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--------------------------------------------------------------------------------------------------------------------------------------------------The follovtn« U.S. atrltnes had 10 or 11<>re tnfor•al consuaer co■plalnta filed durtn~ · the year 1985. 

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

ATRLTN! 

A!ltO VIICIN ISLANDS 

All r.A.LtPOUIA 

AI• MIDWEST 

All WISCONSIN 

ALASU AIILIN!S 

PLIClff 
PIOIL!MS 

3 

s 

11 

7 

AHEIICA WEST AIRLINES 21 

AMEIICAII AIILIN!S 162 

AHEIICAN TIA.NS All s 

A.HOV All 24 

lltANIPP, INC. ,. 
IUff AIIWAYS s 

CAPITOL All l 

f'.AUJl!AN P.XPHSS 4 

OVElt­
SAL!S 

4 

2 

4 

14 

l7 

0 

13 

7 

2 

0 

4 

IP.St:IVATIONS 
TICKETING 
IOAIDING 

0 

2 

0 

3 

2 

41 

2 

0 

3 

2 

0 

FARY.S REFUNDS 

0 

3 2 

0 

0 0 

0 

0 7 

39 56 

o · 0 

2 13 

0 17 

0 3 

0 ll2 

0 s 

BAGGAGE CUSTOHP.R SMOKING ADVERTISING CREDIT TOUIS OTRII 10TAL 
SERVICE 

18 0 0 0 0 0 0 21 

6 0 0 2 0 0 2 25 

4 0 0 0 0 0 20 

2 0 0 0 0 0 12 

5 0 0 0 0 16 

16 5 0 0 0 67 

123 18 IS 6 2 2 25 548 

28 0 0 0 0 37 

26 5 2 0 0 3 5 93 

12 3 2 0 0 0 52 

5 2 0 0 0 0 0 19 

13 0 0 0 0 0 4 152 

12 0 0 0 0 0 2 28 



.... . •, 

Depart-nt of Tranaportatlon PACE 1A 

U.S. AIRLINES 
Co•~latnta Rl Categorl (Footnote A) 

for the Year 19R5 

AIRLINE FLIGHT OVER- RESERVATIONS FARES REFUNDS BAGGAGE CUSTOHF.R SHOKING ADVERTISING CREDIT TOURS ontER TOTAL 
PROBLEHS SALES TICKHING St:RVI CF. 

BOARDING 

COHAIR 5 l 0 0 0 2 0 0 0 13 

CONTINENTAL AIRLINES 171 82 31 12 112 IRO 47 18 4 0 22 680 

DELTA AIR LINES 66 26 24 42 25 J4 18 9 8 0 II 264 

F.ASTERN AIR LINES 197 JO J5 46 78 195 4J 15 6 6 17 669 

EHPIRE AIRLINES 13 12 0 2 ) 11 0 0 0 0 45 

FIV! STAR AIRLINE/ 9 0 0 0 0 4 0 0 0 0 15 
INTERFACE 

FLORIDA EXPRESS 15 4 4 2 0 0 0 0. 29 

' 
FRONTIER AIRLINES 22 2 II 2 8 18 8 2 0 4 79 

HAWAIIAN AIRLINES 12 7 0 0 J2 J 0 0 0 0 56 

HORIZON AIRLINES 6 J 0 0 l 0 0 0 0 15 

IHP!RIAL AIRLINES J 0 0 0 7 2 0 0 0 0 0 IJ 

JET AMERICA AIRLINES 7 J 0 2 7 0 0 0 0 0 0 20 

HALL AIRWAYS 4 J 0 0 0 0 0 0 II 

MIDWAY 20 6 5 J 5 14 J 4 0 6] 



Oepart-nt of Traneportatton PAGE 18 
11.S. Airline• 

r.011platnt• By r.ate-ory (Footnote A) 
for the Year l98S 

AIILINI! n.ICRT OVP.R- RESF.RVATIONS FARES REl"IJNDS BAGCAGF. CUSTOHER SHOKING ADVF.RTISING CREDIT TOURS onttll TOTAL 
PROBLEMS SAU:S Tir.Kf.TING SERVICE 

