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FLIGHT OVER- Tl CKET ING CUSlONER ADVER-
u.s • AlltL INES PROBLEMS SALES BOARDING FARES REFUNDS BAGGAGE SERVICE SMOKING TISING CREDIT TOURS OTHER TOTAL ................................................................................................................................... 

AMERICA WEST AIRLINES 1 3 0 0 0 2 0 0 0 0 . 0 0 • AMERICAN AIRLINES u 3 2 4 5 15 J 2 l 0 0 3 51 
AMERICAN INTERNATIONAL AIRWAYS 0 0 1 0 4 0 0 0 0 0 0 0 5 
ARROW AIR 1 1 0 0 1 4 I 0 0 0 l 2 ll 
BRANIFF INC. 1 1 1 0 1 0 I l 0 0 0 0 6 
co,n INENT M. AIRL INfS n 12 6 1 5 11 5 2 1 0 0 3 10 
DELTA AIR LINES 4 0 3 • z 4 I 0 0 0 0 0 20 
EASTERN AIR LINES 12 2 5 ' 11 22 0 2 l 0 0 I n 
NORTHEASTERN INT•L• AIRWAYS 0 0 0 0 14 0 0 0 0 0 0 1 15 
NORTHWEST AIRLINES 5 1 0 2 J 2 0 5 0 1 0 1 20 
PACIFIC SOUTHWEST AIRLINES 2 3 0 0 0 0 0 l 0 0 0 1 1 
PAN AMERICAN WORLD AIRWAYS 11 u 5 l 11 11 J J 0 1 I 2 68 
PEOPLE EXPRESS AIRLINES 12 6 5 14 J 10 0 0 l 0 0 3 54 
PIEDMONT AVIATION 3 0 1 l 0 2 l 0 0 0 0 0 a 
RUUBl IC AIRLINES 3 3 0 J l J 0 0 I 0 0 0 14 
SOUTH PACIFIC ISLAND AIRWAYS 14 0 0 0 J 0 0 l 0 0 0 0 u 
SOUTHWESJ AIRLINES 4 0 0 0 1 0 l 0 0 0 0 0 6 
TRANS WORLD AIRLINES 11 10 4 5 z 14 5 0 l 0 l 6 65 
UN IT ED AlllL INES 104 2 4 5 9 u 0 2 I 0 0 2 14Z 
USAIR J 4 J J 2 5 2 z a 0 0 0 n 
WESTERN AIR LINES l J 0 z 1 2 l I 0 l 0 . l 14 
WORLD AIR.WAYS . • l J 0 15 I 2 l l a 0 0 28 
OTHER U.S. AIRLINES 11 14 .. 2 11 JO .. 0 0 0 l J " ------------------- ---TOJ AL CONPl.AINJS 251 12 n 56 105 164 JO u • J .. H aoz 
PSCENJ OF TOJAL CONPUINIS Jl.Z 10.2 , .. ••• u.o 20 ... J.J 2.1 •• ., ... J., 100.0 
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DEPAAJNENT Of TRANSPOAUT ION CONSUNU COMPUINJ REPOAT 
FOR JHE MONTH Of JUNE 1985 

CCNPLAINTS PEI 100,000 PASSENGERS CSEE FOOJNOTE Bl 

••••••••••••• 
• PAGE 2 • 
••••••••••••• 

.................................................................................................................................. ; 
U.S. AIRLINES &NAJORUMJIONALSI 

ALPHAIIEJICAL 
JOJ AL 

COMPLAINTS 
PASSENGERS FLOWN ~ CONPU INTS PU 

1100,0001 100,000 PASSENGERS 

--·········-··········-···············································-······----·····--······························----······· All CALIFORNIA 2 3.19 .,a 
Al.A SKA AIRLINE! 3 1.84 1.•z 
ALOHA A lllL I NE S 0 1.93 .oo 
AMEIICAN AIILINES SI 33.43 1.52 
BRANIFF INC• 6 1.15 3.41 
CONJINENTAL AIRLINES JO 12.04 ,.ea 
DEL TA UR LINES 20 36.91 ·'" EASJERN AIR LINES 63 37.0l 1.10 
FRONJIER AIRLINES 4 ,.1, .69 
HANAIIAN AIRLlt.ES 2 l.14 .12 
NIOa.AY AIRLINES 2 1.35 1.47 
NEIii YORK AIR l 2.91 1.00 
Mal JHWE ST AIRLINES 20 12.21 1.6) 
DURK A II L INES 1 4.96 .20 
PACIFIC. SOUJH .. EST AULINES 1 1.14 .91 
PAN ANEIJCAN .. ORLD AIR ... YS 61 1.11 1.31 
PEOPLE EXPRESS AIRLINES 54 n.10 4.12 
P IEDNONJ AVIA JION • 1s.11 .,z 
REPUBLIC AIRLINES l4 1]. 73 1.02 
SOUJHWE ST AIRLINES 6 11.24 • .5J 
TRANS ..ORLD AIRLINES 65 11.10 l.67 
TRANSANElllCA AIRLINES 1 .61 1.62 
UN llED AIRLINES 142 39,.,u l.60 
USAJR 24 11.22 1.1• 
WESTEIN AIR LUES 14 9.36 1.49 
WILD AIRWAYS 28 t.42 19.62 ------ ----- --- ------
JOTAL MAJORS/NATIONALS 611 Jll.20 Z.16 

