1 0 0 O! 1 0 0 2 3 

lirwut 10 2 1 1 0 0 1 1 C 0 0 0 0 0 0 2 ] 0 0 0 0 0 1 0 0 0 0 2 12 bl 4 l.O 'jU 44212,49 
All1IhIy !Y J.C 1 0 2 1 4 0 3 C 1 1 0 0 2 1 2 l 0 0 0 0 0 0 l 0 0 0 3 23 204 40 43 201 1072 2.05 
FnItier 5 0 0 2 1 1 0 0 C 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0 0 0 0 2 7 35 6 6 73 394 1.77 
Nert~ Cntral 4 0 1 0 1 0 0 0 C 0 0 0 0 0 0 0 1 0 0 0 0 0 1 0 0 0 0 0 4 52 10 13 72 454 o.66 
Ozark 8 1 0 0 2 2 0 0 3 2 0 0 0 0 3 0 0 0 0 0 0 0 0 0 0 0 0 0 13 67 20 14 79 352 3.69 
Pid■nt 7 1 1 0 3 0 0 0 C 0 0 0 0 1 2 1 0 0 0 0 0 0 1 0 0 0 0 0 10 39 5 7 30 325 2.77 
Snthn 4 0 1 0 2 0 0 0 C 0 0 0 0 2 0 0 C 0 0 0 0 0 0 0 0 0 0 0 5 56 11 12 65 312 1.60 
Tins lIt'I 11 1 1 0 2 0 0 3 C 0 0 0 3 0 0 1 0 0 0 1 0 0 1 0 0 0 0 2 15 b7 12 13 74 261 5.36 
ll1h 4 0 0 0 0 1 0 1 1 1 0 0 0 1 0 0 C 0 0 0 0 0 0 0 0 0 0 0 5 21 6 2 26 226 2.21 
la11ii11 C • 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 0 0 0 0 0 35 2 2 13 285 
Air Nn hIlId 2 0 0 0 1 1 0 0 C 0 0 0 0 0 1 0 C 0 0 0 0 0 0 0 0 0 0 0 3 35 10 1 19 

,,,,,,,,,., ,,,,,,,, ,,,,,,,~~, .~"'.~'''~~ 

Aif li~11St C 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 
., ,,,,,,,, ,,,,,,.,,,, ,,,,,,,,,,,, ,,,,,,,, 

Alaska 2 0 0 0 0 0 0 0 C 0 0 0 2 1 0 0 C 0 0 0 0 0 0 0 0 0 0 0 3 8 0 5 15 
,,,,,,,,,, ,,,,,,,, ,,,,,,,,,,, ,,,~,,,, ,,,,,,,,,,,, ,,,,,,,, 

lin Air Alaska 1 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 0 0 1 8 0 3 18 
,,,,,,,,,, ,,,,,,;, ,,,,,,,,,, ,,,,,,,, ., 

Airlift C 0 0 0 0 0 0 0 C 0 0 0 0 .. 0 0 0 C 0 0 0 0 0 0 0 0 0 0 0 0 5 2 0 0 
,,,,,,;~,, 

!$~~~~:: ,,, , ,,,,,, 

FlyiaI Tiur C C C 3 ~ 4 
,,,,,,,,,, , _., ,,,,, 

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 ,,,,,,,,,, 
~:~~~~~~ ,,,,,,,,,, 

Seahar• C 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 1 
,,,,,,,,,, ,,,,,,,, ,,,,,,,,,, ,,,,,,, , ,,,,,,,,,, , ,,,,,,,, . 

Fm111 91 4 12 0 11 13 0 12 6 4 3 2 14 16 13 1 - 0 0 0 0 1 2 0 1 1 .1 6 128 834 138 176 839 
,,,,,,, ,, , ,,,,,,,, 

- ,,,,,,,,,, ,, , ,,,,, 

ca.-1It'I Air lays, lac c; 0 s 2 0 0 0 0 ] 0 0 C 0 0 s 2 2 0 0 0 0 0 0 0 0 0 0 4 21 57 13 6 25 
,,,,,,,,,, ,,,,,,,, ,,,,,,,,,, ,,,,,,,,, ,,,,,,,,,, ,,,,,,,,, 

Enr1nll lIt'I Airlius 2 0 0 2 0 0 0 0 C 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 0 0 1 0 1 10 0 0 0 
,,,,,,,,,, ,,,,,,,,, 
1'..''~'''''' ,,,,,',.''' 

lchl11c• lit''I Airlius 1 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 0 0 1 0 1 lS 0 0 2 ,,,;;,;;,, ///////// ,,,,,,,,,, ,,,,,,,,, 

·1dm fir Trns, lie . C 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 C 0 0 0 0 0 0 0 0 0 0 0 .o 0 0 0 0 
,,,,,,,,,, ,,,,,,,,, ,,,,,,,,,, ,,,,,,,,, ,,,,,,,,,, ,,,,,,,,, 