BOARDING 

NUS! All CORPOIATJOlt J 4 0 4 7 3 0 0 0 0 2 24 

NATIONAL AllLlNl!S 7 0 0 0 4 3 0 0 4 21 

N!V TOH AIR 23 12 ) ' 4 22 3 4 4 0 3 80 

NOllTHEAST!RN INT'L 28 21 272 17 4 0 0 0 0 2 346 
AIRWATS 

NORTHWEST AlllLIN!S 76 18 II I) 2S 4(, IS 28 4 2 2 10 248 .. 
O7.AH AIILlll!S 10 1 ) 2 2 12 4 0 0 0 0 41 

PACIFIC SOUTHVP.ST 18 II 2 10 27 2 0 0 ) 76 
AIILINP.S 

PAN AMF.RICAN WOILD 124 94 )4 23 71 187 34 37 13 6 4 31 664 
AlRWATS 

P!OPL! !XPIIP.SS l9S 80 S6 10'; 40 121 10 s 27 0 0 14 673 
AllLINES 

PlP.Dt«lNT AVIATION )8 10 9 10 10 24 II 7 0 0 l 123 



Oepart-nt of Tranaportatlon PAGE lC 
U.S . Airlines 

Coaplalnta Bl Categorl (FOOTNOTE A) 
for the Year 1985 

AIILINE n.lGHT OVER- IY.SF.RVATTONS FARES REFUNDS BAGGAGE C:USTOHEI SMOKING ADVF.RTISING CREDIT 'IOUIS OTHH TOTAL 
PIOBI.EMS SALES Tlf.KF.TI NG SERVICF. 

BOARDING 

PIONE'-I AIILIN!S 2 2 0 0 2 9 0 0 0 0 0 0 15 

PllDE All INC. ll 0 0 57 0 0 0 0 0 0 72 

PIINAII 6 0 0 2 46 0 0 0 0 0 56 

PIO All SERVICES 14 4 0 2 7 0 0 0 0 0 0 28 

PROVINCETOWN 3 2 2 5 0 0 0 0 0 15 
IOSTON AIRLINES .. 
IEPUILIC AIILIN!S 68 30 18 20 25 36 ll 14 2 0 0 6 212 

IOCICY MOUNTAIN 6 4 0 0 17 0 0 0 0 0 ·-a. 29 
AIRWAYS 

SIHHONS AIRLINES ll 3 2 0 7 2 0 0 0 0 4 ]2 

SOOTH PACIPIC 14 0 0 0 9 3 0 0 0 0 0 27 
ISLAND AIRWAYS 

SOUTHEIN !lPIESS 10 13 0 0 5 13 0 0 0 0 0 42 

SOUTHWEST AIRLINES 17 5 4 4 9 4 0 0 0 0 3 47 

TOWEi All 9 0 0 0 0 8 3 0 0 0 2 3 n 

TRANS All ll 6 0 10 14 0 0 0 0 0 3 47 

TRANS WOILD ATILINES 165 61 'i2 45 51 180 54 27 17 9 13 26 700 

TUNS AMERICAN AIRLINES 7 0 0 4 4 0 0 0 0 0 17 

UNITED AIILINP.S 442 44 4] 69 112 127 46 211 6 4 24 946 



• 

Departaient of Transportation PAGE 10 U,S, Airlines 
Co!l!lalnts BI CategorI (Footnote A) 

for the Year 198S 

AIRLINE n.lGHT OV ►:lt- RESF.RVATIONS FARES REFUNDS BAGGAGE CIISTOHER SHOKING ADVERTISING CRrnlT TOURS OTHER TOTAL 
PROILEHS SALES -rlCK ►:TING SERVICE 

BOARIHNG 

USAIR 76 31 29 22 JI 61 14 13 0 0 7 292 

WESTAIR COHMITfER 4 " 0 () I) 7 Cl Cl II II I) I) 19 
AIRLINES 

WESTERN AIR LINES 47 26 6 8 24 39 ll s 2 0 6 177 

WINGS WEST 9 s 0 0 ] 4 2 0 0 0 0 0 2) 

WORLD AIRWAYS 12 11 9 S6 46 12 4 0 0 2 176 

" 



Depart-nt of Tranaportatlon 
Coosu■er Coaplatnt Report 

for the Year 1985 (Footnote B) 

