
' 

CIVIL AERONAUTICS BOARD CONSUMER COMPLAINT REPORT 
FUR IIIE MONTH OF SEPTEMBER 198ft 

RE SEk VA Tl ONS 

~ 
PAGE 

!!,/ fllGIH OVER - ANO CUSTOMER SPECIAL AOVER-
J.S. AIRLINES •.•.•...•.• PROBLEMS SALES JICKETING FARES REFUNDS BAGGAGE SERVICE PASSENGERS SMOKl~G TISING CREOIT lOURS OTHER TOTAL 

AIR CAL I FURN IA 
AIR FLCJRICA 
ALASKA 
ALOHA Al~L HIES 
AMERICAN 
Al1[RIC.AII INTERNAf IONAL 
.\RRUW AIR 
8RAt-llff IIH'L 
CAP HOL A IR 
cmn IN[NJ AL 
DAV IS II IKL INES 
OHTA 
[AS TERN 
FRONTIER 
HAW Al IAN 
,◄ IOwAY 

NEW YOkK AIR 
NORTHEASJ[RN INT'L. \ 
lh)~ I HWES I 
OZARK 
PAN AMERICAN 
P[CPLE CXPR[SS AIRLINES 
P JE0.11lNT 
PSA 
Rf l'IJUL IC 
SCU T l·IW[ SI 
I IIE FLY ING I IGl:R LINE 
TO\-l[i( AIRL IIH 
T P Ai-15 AH E. P. I C II 
IWA 
UN I TE fl 
USAIR£1 
I.ES TEHN 
ldEII AIR ALASKA 
wURLO 
OTHER U.S. AIRLINES 

SEPTEMUER (qo4 COMPLAINTS 
•• PERC.[NTAGES •• 

SEPIEHOER 1903 CO~l'LAINIS 
•• PERCENTAGES •• 

0 
0 
2 
0 
2 
l 
C, 

0 
4 
6 
0 
1 
1 
t 
0 
0 
l 

l l 
6 
C 
1 

I 4 
2 
l 
3 
2 
0 
3 
2 

14 
l 8 

5 
3 
C 
4 

20 

166 
2 e. 1 

2 
C 
0 
0 
2 
2 
2 
0 
l 
1 
0 
2 
C 
0 
0 
0 
0 
5 
2 
0 
2 
l 
0 
l 
0 
0 
0 
C 
l 
2 
l 
3 
2 
0 
3 
e 

4'l 
a. 5 

153 52 
H.2 10.6 

I 
0 
0 
0 
l 
0 
0 
0 
0 
0 
0 
l 
0 
0 
0 
0 
1 
l 
0 
0 
2 
0 
l 
0 
0 
0 
0 
0 
0 
2 
4 
0 
0 
0 
l 
0 

15 
2.6 

20 
4. I 

0 
0 
0 
0 
3 
0 
0 
0 
l 
0 
0 
0 
3 
0 
0 
0 
0 
0 
0 
0 
I 
l 
0 
0 
l 
0 
0 
0 
0 
4 
0 
I 
0 
0 
0 
0 

15 
2.6 

20 
4.1 

0 
6 
0 
0 
2 

ll 
0 
0 
l 
2 
6 
0 
l 
I 
0 
0 
I 
3 
0 
0 
2 ,. 
2 
0 
0 
2 
0 
0 
0 
2 
5 
l 
3 
0 
l 
'I 

65 
11.2 

38 
1.1 

0 
0 
0 
0 
3 
2 
1 
l 
9 ,. 
l 
0 
6 
l 
2 
0 
0 
8 
] 

0 
10 

6 
0 
l 
l 
2 
0 
0 
l 

ll 
15 

I 
2 
2 
2 

19 

120 
20.8 

81 
16. 5 

0 
0 
0 
0 
2 
3 
3 
0 
l 
5 
0 
2 
3 
2 
2 
0 
0 
l 

" 0 
6 
0 
0 
0 
I 
2 
0 
0 
0 

11 
10 

] 

2 
i) 

2 
2 

61 
11.6 

66 
13.4 

0 
0 
0 
0 
0 
0 
0 
0 
l 
5 
0 
I 
0 
I 
l 
0 
0 
l 
2 
0 
I 
l 
0 
0 
I 
0 
0 
0 
0 
2 
3 
0 
l 
0 
0 
1 