'lnrsus Nat;I iir11ys 6 1 4 0 0 0 0 0 1 1 0 0 0 0 3 0 C 0 0 0 0 0 0 0 0 0 0 0 10 55 20 33 lo4 
,,,,,,,,,, ,,,,,,,,, ,,,,,,,,,, ,,,,,,,,, ,,,,, ,,,, ,, ,,,,, 

Trau fat'I Airli11s, lie. 10 0 l 0 0 0 0 4 2 1 0 0 0 0 1 0 C 0 0 0 0 0 0 0 0 0 2 6 19 122 14 7 27 
,,,,,,,,,, ,,,,,,,,, ,,,,,,,,,, ,,,,,,,,,,~ 

lerl• Airways lac. 2 0 l 0 0 0 0 0 0 0 0 0 0 0 1 0 3 0 0 0 0 0 0 0 0 0 0 0 5 17 0 0 40 
,,,,,,,,,, ,,,,,,,,, ,,,,,,,,,, ,,,,,,,,, ,,,,,,,,,, ,,,,,,,,, 

flr1i1i ho. 2 0 l 0 0 0 0 0 C 0 0 0 0 0 0 0 C 0 () 0 0 0 0 0 0 0 1 0 2 28 2 2 5 ~~~~:~:~~; 
,,,,,,, , ,,,,,,,, ,,,,,,,,,, ,,,,,,,, 

C111ifers ~f: 3 2 ~ 4 8 0 8 C 0 0 0 2 4 0 2 C 0 0 0 0 1 0 0 0 1 0 4 42 2"i0 47 ~2 17S 
,,,,,,,,11, ,,,,,,,, ,,,,,,,,,,,, ,,,,,,,,,, 

Fr1iI~t Fwk 23 C 1 0 C 0 0 0 3 5 3 2 2 7 0 0 23 116 . 18 23 120 
,,,,,,,, ,, ,, ., 

0 0 0 0 0 0 0 0 0 0 0 0 ,,,,,,,,,, ,,,,,,,, ,,,,,,,,, , ,,,,,,,,, 

AInt l Grnp 1 0 0 0 0 C lln 14 142 7S6 n4 1q7 654 
,,,,,,,,,,, 

~:~~~~:: l::>l n n n n s l l l n n n ~ ~ l ::> r: 0 0 0 
,,,,,,,,,, ,,,,,,,,,, ,,,, ,,,, 

0thr 119 0 1 l 9 2 O . 8 1 0 1 6 38 2 2 3 2 2 0 0 0 0 1 0 0 1 10 31 121 780 129 236 6trr ,,,,,,,,,, ,,,,,,,, 
,,,,,,.',.''.',.'. ,,,,,,,, ,,,~ .~ 

Clirnt Inn d/ b50 30 66 24 64 73 9 bO 36 26 b 12 100 60 56 33 3b 3 u b j ";} J.7 b b l.l l.3l. 1.39 104-b ~~~~'~'''' ,,,,,,, ,,,,,, ,,,,,,,,,, ~~~~~~~~?~ 
,,,, ,,,,,,,., ,,,,,,,,,, ,,,,,,, ,,,,,, ,,,,,,,,,, ,,,,,,,, 

Tear ta ·uate 5302 641 181 4RL. 71.i. 435 225 2o4 58 57 554 328 496 305 271 34 4 30 26 54 71 58 40 53 722 885 
,,,,,,, 

7126 
,,,,,,, ,,,,,, ,,,,,,,,,, 

~~~~~~~~~~ 
,,,,,,,, -- 277 c;c;Q 

,,,,,,, 
~~~~:~' 

,,,,,, ,,,,11,,,,, :,,,,,,, ...... ,,,,,,, ,,,,,, ,,,,,,,,,, --,-miou MnO 957 53 111 27 92 92 16 76 29 35 7 10 95 70 90 60 33 11 0 5 3 11 8 7 9 109 205 
,,,,,,, ,,,,,,,,,, 

1278 
,;,,,,, ,,,,,,,,,, 

~~~~~~~~~: 
.,,,, ,. 

--3..2 ,,,,,,, ,,,,,,,,,, ,,,,,, ,,,,,,,,,, ,,,,,,,, - 1,,,,,, ,,,,,,,,,, ,,, ,,,,,,,,,, ,,,,,,,, - Sa■e l1.Pmi11sYr. 46 80 41 236 65 87 52 26 4 4 6 146 
,,,,,, ,,,,,,,,,, 

~~~~~~~ 14 ~( 
.,,,,,,,,,, 

~:~~~~~~~ ~ 
,,,,,,,, - 1120 27 97 90 15 77 35 10 10 5 0 10 17 2 lS 227 ,,,,,,,, ,,,,,, ,,,,,,,,,, ,,,,,,',.~~, , ,,,,,,, 

Pri, Yr.nr1Sa■ e Ma. 5lb0 274 54b lb2 54e 535 72 395 203 197 49 47 669 37e 474 307 164 28 3 22 38 64 66 55 23 70 455 1118 
,,,,,, ,,,,,,,,,, -~~~::~t~:i~~: 6984 ::~:~~~~~ :~ 

,,, , ,,,, ,,,,,,, ,,,, , ,,, ,,,,,, ,,,,,,_,,.,,. 