Co■plalnta per 100,000 Paaaengera 

PAGE 2 

----------------------------------------------------------------------------------------------------------------------------------------------------U.S. AillLIN!S (MAJORS/NATIONALS) 
A L P H A I ! T I C A L 

TOTAL 
COHPI.A I NTS 

PASSENGF.RS FLOWN 
(100,000) 

<:OHPLAINTS PER 
100,000 PASSENGERS 

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

AIR CALIFORNIA 2'i 45. 42 . 'i5 
ALASKA AIRLJNlS 16 29.90 .54 
AI.OHA ATRLINlS J 25.07 . 12 
AHF.RJ<:AN AIRLINES 'i48 402.68 I. J6 
BRANIFF INC. 'i2 22.82 2.28 
CONTINENTAL AlllLIN!S fl80 l'i6. 79 4. J4 
OF.LTA Allll,INlS 21>4 395.16 .67 
F.ASTERN All LINP.S 669 414.86 1.61 
FRONITP.I ATILIN!S 79 70.91 1.11 
HAWAIIAN AIRLINES 56 )5. 'i) 1. 58 
HIDWAY AlllLTN!S flJ 17. 14 J.68 
NF.W YORK All 80 JJ.40 2.40 
NORTHWEST AIILtlf!S 248 147.29 1.68 
OZARK All LINES 41 56. )6 . 7J 
PACIFIC SOtrrHWF.ST AIRWAYS 76 88.27 .86 
PAN AMF.RICAN WOltLD AIRWAYS 664 IJl. 10 'i.06 
PF.OPI.I': 1':XPIF.SS AlllLIN!S 673 146.66 4. 59 
PIF.DHONT AVIATION 12) 174. J'i . 71 
REPUBLIC AIRl,JNF.S 212 166.61 1.)9 
SOUTHWEST AIILINF.S 47 IJ l. 85 • J6 
TRANS WORLO ATRLIN!S 700 209.62 ).)9 
TIAHSAMF.IICA AIRLINES 17 6.9J 2.4'i 
IINITED AIRLINF.S 946 )fl'i. )8 2.4'i 
IISAIR 2CJ2 191.10 I. 'iJ 
WP.STERN AIRLINES 177 119. IJ I .49 
WORLD AIIWAYS 176 lfl.80 10.48 

---------------------------- ---------- ----------
TOTAL MAJORS/NATIONALS 6.94) )621. IJ I. 92 

AVERAGES (BASED ON 26 AIRLINES) 276.04 139.27 1.92 

.. 



Depsrtllll!nt of Trsnsportstton 
Consumer C0111plalnt Report (Footnote B) 

for the Year 1985 

Complaints per 100,000 PassenRers 

PAGE J 

-------------------------------------------------~~~-~2••---------------------------------------------------------~-----------------------------------U.S. AIRLINES (MAJORS/NATIONALS) 
R A N K I N C 

RANK TOTAL 
COHPLAINTS 

l'ASS~:NGF.RS FLOWN 
(100,000) 

COMPLAINTS PER 
100,000 PASSENGERS 

----------------------------------------------------------------------------------------------~----------------~~~ ,,---------------------------------

WORLD AIRWAYS I 176 16.80 I0.48 
PAN AMERICAN WORLD AIRWAYS 2 664 111.10 5.06 
PEOPLE F.KPRESS AIRLINES ) 1,71 141,. 1,6 4. 59 
CONTINENTAL AIRLINES 4 6RO 1'>6.79 4.14 
HIDWAY AIRLINES 5 61 17. 14 l.68 
TRANS WORLD AIRLINES 6 700 209.62 l.J9 
UNITF.D AIRLINES 7 946 lH'>. lR 2.45 
TRANSAMERICA AIRLINES 8 17 6.9) 2.45 
NEW YORK AIR 9 RO JJ.40 2.40 
IRANI FF INC. 10 52 22.R2 2.2R 
NORntWF.ST AIRLINES II 24R 14 7. 2<t 1.611 
EAST~RN AIR LINES 12 669 4l4.R6 1.61 
HAWAIIAN AIRLINES IJ 56 l'i.5J I. 58 
U'SAI R 14 292 I'll .10 I. 5J 
WEST~RN AIR LINF.S 15 177 119. IJ 1.49 
REPUBLIC AIRLINES 16 232 IM,.61 1.39 
AMF.RICAN AIRLINF.S 17 54R 402.68 I. J6 
FRONTIER AIRLINES 18 79 70.91 I. II 
l'AC I l'lC SOUntWF.ST AIRLINES 19 76 8R.27 .86 
11:t.Al<IC Alll LINES 20 41 5f>. J6 • 7J 
PIF.DHONT AVIATION 21 12} 174. JS . 71 
DELTA AIR LINF.S 22 2f>4 ]95. 16 .67 
AIR CALIFORNIA 21 25 45.42 • 55 
ALASKA AIRLINES 24 16 29.90 .54 
SOIITIIWf.ST A I RLINES 25 47 Ill. 85 .]6 
ALOHA AIRLINES 26 J 25.07 .12 