22 
3.8 

10 
2.0 

0 
0 
0 
0 
0 
0 
0 
0 
0 
l 
0 
I 
2 
2 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
3 
2 
0 
0 
0 
0 
0 

11 
l. 9 

15 
3. l 

0 
0 
0 
0 
I 
0 
0 
I 
I 
0 
0 
I 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
l 
0 
0 
0 
0 
l 
0 
0 
0 
0 
0 
0 

6 
l. 0 

5 
I. 0 

0 
0 
0 
0 
l 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
0 
2 
l 
0 
0 
0 
0 
0 

2 

·" 

0 
0 
0 
0 
l 
0 
I 
0 
I 
0 
l 
0 
0 
0 
0 
0 
0 
0 
0 
0 
I 
0 
0 
0 
0 
0 
0 
3 
l 
I 
0 
0 
0 
0 
0 
l 

13 
2.2 

4 
.e 

0 
0 
0 
0 
l 
0 
4 
0 
0 
l 
0 
0 
l 
0 
0 
0 
0 
0 
0 
0 
3 
4 
0 
0 
I 
0 
0 
0 
0 
4 
0 
l 
0 
0 
0 
l 

3 
6 
2 
0 

19 
19 
26 

2 
20 
33 
l () 
15 
23 
13 

5 
0 
l 

36 
11 

0 
35 
31 

5 
3 
9 
8 
0 
6 
5 

59 
59 
15 
13 

2 
l 3 
6) 

25 518 
4.3 100.0 

25 'e91 
5. l 100.0 



U.S. AiRLJNES •••• •• • • • • • 

.\II< CALIFORNIA 
A IR HOR IOA 
ALASKA 
ALOI-A AIRLIN ES 
At-lEtUCAN 
A t◄ [IIICAll JNfEkNAI IUNAL 
t,l{R U14 A Ill 
llRI\Nlff INJ'L 
f.l\P IT •JL A 1H 
Clilll lNEIIJ AL 
OAV IS AIRLINES 
OEL 1 A 
[I\S 1 l'RN 
mom HR 
HAWAI (AN 
:HllWAY 
N[W YllllK AIR 
NURHIEASTERN INT'L. 
tl(IRJIIIHST 
Ill A HK 
PAN AMEllllAN 
rf OPLE EXPRESS AlllLI NES 
i' I [[J,~UtU 
i'S A 
t{E PUUL IC 
:. OU TIIWE ST 
THE FLYING TI GER LINE 
TOWEH AI RLIIIE 
TR/41-lSAMl:R ICA 
TII A 
UNI Jf.0 
IJSAIR£/ 
WES Jf:RN 
W !Ell AIR ALASKA 
IHIRLI) 
OTHER U.S. AIKL W ES 

