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RESERVATl0"4S 

.v fl IGHT OVER- ANO CUSTOMER SPEC I AL AO VER-
.u .s. AIRLINES ••••••••••• PROBLEMS SALES TJC.KETING FARES REFUNDS BAGGAGc SERV ICl PASSENGERS S~uKING Tl SING CREDIT TOUkS OTHER TOTAL 
:zsas•===========•===::::a:a===•••••=••==•======•aasss=•••••==•==•==•••=z•=======•===•===========•••••:•==•s======•:=s=••=•=====•=s 
AIR CAL lfORNIA C 0 0 0 0 0 0 0 0 0 0 0 0 0 
AIR FLOR IDA C C 0 0 4 0 0 0 0 0 o · 0 0 It 
ALASKA C 0 0 0 0 l l 0 0 0 0 0 0 2 
ALOHA AIRLINES C 0 0 0 0 1 0 0 ·o 0 0 0 0 1 
A/'1ERICAN ] l 0 2 l 3 l 1 l l 1 0 0 15 
AMEklCAI'; INTEkNAT JONAL C C 0 :> 13 0 0 0 0 0 0 0 0 13 
AMERICAN TRANS AIR 1 0 0 0 0 " l 0 l 0 0 0 0 7 
ARROW Alt{ l I 2 0 0 2 5 5 0 0 0 0 0 2 27 
BRArHff INT •L C C l 0 3 0 1 1 0 0 0 0 1 7 
CAPITOL AIR 2 2 0 0 " 17 0 0 0 0 0 l 3 29 
CONT HffNT AL 4 11 2 0 5 b 3 l 0 2 0 0 0 H 
DAV IS AIRLINES C 0 0 0 12 l 1 0 0 0 0 8 0 22 
DEL TA 5 C 2 3 2 3 1 0 1 0 1 0 l 19 
EASTERN 5 2 l 1 7 b 4 0 2 0 0 0 0 28 
EMPIRE 5 3 0 0 2 2 2 0 0 0 0 0 0 14 
FRONTIER 6 2 0 l 0 3 0 5 0 0 0 0 0 17 
HAWAIIAN C 0 0 0 0 0 2 0 0 0 0 l 0 3 
MIDWAY C 0 0 0 0 1 0 0 0 0 0 0 0 1 
NAT IUNAL Al RLINES 2 0 0 0 0 2 0 0 1 0 0 0 l b 
NEW YORK AIR C 0 0 0 0 0 0 0 0 0 0 0 0 0 
NORTHEASTERN INT IL. Cj 5 2 1 13 5 3 0 0 0 0 0 0 38 
NORTHWEST c; 3 0 0 0 0 b 0 3 0 l 0 0 22 
OZA!lK C C 0 -0 0 0 0 l 9 0 0 0 l z 
PAClf IC EA~T AIR C C 0 0 8 l 0 0 0 0 0 __,,,- 0 0 9 
PAN AMERICAN Cj 11 2 z l 10 8 2 " 0 0 0 0 lt9 
PEOPLE EXPIIESS A!RL INES 1 2 0 0 3 5 3 2 0 l 0 0 0 23 
PIED~ONT " 0 0 l l 0 1 0 0 0 0 0 0 7 
P ION[ER 2 l 0 0 0 2 1 0 0 0 0 0 0 b 
PSA l 0 0 i) 0 0 0 0 0 0 0 0 0 1 
t>RINAIR C 0 (J 0 l " 0 0 0 0 0 0 0 5 
KEPUt>LIC 2 C 0 l 0 0 l 0 l 0 0 0 0 5 
SOUTHWEST l C l 0 0 0 l 0 0 0 0 0 0 3 
THE fl YING TIGER UNI: C 0 0 0 u 0 0 0 0 0 0 0 0 0 
TOWER A IRllN[ 4 C 0 0 l 0 l 0 1 0 0 0 0 7 
TKANSAHE~ ICA 4 2 0 0 0 0 2 0 0 0 0 0 0 8 
TWA 14 9 3 2 2 24 14 2 7 6 l 1 2 87 
UN IT Ef) 1t: " 2 3 2 12 6 0 4 0 0 0 0 lt9 
USAlRs/ 2 3 0 0 2 2 l 0 l 0 0 0 0 11 
WES TERN 0 2 () l l 2 0 0 0 0 I 0 0 7 
11 IEN AIR ALASKA 1 0 0 J l l 0 0 0 0 0 0 0 3 
jjQRLD 3 4 0 3 1 0 3 0 l 0 0 0 0 15 
OTHE~ U.S. AIRLINES 23 8 0 ,. 8 18 2 0 0 0 0 l l 65 ------------------------
OCTOdER 1984 COl1PLAl"4TS 155 77 lb 25 100 141 75 15 28 10 5 12 12 671 •• PERCENTAGES •• 23. 1 11. 5 z." 3.7 lit .9 2 l .o 11.2 2.2 4.2 1. 5 • 7 l. 8 1.8 100.0 -------------------------
OCTOdER 1983 COMPLAl~TS 113 57 27 20 140 82 37 9 13 It 5 5 29 5"1 •• PERCE,H AGES •• 20. c; 10. 5 5.0 3.7 25.9 15.2 6.8 1.1 2." .1 .9 .9 5.4 100.0 



U.S. AIRLl~ES••••••••••• 

AIR CAL IFOkN IA 
AIR FLORIDA 
ALASKA 
ALOhA AIRLINES 
A11ERIC.AN 
AMERICAN INTERNATIONAL 
AMERICAN TRANS AIR 
ARR011 AlK 
BRANlff INT'L 
CAPITOL AIR 
CONTINENTAL 
DAV IS AIRLINES 
DEL TA 
EASTERN 
EMPIRE 
FRONTIER 
HAWAIIAN 
M IOliAY 
NATIONAL AIKLINES 
NEw YORK Ai.R 
NORTHEASHRN INT'L • 
NOKTHWEST 
OZARK 
PAClf· IC EAST AIR 
PAN AMERICAN 
PEOPLE EXPRESS AIRLINES 
PIEOt10NT 
PICNEEI,. 
t>SA 
PRINAIR 
kEP\JtlL IC 
SOUTHWEST 
THE FLYING TIGER LINE 
TOWER AIRLINE 
TRANS AM ERICA 
TWA 
UN l Tl:O 
USAIRs/ 
WES TERN 
WIEN AIR ALASKA 
liORLO 
UTHER U.S. AIRLINES 