• 

.. 



. -
Depart111ent of Transportation PAGE 4 ForetRn Atrltnea 

Co•~latnta Bl Categorl (Footnote A) 
for the Year 1985 

-------------------------------------------------------------·--------------------------------------------------------------------------------------The follovtnR foreign airlines had 10 or 1110re tnfonaal consullM!r co■platnta flied dur~ng the year 1985. 
••••••••••••••••••--••--••••••••••••••••••••••••••••••••••••••••a••••••••••••••••••••a•••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••••• 

AIRLINE FLIGHT OYII- RESERVATIONS FARES REFUNDS BAGGAGE CUSTOKF.R SMOKING ADVERT[SING CREDIT TOURS OTHER TOTAL 
PROBL!HS SALIS TICKETING SERVICE 

BOARDING 

AER LINCUS 3 2 0 0 0 0 11 

AEROLINEAS AJtGENTINAS 0 0 2 2 7 0 0 0 0 0 13 

AEROHEXICO 17 2 0 2 19 4 0 0 0 0 4 49 

AIR CANADA o · 0 J 6 0 0 0 0 0 2 11 

AIR FRANC! 0 0 4 2 to 0 0 0 0 0 ·1: . 18 

AIR INDIA 4 0 J 0 4 2 0 0 0 0 0 0 13 

AIR JAMAICA II 7 3 14 5 0 0 0 0 43 

AIR PANAMA 0 2 2 7 0 0 0 0 0 0 13 
INTERNATIONAL 

ALIA JOllDANIAN AIRLINF.S 0 3 s 4 0 0 0 0 0 0 14 

ALITALIA AIRLINES 6 9 0 3 26 2 2 0 0 0 0 49 

IAHAHASAIR HOLDINGS 18 0 0 0 0 18 3 0 0 0 0 3 42 

BRITISH AIRWAYS 8 0 4 J 6 13 5 2 0 0 0 42 

BRITISH CAL!DONIAN 0 0 0 5 0 0 0 10 
AIRWAYS 



• 

Depart-nt of Transportation PACE 4A 

ForelRn Airlines 
Coaplalnta B! r.ateRor! (Footnote A) 

for the Year 198S 

AIRLINE ft.lGMT OVER- RF.SER VAT IONS FARF.S REFUNDS BAGCAGF. CIISTOHf:R SMOKING ADVERTISING CREDIT TOURS OTHEI TOTI. 
PIOILEHS SALES TICKF.TJNG SERVJC:E 

BOAllDING 

IWIA a 14 0 16 0 0 0 0 0 41 

CHINA AIRLINES 2 2 2 0 J 2 0 0 0 0 0 12 

DONINr.ANA DP. AVIACION 5 13 2 IJ 0 0 0 0 2 0 )7 

DONINr.ANA INT!lNACIONAJ. 2 0 0 0 8 0 0 0 0 0 0 11 
AllLIN 

P.t. AL lSIAEL 0 4 2 0 0 J 0 0 0 0 0 10 "' 

