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DEPARTMENT CJ' TRANSPORTATION CONSUMER CO~PLAINt REPORT ••v'"' ••••••••• • ~CHfflJlfD SFRVI C"t: • FOR THE Hr.NTH Of ~CVE ~8 Ek l 9A 6 • PAGF l • ·•••••v••••••~•••••••• BY CATEGORY OF COMPLAINT cs CE rooTNGTE A) ••••••••••••• 

•••••••••••••••••••••••••••••-•••••••••••••••••••RESERVATIONS••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••• 
fl IGHT OVER- TICKETING CUSlOfHR AOVEP-

U.S. AIIU INES PRJOLEMS SALES 80AROING FARES RtfUNOS BAGGAGE SEllVICE S'IOKING TISING CREDIT TOURS OTHER T': T ~l 
•••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••=•r~•• 

AMFRICA WfSJ AIRLINES 2 0 0 0 0 2 0 l 0 0 C 0 5 
AMFAl(.AN AIALINFS 14 2 4 2 .. 1 4 4 ,, f) 0 2 ,. .• 
COHTINFNTAl AIRLINFS 1 2 4 5 H 11 1 0 ,, 0 0 3 6l 
Dfl U AIR l lNF.S 2 0 3 0 0 4 0 0 0 0 C 0 ? 
FASTERN AIR llNfS 23 l 2 3 5 13 4 1 l 0 0 l ~'i 
,., mun• EXPRFSS 3 0 l 0 l l 0 0 ,, 0 0 0 '-' 
HF .. YUAK AIR 2 3 0 0 0 " 6 0 0 0 0 C l ll 
NOAT ... f.~J AIAllNfS 26 1 10 0 4 10 1 2 0 0 0 4 7n 
Of tffa US COMMUTERS , AIR TAXIS 2 0 0 0 l l 0 0 1 0 0 0 s; 
PAh AMERICAN WORL O ,1RWAYS 9 6 1 l l 11. 3 l 0 0 ,, l It) 

PFOkF. fXPRfSS AIRLINES 8 .. 6 2 9 11 0 0 0 0 0 0 40 
PIFOMONT AIAllNfS 5 2 0 3 l l l 0 1 0 0 0 l'-
PAF~IOfNTIAl AIRWAYS 2 z l 0 0 0 0 0 0 0 0 0 •., 
llf PUii. IC AUILINES 0 l 0 0 2 3 0 0 0 0 - C 0 6 
fRAh~ WORLD AIAllNfS 20 6 2 4 2 21 6 l l 0 I l 6; 
1R AN.\f AR l I 0 0 0 2 0 l 0 0 0 0 Iii 
UN ITfO A lltllNF.S 29 3 CJ 1 9 20 4 8 0 l 0 I 91 
USAIR 12 l 3 3 1 2 2 2 0 0 0 l 21 
WESTERN AJA LINES 0 l l l 3 2 l 0 0 0 0 0 9 
-.oaLO AIRWAYS l 6 2 l 6 l 0 0 0 0 0 0 11 
OfHFA U.S. AlltllNfS 11 5 4 0 6 lZ 0 l 0 0 0 0 3'1 

~-~-------~--------........ -~~----
NOV eu, FR 1916 119 53 59 12 76 144 ]q 23 8 1 l 15 630 
,ERCFNT OF TOTAL COMPLAINTS 28.4 .... 9.3 5.0 12.0 22.a 6.1 3.6 1.2 .1 .1 z.J 100.u _____ ,_,__,,.., ______ ,_,._,_. _ _._,_,_ ____ 
NOV FMflfll 191, 198 51 55 53 115 110 39 22 • ' J 2, 745 
PERCENT OF TOTAL CON,LAINTS 26.5 6.8 7.3 1.1 15.♦ 22.e 5.2 2.9 1.2 ., .4 3.J 1co.o 



• 1 .. 

