
. ,• ~-.. 

••••••••••••••••••••• UFPARTMlNf OF tRANSPIJRJATIUN ~ ~NSUHER COMPLAINT ftEPORt ·········••'-'• • ~(.HfOUL fO ~FRY tr:F. • FOR TH( Motntt Of AUGUST l98b • PAGE l ·• ••••••••••••••••••••• RY CATEGORY OF CUM~LAINT CSEE f=UOTNCTE A) ••••••••••••• 
••••••••••••••••=••••••=•=••=•=•=••====•====••=•==REsERyAJloNS---=-=---•------•---=-==••••••••c•••••=••••••••••••••••••••••-••••-

Fl IGHT OVER- TICKET I NG CUSTOMEK AOVER-
u.~. UAL INFS PRJRLE HS SALES ROARDING FARES REFUNDS BAGGAGE SERVICE SMOKINb TISING CREDIT TOURS OTHER TOTAL 
·········-·············••=••=••••======================================================•••=••=•=••••=•=••········--··············-

AIR UL IFORNU l l l 0 l 2 l 0 0 0 0 0 1 
AIA ~FW OALFANS l 0 0 0 3 l 0 0 0 0 0 0 5 
AMFRl(A WFST AIRLINES l 0 0 0 2 l 0 l 0 0 0 0 5 
AMfPICAN AIRLINES 14 4 2 3 10 10 5 l 0 0 0 l 50 
RAANIFF INC. l 0 l 0 2 l 0 0 0 0 Q 0 5 
f.ONllNENTAl AIRLINES 16 6 1 l 18 6 1 l 0 l 0 l H 
OH TA AIR LINES 10 0 3 l 3 3 0 l 0 0 0 0 21 
FA~JFRN AIR LINES 36 6 9 l 9 lit ... 5 0 0 0 2 96 
FRONTIFA AIRLINFS 10 l 4 0 l3 10 l 2 0 0 0 0 "' HAWAIIAN AIRLINES ~ 1 0 0 0 9 2 0 0 0 0 0 22 
NfW YORK AIR 6 " 2 2 l 2 l 0 l 0 0 0 19 
NOAlHWfST AIRLINES 15 0 4 0 2 3 l 2 0 0 0 l 21 
01 AH AIA LINES 0 0 0 2 l 0 l 0 0 0 0 l 5 
PACIFIC SOUJHWfST AIRLINES 5 l 2 l l l l 3 l 0 0 0 16 
PAN AMf~ICAN WORLD AIRWAYS 1 13 5 2 5 6 3 0 0 0 0 2 u 
PEOPLE EXPRESS AIRLINES 4-\ 6 11 9 5 16 4 l l 0 0 l 102 
PlfONONT AVIATION 11 2 4 0 2 5 l l 0 o. 0 l 29 
PRESIDENTIAL AIRWAYS It 0 0 0 0 2 3 0 0 0 0 0 9 
PRO AIR SERVICES 4 0 0 0 3 l 0 0 0 0 0 0 8 
PROVINCETOWN IIOSTON AIRLINES l 0 l 0 l 2 0 0 0 0 0 ·O 5 
IIEPUIIL IC Allll lNES 20 6 3 0 3 6 6 2 0 0 0 1 47 
~INMOMS AIRLINES 5 0 0 0 0 l l 0 0 0 0 O · 7 
SOUTHWEST AIRLINES 2 0 l 0 0 l l 0 0 0 0 0 5 
TRANS IIORlO AIRLINES 32 6 1 0 8 10 12 3 0 0 0 6 .. 
UNl1ED AIRLINES 55 12 ll 4 10 l8 21 ,. l 0 0 6 H4 
U~UR 12 4 5 0 2 3 ~ 2 0 0 0 l 33 
WESTEaN AIA LINES 2 0 l 0 l 2 1 1 0 l 0 0 9 
WORlO AIRWAYS 21 2 4 0 5 10 3 0 0 0 0 1 46 
OTHEa U.S. AIRLINES 18 10 4 l 14 13 4 0 0 0 0 2 66 

------------------------ ----- ----- ----- ----- ----- ----- ----- ---- ---- ----- ----- ---~-
AUGUST 1986 158 91 94 27 125 159 100 30 6 2 0 2, 1021 
PERCFNT OF TOTAL COMPLAINTS 35.0 8.9 9.2 2.6 12 .2 15.5 9.7 2.9 .5 .1 .o 2.1 100.0 

