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-CAB REPORTS DROP IN CONSUMER COMPLAINTS IN FIRST QUARTER 1980 

WASHINGTON, D.C. (July 1)--Consumer complaints to the Civil 

Aeronautics Board dropped significantly during the first quarter of 1980, 

according to a report issued today. A total of 6,856 informal complaints 

about airline services were recorded during the first three 100nths of 1980 

compared to 8,443 during the same period in 1979, a decrease of 19 percent. 

The Board ooes not attempt to judge the validity of each complaint. 

Reuben B. Robertson, director of the CAB's Bureau of Consumer 

Protec ti on, said that the oownturn in consumer complaints indica-ted that 

conditions in the air travel industry are returning to normal, as the 

companies and consumers adapt to deregulation. "Airlines know that to <t> well 

in a competitive market, they roost be responsive to the public. The d!crease 

in complaints to the Board suggests that airlines are increasingly aware of 

this fact," said Robertson. 

Flight problellS, including cancellations and delays, were the IOOSt 

frequent cause of co111plaints, accounting for 22.3l of the three-month total. 

However, this category decreased to 1,527 reported in the first quarter of 

1980 from 2,178 (or 25.Si of the total) in the same period last year. 
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Baggage problems ·.-1ere the second largest category (17.8% of the first 

quarter total) \vith 1,218 complaints reported, compared to 1,443 (17.1 %) in the 

same quarter of 1979. Complaints about employee rudeness, in-flic~~ service 

and similar customer treatment problems decreased from 1,206 complaints (14.3 %) 

to 921 this year (13.4%). 

Increases were recorded during the quarter in complaints about oversold 

flights and refunds for unused tickets. Refund problems rose from 491 (5.8%) 

in the first quarter in 1979 to 677 (9.9% of the total) in 1980. Oversales 

(633) accounted for 9.2 percent of total cor.iplaints, compared to 611 or 7.2 

percent 0f 1979 cor.iplaints. Other reservations and ticketing problems 

decreased from 650 (7.7%) to 393 (5.7%). a. small increase was registered in 

smoking complaints, from 194 (2.3%) to 197 (2.9%). 

The CAB also released its final report on consumer complaints to the 

3oard in 1979, the first full year of dere~JUlation. Revised figures show an 

overall increase of 58% from 1978 to 1979, lower than preliminary reports 

indicated. 

Robertson said that a number of factors apparently contributed to the 

upsurge in complaints recorded in 1979. Traffic on U.S. certificated airlines 

increased 15.3% in 1979 and foreign airlines carried 12% more passengers on 

flights to and from the United States. Conmuter airline enplanements went 

up 9.7 percent last year. 

Othe·r factors affecting the 1979 results included a prolonged strike 

against United Air Lines, the nation's largest air carrier, and the grounding 

of the DC-10 fleet by the Federal Aviation Administration. 

MORE 
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The Bureau of Consumer Protection also reoriented i ts six regi on ~1 

offices at the end of 1978 to emphasize consumer assis t ance and educat i o~1. 

The accessibility of these offices and the public's greater awareness of 

them account for a part of the 1979 complaint increase. Approx imatel y 

45 percent of the complaints received by the Board in 1979 were han dl eri 

field . offices. In addition, the Bureau revised its procedures for reco r --1· 

complaints in 1979. Complaints received by telephone, which were not repo,~ ?'i 

previously, are now included in the statistics. 

-30-
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NOTES TO REPORT 

a/ This report is based on informal consumer complaints the Board has received 
by mail or telephoue. We have not determined the validity of each complaint. The 
types of problems inducted in each category are: 

~ Problems: Cancellations, delays, or any other deviations from 
schedule, whe planned or I.Blplanned. • 

Oversales: All bumping problems, whether or not the airline complied 
with CAB ovenale regulations. 

Reservations and Ticketing: Airline or agent mistakes in reservations 
al)d ticketing; problems i11 making reservations and obtaining tickets due to busy 
teiephone lines or waiting in line, or delays in mailing tickets. 

Fares: Incorrect or incomplete information about fares, discount fare 
and availability, overcharges, fare increases and level of fares in 

Refl.Slds: 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. 

Customet" Service: Rude or unhelpful employees, inadequate meals or 
cabin service, treatment of delayed passengers, and discriminatory treatment. 

Special Passengers: Handicapped passengers, passengers on stretch­
ers, children, elderly passengers, passengers requiring oxygen or other medical 
care. 

Smoking: Inadequate segregation of smokers from non-smokers, 
failure of airline to enforce ~smoking rules, objections to the rules. 

A~ Advertising that is unfair, misleading, or offensive to 
consumers. 

Credit: Denial of credit, interest or late payment charges, incorrect 
billing, or inc:or I ect credit reports. 

!.!!!!t Pn,blems with scheduled or charter tour packages. 

Other: c.go problems, security, airport facilities, claims for bodily 
inj\ry, lack ~te service, and other problems not classified above. 



b/ Airlines are listed on the first quar:er , eport if the Board received i0 or 
more complaints about them in 1980. On t:.e an~ual '."eoort, U.S. airlines charged 
with 15 or more complaints and foreig~ ~ :- lines ~,: ~ ,;,-:: ~r more complaints are 
listed. 

Pan American and Nattonal merge ·.· 

d/ 'forth C:c. 11 ,:al and Southern --r:~ - ~' • : .· -: - ·' - • 
July 1, 1979. All co:nptaints against t::e ~-' - : -- -: 

e/ All complaints about Allegherv: ::. .: --.-. 
number of passengers lis ted for USr\i'.' . - -. · : 
commuters are Aero.\-\ech. Air '.\Jort~. 3, . -~ . ,~ 
Pennsylvania Commuter, Pocono, Ranso T~ , ~01~: ·::::-: 

- •. ; !; ites -~:·fer:t ive 
- .. _, _ ~ ~D': j . : -. 

f/ The number of passengers f lawn is :iasec! : n -1-: ";_~ :?·.~ "..,i)ia;-i,~rn er- • .~2 t~ 2 o1 

CAB Form 4-1 reports filed by certif icated a1r 1: , es :>.t; c T- i reoorts : ,ec ·)v 
commuters. 

g/ The Federal Aviation Administ rc1t: 0, • 
April 18, 1980. 

h/ Skyway Airlines of v1issouri was :a ken , •; er -: . ,.;·. ·:..-a v Aviation 0! -:-exas 
early this year, and its name has been changed :o \, r .:.. ~ "" r :..:ana. 