AVEAA,ES IIASE ON 26 AIRLINESI 26.01 12.05 z.H 

https://SCHEOUl.EO
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CGNPLAINTS PEil 100,000 PASSENGERS ISEE FOOTNOTE 81 
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...................................................................................................................... ·---········ 
U.S. AIRLINES •MJOR!/MTIONALSI 

ll A N K I N G RANK 
TOTAL 

COMPLAINTS 
PASSENGERS FLOWN 

1100,0001 
C.ONPUINTS PEil 

100,000 PASSENGERS 

··-·······--·----············-··········--··--····--··········································-·--··--········--················· lil>RLO AIR'-A YS l 21 1.42 ICJ.62 
PAN AMERICAN laCRLO AIRI.AYS z H 1.11 1.11 
CONTINENTAL AlaLINES ) JO 12.0 .. 5.11 
PEOPLE EXPRESS AJRL UJ: S 4 54 n.10 4.12 
TRANS l«lRLD AIRLINES 5 65 11.10 J.61 
UN I IED AIRLINES • 142 39.43 3.60 
BRAN lff INC• 1 6 1.15 3.41 
EASTERN AIR llliiES I 63 n.01 1.10 
NORTHWEST AIRLINES 9 20 12.21 1.63 
ALA SKA A IAL INES 10 3 1., .. l.62 
TRANSAMERICA AIRLINES 11 l .61 1.62 
AMERICAN Alllll .. ES 12 51 n.o 1.52 
WES IERN A Ill L UE S u 14 9.16 1.49 
MIDWAY AIRLINES 14 2 1.35 1.41 
USAIR u 24 11.22 1.1• 
REPUBLIC AlllLUES 16 "' u.n 1.02 
NE N YORK A Ill 11 3 2.98 1.00 
PACIFIC SOUTHlaEST AIIILINES 11 1 J.14 ••• HAWAIIAN AIRL UES 19 2 2.n • ,2 
FRONTIER AIRL ... ES 20 4 5.15 ••• DEL TA A I R L I NE S 21 20 36.91 ., .. 
SOUYHWEST AIRLINES 22 6 11.24 .SJ 
PIEONONT AYIA TION 2) I 15.ll .,z 
Al R CALIFORNIA 2~ z J.19 .51 
OZARK AIR LINES 25 l ..... .zo 
ALOHA A UlL I NE S 26 0 l.9J .oo 

-----~------------------------------------~------------------~-~---------
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DEPAAJMENJ Of JRANSPOAfAflON CONSUMER COMPLAINJ REPORT 
FDA fHE MONfH Of JUNE 1985 

BY CATEGORY Of COMPLAINl ISEE FOOJNOJE Al 

••••••••••••• 
• PAGE • • ............. 

•••-•••••••••-•••••••-•••••••••••••••••••••••••RESERVlflONS••••••••••••••••••-••••••••••••••••••••••••••-••-•-•••••••••••••• 
FLIGHT OVER- TICKET ING CUSTOMER ADVER-

FOREIGN AIRLINES PROBLEMS SALES BOARDING FARES REFUNDS BAGGAGE SERVICE SMOKING TISING CREDIT TOURS OTHER TOTAL 

···--······-···········---····--··--············--·-···························--·············---····--····--····················· AIR JANAICA 3 0 0 l 2 1 0 0 0 0 0 0 7 
ALITALIA AIRLINES 2 l 0 0 l 2 0 0 0 0 0 0 7 
MEX ICAHA D 0 0 0 l .. l 0 0 0 0 0 6 
OTHER FOREIGN AIRLINES 6 '" J 2 I 21 z 2 0 0 I 0 66 ---
TOTAL COMPLAINTS 11 ,. 3 3 12 JS 3 2 0 0 l 0 16 
P EACENl OF JOT AL CONPUINTS 12.1 , ... ) ... J ... u., -.o.6 ] . .\ Z.J .o .o ,., .o 100.0 

https://SCHEDUl.ED
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IY CATEGORY Of CONPLAINT ISEE FOOTNOTE Al 
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• PAGE 5 • 
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••••••••••••••••-••••••••••••••••••••••••••••••-RESERVATIONS•••••••••••••••••••••••••••-•••••••••••••••-•••-••••••••-•••••••• 
FLIGHT OVER- TICKET ING CUSTONEA ADVEA-

t ON PAN Y NOBLEMS SALES BOARDING FARES REFUNDS BAGGAGE SERVICE SMOKING JISING CREDIT TOURS OTHER TOTAL 

-·········---···-----··············-·········--································---·---·-···················-·-----···---········ INTERNATIONAL MEEKENDS 
OTHER CHARTERS ------·--------JOT AL CON,a.A INJS 
PEACENJ Of JOT&. COMPLAINTS 
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FLIGHT OVER- TICKET ING CUSTOMER ADVER-
OTHH COMPANIES PROBLEMS SALES IOAROING FARES REFUNDS IAGGAGE SERVICE SMOKING llSING CREDIT TOURS OTHER TOTAL 