--------- -~-------------- ----- ----- ----- ----- ----- ----- --·--- ---- --- ---- ----- ---....-

AUGUST 1985 176 59 42 38 95 lle8 32 21 23 2 3 2J 662 
PFRCFNT OF TOTAL COMPLAINTS 26.5 8.9 6.3 5.7 14.3 22.3 't.8 3.1 3.4 .3 _,. 3.4 100.0 

I 



••••••••••••••••••••• 
• SCt4fDUlFD SERVICE • 
••••••••••••••••••••• 

OEPARTMCNT OF TltANSPORTATION ··ccNSUMEll COMPLAINT REPORT 
F~ THC MONTH OF AUGUST l98b 

COMPLAINTS PER 100,000 PASSE~GCRS (SlE FCOTNOTE Bt 

. . , ............. 
• PAGE 2 •• 

••••••••••••• 
·-··························-····················•AuGUST 1986•==••••=••······---····················••u'usT l9&5••·············-
U.S. •IALINES CMAJORS/NATIONALS 

A l P H A ft E T I C A l 
TOTAL PASSENGERS FLOWN CO~PLAINTS PER 

COMPLAINTS (lOO.OOOt 100.000 PASSENGERS 
TOTAL PASSENGERS flO~N CO"PLAIN1S PER 

COMPLAINTS 1100,0001 100.000 PASSENGEas 
··································••=••••=••·••=•=•=••=========•=====•==••====•==••••=••···························-·····-···-···-
UR UllFORNU 1 4.'H 1.53 
AlASU Atal INfS " 3.69 1.08 
ALOHA A I Ill INES 0 2.43 .oo 
AMFRICA WEST AlaLINES 5 5.52 .91 
AMFIIICAN tlll.lNES 50 39.32 1.21 
IUIANIFF INC. 5 2.33 2. l 5 
f.ONTl~ENTjL AIAllNfS 64 16.98 1.11 
OflU Ata LINES 21 34.36 .61 
fASTf~N AIR LINES 96 35.47 2.11 
FRONTIEa AIRLINES It l 6 • Ob 6.17 
HAWAIIAN jflllNES 22 3.48 6.32 
JET ANEalCA AIRLINES ) .9l * l.30 
MIDWAY U•UNfS ~ .oo, .oo 
NEW YORK au, 19 4.21 4.51 
NDaTMVfST AIRLINES 28 14.29 l.96 
OUH AUi UNES 5 4.80 1.0 .. 
PACIFIC SOUTHWEST AIRLINES 16 .oo * .oo 
,aN l~fRICA~ WORLD AIRWAYS 43 10.11 4 .23 
,RJPLf ,.,.Ess AIRLINES 102 11.11 9.00 
,1fOMDNT AVIATION 29 20.11 1.lt't 
H,UlllC ·a IRLINES • It 1 17.41 2.10 
SoutMWEST AlaLINES 5 11.49 ·"" TlANS voato AIRLINES 8'\ 18.09 ~.64 
TaANSAN!RICA AIRLINES l .43 2.33 
THNst• 0 1 .94 .oo 
UN IT fl AllllNES 144 46.15 3 • 12 
USAIR 33 19.66 1.68 
WFSTfM Ala LINES 9 11.05 • 8 l 
WORLD AIRWAYS lt6 1.10 27.06 
--............_ · --------------... ~---- .. - ---- ------- -----
TOTAL MAJORS/NATIONALS 933 348.13 2.68 

AVfR.GES C915fo ON 29 A1RL1NeS1 32•17 12•ol 2.68 

* P.ASS£NCERS FLOWN NOT REPORTED 

0 4.44 
3 3.27 
l 2.12 
3 4.53 

38 4l.54J . 
3 2.61 

51 15.61 
11 36.16 
61 31.28 

" 1.34 
l 2.84 
0 .l9 
2 1.45 
6 3.11 

21 15.19 
2 ,.,. 

11 1.11 
10 u.02 
11 u.2, 

l 17.29 
u 16.92 

" U.6J 
63 21.94 

J •• 2 
2 1.10 

52 11.41 
H u.n 

6 U.49 
20 2.01 

571 335.H 

19 .,, ,,.,. 