CIVIL AERONAUTICS BOARU CONSUMER COHPLAINf REPORT 
F OR THE /10NTII UF S EPfEliBER 1984 PAGE 

------------ SEPTEMO(R 19 84 -------------
l OTAL PASSENGERS FLOWN COMPLAINTS PER 

COMPLAINlS 1100,000l_s/ lOJ,000 PASSENGERS 

3 
6 
2 

19 
19 
26 
· 2 
20 
H 
10 
15 
23 
l3 

5 

3 
36 

' 1 

35 
31 

5 
3 
9 
8 

b 
5 

59 
59 
15 
13 

2 
13 
63 

3.51 

2.89 
1.10 

10.52 

31 . 11 
32.60 
6.61 
2.99 
1.20 
2.20 
2.26 

12.H 
4.23 

12 . 10 
11.28 
ll . !13 

6 . 68 
13. 19 
11. 02 

• 09 

l. l 4 
18. 29 
37.49 
16.26 

9. 51 
1.30 
l. 45 
6.78 

.85 

• .6 l 

.69 
15.36 
3.14 

. 47 

.11 
l .95 
l .61 

1.12 
l 5 .9 3 
1.31 

2 . 16 
2.15 

.4 2 

."5 

.68 

.73 

4 . 39 
3. 2 3 
1.51 

. •92 
1. 37 
l . 'i4 
6.97 
9.29 

- ----------- SEPfEHOER 19 83 -------------
TOTAL PASSENGERS FLOWN COMPLAINTS PER 

COMPLAINTS I lOO,OOOl.!V 100,000 PASSENGERS 

,. 
ll 

22 
l3 

ll 
H 

6 

4 
2 

10 
10 

l 
42 
26 

6 
8 

14 

4 
46 
33 
22 

8 
2 
3 

117 

3. 36 
l.89 
1. 98 
l. 99 

26.04 

.es 

l. 52 
10.46 

n.o 
3 l. 82 

5.65 
2.ft5 
l. l 9 
1. 1l 

• ,. 4 
12. 1l 
't. 21 

l't. 85 
5.45 

10.10 
1.02 

14.61 
9.61 

• 33 

• 14 
18. 14 
34.82 
l>.61 
10.66 
1.13 
1.14 
4 . 19 

l. l 9 
5. 82 

1.00 

4. 71 

14. 47 
l. 24 

3.36 
l. 11 

22 . H 
• 7 9 
.24 

2.01 
4. 77 

.56 
1.14 

• 95 

5.41 
2.45 
.95 

1. 41 
. 15 

l. 17 
2.63 

2 7. 92 

l 

• 



CIVIL AERONAUTICS BOARD CONSJMER COMPLAINT REPORT 
FOR THE MONTII Of SEPHHBER 1984 

.. 

PAGE 

aaz=••===========================z•==:a&:&:z=s:::&caaz::::s::zs:z::aaa:a~a••••zaasaaa2aaa:a2:a:z~a2z::aa:~==:=====~==•=====•z=z2::& 

RE SERVA llONS 
FLIGHT OVER- ANO CUSTOMER SPEC I Al AD VER-

FOIH I GN AIRLINES •• •••••• PRIIBL EM S SALES TIC KE Tl Nl.i f ARES REFUNDS BAGGAGE SERVICE PASSENGERS SMOKING Tl SING CREDI J TOURS OJ IIE R ror AL 
=================~=====:sszzs2~zaaa:a:a:z====•••:a:a:aa~za: a :a za :2&az:aas:aa••••••••==•=••••• ==•z=•=••a•===•==~=•=•=•x====••==a•=2• 