·••·••f••············· 
• SCHFBU FO SERVICE• 
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OEPARTKfNT OF TRANSPORTATIU~ CLNSUMER COMPLAINT REPORT 
FOR THE MONTH Of ~rVEMBER 1986 

COMPLAINTS PfR 100,000 PASSE~G[RS (SEE fOOTNOTF. 8) 

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

•••••••••••••••••••••••••••••••••••=••••••••••••••=NOVFMBCR l986==•==•===•======••==••=•=•••==•••••===NUVEMBEA lq85••••••••======•~ 
u.s. AIRllNES INAJORS/NATIONALS TOTAL PASSENGERS FLOWN (()~PLAINTS PER TOTAL PASS[NGERS FLOWN CO~PLAINTS rrr 

Al PH AB f T IC AL COMPLAINTS (100,000t 100,000 PASSE~GERS COMPLAINTS ( L00,000) 100,coo PAS~ NG(r.~ 
··································••=•==••··••==••····••===•=••·••=•=========•==••========••···••=••••=••·················••=====•~ 
AIR f.jlf fUMNU l 4.16 .24 3 3.41 .nu 
ALASKA AIRLINES 0 2. 79 .oo l 1.02 • :.u 
AUlHA Al Ml INES 0 l. q l .oo 0 t.76 .oo 
AMfRICA WEST AIRLINES 5 5.85 .H6 9 ].q6 2.27 
AMfklCAN AIRLINES 43 35.47 1.21 51t 28.91e l • H7 
RAAN I ff INC. l l.88 .5 3 3 l.88 l. 60 
CONT INf:NT AL AIRl INES b2 l 6. 09 3.8~ 53 12.88 ... 12 
U fl T A A I R L I NFS 9 30. 76 .i9 20 21.02 .74 
fASJfRh AIR LINES 55 32 .02 l. 72 76 29.60 2.57 
HAWA 11 AN URL INES 3 3.24 .qJ 6 2.12 2. :! l 
JFT AMFNICA AIRLINES l • 74 l. 35 2 .62 ).2:i 
Ml flW AV AIRLINES l 2.24 .4~ 3 1.11 l • 7U 
NFW VORk A IR 12 3. 96 3 .uJ 17 2.12 b.2'i 
~nwr HWES T A I Rl IN ES 70 12.76 5.49 13 11.n 1. l '.> 
fJ1 AMI< Al R LIN FS l 3.80 .2b " 3.10 l.llA 
J'Al:I f If. ~nUTHWEST A IRL INFS 4 a.1q e4b 6 7.29 .O,'! 
PA~ AMfRICAN . WORIO AIRWAYS 43 to.so 4. LO 51 l l .6-; 4 •~fl 
Pfr.Pt f FXPRESS AIRLINFS 'tO 8.19 4 .H8 66 11.2b 5.R,, 
PlfOHO~T AIRLINES 16 11.cu., .HI) lO 13.27 1,; . . 
MF PU Rl If. A IRL INfS 6 t5.l7 .40 lit 11.q2 1. n 
~UUTHWEST AIRl INFS 2 10.29 .l9 1 9.98 .10 
TMANS NORLO AIRLINFS 65 15.70 4 • 14 68 l6.67 4.08 
IMMISUM 5 l. bq l.qb 3 1.41 2.04 
UNITFO AIRLINES 9l 42.70 2 .n 75 30.63 2.4!i 
USAIH 27 18. 17 1.49 30 l't.63 2 .~a; 
wESJfRN AIR LINFS 9 9.60 .94 21 9.15 2. ·jo 

WOkl O Al kWAYS 11 • 00 .uo* 11 1.25 a.so 
---------------------------------- ----- -------- -------- ---- -------- _____ ..., ___ 
lOTAL MAJORS/NATIONALS 589 3lb.5l l.H6 6]6 276.65 2.JO 

AVfMAGH , UASfD ON 27 AIRLINES) 21. 82 11. 72 l.80 l).56 10.25 2.30 

* PASSFlmS ~ tl7f REPCRrm 
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DEPARTMENT OF TRANSPORTATION CC~SU~ER COMPLAINT REPORT 
FOR THE MONTH OF ~CVCMe[R l98b 