CIVIL AERONAUTICS BOARD CONSUMER COMPLAINT REPORT 
FUR THE MONTH Of OCTOBER 1984 PAGE 

------------ OCTObER 19 84 
TCTAL FASSENGERS FLOWN 

COMPLAINTS 1100,00v),V 
COMPLAINTS PER 

103,000 PASSENGERS 

4 
2 
1 

15 
13 

7 
27 

1 
29 
34 
22 
19 
28 
14 
17 

3 
1 
6 

38 
22 

2 
9 

49 
23 

7 
6 
1 
5 
5 
3 

7 
8 

87 
49 
11 

7 
3 

15 
65 

3.93 

2.81 
2.21 

32.24 

3.'tl 
1. 30 

12.08 

33.82 
34.31 

1. 02 
7.03 
3.32 

2.62 
2.25 

13.48 
4.51 

13.18 
12.32 
13.04 

7.62 

14. 2 3 
11.21 

.09 

1.11 
19.14 
39.91 
17.51 
10.49 

1.34 
1.87 
4.68 

2.05 
22.31 

2.81 

.56 

.82 
13. 73 
2.42 

.90 

lb.89 
l .6 3 
.44 

.13 

.35 

.21 

6.84 
4.55 
1 .23 

063 
.67 

2.24 
8.02 

13.32 

------------- OCTOBER 19 83 
TOTAL PASSENGERS fLGliN 

COMPLAINTS I 100, 000)y 
COMPLAINTS PfR 

100,000 PASSENGERS 

4 
2 
2 
l 

28 
8 
4 
7 
l 

19 
112 

l 
8 

31 
4 
4 

1 
2 

20 
l 

35 
33 
18 

2 
3 
6 
6 
8 
2 
2 

51 
It 2 
10 
11 

4 
lt8 

3.52 
1.82 
2.15 
2.15 

28.80 

.98 

l. 35 
9.32 

30.16 
31.64 

• 70 
5.81 
2.57 
1.26 

1. 79 
• 52 

13. 27 
4.06 

• 38 
15.13 
7.47 

10. 98 

14.94 
9.35 
.24 

• 71 
19.23 
36. 38 
16 • 30 
10.83 
1.01 
1.39 
2.82 

1.14 
1.10 

• 93 
.47 
.97 

14. 07 
12.02 

.27 
• 98 

5. 7l 
.69 

.56 
3.85 
1. 51 
.25 

92.11 
2.18 
2.41 
.10 

• 75 

.5. 

.21 
8.33 

2.65 
1.15 

• 61 
1.02 

2.88 
11.02 



CIVIL AERONAUTICS BGARD CONSUMER COMPLAINT REPORT 
FOR THE MO~TH OF OCTUuE~ 1984 
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RESER VAT IONS 
HIGHT O\IER- ANJ CUSTOMER SPECIAL ADVER-

PAGE 

FOREIGN AIRLINES •• •••••• PROBLEMS SALES TICKETING FA~ES R~FUNOS UA&GAGE SERVICE PASSENGERS SMOKING TISING CREDIT TOURS OTHER TOTAL 
•===========•====z===•~a=•===•~=•s~•==•=••=•=======•=~====••====a::::a==•==•=====•============:•=~=:==========•=========zas:::::z:: 
BAHA~ASAIR l C 0 0 0 3 
IBERIA AIRLINES ] 1 0 0 l 0 
V JRGlN ATLANTIC 0 5 0 0 0 0 
OTHER FOkE I GN AlRL INES e 15 0 2 4 26 
------------------------
OCT ODER 19134 COMPLA lNTS 12 21 0 2 5 29 
•• PERCENTAGES •• 15 • .\ 26.9 .o 2 • 6 6.4 37.2 ---------------------
OCTOBER 1983 COMPLAINTS 11 lC 2 3 7 19 
•• PERCENTAGES •• l't.5 13.2 2.6 3.9 9.2 25.0 

l 0 0 0 
l 0 0 0 
0 0 0 0 
4 l l 0 

6 l l 0 
1.1 1.3 1. 3 .o 

8 l 5 1 
10.5 1.3 6.6 1.3 

0 0 
0 0 
0 0 
0 l 

0 l 
.o 1.3 

0 0 
.o .o 

0 
0 
0 
0 

0 
.o 

9 
11.8 

5 
b 
5 

62 

78 
100.0 

76 
100.0 

-I 
I . 



CIVIL AERONAUTICS BOARO CONSUMER COMPLAINT REP~~T 
FOR THE MONTH ~F UCTOb[R 19114 PAGE 4 

===m==============zz=•=======•===~===================•===================================================================----------
RESERVATIONS 

COMPLAINTS BY Fl lGHT C'-ER- ANiJ CUS TOHER SPEC JAL AD VER-
IND\JSTRY GROUP PROB LEH S SALES TIC KE TING FAt<ES REFUNDS BAGGAGE SERVIc..E PASSENGERS SMOKit-.G Tl S IN1.> CREDIT TOURS OTHER TOTAL 
=========================•======••=z=================z=======••=======•================================================•=========== 
u .s. AIRLINES••••••••••• 

--------------
UC TOBER 1984 COMPLAINTS 155 77 16 25 100 141 15 15 26 10 5 12 12 671 
OCTOBER 1983 COMPLAINTS 113 57 27 20 140 82 37 9 13 4 5 5 29 51t l 

FOREIGN AIRLINES ••• • •• • •• 
------------------------

OCTOBER 19114 COMPLAINTS 12 21 0 2 5 29 6 l 1 0 0 l 0 78 
OCTOBER 1983 COMi>LAJNTS 11 10 2 3 7 19 8 l 5 l 0 0 9 76 

CARGD/FRE I(;HT FORWARDERS 

-------------------------
OCTOBER 1984 C014i>LA lNTS C C 0 0 0 0 0 0 0 0 0 0 3 3 
OCTOBER 19113 COMPLAINTS 0 0 0 0 0 0 0 0 0 0 0 0 5 5 

TRAVEL AGENTS••••••••••• ---------------------
OCTOBER 1984 COMPLAINTS C 0 1 2 4 0 0 0 0 0 1 4 0 12 
OCTOBER 1983 COMPLAINTS C C 2 1 1 0 0 0 0 0 0 2 0 6 

TUUR OPERATORS•••••••••• 
------------------------

OCTOBEK 19d4 COMPLAINTS 1 0 1 2 16 0 1 0 0 1 0 51 l H 
OCTOBER 1983 COMPLA lNTS 2 2 l 0 1 0 l 0 0 0 0 24 0 31 

OTHER CARRIERS•••••••••• 
-------------------------

OCTOBER 1984 COMPLAJ~TS 3 C l 0 4 0 l l 3 0 0 2 2 17 
OCTOBER 1983 COMPLAINTS 0 C 0 " l l l 0 0 0 1 9 3 11 

TOTAL COMPLAINTS•••••••• ----------------------
OCTl.iBtR 1981t COMPLAINTS 171 ,;e 19 31 129 170 113 17 32 11 6 70 18 855 
•• PERCENTAGES •• 20. 0 11.5 2.2 3.6 15.l 19.9 9.7 2.0 3.7 1.3 .1 8.2 2.1 100.0 
----------------------------
OCTCJ8ER 1983 COMPLAINTS 12t 69 32 28 150 102 47 10 18 5 6 31 46 610 
•• PERCENTAGES •• 18. 8 10.3 't.8 4.2 22.lt 15.2 1.0 1.5 2.1 .1 .9 4.6 6.9 100.0 