Alk INU IA l 2 0 0 0 0 2 0 0 0 0 0 0 5 
IBERIA AIRLIN ES 2 2 0 0 0 3 2 l 0 0 0 0 0 10 
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Al ASKA 3 l 0 0 l l l l l 0 0 0 2 ll 
ALOII,\ A IRL HIES 0 l I 0 l 0 l 0 0 0 0 0 0 4 
Al1EIUCA WEST AIIUINES 3 3 0 0 l 3 l 0 l 0 0 0 0 12 
AHEi<ICAN 64 26 l8 l1 l 1 66 26 7 l6 4 6 l 10 }02 
A'4f RIC.AN (HHRIIL AIRLINES I 2 0 0 2 3 2 l 0 0 0 l) l 12 
A:4ERIC.AN llil E~NAl l:INAL 52 H 2 6 41 18 11 l 0 3 0 l 4 119 
AHEKl(AN flUNS AIR l J 0 0 0 l ll 5 l 3 0 0 0 l )5 
fll<ISTA I NT ERNA T ION Ill 2C 0 0 0 0 25 1 l 2 0 0 l 4 60 
ARIWW All( lH l3 5 3 14 8l H 2 l 0 l 8 H lb6 
(I AR IIAI< hlllt AIRLIN [S 6 2 l 0 0 2 0 0 0 0 0 0 i 12 
tlRIINlff INT 'l 3 0 0 0 2 2 l 0 0 1 0 0 2 ll 
likllT AIRWAYS 2 l 0 l 3 1 2 0 1 0 l 0 l 19 
CAPITOL Alk 35 H 4 't 38 86 6 2 0 l 0 3 't 201 
CONJ INENT Al 52 52 21 5 ll8 39 22 15 " 6 2 0 'i 141 
CiHlWtll'I IR l l 3 0 0 2 5 3 0 0 1 0 0 0 25 
DAV IS A Jl{l lN[S 2 0 l 0 12 l 0 0 0 0 0 3 0 19 
OHTA 64 20 1 5 9 21 29 R 8 " 0 0 9 l90 
[AS IERN 10 l 14 ll 10 32 66 21 l't 11 6 1 3 18 334 
E'1f> IR E 20 4 0 l 3 8 2 0 0 l 0 l) I 40 
f LORIOA [Xf>RESS 4 l 0 0 3 2 0 0 l 0 0 0 0 ll 
FnUNT I Ek H 9 l 2 't 14 1 5 2 0 0 0 0 18 
111\WAI I El(PRESS e l 0 0 92 ) 0 0 0 0 0 0 l l05 
IIAW Al I Al~ 2 8 0 l 0 15 4 3 0 l 0 0 1 35 
HAWAIIAN PACIFIC AIRLINES 0 0 0 0 32 0 0 0 0 0 0 0 0 3Z 
1:-tPER I Al AIRL lll[S 3 3 l 0 l 3 0 2 0 0 0 0 l 14 
HIil PAClt· IC AIRLINES ) 0 0 0 2 5 l 0 0 2 0 0 0 l3 
H fDtlAY 2 2 0 I 2 3 2 l 0 0 0 0 l 14 
MISSISSIPPI VALLEY J 3 0 0 2 2 l 0 0 0 0 0 0 ll 
flAr lllNAl A l l( l li'H: S 12 0 1 0 0 3 0 0 0 • 0 0 0 3 19 
NEW 'l'ORK Alk l J 4 I 6 l " 3 0 I l 0 0 0 34 
IHiRJIIEIISf ERel ltlT 'l • ll8 81 8 6 11 31 27 ll l l 2 0 1 398 
NCRTHWCSJ 6,, 16 l 4 10 22 32 " 12 l 0 0 9 l15 
OCfllNAIR LIN E: 4 0 l 0 l 10 0 0 0 0 0 0 0 l6 
UVERSEAS MIIIIONAL AIRWAYS 5 0 0 0 0 3 l 0 0 0 0 0 3 l2 
Ol AHK 13 J 5 " 0 ,. 3 6 3 0 0 0 2 ,, ) 
f>ALIFJC EAST AIR ,. 2 H 4 0 313 20 4 0 l 2 l 0 l 491 
PAC If IC [ Xl'RlSS l I l 0 0 2't 2 l 0 0 0 0 0 0 't I 
l'AC.lfll IIH CR STAJF. l 2 0 0 4 l 0 l 0 3 0 0 0 12 
fl AN Mlfk If.AN 12 2 ~,, 21 11 28 89 51 1 19 . 6 8 l 22 t,',5 
PEUl'l E txp,nss llll~LIIIES 124 H 18 1 21 41 19 " 2 I 0 0 13 266 
PI f U,1IJIH 3 0 b 't ,, 't 12 10 l 5 l 0 0 2 19 
PRO ,\II< SfR Vl( [S i:. C 0 0 0 't 0 0 0 0 0 0 0 lO 
PttC\/ lfj( r r 11\IN OUS TOI~ 7 2 0 I ,. l 0 I l 0 0 0 6 23 
PSA 7 ti 2 0 0 9 3 l 't 0 0 0 0 H 
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RESERVATIONS 