COMPLAINTS PER 100,000 PASSENGERS CStE FCOTNOTE Bt 

............ ,, 
• PAGt ·4 t 

••••••••••••• 
•••••••••••••••••••••••••••••••••••=a••••••=••=•••=NUVEMRER lqUb=•=======•===•=•=••=••=••••••=•••••==•NllVEMAER lq85•••••••••==~===: 
U.S. AIRLINES CMAJOAS/NATIONALS TOTAL PASSENGERS FLOWN CUf'PLAUHS PEH TOTAL PASSENGERS rLOWN C:Ofi4PLAINTS Pl. R 

A A N K I N G RANK COMPLAINTS ClOO,OOOJ 100,000 PASSCNGERS RANK COMPLAINTS (100,000t 100,000 PASSrNGH ', 
·····-··························••==•=•=•=••==••==•=••·••==••=======•====================••··••=••••==••········••=••····••====•=~ 

.. mu O AIMWAYS 

NORTHWEST AIRLINES 
PfOPlf FXPMESS AIALINfS 
TRAN~ WORLD AIRllNtS 
PM. AMERICAN WORLU AIRWAYS 
f.OHT lhfNJ Al AIRLINES 
hf .. YOkK AIR 
TRANS UR 
UNIT fn AIRLINES 
fASTf~ AIR LINES 
USAIR 
JET ANFRlf.A AIRLINES 
AMEklf.AN AIRLl~fS 
WESJfAN AIR LINES 
HAWA I UN AIRL INfS 
PIFOMCWT AIRl INFS 
ANFRlf.A WFST AIMl INES 
RMAklff INC. · 
PAf.lflC. SOUTHWEST AIRLINES 
HIOWAY AIMLINFS 
flEPU Rl IC AIRl INES 
OHTA AIM LINES 
Ol Akk A IM LINFS 
Alk CAI I fOAN U 
~OUTHWFST AIALINFS 
ALAS!(.~ AIRLINES 
AU1HA A ltll INES 

,,. 

l 
2 
l 
It 
5 
6 
7 
8 
9 

10 
ll 
12 
ll 
14 
1 5 
16 
l 7 
l8 
19 
20 
21 
22 
23 
24 
25 
26 

17 

70 
40 
65 
43 
bl 
12 

5 
91 
55 
27 

l 
"3 

9 
1 

16 
5 
l 
4 
l 
6 
q 

l 
l 
2 
0 
0 

.oo 

12.76 
8.1<) 

15.70 
10.50 
lb.oq 
3.96 
l. bq 

42.70 
32 .02 
18.17 

.74 
35.42 

9.60 
3.24 

17.9(, 
5.85 
l. 88 
8.79 
2.24 

15. l7 
30.76 
J.80 
4.16 

10.29 
2 .. n 
1.91 

.uo 

5.49 
4 .88 
4 .14 
4.10 
3.65 
J.03 
l.96 
2.n 
l. 72 
l .4'l 
l. 35 
1.21 

.,,4 

.93 

.HY 

.A6 
• 5:i 
.46 
.,,5 
.40 
.lY 
.lb 
• l.4 
.1q 
.oo 
.oo 

l9 
3 
6 
4 
5 
2 

l't 
9 
8 

l3 
1 

15 
10 
12 
23 
11 
18 
22 
17 
16 
21t 
20 
21 
25 
26 
27 

ll 

l3 
66 
68 
51 
53 
17 

3 
75 
76 
30 

2 
51t 
21 

6 
10 
q 
3 
6 
3 

24 
20 

It 
3 
1 
l 
0 

1.25 

11.33 
11.26 
16.67 
ll.65 
12-88 
2.12 
l .4 7 

J0.63 
29.60 
1".63 

.62 
2e.q4 

9.15 
2.12 

13.27 
3.q6 
1. 8ft 
l.29 
1.11 

13.92 
21.02 
3.70 
3.41 
9.98 
1.02 
t. 76 

8.80 

1.15 
5 • Ell, 
4.08 
4.)R 
't. 12 
6.25 
2 .CJ4 
2.45 
2 • 57 
2.05 
J.?3 
l. d7 _, 
2.30 
2.n 