···········--····--····--················--··································-············--···--·-··--·····--·-·····-·········· C All G 0 ----
OIHER C AR G 0 0 0 0 0 0 l 0 0 0 0 0 ~ 5 ---
TOTAL COMPLAINTS 0 0 0 0 0 l 0 0 0 0 0 .. 5 
PERCENT Of TOUL COMPLAINlS .o .o .o .o .o 20.0 .o .o .o .o .o 10.0 100.0 

TRAVEL AGENTS -------
OTHER TRAVEL AI.EHTS l 0 0 0 • 0 0 0 0 0 I l 1 ---- --- ---
TOTAL COMPLAINTS l 0 0 0 .. 0 0 0 0 0 I l 1 
PEIICENT Of TOI AL CONPUINIS u.z .o .o .o 5J.l .o .o .o .o .o u.z u.z 100.0 

,wa OPUATOAS 

orttH ,oua o,unoas l z l 0 • 2 0 0 I 0 • I 20 ----- --
TOTAL COHPLAINTS l z l 0 6 2 0 0 l 0 • l 20 
PEIICENI Of TOI AL CONPUINlS ,.o 10.0 5.0 .o JO.O 10.0 .o .b ,.o .o Jo.o ,.o aoo.o 

MISCELLANEOUS COMP"-IES · ----- ---
CAPITOL Alll 0 0 0 0 1 l 0 0 0 0 0 0 I 
GENERAL COMPLAINTS l 0 0 l 0 l 0 I 0 0 0 5 9 
PRINAIR z 0 0 0 l 5 I 0 0 0 0 0 9 
OTHER MISCELLANEOUS COMPANIES 2 l ) 2 lZ 13 I 0 I 0 u 12 '° -------------- ---- ---
IOTAL COHPLAINTS 5 l ) ) zo 20 z I I 0 u 11 .. 
PUCENT OF TOTAL COIIPUINIS 5.1 1.1 J.4 J.4 21.2 ZJ.Z z.J 1.1 1.1 .o u.1 19.J 100.0 
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DEPARTMENT OF TRANSPORTATION CONSUMER COMPLAINT REPORT 
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•••••••••••••••••••••••-••• COMP l A I NT S ••••••••••••••••••••••••••••REQUEST FOR INFORMATION••TOlAL, CONPLAINTS•••••TOTAL 
INDUSTRY GAOWS SCHEDULED CHARTER TOTAL OPINIONS COflPLIMENTS COMPLAINT RECORDS OTHER THAU llEQl.ESJS CASES ................................................................................................................................... 
U.S • AIU INES ---·---
FOIIEIGN AIU INES --------c All G 0 

HAVEL AGENTS 
-----
TOUR OPERATORS 

MISCELLANEOUS COMPANIES 

INDUSHY TOTAL 
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................................................................................................................................... 
COMPLAINT CAIEGORY RANKING TOTAL COMPLAINTS 

........................................ ·-········--··············--···---··············--····---··········--····---·············· 
FLIGHl PRDILENS ••• l 211 

IAGGAGE••••••••••• 2 222 

AEFUM>S ••••••••••• J 1-U 

OVERSALES••••••••• 4 101 

FARES••••••••••••• 5 62 

,ouas ............. 6 n 
llCKEllM./IOARDING 1 54 

OJHE ■••••••••••••• I 53 

CUNSlDNER !ERVICE. 9 H 

SNDKINli••••••••••• 10 26 

ADVERllSl'-G ••••••• 11 10 

CllEDll•••••••••••• l2 J 

-------------------------------------------------------------..----------------..-.---------



FOOTNOTES TO REPORT 

A. Thi• report 1• baaed on informal conaumer complaints the Department ha• 
rece~ed by ?Ail or telephone. Companies are listed if DOT received five 
or aore complaints againat them during the aonth. We have not determined 
the validity of each complaint. · The type• of problems included in each 
category are: 

Flight Probleme: Cancellatiom, delaye, or any other deviation• 
from echedule, whether planned or unplanned. 

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

Reservations, Ticketing and Boarding: Airline or agent mistakes in 
reservations and ticketing; problems in making reservations and obtaining 
tickets due to busy telephone lines or waiting in line, or delays in 
mailing tickets. Problems boarding the aircraft. 

Fares: Incorrect or inc0111plete 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 eervice, treatment of delayed paesengers, and discriminatory treatment. 

Smoking: Inadequate aegregation of amokers from non-smokers, failure 
of airline to enforce no-smoking rules, objections to the rules. 

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

Credit: Denial of credit, intereat or late payment charges, incorrect 
billing, or incorrect credit reports. 

Tours: Problems with achedule~ or charter tour packages. 

Other: Cargo problems, aecurity, airport facilities, claims for 
bodily injury, and other problems not classified above. 

I. the number of paeeengera flown 1• baaed on adjusted enplanement data on 
CAB Form 41 report• filed by certificated airlines. For the June 
report, the number of passenger• flown are from April 1985. 