., 
·' 
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CIVIL AERONAUTICS BOARD CONSUMER CO~PLAINT REPORT 
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a:zac:::aza2aaaasaa:a:aa:aa:aa:aa:a=z======•===== 
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RESEKVATlONS 

b fl IGHT CVER- ANO CUSTOMER SP EC IAL AO VER- · 

u.s. AIRLIWES ■■••••••••• PROBLEMS SALES TlCKETINli FARES REFUNDS BAGGAGE SERVICE PASSENGERS S~OKING TISING CRtDIT TOURS OTHER TOTAL 
•••••=•=====••••=••=•••=••aaaa&:aaaaaaaaaa::aa::za::::=•=••=••==•===•===•====•=========•=•=======zzza======•========•==••••======•= 
AERO VIRGIN ISLANDS 2 3 0 0 l 7 0 0 0 0 0 0 0 13 
Al;{ CAL lFORNlA 2 ,; l 0 l 3 0 2 l 0 0 0 0 19 
AIR FLOR IDA 22 l't 0 2 43 22 5 l l 2 0 2 2 116 
AIR liAT luNAL lS C 0 0 1 3 3 0 1 0 0 11 3 41 
AIR NEW ORLEANS 2 6 0 0 0 2 2 0 0 0 0 0 0 12 
AIR VIRGINIA e 2 0 0 2 l 2 0 0 l 0 0 0 16 
ALASKA 3 l 0 0 l 2 2 1 1 0 0 0 2 13 
ALOHA AIRLINES C 1 1 0 1 l l 0 0 0 0 0 0 5 
AMERICA WEST AIRLINES 3 4 0 0 l 3 l 0 l 0 0 0 0 13 
AM EK ICAN 8E 27 18 19 18 69 27 ti 19 5 9 l 10 318 
AMERICAN CENTRAL AIRLINES 1 2 0 0 2 3 2 1 0 0 0 0 1 12 
AMERICAN IN TERN AT IONAL 52 3't 2 6 60 18 11 l 0 3 0 1 4 192 
AM ER I CAN TR ANS AIR l't 0 0 0 l 15 6 l It 0 0 0 1 42 
ARISTA INTERNATIONAL 21 0 0 0 0 27 7 l 2 0 0 l 4 63 
A~RUW Al~ 15C 35 5 3 16 86 39 2 1 0 l 8 49 395 · 
ATLANTIC SOUTHEAST 5 l 0 0 1 2 1 0 0 0 0 0 0 10 
bAR HARBOR AIRLINES 6 2 1 0 l 2 0 0 0 0 0 0 1 13 
BRANIFF INT 'L 4 0 1 0 5 2 2 1 0 l 0 0 3 19 
BRITT AIRWAYS 3 2 0 1 3 8 2 0 l 0 l 0 1 22 
CAPITOL AIR 37 26 4 4 42 103 6 2 0 1 0 4 7 23b 
CONTINENTAL 5t 63 23 5 123 45 25 16 " 10 2 0 9 381 
CROWNAIR 11 3 0 0 2 5 3 0 0 1 0 0 0 25 
DAV IS AIRLINES 2 0 l 0 24 2 l 0 0 0 0 11 0 41 
01:L TA 6'i 20 9 8 11 30 30 8 9 It 1 0 10 209 
EAS TtKN lOt 16 12 19 39 72 31 14 19 6 8 3 18 363 
EMPIRE 25 7 0 l 5 10 4 0 0 l 0 0 l 54 
FLOi<lOA EXPRESS 4 l 0 0 4 2 0 0 l 0 0 0 0 12 
FKONTIER 4C 11 1 3 4 17 7 10 2 0 0 0 0 95 
HAWA 11 EXPRESS e l 0 0 95 3 0 0 0 0 0 0 1 108 
HAWAIIAN 2 8 0 l 0 15 6 3 0 1 0 1 l 38 
HAWAIIAN PACIFIC AIRLINES C 0 0 0 32 0 0 0 0 0 0 0 0 32 
IMPERIAL AIRLINES 3 3 l 0 1 3 0 2 0 0 0 0 1 14 
HID PACIFIC AIRLINES 3 0 0 0 2 5 1 0 0 2 0 0 0 13 
MIDWAY 2 2 0 l 1. 4 2 l 0 0 0 0 1 15 
IHSSISSIPPI VALLEY 3 3 0 0 2 2 l 0 0 0 0 0 0 11 
NATIONAL AIRLINES l 'i 0 l 0 0 5 0 0 1 0 0 0 ♦ 25 
NEW YORK AIR 13 4 l 6 l 4 3 0 1 l 0 0 0 34 
NUI-THEASHRN INT 'L ■ 14 7 91 10 7 90 38 30 11 1 l 2 0 7 435 
NORTHwESl 73 lS 1 4 10 22 38 4 15 1 1 0 9 197 
OCEANA IR LINE 4 0 l 0 1 10 0 0 0 0 0 0 0 16 
OVERSEAS NATIONAL AIRloAY~! 5 a 0 0 0 3 l 0 0 0 0 0 3 12 
OZARK 13 3 5 4 0 4 3 7 3 0 0 0 3 45 
PAC.IF IC EAST AIR 42 43 4 0 381 21 4 0 l 2 1 0 l 500 
PACIFIC EXPRESS 11 3 0 0 24 2 l 0 0 0 0 0 0 41 
PACIFIC. INTERSTATE l 2 0 0 4 l 0 l 0 3 0 0 0 12 
PAN AMERICAN 131 64 23 13 29 99 65 9 23 6 8 l 22 493 
i'EOPL E EXPRESS AIRLINES 131 36 18 7 26 46 22 6 2 2 0 0 13 309 
PIE Df'\ONT 3't 6 4 5 5 12 11 1 5 1 0 0 2 86 
P IGNl:ER 3 2 0 0 0 It 2 0 l 0 0 0 2 14 
PRO AIR SERVICES E C 0 0 0 4 0 0 0 0 0 0 0 12 

,· :,, 
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JANUARY 19114 T ltt< llU GH UC. TOi3Ei< 1984 PAGE 5a 
assa::::::::::::zz:=============s======~========= 
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RE SER VAT I UNS 

