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FLIGHT OVER- TICKETING CUSTOMFR AOVER-

u.s. AIRLINES PROBLE~S SALES BOARDING FARES REFU~CS BAGGACE SERVICE SMOKING TISING CREDIT TOURS OTHER TOTAL 
----=-=----------··••=---------=-----------------==--------------------------------------------------=•=•---=-••···••=•-··········· 

AERO VIRGIN ISLANDS 
A IR (,AL If ORN IA 
AIR HAWAII 
AMERICA WEST AIRLINES 
AMERICAN AIRLINES 
APRUW A IR 
C~KIBBEAN (XPRESS 
CONTINENTAL AtRLINES 
OlLTA AIR LINES 
EASrERN AIR LINES 
HOR JOA EXPRESS 
fKONTIER AIKLINES 
ti AW A I JAN AIRLINES 
NEW YCJkK A IR 
NORTHEASTERN INT'l• AIKWAYS 
NORTHWEST AIRLmES 
Ol AkK AIR L HUS 
PACIFIC SOUTHwfST AIH INf:S 
PAN AMERICAN ~ORLO AlkWAVS 
PEO~LE EXP~ESS AIKLINES 
PIEDMONT AVIATION 
P~ESIOENTIAL AIRWAYS 
PRIUE AIR, INC. 
PRO AIR SERVICES 
PROVINCETO~N UUSTON AIKLINES 
kEGENl Al~ CO~PORATION 
REPUBLJC AIRLINES 
ROCKY MOUNTAIN AIRWAYS 
S IH"'10NS A l~l IN ES 
SUUTHwEST AIRLINES 
TRANS WURLO AJRL INES 
T MANS TAR 
UNITEO .AJ~LINES 
USA IR 
WlSTERN AIR LINES 
WURLO AlkWAYS 
OTHER ~.S. AIRLINES _________________ J ___________ _ 

. \ 

JANUARY 198b T~O uti MARCH 1Cj86 
PERCENl Of TOTAL ~OHPLAIN1S 
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U.S. AIRllttES C~AJCA~/iATICNALSJ 

A l P H I\ B E T I C A l 
TOTAL 

C.O~PLAINTS 
PASSENGERS FLOWN 

Cl00,000t 
CO"'PU INTS PER 

100,000 PASSFNGERS 
==~:::::::s:::ss•••••••==••••=•=s:::::%::r-::::::::2s=========================:=s===:ss~======:=:~===ss2::•zasza•••saaassaasstattsass 

AIR lAL IF0RNI A 22 10. 77 2.04 
I\LA5KA AIRLINE~ ff 8 ·" 5 .'15 
ALOH A f :tLI NE S 2 6.26 .12 
AMERICA ~ESl AIRLINE~ 13 14.96 .81 
A~CRICAN AIRLl~ES 

' 
200 101.51 l .CJJ 

ARROW AIR 53 l •" .3 37.06 
BRANIFF INC• 9 5.32 l .6CJ 
l0NllNENTAL AIRLINE! 175 4l.lt3 lt.22 
0ELTI\ AIR LINE~ 57 91t.85 .60 
tASlERN 4JR ll~ES 304 100.le«l 3.03 
FRUNllER AIRLl~ES 14 14 .09 .qq 
HA k A 11 AN Al R L I ~ E S 2A CJ.OJ 3 • 10 
JET AMERICA AIRLINES 2 .65* 3.08 
"1 IDkAY AIRLINE 5 1 6.0'1 1.15 
NEk YORK Al R 45 9.57 4 .10 
NOR THwE Sf A IR ll~E S 50 31. 77 1.57 
OZARK A IR LINE~ 17 12.66 1.34 
PAC If· IC S0Unt'-E ST A IPUNE S Jl 23.92 1.30 
PAN A~ERltAN '-CRL0 AIR~AYS 161 33.15 4.86 
PEOPLE (XPRESS Al~ll~ES 361 35.04 10.10 
PIEDMONT AVIATION 58 41.18 1.21 
REPUBLIC I\IRLl~ES 109 43.93 Z.48 
SOU lHWE ST A IP. LI ~ES 17 29.25 .58 
lRANS WORLD AIRLINE! l61t lt2.24 3.88 
TRANSAMERICA AIHLINE5 8 .11 lO.J9 
TRANS TAR ll 5.57 2.33 
UN I lE IJ A IR l I NE ~ icn CJ3.63 2.06 
USAIR 88 lt7.J6 1.86 
WESTERN AIR ll~ES 40 26.85 1.49 
WORLD AIR kA YS 41 1.e1* 25.13 