llEllA AIILllfES 5 10 6 JI 4 2 0 0 0 0 60 

JC!LANDAill 9 4 J 2 J s 2 0 0 J JJ 

IWt 0 2 4 9 0 0 0 0 0 0 17 

ltOllEAN Alll LllfES 4 J 4 s 0 0 0 0 0 19 

LIJl'THANSA 0 2 s 2 8 0 0 0 0 20 

MEDC.ANA 12 10 J 0 4 SI 6 0 0 0 0 87 

OLYMPIC. AlltWAYS 7 3 0 0 8 0 0 0 0 0 0 19 

PAltlSTAN INT!lNATIONAL 2 0 4 0 0 0 0 0 10 
AIRLINES 



• 

Depart-nt of Transportation 
l'AGE 4B 

ForPl~n Airlines 
C.oaplalnts Bl C.ate~ory (FootnotP A) 

for the Yur 198S 

Alli.TN! PLIGHT OVP.ll- llF.SF.llVATTONS FARES REFUNDS BAGGAGE CUSTOHF.ll SHOKINC AOVtllTISINC CREDIT TOURS OTHEl TOTAL 
PlOILF.MS SALES TIC.KF.TING SERVICF. 

BOARDING 

PHILIPPINE AIILllf!S 2 2 4 2 0 0 0 0 0 0 12 

SHENA 2 4 0 0 2 4 0 0 0 0 0 lJ 

TAr.A INT!INATIONAL J ~ 0 0 12 0 0 0 0 2) 
AIRLINES 

VillG AIILINP.S J 2 2 0 4 0 l 0 0 0 16 

VIASA 4 0 0 4 2 0 0 0 0 lJ .. 
VllCIN ATLAIITIC 6 II J 0 s s 0 0 0 0 0 0 27 

,, 



Depart-nt of Tr,1nsportatlon 
r.on,iumer Co•rlatnt Report 

for lh<! year 19RS(Footnote A) 

All Services 

_, 

PAGES 

---------------------------------~·-------------------------------------~----~------------------------------------------------------------------------INDUSTRY GROUPS 

U.S. AIRLIN!S 

fOllEIGN AIRLINES 

CARGO 

TRAVEL AGENTS 

TOUR OPERATORS 

HI SCF.1.1.AN ►:llllS COHl'ANIES 

INDUSTRY TOTAL 

COHPLAINTS 

8791 

IOS9 

14 

ll4 

187 

7S7 

11,142 

OPINIONS CIIHPL IHF.NTS 

79 12 

7 2 

0 0 

0 0 

78 ) 

18 

REQUESTS FOR 
INFORMATION 

736 

9) 

6 

17 

90 

1088 

2010 

NOTE: THERE WERE A TOTAL OF 12,O8S CASES DURING THE YEAR 

TOTAL, COHPLAINTS 
TIIRU Rt:QUl!STS 

9618 

1161 

40 

131 

479 

1926 

13, JSS 

> 

.. 



Derartnient nf Transportation 
Consu..er Complaint Report 

for the Year 1985 (Footnote A) 

Complaints by Category 

PAGE 6 

••••••••••••••••••••••••••••••••••••••••••••••••••••••••• a~ ~a••••••••••••••••••••••••••~~• ~••••••••••••••••••••••••••••••••••••••• 
COMPLAINT CATEGORY RANKING TOTAL COHPLAINTS 

n.ICHT PROBL!HS••• 2718 

IAGCAGE •• • • ••• • •• • • 2 2529 

HPUNDS •••••• • ••••• ] IH6 

OYElSAL!S •••... • .•• 4 1014 

FARES •••••••••••••• 'i 580 

TICK!TINC/BOARDINC. 6 579 

OTH~R•••••••••••••• 7 544 

CIISTOHY.R SERVICE.•. 8 Sll 

TOURS•••••••••••••• 9 409 

SHOKINC •••••••••••• 10 ]OJ 

ADVERTISING •••••••• 11 14) 

CREDIT ••••••••••••• 12 )7 

11 • 142 

► .. 

" 



FOOTNOTES TO REPORT 

A. This year-end report is based on informal complaints the Department ha• 
received by mail or telephone. The data represents a combination of 
information taken from two different computer programs. The first program 
encompassed the period January 1 through March 31, 1985, the other source 
covers the balance of the year. 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 rep~rts filed by certificated airlines. For the 12 month 
report, the number of passenger• flown are from November 1984 through 
October 1985. 