11 FLIGHT Cl/ER- ANO CUSTOMER SPECIAL AD VER-
u.s. AIRLINES••••••••••• PROBLEMS SALES TICKETlt-.G FARES REFUNDS BAGGAliE SEkVICE PASSENGERS SMlK ING Tl SING CRc:01 T TOURS OTHER TOTAL 
aa:a=====•2========•===a•••===••=•••=•=z••====•••===~••=••==••a=•=•==•==••=z====••==a======~=======•===••=====:s===••=====--•••==szz 
PROV I NCETGWN BOS TON A IRLl 1 2 0 1 5 3 0 l 1 0 0 0 6 26 
PSA E 8 2 0 0 9 3 1 It 0 0 0 0 35 
?RINAIK 14 3 1 1 6 37 5 0 0 1 0 0 l 6<J 
KEPUBllC 26 11 5 4 6 21 13 3 4 3 0 0 5 . 101 
RICH lNTERNAT IONAL AIRWAY 6 0 0 0 0 4 0 0 2 0 0 0 I 13 
ROCKY MOUNT A IN 3 3 l l l 7 l 0 0 0 0 0 1 18 
SCHEDULED SKYWAYS 8 0 0 0 l 2 2 2 0 0 0 0 0 15 
SIMMONS AIRLINES 5 6 0 0 0 3 0 0 0 0 0 0 0 lit 
SLOCUM AIR 11 4 0 1 4 4 2 0 0 0 0 0 1 21 
SOUTH PACIFIC ISLAND AIRW 2 2 0 1 0 14 1 0 0 0 0 0 1 21 
SOUTHWEST 12 2 2 0 5 8 7 4 0 0 0 0 0 40 
SUN AlKE 3 0 1 0 0 1 1 0 0 0 0 0 0 12 
THE FLY ING TIGER LINE C 0 0 0 0 0 0 0 0 0 0 0 5 5 
TOWER AIRLINE 11 2 0 0 1 5 1 0 2 0 0 3 l 26 
TRANS AIR 6 1 l 1 4 1 1 0 0 0 0 0 0 15· 
Tf<.ANSAMEK IC.A 17 5 0 0 l 4 7 l 1 0 0 l 1 38 
TWA 148 65 25 23 28 122 82 lb 29 16 14 13 21 602 
UN I TE's/D 21 7 45 24 29 26 99 76 16 36 2 9 0 20 599 
USAJRC 65 35 3 9 12 22 22 8 10 l 0 0 11 198 
WESTERN 44 32 6 11 12 18 18 4 4 0 5 0 3 157 
WIEN AIR ALASKA 2 2 0 0 1 4 1 0 0 0 0 0 0 10 
WINGS WEST 6 4 0 1 3 2 0 1 0 0 0 0 0 17 
WORLD l'i 13 2 9 16 16 9 0 1 0 1 0 0 86 
OTHER u .s. AIRLINES 122 44 4 7 48 58 17 5 5 4 0 3 21 338 
------------------------
CURRENT PERIOD TOTALS 2168 869 225 218 1291 1339 679 17b 219 82 63 64 295 7694 
•• PERCENTAGES •• 2 e. 2 11.3 2.9 2.8 lt>.9 17.4 8.8 2.3 2.8 lol .8 .8 3.8 100.0 

----------------------
SAME Pt:RJUD PRIOR YEAR 1597 796 255 l.19 845 994 548 125 157 124 39 51 248 6058 
•• PERCE·'HAGES •• 26. It 13. 1 4.2 4.6 13.9 16.4 9.0 2.1 2.6 2.0 .6 .a 4. 1 100.0 



U.S. AIRLINES ••..••••.•• 

AEPO VIRGIN ISLANDS 
AIR CALIFORNIA 
AIR FLOR!OA 
AIR NAT JUNAL 
AIR NEW ORLEANS 
AIR VlkGINIA 
ALASKA 
ALOHA AIRLINES 
AMERICA WEST AIRLINES 
AMERICAN 
AMERICAN CENTRAL AIRLINES 
A~ERJCAN INTERNATIONAL 
AMERICAN TRANS AIR 
ARISTA INTERNATIONAL 
ARRUW A JR 
ATLANTIC SOUTHEAST 
BAR HARBOR AIRLINES 
BRANIFF JNT'L 
BRITT AIRWAYS 
CAPITOL AIR 
CONTINENTAL 
CROWNAJR 
DAV JS A lRL INES 
DEL TA ' 
EASTERN 
EMPIRE 
FLORIDA EXPRESS 
FRONTIER 
rlAlilAJ. I EXPI..ESS 
HAW AI ur~ 
HAwAJJAN PACIFIC AIRLINES 
IHPERJAL AIRLINES 
~ID PACIFIC AIRLINES 
MIDWAY 
MISSISSIPPI VALLEY 
NATIUNAL AIRLINES 
NEW YORK AIR 
NORTHEASTERN INT,1 L • 
NORTH,jE:ST 
OCEANAIR LINE 
OVERSEAS NATIONAL AJRWAYS 
OZARK 
PACIFIC EAST AIR 
PACIFIC. EXPRESS 
PA1.lflC INTERSTATE 
PAN AME:klCAN 
PEOPLE EXPRESS AIRLINES 
PIEDMONT 
PIONEER 
PRC AIR SERVICES 

CIVIL AERONAUJJCS BUARO CONSUMER COMPLAINT REPORT 
JAl't.lARY 1984 THROUGH OCTOBER 1984 PAGE 

------- CURRENT PERIOD ---------­
TCTAL PASSENGERS FLOWN COMPLAINTS PER 

COMPLAINTS 1100,0001.V 100,000 PASSENGERS 

13 
19 

116 
41 
12 
16 
13 

5 
13 

318 
12 

192 
42 
63 

395 
10 
13 
19 
22 

236 
381 

25 
It 1 

209 
363 

54 
12 
95 

108 
38 
32 
14 
13 
15 
11 
25 
3't 

435 
197 

16 
12 
45 

500 
41 
12 

't'i3 
30'1 

86 
14 
12 

33.35 
10.43 

20.59 
19.l't 
15.55 

214. 18 

14.'t7 

9.86 
78.21 

314.08 
317.50 

7.99 
2.10 

58.50 

21.43 

10.49 

21. 52 
14.54 

111. 19 

42. 52 
• 64 

120.37 
89.llO 

115.25 

.57 
u.12 

.63 

.26 

.84 
1.16 

55.71 

1.31 

.61 
1.14 
6.76 
5. 71 
1.62 

1.39 

1.58 
29.92 

l.77 

1.06 
781.25 

4. 10 
3.44 

• 7 5 

----- SA~E PERIOD PRIOR YEAR-------­
TOTAL PASSENGERS FLOWN CGMPLAINTS PER 

COMPLAINTS 1100,0001.!Y 100,000 PASSENGERS 

4 
34 
93 

4 
8 

12 
8 

H1 

" 20 
14 
lit 
81 

3 
12 
15 

1 
307 
362 

9 
4 

234 
't38 

Zit 

55 
59 
13 

13 
18 

8 
1 

22 
70 

239 
11 
33 
32 

355 
33 

43 2 
233 

61 
5 

12 

30.4't 
17.94 

l't.87 
18.84 

• 32 
260.53 

5.83 

11.90 
l0l.60 

311.47 
313. 01 

5.56 

51.65 

22.46 

11.21 

16.03 
3.22 

105.96 

40. ll 
2.18 
6.90 

116.30 
41.80 
90.16 

1.12 
5. l 8 

• 81 
• lt2 

1.33 

25.80 
3.53 

• 75 
l.lt0 
4.32 

1. 06 

.58 

.11 

1.37 
21.14 
2.26 

.so 
162.84 

4.78 

3. 71 
5.57 

.68 

6 



U.S. AlRLINES••••••••••• 

PROVINCETOWN BOSTON 
PSA 
PRINAIR 
REPUBLIC 
RICH INTERNATIONAL AIRWAY 
ROCKY MOUNT A IN 
SCHEDULED SKYWAYS 
SIMMONS AIRLINES 
SLOCUM AIR 
SOUTH PACIFIC ISLAND 
SOU T tiW EST 
SUN AIRE 
THE FLY ING TIGER LINE 
TOWER AIRLINE 
TRANS AIR 
TRANSAMEiUCA 
TWA 
UNITEn 
USA IR.£1' 
WESTERN 
WIEN AIR ALASKA 
~INGS loiEST 
WORLD 
OTHER U.S. AIRLINES 