--------------------------------- ----- -------- --------
TOTAL MAJOR5/~All0NALS 22«16 902.20 2.55 

AVERAGES C8ASE0 ON JC At RLINESJ 76.53 ]0.07 2.55 

* P~ F1.mN ml' REf\JklID J-UR. 'fflE Klffll OF JARlQT, 19R6 

II •. 
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===z============••••••••••••••••z••===•z=••====••=•================•==•=•=•=•••••=••••==========•••••••••••••••••••••=•=•••=•••==== 
U.S. AIRLINES C~AJCP~/NATIONALS) 

R A N K I N G RANK 
TOT Al 

COMPLAINTS 
PASSENGERS FLOWN 

C 100,000) 
COMPLAINTS PER 

lOC,000 PASSENGERS 
======::::::cs~••••••• ■:st~s:z:::::::::z:•=========~z====================::::::a::::z=~=====z=======••2ts:z:cs:sa:asassssss:•2•ss:a 

ARROW AIR l 53 l .~3 37.06 
WURLO AIR'-AVS 2 47 1.e1* 25.13 
T~ANSAMfRltA AIRLINE~ J 8 .11 10.39 
P[OPLE EXPRESS AIRLl~~5 4 361 35.0'e 10.30 
PAN AMERILAN ~CRLO -•~~AYS 5 161 33. 15 4.86 
~EW YO~IC A IR 6 45 9.57 lt.10 
CONTINENTAL AIRLINES 1 175 41.4~ ,. .zz 
TRANS WORLD AIRLINES 8 164 4t2.24 3.88 
HAWAIIAN AIRll~ES 9 28 9 .o 3 3.10 
JET AM[~ICA AIPLINES 10 2 .65* 3.0A 
~ASlf.R~ AIR Ll~ES 11 104 100.~9 3.03 
REPUbLIC AIRLl~ES 12 109 ~J.93 2.48 
TRANS TAR 13 13 5.57 2.33 
UN I HO AIRLINE~ 14 191 93.63 2.06 
A IR CAL IFORNJ A 15 22 10.11 2.04 
AMERICAN AIRll~ES 16 200 103.51 t.93 
USAIR 17 88 ~7.36 1.86 
BRANIFF INC• 18 9 5.32 l.69 
NOR THWE S l A JR L l~E S 19 t;O n.11 1.51 
WESTERN AIR Ll~ES 20 40 26.85 1.4q 
OZARK AIR LINE~ 21 17 12.66 t.34 
PAC If IC SOUTHH 5T A l'~LINE S 22 H 21.•n 1.10 
PIEDMONT AVIA 11ON 23 58 H.18 1.21 
HIO~AY Al~lWE~ 2ft 1 6.09 1.15 
FRONTIER AIRLl~ES 25 l It 14.0(1 .qq 

ALA SKA A IRL IN[ S 26 8 8.45 .95 
A~ERICA WEST AIRLINE! 27 11 14.'16 .87 
OH TA AIR LINE~ 28 57 94.85 .60 
SO U l H WE S T A I~ t I ~ E S 29 11 29.25 .58 
ALO~A AIRLINE~ 30 2 6.26 .32 

-------------------------.------------~----------------------------------------~~-----------------------------~----------------
* AAtfQR'.; tm' APPLICABLE, p~ FIOJN mr REPOklw mt 'I.HE KfflH OF JANmRY, 1986 

II 
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DtPA~tMrNT Of tRANSPORT~tltN CONSUMER COMPLAINt ~EPn~T 
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========~========•••••===•==•=========s•=•========RESERVATIONS===============•==•===•••••=========•=•=•••••==••••=•••===•••=~••==== 
flJ~[ IGfl A IP.I. HHS 

Fl I GHT OVER­
PR CO l F. M ~ 5H[S 

TICKETING CUSTO~tR AOVER-
BCAMOl~G FARES R(FU~CS A,IGCACE SERVICE SMOKING TISING CREDIT TOURS OTH[R TOTAL 

===•============••··••====~=========================================================================•=~===••=••·••====•=•======•---
AIM. JA-1AICA 5 1 1 0 0 1 1 0 0 0 0 0 I'> 
.IL ll AL IA t, IRl IUES 2 5 1 1 1 10 1 C 0 0 I 1 71 
U_,,IA I 12 2 1 1 l 10 0 0 0 0 1 0 28 
OUMINICANA OE ~VIACION ., .. 14 l .o 2 10 0 0 0 0 0 l 3-; 
Ml:J( ICA"4A q - 11 1 0 l 13 1 0 0 0 0 0 36 
CTH£~ FOREIGN AIRLINES 21 18 14 t, 34 69 8 " 1 0 2 f' 187 