• 75 
2.11 
l .c.,o 

.H? 
l. 70 
1. n 

.1t. 
l • :')R 
.oo 
• 70 
• :\3 
.oo 

------------~-----~----------------------------------------------------------------------------------------------------------------
* RANUR; RJl' APPLICABIE, PASSEXDS ~ RJl' l<Ef(l('1lD 
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DEPARTMENT OF TRANSPORTATION CCNSUMER COMPLAINT ~EPORT 
roR THE MONTH OF hCVf~OER 1986 

BY CATEGORY OF COMPLAINT (SEE FOOTNOTE A) 

······••t••·· 
• ' PAGE 4 • 

·····••*••··· 
••••=••••••••••••••••••••••••••••••=2••••===••=•=•RESERVATIONS•=••==•====•••=•••••==••••••••••••••••••••••••••••••••••••••••=••==•% 

FORFIGN AIRLINES 
FLIGHT OVER­

PRJBLEM S SALES 
Tl C KE Tl NG CU S TOM F. R ADV ER-

80A RO I NG FARES RCFUNDS 8AGGiGE SERVICE SMOKING TISING CREDIT TOUPS OTHER T~TAL 
···································••=••••=•••=••·····••==••·••==••======•====•===•==•===•==•••=••··••=•=••···············••=•====~ 

Af M ('MEX I CO 5 0 0 0 2 1 2 0 0 0 0 C 10 
MFXfCANA 4 0 l 0 0 2 0 0 0 0 0 0 r 
OTHER FOREIGN AIRLINES 4 1 4 2 1 15 2 0 l 0 0 5 1+1 

------------------------hOVFMRFR lq86 1J 7 5 2 9 18 4 0 l 0 0 5 64 
PFRCENT OF TOTAL COMPLAINTS 20.3 10.9 7.8 3.1 14.0 28.l 6.2 .o 1.5 .o .o 7. 8 1 oo.a 
-------------------~----------
NOVFM8fM 1q115 lO 1 7 1 1 22 l 0 0 0 C 3 6'• 
PEkCfNT OF TOTAL COMPLAINTS 15. 6 10. q 10.9 10.9 10.9 34.3 l. 5 .o .o .o .o 4.6 100.0 

, 



•••••••••••••••••••• 
~ CHkRJfR SFRVICfi • 
••••••••••••••••••• 

DEPARTMENT OF TRANSPORTATION CCNSUMEP. COMPLAINT REPORT 
FOR THE MONTH OF ~rVtMBER 1986 

BY CATEGORY OF COMPLAINT (SEE FOOTNOTE A) 

·····••t••··· 
* ' P#\GE 5 • 
••••••••••••• 

••••••••••••••••••••••••••••••••••••••••••••••••••RESERVATIONS••••••••==••=•=•••====•=•••••••••••••••••••••••••••••=••••=•••=====•= 
FLIGHT OVFR- TICKETING CUSTOMER AOVER-

t HARTER S PROBLEMS SALES BOARDING FARES REFUNDS BAGGAGE SERVICE SMOKING TISING CREDIT TOURS OTHER TCTAL 
•••••••••••••••••••••••••••••••••••=••••••••••=••••••••====•=•===•=======•============s•==•••==•••••=•=••••••••=••==••••••••======= 

OTHFM CHARTFRS 1 0 0 0 l 2 0 0 0 0 3 0 1 

------------------------------NOV fMRfR 1986 l 0 0 0 1 2 0 0 0 0 3 0 1 
PFAr.FNT OF TOT Al COMPLAINTS 14. 2 .o .o .o 14 .2 28.5 .o .o .o .o ~2.8 . ( 100.f) 