., 
·' 
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------------- CURRENT PERIOD --------- - --­
TCTAL FASSENGERS FLOWN COMPLAINTS PER 

COMPLAINTS uoo,ooot!V 100,000 PASSENGERS 

.. 

lb 
35 
69 

101 
13 
18 
15 
l't 
27 
21 
40 
12 

5 
26 
15 
38 

60l 
599 
198 
157 

10 
17 
86 

338 

66.04 

132.91 

2.02 
100.03 

.tH 

6.51 
149.19 
338. 90 
15-8.11 

89.99 
10.19 

12.48 
49.01 

.53 

.1b 

10.ltO 
.1oo 

b.17 

5.84 
4.04 
1.11 
1.2, 
1.74 

.98 

6.89 
6.90 

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

COMPLAINTS I 100,000lV 100,000 PASSENGERS 

5 
54 
40 

200 
5 
7 
7 
9 
8 

23 
32 

9 
7 

2 
23 

519 
466 
201 
151 

7 
4 

41 
453 

151. 60 

1.39 
86. lt6 

2.03 

4.7_7 
153.39 
307.42 
152.42 
95.82 

7.84 

10.53 
29.83 

• 82 

1.32 

16.55 
.37 

3.lt5 

lt.82 
3.38 
1.52 
1.32 
1.58 
.89 

3.89 
15.19 



CIVIL AERuNAUTICS BOARD CONSUMER COMPLAINT REP □k T 
JA NJAK V 1984 THROUGH OCTOBER 1984 PAGE 1 

aassaasaazazaacaaaaaaasa•a•••••••=••••asz•••==•=• 

•••••••••&a:a:aaaaa•==••••••••••a•••••=•=•===~za:::a:as:••••s•s==•••==••••=••=•==•==:•=•=============z•======:====•====••••====•=== 
RESERVATIONS 

FLIGHT O\IER- ANO CUSTOMER SPECIAL AO VER-
FOREIGN AIRLINES•••••••• PROBLEMS SALES TlCKETIN(; FARES REfU:-4DS tlAGC.AGE SERVICE PASSENGEil.S Sf'40KING TISING CREDIT TOURS OTHER TOTAL 
=•••••=a~••••••3•••••••••••••=•==••••••=••===•••==••••••===••••=••••====•••••••====•=======•===•=•==•==••==•==•====•••=••••••••••== 
AEROMEX ICO lt 13 0 0 2 11 4 0 0 0 0 0 2 48 
AIR CANACA C C 0 0 1 6 0 0 4 0 0 0 1 12 
AlR INDIA " 5 l 2 2 6 3 0 0 0 0 0 0 23 
AIR JAMAICA 6 l lo 1 0 2 2 4 0 0 0 0 0 I) 29 
Al ITALIA AIRLINES 5 c; 6 0 4 8 l l 0 0 0 0 l 35 
AV IAN CA 1 I 2 l l 2 l 0 l 0 0 0 2 12 
BAHAMAS AIR 1 3 0 0 l 9 l 0 0 0 0 J 2 21 
BRIT lSH AIRWAYS 2 C 0 1 2 6 4 0 2 0 0 0 1 18 
BRITISH CAL EOONIAN AIRWAY 0 5 0 2 l 2 0 0 0 0 0 l 0 11 
Ll0141NlCANA DE AV IAC ION C 5 I 0 l 4 0 0 0 0 0 0 l 12 
IBERIA All<LINES 16 " l 0 4 12 6 l 3 0 0 0 0 H 
lCELANDAlR 3 l . o 0 0 2 2 0 1 l 0 0 l 11 
KOREAN AIRLINES C 2 0 0 b 3 l 0 l 0 0 0 0 13 
KLM 1 3 0 0 4 4 3 0 2 0 0 0 0 17 
LUFTHANSA 3 4 0 1 1 4 1 0 2 0 0 1 0 11 
"4EX ICANA 6 11 1 1 5 35 4 0 2 0 0 0 1 68 
OLYMPIC. AIRWAYS 4 4 0 1 1 3 2 0 0 0 0 0 0 15 
PAK 1ST AN INTERNATIONAL C 4 0 0 2 6 1 0 0 0 0 0 3 16 
PHILIPPINE AIRLINES 1 1 0 0 5 3 0 0 0 0 0 0 0 10 
SABHU 3 2 l I 3 0 0 0 3 0 0 0 0 13 
VIRlilN ATLANTIC I 13 0 0 0 1 1 0 0 0 0 0 0 16 
OT hER FOREIGN AIKL INES 22 43 8 12 27 88 15 l 8 2 0 4 ll 2-U 
-----------------------
CURRENT PERIOD TOTALS 101 14~ 22 22 n 217 5ft 3 29 3 0 6 26 101 
•• PERCENTAGES •• 14. 3 21. 1 3. l 1.1 10.6 30.7 1.b • It 4.1 .... .o .8 3.7 100.0 
-------------------------
SAME PERIOD PRIOI!. YEAR 124 12ft 23 27 98 196 58 7 29 4 0 5 45 740 
•• PERCENTAGES •• 16. e lb. 8 3. l 3.6 lJ.2 26.5 1.a .9 3.9 .5 .o .1 6.1 100.0 

... ... . . 
;' ·.1 



CIVIL AERONAUTICS BOARD CONSUMER COMPLAINT REPORT 
JANJARY 1984 THROUGH OCTOBER 1984 PAGE 

aaza:cass•:=••••••s==••a••••••••••••a:zzza:a:a:aaaaaaaza:saa•~•••••====•••:•~===•=z2z=====:==•=========================•=•••=a••••• 
RESER VA TJONS 

COMPLAINTS BY FLIGHT OEI<- AND CUSTOHEP SPEC I Al ADI/ER-
INDUSTRY GROUP PROBLEMS SALES TICKETING FARES REFUNDS BAGGAGE SERVICE PASSENGERS SMOKING . Tl SING CREDIT TOURS OTHER TOTAL 
•=•=========•:•==•:•=•=a•=======•••==•a•••••••••••aaa••••••••••=••••==•=••~saazaa:aa22s::::==•=•===•~~==••=••=•••=•==•••=••••••••=• 
u.s. AIRLlNES••••••••••• 

--------- ------
CUll.kENT Pl:R J(J0 TOTALS 216e 86'i 225 218 1297 1339 679 176 219 82 63 64 295 7694 
SAME PERIOD PRIOR YEAR 1597 796 255 279 845 994 548 125 157 124 39 51 248 6058 

FOREIGN AIRLINES•••••••• 

----------------------
CURRENT PERIOD TOTALS 101 14'i 22 22 75 217 54 3 29 3 0 6 26 101 
SAHE PERIOD PRIOR YEAR 124 12't 23 27 98 196 58 1 29 .4 0 5 45 740 

