
,., •••• ···••* ¥ •••• ** *** OEPA~l~ENT CF T~ANSPURTATICN CONSU~FR COMPLAINT REPOKT ****••······· 
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~==-------=-======================================kfSERVATIUNS===================================================================== 
FLIGU OVEK- TICKET ING CUSl0'1E:R ADVER-

U • S • A IRLI N E S PRCBLE.VS SALES HCAROING FARES REFUNCS nACCACE SERVICE SMOKING TISING CREDIT TOURS CTHER TOTAL 
------------------------------==-----==-=-=---============================--===-------- - --------------------=----------------------

AERO VIRGIN I SLANOS .3 1 0 0 0 2 l C 0 0 0 0 1 
AIK OLlfURNIA e 0 1 0 0 2 0 l 0 0 0 l l 3 
AIR HAWA I 1 3 2 0 0 0 l 1 1 0 0 0 (} t3 
AMERICA WEST AlRLINES l l 1 0 l 1 0 0 0 0 0 0 5 
AMEklCAN AIRLlNES ~3 4 5 1 5 15 4 l 2 0 l 6 11 
AMERICAN EAGlt AIRLINES l 0 0 0 0 2 1 1 0 0 0 1 t> 
AMERICAN T~ANS AIR 1 0 0 J 0 6 0 0 0 0 0 0 1 
AUKO-- A JR 5 0 0 0 26 1 0 a 0 0 0 0 12 
CLNTINENTAL AlkllN~S 18 5 3 1 CJ 13 2 l 1 0 0 1 54 
DELTA AIR LINES 4 J 2 3 4 2 0 0 2 0 0 1 18 
EASTERN AIR LINES 4C 1 6 2 1 <J 18 1 1 0 0 0 4 9t3 
FLO~ I LA (XPR ES S 3 2 0 0 0 l 0 0 0 0 0 0 6 
f~LNTl[R AIRLINES 2 0 0 0 0 3 0 0 0 0 0 0 5 
HAW A I I AN A 11( l INES 2 0 0 0 1 c; 2 2 0 0 0 0 16 
NEW YORK AIR 5 1 0 0 2 8 2 1 1 0 l 0 21 
NUt T 1-1( AST El<N INT'L. AIR~AYS C 0 0 0 t; l 0 0 0 0 0 0 7 
NORTHWEST AIRllNES 6 l l l 2 2 0 0 0 0 0 5 18 
OZARK AIR LINLS 2 0 0 0 0 6 0 0 0 0 0 0 t3 
PACH-IC. SOUTl1~[ST AIRLINES 3 0 0 1 0 6 1 0 0 0 0 0 11 
PAN AMERICAN ~ORLD AIRWAYS ll 5 4 "l. 3 11 3 3 0 1 0 4 47 
PEOPll EXPRESS AIRLINES '; 1 11 2 15 5 17 2 C 4 0 0 4 117 
PI [UP.40NT AV IA THIN t3 l 1 l 0 7 0 l 1 1 0 0 21 
P~ESlt[NTIAL AIRWAYS 6 0 1 0 1 4 1 C 0 0 0 l l't 
PklDE AU<, INC. C 0 0 0 20 0 0 0 0 0 0 0 20 
PftO AIR SEkVICES C 2 0 .) 0 2 0 l 0 J 0 0 5 
REPUBLIC AIRLINES 17 t, 3 2 3 4 3 2 0 0 0 0 40 
ROCKY MOUNTAIN AIRWAYS 2 0 0 0 0 2 1 0 0 0 0 0 5 
SUUTH~EST AIRLINES 3 0 0 () 2 u 0 0 0 0 0 0 5 
TRANS ~ORLO AIRLINES 16 3 4 0 8 l 5 3 0 2 l l 2 55 
UNIHC AIRLINES 2J l 4 J 6 l l 4 l 2 0 0 5 60 
USAIR c; 3 l 4 2 4 2 l 0 0 0 0 26 
WfSTERN AIR LINES 1 l () 0 0 4 0 a 0 0 0 0 12 
Wl,KLO Alk~-IAYS 2 3 1 () ) 4 1 2 0 0 0 0 16 
OTHlR U.S. AlKLINES 23 3 2 2 10 14 2 l 0 J 0 3 bO 
------------------------------
FE Ul<U ARY l<J86 324 (J3 't2 38 uo 19 H 37 21 15 3 3 'l8 920 
P[KLENT er TOTAL CUMPLAINlS 3!.2 6.8 4.S 4.l 15.0 21.5 4.C 2.2 1. 6 .3 .3 4. 1 100.0 