~ fl IGHT OVER- ANO CUSTOHER SPECIAL AO VER-
u. s. Alkl IMES •••••••• ••• PR08l EH S SALES TICKETING FARES R[FUNOS BAGGAGE SERVICE PASSENGERS SHOKING Tl SING CREDIT TIIURS OTIIE R TOTAL 
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PRlNAIK l lo 3 l l 5 31 5 0 0 l 0 0 l 6'e 
REPllBLIC 2', ll 5 3 6 21 lZ 3 3 3 0 0 5 96 
R ICII HIHRNAT IONAL AiRWAV 5 0 0 0 0 " 0 0 2 0 0 0 l 12 
ROCKV HOUlfl A IN 2 2 l 0 l 1 I 0 0 0 0 0 I 15 
SCIIEUlJL EO SKYI-IAVS 1 0 0 0 l z 2 2 0 0 0 0 0 H 
S IH :◄ONS AIRLINES 5 6 0 0 0 2 0 0 0 0 0 0 0 13 
SLOt.UH AIR II " 0 I " " 2 0 0 0 0 0 l 21 
SWIii PACIFIC ISL AUD 2 2 0 I 0 1" I 0 0 0 0 0 I 21 
SUU HIWE ST 1l 2 l 0 5 8 6 " 0 0 0 0 0 37 
SIJN A IRE 3 0 I 0 0 6 I 0 0 0 0 0 0 ll 
TIIE fl Y WG T IG(lt LIN!: 0 0 0 0 0 0 0 0 0 0 0 0 5 5 
rowrn AIKLINE 1 2 0 0 0 5 0 0 I 0 0 3 I 19 
T RAl~S Arn 5 l I 0 " I 0 0 0 0 0 0 0 12 
T 1-A/iSAIHi<l ( A I 3 3 0 0 I " 5 I I 0 0 I I 30 
TWA IH 56 22 21 26 98 68 l't 22 10 l 3 12 19 5 l 5 
UN I TEO 20 l 41 22 26 H 81 70 16 32 2 9 0 20 550 
USA 111U 63 32 3 9 10 20 21 8 9 l 0 0 ll 187 
WES I [KN "" 30 6 10 11 16 18 " " 0 " 0 3 150 
WIFN AIR ALASKA l 2 0 0 0 3 I 0 0 0 0 0 0 1 
WINGS ~llS T 6 4 0 I 3 l 0 l 0 0 0 0 0 16 
WORLO 16 9 2 6 15 16 6 0 0 0 I 0 0 11 
OTIIER u.s. AIRLINES ll 7 41 " 5 lo8 53 18 5 6 " 0 2 22 )25 
-------------------------
CURiU'"lf l'ER IUD TOTALS 2011 194 209 193 1191 1198 604 161 191 72 57 52 283 7022 
•• PERCENfA(jf.S •• 2 8. t 11. 3 3.0 2.1 l1 .o 11.1 8.6 2.3 2.1 l.O .8 .1 4.0 100.0 

-------------------------
SA~E P[IUOO PR wn VEAR 1468 Hl 221 251 699 898 504 ll4 141 ll9 34 44 212 54't2 
•• P[RCEfHAGES •• 21. 0 13." 4. l 4.1 12.8 16. 5 9.3 2.1 Z.6 2.2 .6 .8 3. 9 100.0 
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LOHPLAINJS ClOO,OOOt_y' 100 0 000 PASS ENGERS 