CARGO/FREIGHT FORWARDERS --------------------
CURRENT PERl0O TOTALS C 0 0 0 I 0 0 0 0 0 1 0 . 33 35 
SAHi:; PER IO0 PRIOR YEAR 0 0 0 0 1 0 0 0 0 0 0 0 28 29 

TRAVEL AGENTS •••• ~•••••• ----------
CURRENT PER IO0 TOTALS 1 0 11 6 28 0 l 0 0 4 5 34 l 91 
SAHE PERIOD PRIOR YEAR l 2 8 5 27 0 2 0 0 l 1 28 l 76 

TOUR OPERATORS•••••••••• -----------------------
CURRENT PER 100 TOTALS 21 14 6 2 53 8 21 2 0 18 0 331 4 480 
SA'4E PER 100 PR lOR YEAR 2e 18 9 3 15 1 27 2 0 12 0 407 · 1 595 

OTHER CARRIERS•••••••••• 

------------------------
CURRENT PERIOD TOTALS 4 3 3 13 1 12 5 3 13 l 0 3 23 90 
SAHt PERIOD PRIOR YEAR c; 2 l 17 ♦ 't 3 1 9 l 3 1 14 75 

TOTAL COHPLAINTS•••••••• ----------------------
CURRENT PERIOD TOTALS 2295 1035 267 ' 261 1461 1576 760 184 261 108 69 438 382 9097 
•• PEn.CENTAGES •• 25.2 11.1e 2.9 2.9 16.l 17.3 8.4 2.0 2.9 1.2 .8 4.8 4.2 100.0 ----------------------
SAME PER IO0 PRIOR YEAR use; 942 296 331 1050 120 l 638 141 195 142 43 492 343 7573 
•• t>UCENTAGES •• 23.2 12.4 J.9 4.'t 13.9 15.9 8.4 1.9 2.6 1. 9 .6 6.5 4.5 100.0 



v 
CIVIL AERONAUTICS BOARD CONSUMER COMPLAINT REPORT 

FOR THE MONTH OF NOVEMdER l98't PAGE 9 
•••••••••••••a•••••••••••••••••••••••••s•••••••=• 

=••••••••••z•••••••••••••••••••••••••••••••••••••••••••••••=••••••••••••••••••••a•••••••~••••a•a•••••=••••••=•=••••••••••••••••••• 
RESER VA HONS 

s1Y. FLIGHT OVER- ANO CUSTOMER SPECIAL AOVER-
,S. AIRLINE ••••••••• PROBLEMS SALES TICKETING FARES REFUNDS BAGGAGE SERVICE PASSENGERS SMOKING TISING CREDIT TOURS OTHER TOTAL 
,aa••••••=•••••••••••••••~••••••==•••••=sa•=•••=••••••••••••••••2••••••••••=•••••••••~=~•••••=~•=•=•a•••••••==•=•••=••••••=•=•••3 
,R CALIFORNIA 0 0 0 0 0 0 0 0 0 0 0 0 0 L) 

lR FLOklDA 0 0 0 0 7 0 0 0 0 0 0 0 0 1 
. ASKA 0 C 0 0 0 l 0 0 0 0 0 0 0 l 
.OHA AIRLINES 0 0 0 () 0 1 0 0 0 0 0 0 0 l 
1ERICAN l 't l 3 ,. 3 10 It 0 0 0 l 0 0 ftO 
1ERICAN INTERNATIONAL l 0 0 0 6 2 0 0 0 0 0 0 0 9 
tROW AIR l l 0 l 2 3 0 0 0 0 0 0 0 8 
\ANlff INT'L 0 0 0 0 2 l 0 0 0 0 0 0 0 3 
\P ITOL AIR 8 2 l 1 13 II 0 0 0 0 0 0 0 33 
lNT lNENT AL 5 4 0 1 6 7 6 l 1 z l 0 1 35 
1V IS A IRl INES l 0 0 0 12 1 0 0 0 0 0 6 0 20 
:LTA 3 1 · l l 1 1 0 0 0 2 0 0 0 10 
\STERN 15 1 1 ,. 1 3 1 l 1 1 l 0 3 33 
;ONT IER " 0 0 0 0 z 3 0 1 0 0 0 0 10 
.W Al IAN 2 0 0 1 0 3 0 0 0 0 0 0 0 6 
IDWAY 0 0 1 0 0 0 0 0 0 l 0 0 0 2 
EW YORK AIR 0 0 0 0 2 2 0 l 0 0 0 0 0 5 
JRTHEASTERN INT'L. 6 5 0 2 2 4 3 0 0 0 0 0 0 22 
lRTHWEST 7 l 0 0 l 5 0 0 0 0 0 0 l 15 
'. ARK 0 0 0 0 0 0 1 l 0 0 0 0 0 z 
o\ClFIC EAST AIR 0 0 0 0 5 0 0 0 0 0 0 0 0 5 
o\N AMERICAN 9 4 0 3 1 6 5 0 5 1 0 0 1 35 
: OPl.E EXPRESS AIRLINES 7 " 1 1 s 2 1 0 1 0 l 0 1 24 
I ED110NT 2 0 0 1 1 0 0 0 1 0 0 0 0 5 
iA 2 0 0 0 l 0 0 0 0 0 0 0 0 3 
UNAIR 0 0 0 0 0 5 0 0 0 0 0 0 0 5 r :PUBLIC l 2 0 0 0 l 2 0 0 0 0 0 0 6 
JUTHWEST 0 0 0 0 0 0 0 0 0 0 0 0 0 0 
-iE FLY ING TIGER LINE 0 0 0 0 0 0 0 0 0 o · 0 0 0 0 
.UNSAHERICA 0 0 0 0 0 0 0 0 0 0 0 0 0 0 
,A lit 11 0 ft l 10 3 2 2 l 1 3 3 55 
'4lTEO 39 6 1 ft 2 5 6 0 z l l 0 2 69 
SAIRU 7 6 l 2 3 0 2 0 l 0 1 0 0 23 
ES TERN 1 0 0 0 1 1 0 0 0 0 l 0 0 4 
IEN AIR ALASKA 0 0 0 0 0 0 0 0 0 0 0 0 0 0 
JRLO 2 2 0 0 0 l 0 0 0 0 0 0 0 7 
rHER U.S. AIRLINES 25 7 l 3 13 16 2 0 1 l 0 0 3 72 ---------------------
JVEHBER 1984 CO"PLUNTS ... 176 58 ll 3l 91 103 39 6 16 10 8 9 15 575 
• PERCENTAGES •• 30.6.: l O. 1 1. 9 5.7 15.8 17.9 6.8 1.0 2.8 1. 7 l • 't l.6 2.6 100.0 ---------- ----
JV EMBER 1983 COMPLAINTS 160 5't 33 20 lftO 103 66 9 19 3 ~ 5 23 619 
•PERCENTAGES•• 25. 0 8. 5 5.2 3.1 21.9 lt>.l 10.3 1.~ 3.0 .5 .6 .a 3.6 100.0 