------------------------------
J ANUAitY l <;86 THtOUGH MARCH I 4i8 f ~8 51 19 tJ 39 119 11 " 1 ·o ,. 10 321t 
PE~ClNT Uf TOTAL tUMPLAINlS l l. c, ·· 1 5. 7 5.8 2.4 12.0 Jt:.l 3 • .3 1. 2 .3 .o l. 2 3.0 100.0 

11 ·· II 
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b£PART~tNf OF tRA"SPORtATION tONSU~EA COMPLAINf REPORt 
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FLIGHT OVER- TICKETING CUSTOMER AOVER-
C CM PAN Y PROALE~S 5AlES BOAROl~G FARES REFUNDS B•GGAGE .SERVltE SMOKING TISING CREDIT TOURS OTHER TOTAL 
••••==•==•=••••••••••••••••••••==•===:::,:::====••================================•============••••••••=•••••••••••••••=•=•=••••••• 

AMER ICA'i TRAPfS AIR 5 0 0 0 0 12 0 l 0 0 0 l 19 
(jfHER C., ARTERS 22 0 2 0 9 1't ~ 1 l 0 49 11 113 

-----------------------------
JANUARY 1(186 THROUGH "4ARCH l c;o t - -l 1 0 2 0 9 26 4 2 l 0 49 12 132 
PERCENT OF TOTAL COMPLAINTS 2 C. It .o t.5 .o 6.8 1q.6 3.0 i.5 .1 .o 37. l 9.0 100.0 

II 
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OEPARt~ENT n~ TR~NSPORf~TlrN CONSUMfR cr~PLAINf REPORf 
FO~ THE PERIOD JANJARY 1qab THROUGH ~ARt~ 1qa6 

o, CATtbORY CF CCMPLAl~T (SFE FOCT~OTE AJ 
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==================•••••••••=••====•==•=•••========R(SfRVATJONS=====================•••===•======••=•••=••••••••••••••==•••====••==• 
FLIGHT OVER- TICKETING CUSTOMER AOVER-

LT~C~ tU~PANIES PRCAlE~! SALES 8CARDING FA~ES RfFUNCS AAGGA(E SERVICE SMOKING TISING CREDIT TOURS OTHER TOTAL 
---- - - ---- - ==••··••=•••===•==•=======•===========================================================•===•==••·••==••======= =-==== . . 

C A " G '1 

UlHJ'.R CAR C 0 
---------------
JANUAKY 1qe6 Tmou~M MARCH lS8t 
PEKL(~T Uf TOTAL COMPLAINTS 

HAV(l AGl::NTS 
-----------OT HrR HUV[l ACF:NTS 
OTH[R TR~VEL AGE~TS 

-------------------JA~UAkY 1qe6 THROUu~ MARCH ,~et 
PE~t(NT OF TOTAL CU~PLAINTS 

TnUR OPE:fUTORS 
------------OTHER TOUR OPERATORS 
-------------------~ JANUARY lG86 T~OUGH MARCH l~8t 
PER([NT UF TorAL COMPLAINTS 

MISCELLANEOUS C~MPANIES 
------------------
bEN[RAL COMPLAINTS 
OlH[R ~IStELLANEOUS COMPANIES 
---------------------------
JANUARY lq86 TJ«OU~H MARCH 1~86 
PERLENT OF TOTAL COMPLAINTS 
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=••======••••••••••••••••••• CC• Pl A I NT S •••••••=••=••=•=•••=•••====•REOUEST FOR INFORMATION••TOTAL, COMPLAINTS=••••TOTAL 
rnousrnv GkUUrs SCHEOt.lEO (.HARTER TOTAL OPINIUNS CO~PLIM[NTS COMPLAINT RfCOROS OTHER THRU REQUESTS CASES 
---------------SSWaSW ■■-- ■ S ■ S---S---------=------■ =------------------- - ---- ■ -=---------,= - --- -- - ■ -- ■ t ■ st• ■ssaaa ■ SS ■S9ZSSSSSSa&S:SSW 

U.S. I\I J<LINES 2HC 77 2 857 25 0 ~1 619 3548 37-05 

-------------
nlP. f: I GN A I Rl IN [ S 324 3 327 l 0 " ~., 389 151 
----------------
CAl{GU l 0 1 0 0 0 " 11 11 
---------
TRAVEL AGENTS 15 8 23 0 0 3 6 32 31 

-------------
TOU~ UPlRATORS ·~ 44 58 0 0 10 15 83 69 
--------------
MISCELLANEOUS COHP~NIES 1~5 0 155 21 0 15 511 702 694 

-----------·----------
INDUSTRY TOTAL J2Cj'5 132 3427 47 0 19 1212 4765 ,J67 

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

' • I 


