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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 discriminatory treatmec~. 

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 unfai~, 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 October 
report, the number of passengers flown is from August 1986. 




