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CIVIL AERONAUTICS BOARD 

Contact: Alan Pollock 
{202) 673-5990 

WASHINGTON DC. 20428 

FOR RELEASE: 
ON OR AFTER 
Thu rs day 
October 9, 1980 
CAB 80-181 

DROP HJ cmJSUMER COMPLAINTS ACCELERATES 

WASHINGTON, D.C. {October 9)-- Competition in the airline marketplace 

is continuing to develop and is reflected in the decrease in consumer 

complaints reported to the Civil Aeronautics Board, according to the Board's 

Bureau of Consuner Protection. 

The latest monthly report issued by the Bureau shows that there were 

only slightly more than half as 111any complaints in August 1980 as there were in 

Au~ust 1Q79. The year-to-date totals declined around 30 percent, falling from 

23,576 complaints through August 1979 to 16,318 for the first eight !Tl)nths of 

this year. The most dramatic decrease was a 55 percent drop in complaints 

filed against tour operators, with only 575 reports as compared to 1,285 a year 

ago. Complaints against U.S. airlines declined just over 32 percent . 

. Baggage problems topped the list of consumer problems in August with 396 

reports {19.2 percent of all passenger complaints). Flight irregularities and 

customer service problems ranked second and third, accounting for 16.1 and 

14.0 percent of the total, respectively. For the eight-month period, flight 

problerrts were the most frequent causes of consumer dissatisfaction {19.7 

percent). However, even they hac1 declined 39 percent from the January to 

August 1Q79 total . 

MORE 
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/\r,ong tlfr~ rnajo r U.S. airlines receivinq fivP. or nnre coritllai nts in 

~u~ust, Delta and PS,'\ had the lowest rates of coriplaints per 100,000 passengers 

flown. For the eight-month period, Hawaiian edged out Delta for t~e lowest 

ratio with l.~5 reports per 100,000 passen~ers conparerl to 1.45 for Delta. 

('·1awaiian received less t'1an five complaints in l\ug1Jst.) 
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NOTES TO REPOll T 

This report is based on informal consumer complaints the Board has received by 
rnail or telephone. We have not determined the validity of each complaint. The types 
of problems included in each category are: 

Flight Problems: Cancellations, delays, or any other deviations from schedule, 
\\:hether planned or unplanned. 

Oversales: All bumping problems, whether or not the airline complied 
with CAB oversale regulations. 

Reservations and Ticketing: Airline or agent mistakes in rc-servations and 
ticketing; problems in making reservations and obtaining tickets cue to busy telf'phone 
lines or waiting in line, or delays in mailing tickets. 

Fares: Incorrect or incomplete information about fares, discount fare conditions 
and availability, overcharges, fare increases and level of fares in general. 

Refunds: Problems in obtaining refunds for unused or lost tickets. 

Baggage: Lost, damaged or delayed baggage claims, charges for excess baggage, 
carry-on problems, and difficulties with airline claim procedure. 

Customer Service: Rude or unhelpful employees, inadequate meals or cabin 
service, treatment of delayed passengers, and discriminatory treatment. 

Special Passengers: Handicapped passen~ers, passengers on stretchers, children, 
elderly passengers, passengers requiring oxygen or other medical care. 

Smoking: Inadequate segregation of smokers from non-smokers, failure of 
air line to enforce no-smoking rules, objections to the rules. 

Advertising: Advertising that is unfair, misleading, or offensive to consumers. 

Credit: Denial of credi't, interest or late payment charges, incorrect billing, 
or incorrect credit reports. 

Tours: Problems with scheduled or charter tour packages. 

Other: Cargo problems, security, airport facilities, claims for bodily injury, 
lack of adequate service, and other problems not classified above. 
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b/ Airlines are listed on the August report if the Board received 5 or more complaints 
against them during the month. On the January through August report, airlines 
charged with 10 or more complaints during the period are included. 

ci Pan American and National merged effective January 19, 1980. 

d/ North Central and Southern merged and became Republic Airlines effective July 1, 1979. 
All complaints against these companies are listed under Republic. 

e/ All complaints about Allegheny Commuters are charged to U SAir, and the number of 
passengers listed for USAir includes commuter boardings. Allegheny commuters 
are Aerot,:~ech, Air North, Britt, Chatauqua, Crown, Fischer, Henson, Pennsylvania 
Commuter, Pocono, Ransome, Southern Jersey, and Suburban. 

f/ The number of passengers flown is based on adjusted enplanement data on CAB 
Form 41 reports filed by certificated airlines. For the August report, the numbers of 
passengers flown are from June 1980 and 1979. For the January through August report, 
the figures are from November 1979 through June 1980 and November 1978 through 
June 1979. 

g/ Altair was on strike from April 12, 1980, through August 20, 1980. 

h/ Total complaint figures do not include information requests received by the Board. 
This change from 1979 results in the difference between the year-to-date totals 
for 1979 on this report and the number of complaints as reported last year. 

i/ Ozark was on strike from May 6, 1980, through June 2, 1980. 

jJ United was on strike from March 31, 1979, through May 27, 1979. 