6'l 
96 
12 
15 
14 
13 
27 
21 
31 
11 

5 
19 
12 
30 

515 
550 
187 
150 

7 
lb 
71 

325 

118. 68 

l . 75 
118. 1b 

.12 

5.35 
130,05 
298. 99 
140. 6 

19.51 
8.8't 

10.61 
40, 54 

. 81 

12.00 
.42 

6,94 

5.61 
3.96 
l. 8't 
l. l _l 

-1,89 
. 19 

6.69 
8.02 

- -------- SAHE PERIOD PRIOR VEAR - --- ------
JOTAL PASSENGERS FLOWN COMPLAI NTS PE R 

C0/4PLAINJS C 100,000tJV 100,00 0 PA SSE NGERS 

H 
190 

5 
1 

" 9 
8 

23 
30 

9 
5 

1 
22 

't59 
420 
190 
139 

1 
4 

35 
lt2 3 

136, 66 

1.19 
11.11 

1. 79 

't.05 
134.16 
271.04 
136. 11 

84,98 
6.11 

9.13 
25,52 

I. 3 9 

19, 33 
, 3 9 

2,79 

5."3 
3, 't2 
l , 55 
1.40 
1, 6't 
l. 03 

3.81 
l 6, 58 



U.S. AIRLINES ••••••••••• 

AERU VIRGltt ISLANDS 
AIR CAL lflJRN IA 
AIR HUR IOA 
A IR ~IA l luNAL 
AIR ,._.EW ORL [ANS 
AIR VIRGINIA 
ALASKA 
ALOIIA A I Rl INES 
AMERICA WESJ AIRLINES 
AMERICAN 
A~ERICAN CENlRAL AIRLINES 
AMERICAN INlERNATIONAL 
MiERICAN JRl\11S A IR 
ARISTA lrHEllNATIIINAl 
ARR IJ;j A l,t 
OAP IIARBUK AIRLINES 
OIUNIFf INI 'L 
ORI TT All-:WAYS 
CAPITOL AIH 
CUNJINEIHAL 
CROWNAIR 
OAV IS A IKL WES 
DELIA 
EASTERN 
HIP lkE 
flORIOA EXPRESS 
FROIH IER 
IIA~IAI I EXl'kESS 
HAWAIIAN 
HAWAIIAN PACIFIC AIRLINES 
IHPl:RIAL AlkllNES 
MIU PAllFIC AIRLINES 
IHL>\IAY 
HISSISSJPPI VALLLY 
NAJ lllaAL AIRLINES 
NEW YORK A IP. 
NURTlltASI EkN INI 'L. 
NORllllHS J 
OCEANAIR LINE 
OVERSEAS NAI IUN ,\L AIRWAYS 
OZARK 
PACIFIC LAST AIR 
PAClfl(. t.:XPRESS 
PACIFIC INTfKSJAJE 
PAN M·IEKICIIN 
PCtlPLE EXPRESS AWi. ltlES 
PIE uilUN T 
PRO AIR ~[KVICES 
PROVINCEIO ►ll-1 ll!ISlll :-1 
l'SA 
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------------- CURRENT PERIUO -------------
1QlAL PASSENGERS FLOWN COMPLAINTS PER 