•*••················· * SCHECULED SEMVICE * 

··············••*••·· 

LJFPAi<Tt-'E~T Of TRANSPORTAT!CN CONSUME!{ LGMf>LAINT REPORT. 
fOR HtE MUNTli Uf FEURUARY 1<;86 

CCMPLAINTS PER 100,000 PASSENGERS (SFE FfOTNOTE ~) 

****·••t-••···· 
* PAGE 2 * 
***••········ 

- ·---------------------------------------------------------------=-=-=-=-==-----==================------===========---------=------= 
U.S. AIRLINES l~AJCR~/~ATIC~Al~) 

ALPHABETICAL 
TOTAL PASSENGERS FLOWN 

COMPLAINTS 1100,000) 
COMPLAINTS PER 

100,COO PASSENGEKS 
========================================-=-=-===-==----=----------=-----==----=---=--=-----------=------=--==--==--===-============ 

AIR CALIFORNIA 
AL A SKA A U<l IN E ~ 
ALGt-A Al~LINC:S 
AMLRICA ~EST AIRLINE~ 
AMERICAN Al~ll~ES 
AR~Ok AIR 
BK AN IFF INC. 
CUNTINENTAL AIRLINE~ 
DELTA A IR LINF. S 
EASTERN AIR Ll~ES 
FRLNTIER AIRLl~ES 
HA~AIIAN AIRLl~ES 
J[T AMERICA AIRLINES 
r-1 lO WAY A HU IN E ~ 
NEW YOKt< AIR 
NOH l HhE ST A IR ll l\E S 
OZAkK AIR lltH: 5 
PAUi It SOUTtHE5T AIRLINES 
PAN A~ERICAN ~CRLD AIR~AYS 
PEOPlt ~XPRES5 AIRL1~[5 
P I ED MlJ N T AV I A l I C N 
REPUBLIC AIRLl~ES 
SllUTHhE ST A IRL l~E S 
TRANS WGMLU Al~LJ~F5 
TMANSAMERICA AJRLJNf5 
TIUNSTAF<* 
UN 1 r Eu A I R L IN E S 
USA 1K 
WESTCKN AlK Ll~ES 
WOHLU AIR~AYS 
----------------------
lUTAL MAJORS/~ATIO~ALS 

AVEkAGl5 CtlASt:D GN JO AIRLIN[S) 

*PASS~ FUJ.,JN IDT REPORI'EJ) 

*FORMrnLY MUSE AIR CORPORATION 
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~·············••*••·· • S CH EDU L El) SER V IC E * 
.......... ~~········· 

OEt>AiU~E~T OF TRANSPOIHATICN CGNSUt~EI< <.U'.P LAHH REPORT 
FGR THE ~ONTH OF FEBRUAKY l'1i.lo 

CCMPLAINTS PER 100,000 PASSEN~ERS (SEE FOOTNOTE M) 

****•******** 
• PAGE:. 3 * 
••••••••••••• 

---------------------------------------=-====--------------------======================================--
U.S. AIRLINES (~AJC~~/~ATIC~ALS) 

R A N K I ~ G RANK 
T CT AL 

COMPLAINTS 
PASSENGERS FLOWN 

(100,0CJ) 
COMPLAINTS PER 

100,000 PASSENGERS 
=-=================================-=====================--------=============------------------=================================== 