/ 



U.S. AIRLINES••••••••••• 

AIR CALIFORNIA 
AIR FLORIDA 
ALASKA 
ALOHA A IRL lNES 
AHEIUCAN 
AMERICAN INTERNATIONAL 
ARROW A IR 
BRANIFF INT'L 
CAPITOL AIR 
CONTINENT AL 
DAV 1S A lRL INES 
DELTA 
EASTERN 
FRONTIER 
riAWAllAN 
M lDwAY 
NEW YORK AIR 
NORTHEASTERN INJIL. 
NORTHWEST 
OlARK 
PACIFIC EAST AIR 
~AN AMERICAN 
PEOPLE · EXP KESS AIRLINES 
P IEOHONT 
PSA 
PRlNAIR 
REPUBLIC 
SOUTHWEST 
THE FLYING TIGER LINE 
TRANSAMERICA 
TWA 
UNITED 
USA CR£/ 
Ii ES TERN 
WIEN AIR ALASKA 
WORLD 
OTHER U.S. AIRLINES 

' ' ~ ... 

CIVIL AERONAUTICS BOARD CONSUMER COMPLAINT REPORT 
FOR THE MONTH Of NOVEMBER 1984 PAGE 

-------- NOVEMBER 19 84 -----------­
TOTAL PASSENGERS FLOWN COMPLAINTS PER 

COMPLAINTS ClOO,OOOlS/ lOJ,JOO PASSENGERS 

3.31 
7 
1 2.21 .45 
1 1.58 .63 

40 27.58 1.45 
9 
8 .86 9.30 
3 2.M 1.14 

33 • 74 lt't.59 
35 9.37 3.H 
20 
10 21.92 .36 
33 28.31 1.11 
10 6.09 l.6't 

6 2.36 2.54 
2 
5 2.50 2.00 

22 1.49 1". 11 
15 10.91 1.37 

2 3.65 .55 
5 

35 11.11 2.99 
24 9.87 2.43 

5 11.08 .'t5 
3 6.72 .'t5 
5 
6 11.40 .53 

9.55 
.01 
• 75 

55 16.68 3.30 
69 33.95 2.03 
23 15.48 .49 

4 8.30 .48 
.11 

1 1.36 5.15 
72 5.13 14.04 

_. :1 

----------- NOVE'1BER 19 ·83 ------------­
TOTAL PASSENGERS FLOWN COMPLAINTS PER 

COMPLAINTS C 100,000J.!!/ 100,000 PASSENGERS 

3.04 
1 1.45 4. 83 

1.90 
1. 52 

31 24.35 1.21 
29 

5 .14 6.76 

23 .83 21.11 
145 6.43 22.55 

lS 2!>.41 .59 
23 20.91 .85 

6 4. 76 1. 26 
2 2.01e .98 

1.01 
4 1.7" 2.30 
6 .43 13.95 

27 10.58 2.55 
3 3.67 • 82 

19 .22 86.36 
60 13.42 't.47 
17 6.49 2.62 

9 9.90 • 91 
7 6.74 1.04 

11 12.99 • 85 
1 8.67 • 81 

.11 
2 .lt6 't.35 

't5 16.34 2.15 
35 31.12 1.12 
15 14.97 1.00 

8 8.31 • 96 
2 • 76 2.63 

1.18 
76 2.11 27.H 

10 

I 



CIVIL AERONAUTICS BOARD CONSUMER COMPLAINT REPORT 
FOR THE MONTH OF NOVEMBER 198,. PAGE 11 

••••••=•==••s•z••••••••••••2••==•••=•••=••••z=•=••~•=•==••==2==••====••=s•=•=•==••===•================:::aazs===•===s==•=========•= 
RESERVATIONS 

FLIGHT OVER- AND CUSTOMER SPECIAL AD VER-
FOREIGN AIRLINES•••••••• PII.OBLEMS SALES TICKE Tl NG FARES REFUNDS BAGGAGE SERVICE PASSENGERS SMOKING HSING CREDIT TOURS OTHER TOTAL 
a2aaz2a•••=•=•••••••••••••asas==•=•===••=•=====•••==••••==•===••=c=••••===••=•••••=•=•====•••====••••:•••==••==•~••••=•••••••=•=•== 
AEROMEX ICO 3 l 0 0 0 l 2 0 ·o 0 0 0 0 1 
IBERIA AIRLINES C l 0 0 0 4 0 0 0 0 0 0 0 5 
MEX ICANA l 0 0 0 l ,. l 0 0 0 0 0 0 1 
OTHER FOREIGN AlltL INES It 1 2 l 2 13 0 0 0 l 0 0 3 33 

---------------------
NOVEMBER 1984 COMPLAINTS I! 9 2 l 3 22 3 0 0 l 0 0 3 52 
•• PERCENTAGES •• 15. 4 17. 3 3.8 1.9 s.8 42.3 s.a .o .o 1.9 .o .o 5.8 100.0 

---------------------
NOV E148ER 1983 COMPLAINTS 13 l6 2 6 9 21 9 0 2 0 0 0 2 80 

•• PERCENTAGES •• 16.3 20.0 2.5 1.s 11.3 26.3 11.3 .o 2.5 .o .o .o 2.5 100.0 

I -_; 



CIVIL AERONAUTICS BOARD CONSUMER COMPLAINT REPORT 
FOR THE MONTH OF NOVEMBER 1984 PAGE 12 

•••••••••••--••••••••••--••••••••••••••••--••--=•••••••••••••••••••••••s:asa••••••••aza:a2ss:::sa=z============•22~•=========•===:z: 
RE SER VA TIONS 

COMPLAINTS BY FLIGHT OVER- ANO CUSTOMER SPEC. IAL AD VER-
INDUSTRY GROUP PR08LEMS SALES TICKETING FARES REFUNDS BAGGAGE SERVICE PASSENGEKS SMOKl'NG Tl SING CREDIT TOURS OTHER TOTAL 
••••••••••••••••••••••••••••=•=••s••z=s•2=~•=•:aaas::aaa:2asasss:a2asc::as:z2aaaa2::::====z===z===============~=•2==••~============ 
U.S. AIRLINES••••••••••• 

NOVEMBER 198♦ COMPLAINTS 176 58 11 33 91 103 39 6 16 10 8 9 15 575 
NOVEMBER 1983 COMPLAINTS lbO 54 33 20 140 103 66 9 19 3 It 5 23 639 

FOREIGN AIRLINES•••••••• -----------------
NOVEMBER 198" COMPLAINTS 8 9 2 1 3 22 3 0 0 l 0 0 3 52 
NOVEMBER 1983 COMPLAINTS 13 16 2 6 9 21 9 0 2 0 0 0 2 80 