.oo 

.92 .. , 

.66 

.91 
1.15 
3.27 

.30 
1.64 
.55 

2.41 
.oo 

1.31 
1.93 , .. ~ 
.u 

1.2, 
,.11 
5.J6 ... , 
1.06 
.JZ 

2.11 .... 
1.11 
4.56 
1.21 

••• , ... 
1.10 

i.10 

I 

I ' ,·, 
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••••••••••••••••••••• 
• SC~f~JlfD SERVICE• 
••••••••••••••••••••• 

OEPARTMENT OF TRANSPORTATION cc~~UMER CGMPLAINT REPORt 
FOR THE MONTH OF AUGUST l98b 

COMPLAINTS PER 100,000 PASSENGERS (SEE FCUTNOJE Bt 
·········•liil·· • PAGE J • • 
••••••••••••• 

································-·-···••=•=•=-=••=•AuGuST 1986•==••=•==••·••=•==••········-········-··•uGust l995 ••••••• ••······- · 
U.S. •IRLINES INAJOAS/NATIONAlS TOTAL PASSENG[RS FLOWN CO~PLAINTS PER TOTAL PASSENGERS FLONN COMPLAIN1S PER 

a A N K I N G RANK COMPLAINTS ClOO,OOOt 100,000 PAS~~N~lRS RANK COMPLAINTS 1100,0001 100,000 PASSENGERS 
·····--·-·····························~---····-·•-=•=~=-==•••=•••=•••=••···········································-··········-

NIOWAY AIU INfS • 4 .oo .oo 12 l. ,.~5 ,.'38 
PAClf~ ~~Hf UaLINES • 16 .oo .oo lit 11 .. ,. 1.2, 
• .. ' . . .. \ ·, \. ·· .. \ . . . . . ' . 

WORLD arawAYI l 46 1.10 21.06 1 20 2.01 9.66 
PFOPlf FXPaflS AIAllNfS 2 102 11.33 9.00 3 11 13.25 5.36 
FaONTIEa AlatlN!S l 41 6.06 6.71 21 4 7.34 .55 
HAWAIIAN AIRLINES " 22 3.48 6.32 8 1 2.84 2.41 
TRANS WORLD AIRLINES 5 84 18.09 4.64 7 63 21.94 2.11 
NEW YOAK • 11, 6 19 4.21 4.51 9 6 3.11 1.93 
PAN A,ERICA~ MORLD •1RWAYS 7 43 10. 17 11.21 2 70 u.02 5.38 
CONT llffNT~l AIAL INES 8 64 16.98 1.11 6 51 15.61 3.21 
JET AMEalCA AIRLINES 9 3 .91 3.30 29 0 .1, .oo 
UNITPD AllllNES 10 lltlt 46.15 3.12 5 52 11.u 4.'6 
FASTfJN Al~ LINES 11 96 35.47 2.11 11 61 11.21 l.64 
REPUBLIC AIRLINES 12 47 17 .41 2.10 11 18 16.92 1.06 
T~ANSMfllCA _AIRLINES 13 l ;. .43 2.33 It 3 .62 4.M 
IIUN lff INC. lit 5 2.33 2 .15 16 3 2.,1 1.1, 
NOIIJHMESl AIRLINES 15 28 14.29 l.96 10 28 u.1, l.M 
USAll 16 33 19.68 l.68 13 24 u.n 1.21 
AIR Cl&.IFGRNU 11 1 4.57 1.53 28 0 4.44 .oo 
PIEDMONT •YIATION 18 29 20.11 l.ltlt 24 1 11.29 .41 
AMFRICAN JlallNES 19 50 39. 32 1.21 19 38 41.59 .,1 
AUSU A llll lNFS 20 " 3.69 1.08 18 l l.27 .,2 
OUH AIII LINES 21 5 4.80 1.04 25 2 5.98 .33 
AMFRlfA WfST AIRLINES 22 5 5.52 .91 20 l 4.,1 .66 
WESJEaN Al~ LINES 23 9 11.os .81 22 6 12.49 .41 
DELU Ala LINH 24 21 34.36 .61 21 11 36.16 .30 
SOUJHllfSl AIALINES 25 5 11.49 .44 26 • u .•• - .u 
TUNSUR 26 l.94 

--·- -- . - - . - · - - - -· i. ,i . . . . --- . 
0 .oo 15 2 1.11 

ALOHA A I Rl _INIS 27 0 2.1e3 .oo 23 l a.u .. , 
---~~--~------------------------------------------------------------------------ -- ---