--------------------------- • -----
NOVFHRER 1985 1 l 2 0 3 1 0 0 0 0 18 2 40 
PFkf.fNT Of TOTAL COMPLAINTS 17. 5 2.5 5.0 .o 7.5 17.5 ' .o .o .o .o 45.0 5.0 100.0 

!) 
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DEPARTMENT OF TRANSPORTATJC~ CCNSUHER COMPLAINT REPCRT 
FOR THE MONTH OF ~CVEMBER 1986 

BY CATFGORY OF COMPLAINT (SF.E fOflTNCTE ~) 

.............. 
• ' PAGE ,, • 
........... ~ .... 

••••••••=••••••••••••••••••••••••===••=•=•=•••====RESERVATIONS=••=============•========•========•=•••=••••••=•••••===••=•==•======= 

Of HF R f.OMPAN I ES 
Fl IGH T OVER­

PROBLf MS SALES 
TICKETING CUSTOMEP AOVER-

BOAROING FARES REFUNDS A.\GGAGE SERVICE SMOKING TISING CREDIT TOIJJ(S OTHEP l'; Ti\L 
······••=••···················•-=----------------===-=---------·---------------------------------=•=====-==---=-•==-----====------=-
c A R G 0 

OT H FR r. A R G 0 
------------NOV EMRFR lqR6 
PERCFNT OF TOTAL COMPLAINTS 
-------------------------
t40V EMRER t q95 
Pf~CENT OF TOTAL COMPLAINTS 

JRAV fl AGFNTS 
-----------OT HFR TR AV fl A GfNTS 
OTHER TRAVFL AGENTS 
------------------NOVEMRF~ 1986 
PERCENT OF TOTAL COMPLAINTS 
------------------------
NOVFMRFA 1q95 
PFRCENT Of TOTAL COMPLAINTS 

TOlJA OPFRATORS 
-----------
OTHFR TOUR OPERATORS 

--------------------NOVEMRER lq86 
PFRCFNT OF TOTAL COMPLAINTS 
--------------------------
NOVfMRER 1985 
PfRCFNT OF TOTAL COMPLAINTS 

HISCFLLANFOUS COMPANIES 
------------FRC-NTIFR AIRLINFS 
OTHFR MISCELLANEOUS COMPANIES 
---------------------------
NOVFMRER 1986 
PFRCFNT OF TOTAL COMPLAINTS 
-------------~-------------NOVEMRFR 1985 . 
PEkCFNT OF TOTAL COMPLAINTS 
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16.6 
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48.0 

12 
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42.8 

0 
0 

0 
.o 

0 
.o 

0 

0 
.o 

0 
.o 

0 
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10 .o 

0 

0 
.o 

0 
.o 

0 
0 

0 
.o 

0 
.o 

0 

0 
.o 

0 
.o 

0 
0 

0 
.o 

2 
2.5 

0 

0 
.o 

0 
.o 

0 
0 

0 
.o 

0 
.o 

0 

0 
.o 

0 
.o 

0 
1 

l 
2.0 

2 
2.5 

0 

0 
.o 

0 
.o 

0 
l 

l 
7.1 

0 
.o 

0 

0 
.o 

0 
.o 

0 
1 

l 
2.0 

l 
1. 2 

0 

0 
.o 

0 
.o 

0 
0 

0 
.o 

0 
.o 

0 

0 2 1 

C 2 3 
.o 66.6 100.J 
-- ----- -----

0 4 7 
.c 57.l lOG.O 

0 
0 

0 
.c 

C 
.o 

2 

0 
l 

q 
s 

l l't 
1.1 100.0 

0 - 8 
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0 4 

0 Z C • 4 
.o 50.0 .• c 100.0 

O 3 1 6 
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DEPARTMENT OF TRANSPORTATION CCNSUMER COMPLAINT REPORT 
FOR THE MONTH OF NOVC~BER l986 