COMPLAINTS uoo,0001y 100,000 PASSENGERS 

11 
19 

112 
40 
11 
l't 
11 

4 
12 

302 
12 

119 
35 
60 

368 
12 
11 
19 

207 
34 7 

25 
19 

190 
3H 
40 
11 
16 

105 
35 
32 
l't 
13 
l't 
11 
19 
H 

390 
175 

16 
12 
't3 

491 
4 l 
12 

'tit 5 
26(, 

19 
l 0 
23 
34 

29.'2 
10.H 

11. 78 
16. 87 
13.08 

2 41. 94 

11.06 

8.56 
66.13 

2 80. 25 
283.20 

6.96 
1. 77 

51."1 

2't. 11 

10.49 

18.90 
12.28 
91.10 

3tl.Ol 
• 6't 

l 01.10 
11. 4_9 

l02.22 

511. '•2 

.65 
10.H 

51.90 

24 .18 
5.25 

.66 
1.18 
5.75 
6.21 
1.52 

l.H 

1.80 
32. 41 

1.79 

lo. l 5 
3.69 

.11 

.5d 

-------- SAHE PERIOD PRIOR YEAR----------
TOTAL PASSENGERS FLOWN COMPLAINTS PER 

COHPLAINlS f 100,00012/ 100,000 PASSENGERS 

" 21 
81 

4 
8 

10 
1 

311 
4 

12 
10 
22 
19 
12 
13 

5 
286 
2"1 

9 
3 

225 
405 

20 

51 
53 
11 

10 
18 

8 
1 

21 
67 

219 
11 
ll 
31 

ll5 
29 

39:\ 
209 

59 
12 

5 
4 tl 

26. 92 
16.12 

12.12 
16.69 

231. 13 

't.85 

10.5ft 
93.29 

281. 31 
281.37 

4 • 86 

't 5. 64 

19.89 

9.95 

14.25 
2. 70 

92.69 

36.05 
l. 79 
5.86 

101.11 
34.H 
79.11 

58.16 

1. 00 
5.40 

• 19 
.42 

l. 34 

l 6. 29 

2 7.13 
2.65 

.oo 
l.'t't 
4.12 

l.11 

.55 

.80 

l. 41 
Z't.61 
2.36 

.86 
175.98 

4. 95 

3.68 
6.09 

.75 

• 83 

6 
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RESEIIVATIONS 
fl I GIIJ OVER- ANU CUSTOMER SPECIAL AO VER-

flll!EIGN AlltLIN ES •• •••••• PROB LEH S SALES IICKE TING FARES REFlJNDS BAGGAGE SERVI CE PASSENGERS SMOKING Tl SING CREDIT TOURS OJHER TOTAL 
~ •••• •••• •c••==aaa:==•=~=•=•=•x:aaaaacaaa•a•••••••••••••••••• •• •••••••••••• • ••••~•••aa:cacam2a••••••••2•••2••=~=•=••==•=••••••••••• 
Af.kt1:tEX ICO l6 l 3 0 0 2 11 4 0 0 0 0 0 2 0 
AIR INOIA 4 5 l 2 2 6 3 0 0 0 0 0 0 23 
AIR JAHAlf.A 6 l2 l 0 2 I 4 0 0 0 0 0 0 26 
At ITALIA AlRLHIF. S 5 1 6 0 4 1 l 0 0 0 0 0 I ll 
AV I ,\NCA I l 2 l l 2 l 0 l 0 0 0 2 12 
UAttA.'-11\SAIR 6 3 0 0 l 6 0 0 0 0 0 0 2 18 
BRlllSU AJIC·IAY S 2 0 0 l 2 4 " 0 2 0 0 0 I 16 
OOHJNICNU DE AVIACION 0 4 I 0 l 4 0 0 0 0 0 0 I ll 
I UER IA A ll<L INl S I 3 3 I 0 3 12 5 l 3 0 0 0 0 41 
ICElANOAIR 3 l 0 0 0 2 2 0 l l 0 0 l ll 
KORf.\N AIRLlN l:S 0 2 0 0 6 2 l 0 l 0 0 0 0 12 
KLH 0 3 0 0 3 " 2 0 2 0 0 0 0 14 
LUFTIIANSA 3 2 0 l • 3 l 0 I 0 0 I 0 13 
MEX IL.VIA 5 I 3 l l 5 32 4 0 2 0 0 0 l 64 
OLYMPIC I\IRI-IAYS 3 l 0 1 l 3 2 0 0 0 0 0 0 11 
Pf\K ISf AN IN I Ek NA f IONAL 0 4 0 0 2 6 l 0 0 0 0 0 ) l6 
SAIHNA 3 2 l l 3 0 0 0 3 0 0 0 0 13 
VIRGIN All AN f It.: l 8 0 0 0 l l 0 0 0 0 0 0 ll 
Of lt E II. Hll{[ I GN A IRL lN E S l 8 4't 8 12 31 82 12 l 12 2 0 4 l2 238 
------------------------
CllltltfNT Pm I OU TO JAL S 89 l 2 8 22 20 10 188 48 2 28 3 0 5 26 629 
•• PERCENT AGES •• l 't. l 20 • .3 3.5 3.2 ll. l 29.9 7.6 .3 4.5 .5 .o .a 4.1 100.0 
-------------------------
Sf\ML PER 100 PR lOR YEAR ll 2 ll 4 21 23 91 lH 49 6 24 1 0 5 lb b58 

•• P[RC[NTAGES •• 11. 0 l 7. 3 J.2 3.5 n.a 26.'t 1.4 .9 3.6 .5 • 0 .a 5.5 100.0 
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RESERVATIONS 
COHPLA INJ S BY fl IGHf 0\/ER- ANO cusroHER SPECIAL AOVER-
IN0USIRY GROUP PR06LEH S SALES r lCKE TING f ARES REFUNDS BAGt.AGE SERVICE PASSENGERS SH0K ING Tl SING CREDIT TOURS 0HtER JOJ AL 
=••=••~=••==z:a:::zaaaa=as••===••=••••c•~••••••••acs:saaa~•••••••2aa••••••••~s••~•=•s•••~•aaaa:a~••••s•a•a2s:a:~=2===••=•=•••s••••• 
u.s. AIRLINFS. ■■•• •• •••• 

-------------------------
CURRENT PER IUD TOJ ALS 2011 1'1 4 209 191 1197 ll96 604 161 19 l 72 51 52 283 7022 
SAHE l'ER IOu PRIOR YEAR l't68 Hl 221 257 &99 898 504 ll't HI 119 34 4't 212 5H2 

FURE IGN A IRL HIES ••• •.• •• 
-------------------------

Cl.lRRflH PERIUD TOTALS 69 128 22 20 10 186 't8 2 28 3 0 5 26 &29 
SAME l'ERIOU PRIOR YEAR 112 ll't 21 23 91 174 49 6 2.\ 3 0 5 16 658 