* RANKING NOT APPLICABLE, PASSENGERS n.OWN NOT REPORTED 



••••••••••••••••••••• 
• SCHfOULFD SFRVICF • 
••••••••••••••••••••• 

OEPAkTMENf CF TRANSPORTATION CCNSUHER CUMPLAl~T REPOKI 
FOR THE MONTH OF AUGUSf 1986 

BY CATEGOkY UF COMPLAINT (SEE FOOTNCTE At 

...... .,, ...... ., 
• PAGE .\ • •••••••••••••• 

························----=•••=•=•=•===•=•••===•REsERvArloNS======================••=••=•••=••·································-
Fl IGHJ OVER- TICKETING CUSTOMER A0VER-

FOIIF ICN AIRLINES PROBLEMS SALES BOARDING FARES REFUNDS BAGG•GE · SERVICE SMOKING IISING CREDIT TOURS OTHE~ T01AL 
·············--············•-=---------------------------------------------------=----=-==••••=••==••······························ 

'"' u 0 l 0 0 l l 2 l 0 0 0 1 1 
OOMINICANA OF. AVIACION 3 2 0 0 0 " 0 0 0 0 0 0 9 
IBFII U A IRl INES l l 0 0 0 " '0 0 0 0 0 0 6 
lUFTHANS• 2 l I 0 0 0 0 l 0 0 0 l 6 
MF>C ICANA 5 2 0 0 l " 1 I 0 0 0 0 14 
OTHFR FORF.UiN AIRLINES 11 13 8 2 5 12 6 2 1 0 ,0 J 63 

------~----------------------AUGUST 1986 22 20 9 2 1 25 9 5 1 0 0 , 105 
PFACFNT OF TOTAL COMPLAINTS 20. 9 19.0 8.45 1. 9 b.b 23.8 8.5 

"· 1 
.9 .o .o 4.7 100.0 

~---------------------------
AUGUST 198-S 10 15 4 0 11 30 0 4 0 0 2 l 79 
PF.aCENT OF TOT Al COMPlA INTS 12. t, 18.9 5.0 .o 13 .9 37.9 .o 5.0 .o .o 2.5 3. 1 100.0 

·..r. 



••••••••••••••••••• 
• CHA~tFA SFRVICf • 
••••••••••••••••••• 

DEPARTME~T 0~ T~ANSPORfAflON, tt~SUHlM COMPLAINt REPORT 
roR TH( MONTH OF AUGUST l98b 

BY CATEGORY or COMPLAINT (SEE fOUTNCTt AJ 

....... ,, ...... , 

• PAGE 5 . • 
••••••••••••• 

•••••••••••••••••••••••••••••••••••••••••• :a•• ••••• RE sERyAyl ONs= ••== •=••=••=•=cs·····••=• ••••••••••• ······························-
fl IGHT OVfR- TICK[ Tl NG CUSTOMER ADVER-

C H A R T E R S PROBLEMS SALES BOARDING FARES REFUNDS BAGG,GE SERVICE SMOKING TISING CREDIT TOURS OlHE~ TOTA&. 
•••••-••••••••••••••••••••••-•••••=••z•===••=••••=•=======•==•=========•=:a=•==•=••••••••••••:a••••••••••••••••••••••••••••••••--

OTHH CH,RTfRS 2 l 0 0 5 2 0 0 0 0 l 0 11 

--------~---------------AUGUST 1986 2 1 0 0 5 2 0 0 0 0 l 0 n 
PERCENT OF TOTAL COMPLAINTS 11.1 5.8 .o .o 29.4 11.1 .o .o .o .o 41.l .o 100.0 

----------- ------~-
AUGUST 19H 2 0 0 0 l 5 0 0 2 0 20 6 36 
PERCENT OF TOTAL COMPLAINTS 5. 5 .o .o .o 2.1 ll.8 .o .o 5.5 .o 55.5 16.6 100.0 

I 



••••••••••••••••••••••••• hEPAk tMEN T OF TRAN SPUR lA Tl UN -\.lN:)Ul"lt:~ \.Ur'lt'LA arH l"\!l;rURI 

• MIS r Fll AN EOUS SER V I rE • FOR ttiE MONTH OF AUGUST 1986 • PAGE 6 • ••••••••••••••••••••••••• B~ CATEGORY OF COMPLAINT CSEt: J-OUTNCTE A) ••••••••••••• 
••••••••••••••••••••••••••••••••••=•=••••••••s••••REiERlAJloNS•=•=•••==••=•=•••=•••••••••••••••••••••••••••••••••••••••••••••••••-