AK ROW A IR l 37 .63 S0.79 
,iORLO A I~hA 'VS 2 16 1.54 10.3<; 
PEOPLE EX?RES5 AIRLl~ES 3 117 12. 8 3 <,. 12 
TRANSAHFRICA AIRLINE~ 4 2 .23 8.70 
NF.~ YORI< A IR 5 21 3.22 6.52 
HAWAIIAN AIRLl~ES b 16 3.05 5 .2 5 
PAN AMEklCAN .. C~LD AIK~AYS 1 47 11 .61 4 .05 
AIR CALIFOP.~IA 8 13 3.41 3.8l 
TkANS wOKLD AlRLl~ES 9 55 15.15 3.63 
CO~llNENTAL Al~LINE! 10 54 15.05 3.59 
EASTEKN Alk Ll~ES 11 98 34.7A 2.82 
REPUULIC AIRLl~ES 12 40 15.75 2.54 
rnANSTAR lJ 4 1.90 2.11 
AMERICAN AIRLl~ES 14 77 37. og 2.08 
OZAKK A It{ l lNE 5 15 A 4.43 l • Al 
UNITEO AlRLrnE~ 16 60 33 .4 3 1.80 
NOR THwE ST A HU l~E S 17 18 11.3~ 1.59 
USAIR 18 26 lt>.85 1.54 
MlOhAY AIRLINE~ 19 1 2. 13 1.41 
PACIFIC SUU-TH .. [5T AlklINES 2l) 11 8.01 l .37 
ALASKA AIRLINE~ 21 4 3.04 1.32 
WcSTlkN AIR Ll~ES 22 12 q. 71 1.24 
PlfOMONl AVIAllCN 23 21 17.51 1.20 
UKAN !f F INC. 2 1t 2 l. 9t:: 1.02 
fkONTIER AIRLl~ES 25 5 5.11 .98 
~MlRl(A wFST AIRLINE~ 26 ? 5.50 .91 
IJ[LTA AIH LINE~ n l t1 34. 5 3 .52 
SLJ U Tlt,il S 1 A IR L 1 t\E S 7q 5 10.03 .50 
ALOHA A l~Ll NE S 29 0 2.03 .oo 
JET AMERICA AIRLINES * l .oo .oo 

~ rur APPLICABIE, PASSar.ERS FI1l.JN oor REPORTF.T> 



················~···· * SCHEUULLU SEkVlCE • 
••••••••••••••••••••• 

OEPAKTMfhT OF TRA~SPURTATICM CONSUMER CLMPLAit:T PEPO~T 
FOR TrlE MONTH UF f[~PUARY l9Ho 

B~ CATEGORY Uf CCMPLAINT (SEE FOCTNOTE A) 

••••••••••••• 
• PAGE 4 * 
••••••••••••• 

==================================================KlSERVATIONS==================================================================-=-
FLIGhT uVtR- TICKETING CUSTO~ER ADVER-

r □REIGN AIRLINES PRCBLE~S SALES OCARDlNG FAk[S REFUNCS H~GGACE SERVILE SMOKING TISING CREDIT TOURS OTHER TOTAL 
====================:=============-=================-==-=----==================------------------------------------------==--==-=== 

ALITAllA AIRLINES l 2 l 0 0 7 . 0 0 0 0 l 0 12 
i:HdA 5 0 0 l 0 5 0 a 0 0 1 0 12 
DCMINlCANA OE AVIAClON 2 3 1 0 0 5 0 0 0 0 0 0 11 
KU1 C 0 2 0 l 3 0 0 0 0 0 0 b 
MEX ICA~JA t. 4 1 0 1 5 0 a 0 0 0 0 17 
CTHE~ FOREIGN AIRLINES 1 6 4 2 9 19 2 3 0 0 l 2 55 

------------------------------
f £ UkU ARY 1~86 21 15 9 3 11 44 2 3 0 0 3 2 llJ 
PEKCENT CF TOTAL COMPLAINTS l E. !> 13.2 7.9 2.6 9. 7 38.9 1.7 2. t:; .o .o 2.6 1.7 100.0 



········••*••······ * CHAKTER SERVICE* 
••••••••••••••••••• 

DEPAKTMENT OF TH.ANSPOKTATICii CONSUtJER CC~PLAINT P.EPD,U 
FOR TH[ 1'10NTt-1 UF FEORUARY 1986 • 

u, CATEGORY Cf CCMPLAINT (SEE FOCTNOTE A) 

************* 
* PAGE 5 • 

*••·········· 
------------------=-=-----========================RESERVATIJNS===================================================================== 

F LI G h T O VER- l1 C KE T l NG CU S TO 1'1 E P ADV FR -
CO~ PAN Y PRCOLE~5 SALES BOARDING FAR[S REFUNCS OALCACE SERVICE SMOKING TISING CREDIT TOURS CTHER TOTAL 
----------------------------------------------------------------====-==--==-================--========:========-====--==--------=-= 

OTHER O - AIHER5 

--------------r l B RU AK Y 1C,86 
PEKCENT uf TOTAL COMPLAINTS 
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················~········ • MlSCELLANEOUS SERVICE• 
~··············•*••··•·*• 