••••••••••••• 
• , PAGE 7 • 

••••••••••••• 
·····••=••···········-··----·-··••==•••=••===•====••···••====••===•==•========••===••==•=•••==••·················••=••····••=====•2 
I N ll lJ S T R Y G R O U P S 

------COMPLAINTS------- REOUEST FOR INFORMATION 
SCHEDULED CHARTER TOTAL OPINIOI\S COMPLIMENTS COMPLAINT-RECORD OTHER 

COMP LA I NT S Pl US 
HIF O P Pl lE ST S 

Hlll\ l 
CA Sf- S 

··••=-••··········-············••==•==•==•=••========•======•=======•========•=========•========••·••==••••=====•===••=••••======= 
U.S. AIRl INF.S 

NOVEMRER l986 
NOV EM RFR l 981§ 

FOREIGN AIRL INfS 
---·-------
NOVFMRER l986 
NUVEMRER 1985 

C A R G O 

NOVEMBFR 1986 
NOVEMBER 1985 

TRAY fl AGENTS 
--~-----
NOVEMRER 1986 
NOVFMRER 1985 

JOUR OPFRATORS 

-----------NOVFMRF.R 1986 
NOVEMBER 1985 

MISCfllANEClJS COMPANIES 

-----------NOVEMRFR 1986 
NOVFM8ER 1985 

I NOUS TAY TOT Al 

----------NOVFMBFR 1986 
NOVEMBER 1q95 

630 
745 

64 
64 

3 
1 

14 
8 

4 
6 

50 
80 

765 
910 

2 
14 

2 
4 

0 
0 

0 
l 

3 
21 

0 
0 

1 
40 

632 
759 

66 
68 

3 
1 

14 
q 

1 
27 

50 
80 

112 
q50 

q4 
9 

1 
0 

0 
0 

l 
0 

1 
0 

84 
15 

187 
24 

0 
2 

0 
l 

0 
0 

0 
0 

0 
l 

0 
2 

0 
6 

5 
5 

5 
0 

0 
0 

0 
0 

l 
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l 
3 

12 
8 

24 
148 

3 
q 

0 
3 

2 
1 

2 
3 

102 
89 

133 
253 
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923 
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78 

3 
10 

17 
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237 
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DEPARTMENT OF TRANSPORTATION CCNSUMER COMPLAINT REPCRT 

FOR THE MONTH OF ~CV[MBEk 1986 
............. " 
• PAG [ u • 
••••••••••••• 

••••=•••=••••••••==•••••••••=•••=====•=•==•=••==•===NOVEMHFR 1Q6b=======================:=========•===NOV[MA[P lq85===••==•=======~ 
r.OMPtAINT kANKING AV COMPLAINT CATFGORY RANKING TOTAL CC~PLAINTS RANKING TOTAL COMPLAl~TS 
··············••==••===•===•=•====•===========================================================•=====•=====•====•=••====•==•=======~ 

fl IGHT PR08L FMS • • • 1 197 l 2U 

HA&GAGE••••••••••• 2 173 2 210 

AFFUNOS ••••••••••• 3 llb 3 l 42 

TltKfTING/ROAROING 4 71 4 7l 

OVfRSALES ••••••••• 5 l, 2 1 60 

CUSTOMER SER\( ICE.• 6 43 8 't2 

f~FS••••••••••••• 7 36 5 68 

fJTHFR. • • • • • •. • • • ·• • A 3 l b 63 
~ 

SMLKING••••••••••• q 24 10 lit 

AOVFRTISING ••••••• 10 1 1 11 10 

1 fllRS • • • • • • • • • • • • • 11 1 9 2q 

c:RFOIT •••••••••••• 12 l 12 ~ 
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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 gener~l. 

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, 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 num.'ber of passengers flown is based on adjusted enplanement data on 
RSPA Form 41 reports filed by certificated airlines. For the November 
report, the number of passengers flown is froa September 1986. 