FLIGHT OVER- J CK T NG CUSTOMER ADVER-
OTHFA COMPANIE~ PROBLEMS SALES BOAROING FARES REFUNDS BAGGAGE SERVICE SMOKING IISING CREDIT TOURS OTHEA TCUL 
························••==••=•••=========•===••·••===============•=============••••==•=••=•==••·••=••····••=••·················-
r. A II C 0 
--------~ 

OTt4fA C A R G 0 0 0 0 0 0 0 0 0 0 0 0 2 2 -----~~----~-----~-~~------
AUCUST l(J116 0 0 0 0 0 0 0 0 0 0 0 2 2 
PFACENT OF TOTAL COMPl AINTS .o .o .o .o .o .o .o .o .o .o .c 100.0 100.0 
--------------~------~------ ----- ---- ----- ----- ----- ----- ----- ---- ---- ----- ------. 
AUGUST J(J85 0 0 0 0 0 l 0 0 0 0 0 0 1 
PERCFNT Of TOTAL COMPLAINTS .o .o .o .o .o 100.0 .o .o .o .o .o .c 100.0 

TUV fl AGfNTS _____ _,_, ... _____ 
OTHfR Ta•VF.l AGENTS 0 0 l 0 s 0 1 0 0 0 0 0 1 
wo•Lo TRAVR AGENCY 0 0 0 0 ,. 0 0 0 0 0 2 3 9 
OTHfa t•AVEl AGENTS l 0 l 0 2 0 0 0 0 0 0 0 • ----- -~------ ----- ---- ----- ----- ---- ----- ---- --- --- ----- -~---
AUGUST 1986 1 0 2 0 11 0 1 0 0 0 2 J 20 
PfaCfNI OF TOTAL COMPLAINTS 5.0 .o 10.0 .o 55.0 .o 5.0 .o .o .o · 10.0 u.o 100.0 ~--- ....... _....,_._ ___ ---- ---- ----- ----- --- ---- --- ---- --- _,_, ___ ----
AUCUST HH l 0 l 0 l 0 0 0 0 0 • ·O 1 
PEICENf Of JOTAL COMPLAINTS 14. 2 .o lit. 2 .o 14.2 .o .o .o .o .o 57.l .c 100.0 

HUR OPFHTOAS 
_,_, __ ._._._,_........_._ .. 

nTHFR TOUR OPERATORS 2 0 l 0 5 0 0 0 0 0 0 0 • -------- ----------- ----- ---- ----- ----- -- ---- --- ---- -- ---- ----- ----
AUCUST 1986 2 0 l 0 5 0 0 0 0 0 0 0 • PfACfNT OF TOTAL COMPLAINTS 25. 0 .o 12.5 .o 62.5 .o .o .o .o .o .o .a 100.0 -------- ---~--------~-~----- ----- -·--- ----- ----- ---- ----- --- _,_ ___ ------ --- ___ _.... 

AUGUST 1915 2 0 3 0 0 2 0 0 0 0 l 0 I 
PERCENT Of TOJAL COMPLAINTS 25.0 .o 37.5 .o .o 25.0 .o .o .o .o 12., .o 100.0 

NISCftLANfoUS COMPANIES -----.-.- --
OTHE• NISCELlANfOUS COMPANIES 6 It 4 5 6 6 2 • l 0 • 16 6Z ------ -----
AUGUST 1~96 6 ,. 4 5 6 6 2 " l 0 • 16 62 
PERCENT OF TOTAL COMPLAINTS q.6 6 •• 6.~ a.o 9.6 9.6 3.2 6.4 1.6 .• o 12., 2, •• 100.0 
-------~~-----...----------- ----- ---- ----- ----- --- --- ---- --- --- ~ _,_,__ ~-
AUCUST l9811J 13 0 3 2 16 11 0 8 0 0 16 11 H 
PERCENT OF TOTAL COMPLAINTS 14. l .o 3.2 2. l 17.3 18.lt .o 8.6 .o .o 11.3 11.4 100.0 

I 



•••••••••••••••••• 
• All SfAVICFS • 
•••••••••••••••••• 

OE PAR TMENT Of TRANSPORJ'AJ ION CUSUMER COMPLAINT REPORf 
FOR THF MONTH OF AUGUSJ 1986 

. • •••••••••••• 
• PAGE 7 • • •••••••••••• 

·····················-···••==•••=========:=•-=•••=•••=••···••==•=•~-===•===••==••···············································--
INDUSTRY GROUPS 