O[PARTM~NT OF TRANSPORTATICN CUNSU~[K CO~PLAINT REPORT 
FOR THE MONTH uf FEARUAPY 1906 

l\'f CATE G C RY Of C C fi' PL A I NT ( S E E FU CH. O TE A ) 

••*••··•***** * PAGE 6 * ............... 
==================================================RESERVATIONS===================================================================== 

f ll:.ihT OVEk- TICKET HJG CUSHHtER AOVFR-
CTHER COMPANIES FROHLE~~ ~ALES BCARDlNG FARES P.EFUNCS P.t~GACE SERVICE SMOKING TISING CREDIT TOURS CTHEP TOTAL 
- ==-=-===-====--=-=--------------------------========-====-=================----------------------------------------------------- . 
C A R G U 

-------
OTHER CAR G 0 
---------------
FEBRUARY lC,86 
PERCENT OF TOTAL COMPLA INlS 

TR AV El AGE N 1 S 
-----------
OTHER TRAVEL A~ENTS 
-------------------
f EBRU ARY l StH: 
PERCENT OF TOTAL COMPLAlhlS 

TOUR OPEKATORS 
------------
OTHER JOUR OPERATORS 
--------------------
HORUARY 1S86 
P ERtfNT OF TU TAL CLl,..,PLA H, T 5 

MISCELLANEOUS COMPANIES 
--------------------
GENEKAL COMPLAINTS 
OTHER MISCELLANEOUS COM~ANIFS 
---------------------------
FEBRUARY 1 '1tl6 
PEH(tNT Of TOTAL COMPLAl~JS 
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··············••*• * ALL S[HVJClS • 
•••••••••••••••••• 

UEPARTMENT OF lRANSPUtHATllN l.ONSUl"ER (LJIAPLAINT REPO,{J 
f OR THE MONTH OF fE BRU ARY l '1-i6 

••••••••••••• 
* PAGE 7 • 
••••••••••••• 

======================s===== CC MP l A I NT S ============================RlQUEST FOR INFORMATION==TOT4L, CO~PLAINTS=====TOT4L 
INOUSTl<Y Gk.GUPS SCHfOLLEO ChARTER lllTAL CPINJCiNS COfo'PLIMEt-..TS LllMPLAlNT IU: CORDS OTliF.i< HIRU REQUESTS CASES 
========================================================================================================= ========================= 
U • S • A I RL IN E S 920 11 '131 1 0 12 126 1076 973 

-------------
fORCJGN AIRLINES 113 2 115 0 0 2 17 134 123 

----------------
C A R G U 't 0 4 0 0 0 l 5 5 

---------
TRAVEL AGENTS 5 2 1 J 0 l 2 10 10 

-------------
TOUR OPEIU TOHS ~ l -, 21 0 0 4 l 2 t, 22 

--------------
MISCElLANlUUS COMPANIES t4 a 64 7 0 8 151 230 224 

---------------------
I NOUS TRY TO JAL 11C e 3,. 1142 14 0 21 298 l 4tJ l 1357 

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



··~··············••** • All Sf~VICES * 
••••••••••••••••••••• 

IJEPARTMtM Of TRANSPnKTATlCN CIJNSlJr<i[;~ COMPLAINT REPORJ 
FOR THE MlJl'-.TH OF fEHl-'.J/lKY 19t-i6 

=========================== ====== ===================================-------- ------------------ ------------- -
CUMPLAl~l CAl[~Ok~ t<.ANKING T C T AL CJ MP L A l N T S 

••••••ec ****** * PAGF 8 * 
***••········ 

================-=====--=--==----==-====-================--===--=---:---==-=====----------------------------------------=--======== 

FLJGt-1 PRCeLEMS ••• l )t;2 

BA~GAGE ••••••••••• 2 251 

KEFL~os ••••••••••• j 166 

£l\lER5ALES ••••••••• -=. 78 

OTHER••••••••••••• '> 10 

TICKETl~G/eCARIJl~G 6 St; 

FARES••••••••••••• 1 43 

CLM51CMfR 5[RV!CE. H 42 

TCUR5••••••••••••• <) 21 

'SPIil i< I ~li ••••••••••• LO 26 

AOVERTISl~G ••••••• l l 18 

CKtCll •••••••••••• L? 3 



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 discriminatory treatment. 

Smoking: Inadequate segregation of smokers 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, 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 February 
report, the number of passengers flown are from December 1985. 