CAR GU/FRI: l GIH F0RWAIWERS 
-------------------------

CiJIOlEIH l'Elt IOU TUT Al S 0 0 0 0 l 0 0 0 0 0 l 0 30 32 
SA'1E l'f.R IUi> PRIOR YEM 0 0 0 0 l 0 0 0 0 0 0 0 23 2't 

I RAVll. A~ENIS••••••••••• 
------------------------

CURRl:tll Pl:R II.JO TOTALS 0 lO " 24 0 l 0 0 4 4 30 l 19 
SAHE PER HlD PRIOR YEAR 2 6 4 26 0 2 0 0 l l 26 l 70 

TOUR UPErtAT0RS •••••••••• 
-------------------------

CURR E.'H PER 1110 TUIALS 20 l'o 5 0 37 8 20 2 0 l 1 0 280 3 40b 
SAME PEit IUD PH IOR YEAR 2t 16 6 3 72 1 26 2 0 12 0 319 1 558 

0rtlER CAHRIERS •••••••••• 
-------------------------

CU~k ENI PEklLlD IOI ALS l 3 2 l3 l 12 4 2 10 l 0 21 7J 
SAIH' l'ER JOO PklOR YEAR 9 2 l l3 3 3 2 1 9 l 2 ll 64 

Till AL t0~PLAINlS ■• ••• ••• -------------------------
CiJRI< HI r PER IUU IOTALS 2122 93'l 248 2 30 1332 1406 b 11 167 229 97 62 368 36ft 82.\l 
•• Pl:.HCHHA GfS •• 25.7 ll.4 3. 0 2.8 u, .2 l7 • l 6.2 2.0 2.8 l .2 • 8 4.5 "· 4 100.0 
------------------------------
SllitE l'I: It IOI> PHIOR YEAR l bl 6 865 251 300 IJ92 1062 583 129 l14 l36 37 't55 2CJO 6816 
•• l'E1tCE"llA GES •• 2 3. 1 12 ■ l 3 . 8 4 • 4 l 3. l l5.9 8.6 1.9 2.6 2.0 . 5 6.7 4.3 100.0 

..i. . 



NOTES TO REPORT 

a./ This report is based on informal c.or..sumer complaints the Board has 
received by ~ail or telephone. ~e have not determined the validity of 
each compla:f...nt. The typ~s of proble:is included in each category are: 

Flight Problems: Cancellations, delays, or any other deviations 
from i.chedule, "'hetber planned or u.nplanued. 

Overs ales: Al.l bumping prcblec.s, whether or n.ot the airline 
complied with CAB overs ale regulations. 

Reservations and Ticketine:: Airline or agent mistakes in reserva­
tions and ticketing; problems 1n t:.ak.ing reservations · and obtaining tickets 
due to busy telephone lines or .-aiting in line, or delays in mailing 
tickets. 

Fares: Incorrect or incomplete information about fares, discot.m.t 
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 ur.he.lpful employees, inadequate meals or 
cabin service, treatment of delayed passengers, and discriminatory treatment. 

Special Passengers: Handicapped passengers, pass~gers on stretchers, 
children, elderly passengers, passengers requiring oxygen or other medical 
care. 

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, lack of adequate service, and other problems not classified 
above. 
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b/ All major and national air carriers and certain regional air 
carriers are listed on the September report and the January 
through September report whether or not complaints were received. 
Other airlines are listed on the September report if the Board 
received five or more complaints against them during the month. 
For the January through September report, other airlines with 
at least 10 complaints are listed. 

s_/ All complaints about Allegheny Commuters are charged to USAir, 
and the number of passengers listed for USAir includes commuter 
boardings. These commuters are: Air Kentucky, Chautauqua Air­
lines, Crown Airways, Fischer Bros. Aviation, Pennsylvania 
Commuter Airlines, Pocono Airlines, Southern Jersey Airways 
and Suburban Airlines. 

d/ The number of passengers flown is based on adjusted enplanement 
data on CAB Form 41 reports filed by certificated airlines. For 
the September report, the number of passengers flown are from 
July 1984 and 1983. For the January through September report, 
the number of passengers flown are from November 1983 and 1982 
through July 1984 and 1983. 