------COMPLAINTS------ REQUEST FOR INFORMATION 
SCHEDULED CHARTER TOTAL OPINIO~S CUHPLIMENTS COMPLAINT-RECORD OTHER 

COMP LA I NT S Pl US 
INFO REQUESTS 

TOTAL 
CASES 

············-····-····•-=••••=••=•=•======:========•=========•==•========••======••••====••········································ 
U.S. IIRLIHFS 
-------------

AUEUn 1986 
AUGUST 1985 

FORF lt:N URL INFs -----
AUGUST 1986 
AUfUST 1985 

C A A G 0 

AUC:UST 1986 
auc;un 1985 

TIIAVft AGENTS --------------au,un 1986 
AUGUST 1985 

,rua CPEHTOAS 

AUGUST 1986 
AUC:UST 1985 

MISCFllANfOUS CONPANIFS 

----------------
AUEUST l 986 
AUEUST 1985 

1N()us111v ,o,'L 

-------------
AUGUST 1986 
AUC.UST 1985 

1021 
662 

105 
79 

2 
l 

20 
1 

8 
8 

62 
92 

1218 
8't9 

5 
3 

i 
3 

0 
0 

2 
l 

8 
29 

0 
0 

17 
36 

1026 
665 

107 
82 

2 
1 

22 
8 

16 
37 

62 
92 

1235 
885 

12 
4 

0 
2 

0 
0 

0 
0 

0 
0 

61 
9 

73 
15 

1 
2 

0 
0 

0 
0 

0 
0 

0 
0 

0 
0 

1 
2 

----------------- ----------------------------------- -

4 
2 

3 
l 

0 
0 

0 
0 

1 
1 

3 
4 

11 
H 

52 
35 

5 
8 

1 
l 

24 
1 

2 
3 

88 
75 

112 
123 

I 

1095 
108 

115 
93 

3 
2 

46 
9 

19 
41 

21~ 
180 

1492 
1039 

944 
662 

106 
19 

l 
2 

... 
• 

16 ... 
201 
179 

U21 
914 

----------



••••••••••••••••••••• 
• All SERVICES • ..................... 

DEPARTMENT OF TRANSPORTATION CCNSUMER COMPLAINT REPORT 
FOR THE MONTH OF AUGUST 1986 ------~~--------

\- . 
............. . "'' . . .. .......... . 

••• ---······-·•-=• U UST 986•==•======= A-.Cusr 1985••········ .. -·---·--·-·····-····-·······---••z- AG 1 •=••==•••••••••••••••••••••• u-
CONPLAINT RANKING BY COMPLAINT CATEGORY RANKING TOTAL COMPLAINTS RANKING TOTAL COMPLAINTS 
·--·---~---···-···-----·---······················••=••······••=•==•=•••====••···••==••····-···········-·-·········-··--·-

fllGH' ,aoaLEN5 ••• 1 391 
.. 

1 20• 

1•GcAGE••••••••••• 2 192 2 203 

•EFUNos ••••••••••• 3 159 l 124 

OVEaSALES••••••••• 4 116 4 14 

custONEa sElylCE •• 5 112 10 32 

TICKfTINC/IIOAROING 6 110 5 SJ 

OTHER••••••••••••• 1 55 6 •• 
s•CJ<ING••••••••••• 8 39 9 " 
FARES••••••••••••• 9 3't 8 40 

,eu•s••··········· 10 17 1 .. 
ACyEa1lslNG ••••••• ll 8 11 25 

CREDIT •••••••••••• 12 2 12 2 

------------~---------------~~--------------------------------------------------------------~~~--~ 

I 
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FOOTNOTES TO REPORT 

A. This report is based on -informal consumer complaints the Department has 
received by mail or telephone. Companies are listed if DOT received five 
or more complaints against them ·during the month. 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, whether planned or unplanned. 

Oversales: All bumping problems, whether or not the airline 
complied with DOT oversale 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 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 ~iscriminatory treatment. 

Smoking: Inadequate segregation of smokers from non-smokers; failure 
of airline to enforce no-smoking rules; objections to the rules, would 
prefer change such as: (1) relaxation or elimination of regulations, or 
(2) banning of smoking on all flights. -

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

Credit: Denial of credit, 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, and other problems not classified above. 

B. The number of passengers flown is based on adjusted enplanement data on 
RSPA Form 41 reports filed by ·certificated airlines. For the August 
report, the number of passengers flown is from June 1986. 
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