CARGO/FREIGHT FORWARDERS 
----------------

NOVEMBER 19H COMPLAINTS 0 0 0 0 0 0 0 0 0 0 0. 0 2 2 
NOVEMBER 1983 COMPLAINTS 0 0 0 0 ·o 0 0 0 0 0 0 0 4 4 

TRAVEL AGENTS••••••••••• 

NOVEMBER 1984 COMPLAINTS 0 0 0 0 2 0 0 0 0 0 0 l 0 3 
NOVEMBER 1983 COMPLAINTS 1 a ,. 2 1 0 0 0 0 0 0 l 0 9 

TOUR OPERATORS•••••••••• 

NOVEMBER 1984 COMPLAINTS 0 1 0 0 5 0 0 0 0 0 0 34 0 40 
NOVEMBER 1983 COMPLAINTS " 2 0 0 5 0 2 0 0 1 0 19 0 33 

OTHER CARRIERS•••••••••• -----
NOVEMBER 1984 COMPLAINTS 0 0 0 2 5 1 0 0 1 0 l 0 0 10 
NOVEMBER 1983 COMPLAINTS 0 0 0 2 1 0 0 0 1 0 1 0 5 10 

TOT.Al COMPLAINTS •••••••• 

NOVEMBER 1984 COMPLAINTS 184 68 13 36 106 126 42 6 17 11 9 44 20 682 

•• PERCENTAGE$ •• 27. 0 10. 0 1.9 5.3 15.5 18.5 6.2 .9 2.5 1.6 1 • 3 6.5 2.9 100.0 
-------------

NOVEMBER 1983 COMPLAINTS 178 72 39 30 156 124 11 9 22 ~ 5 25 3't 775 
•• PERCENTAGES •• 23. 0 9. 3 5.0 3.9 20.1 16.0 9.9 1 .2 2.8 .5 .6 3.2 4.'t lOO.O 

I 



.v 
CIVIL AE. RU~;AUTI CS BOARU <.:UNSU"1Ek COMPLA li'H REi'JR T 

JA .'~UARY 19!34 THMLl.l~H "OVE~eE~ 1964 PAGE 13 
•---:-s-:---2=----s-a:------=-------=------------

===========•=•====asz:z:::s:z2=====2=a~•=s:::a:::::::s:a22:zz========z======================================:====================== 
RE SEK V,\ Tl ONS 

y FLIGHT OVER- ANO Cl.IS TU'1ER SPEC JAL AUV[R-
:J. s. AIRLINES ••••••••••• i>ROBLE ◄ S SALES TIC Kt TING F- ARES REFUNDS tlAGGAGE .iERVIC.E PASSENl.iEf<S SMOKI\IG TJSING C.REDI T TOcJRS OTHE~ TJTAL 
2=========::2zaz:2••••s••=•s••=====s:za:2::===============•s•==========================:============================~===•========== 
A[i,.J VIRi.HI ISLAi,jOS 2 3 0 0 1 1 0 0 · O 0 0 · o 0 13 
AIR Ct\l IFoJRl'j IA l. <; l 0 1 3 0 2 1 0 0 '.) O' 19 
.\ rn FLJIUDA 22 l It I} 2 5:> 22 5 1 l 2 ') l. 2 123 
Alk !HllWcST 4 l l l 2 l 0 0 .o 0 :> ) '.) 10 
Al~ liAT J iJNAL 2 l 0 0 0 l 3 3 0 l 0 0 11 3 43 
AIR NEW ORL EA'4S 3 0 0 0 0 2 2 J 0 () i) J () l3 
AIR Vli<GWIA 9 " 0 0 2 l 2 0 0 l I) ') '.) 19 
ALASKA 3 1 0 0 ' 3 2 l l () 0 :) 2 14 
ALUIIA A IKL INES D l 1 0 l 2 l 0 0 0 0 0 0 6 
A,1EkJC.A WEST AIRLINES 3 " 0 0 l 5 l 0 l 0 0 0 0 15 
A ... Et{J CAl'j ln 28 21 23 21 1'1 31 & 19 5 10 l 10 358 
AMERII..AN C.ENTRAL AIRLINl:.S I 2 0 0 3 3 2 1 0 0 0 J 1 l3 
AilbHCAN IMERNAT IONAL 53 3't 2 6 b6 20 11 1 0 3 0 l 4 201 
A"1Exll..AN TRANS AlR 15 0 0 0 l 16 6 I " 0 0 0 l It{> 
ARISTA INT ERNA T lliNAL 21 0 0 0 0 29 1 1 2 0 0 1 4 b5 
AkRUw A IR 151 3b 5 ~ 18 A9 39 2 1 0 l II 49 lt03 
ATLA,H IC SOUTHEAST ~ l 0 0 l 2 l IJ 0 0 0 0 0 10 
UAR liARBIJR AIRL l ,~ES b 2 1 0 1 2 0 0 0 0 0 0 l 13 
dRA/Hff INT 1 l 4 0 1 0 1 3 2 1 0 1 0 ') 3 22 
1:11( I TT A lRW-'YS 3 2 l 3 It 8 2 0 l 0 l 0 l 26 
C.AP ITLll AIR "5 28 5 5 55 111 b 2 0 1 0 4 1 269 
CO"IT 1NENT Al ol 67 23 6 129 52 31 17 5 12 3 0 l '.J ltl6 
C.kUW'lAIR 13 3 0 0 2 5 " 0 0 l 0 0 1 29 
UAV !.i A IRL INES 3 0 l 0 3b 3 l 0 0 0 0 l 7 0 61 
Ot::L T'\ 72 21 10 9 12 31 30 8 9 6 1 0 10 219 
£:AS Htd 12 l 17 13 23 40 75 32 15 20 1 9 } 21 396 
E·~p ll( E 21 8 () I 5 10 " 0 0 1 0 0 l 57 
FLOFdiJA [.<PRESS 4 2 0 0 4 2 0 0 l 0 0 0 0 13 
FRONTI ER ,.4 11 l 3 4 19 10 10 3 0 J 0 0 105 
GLOdAL lNTERNAT lll'lAL l 0 0 0 0 8 0 0 0 0 0 0 l 10 
lt.\li Al I E!CPRESS 8 l I) 0 95 3 0 0 0 0 0 I) 1 108 
HAw Al IAN 4 8 0 2 0 18 6 3 0 l 0 l l lt4 
HArlAllAN PAC If IC. AIRLINES (j 0 0 0 33 0 0 0 0 0 0 0 0 33 
IMPERIAL A IRL INE:S j 3 l 0 1 3 0 2 0 0 0 0 l 14 
MID PACIFIC AIRLINES 3 0 0 0 2 5 l 0 0 2 0 0 0 13 
MIDWAY 2 2 1 l 2 4 2 1 0 1 0 0 l 11 
MISS ISS IPP I VALL LY 3 } 0 0 2 2 1 0 0 0 () 0 0 ll 
NAT I !.,;•JAL A IRLll'jES 15 0 1 0 0 5 0 'l 2 0 0 0 4 27 
NEI, YUR K AIR 13 " 1 6 3 6 3 l 1 l 0 0 0 39 
Nn:u HEASJ lRN INT IL. 153 96 10 9 92 42 B 11 l l 2 0 1 457 
NOR fH,i 1::S T 80 20 l 4 11 27 38 4 15 1 1 0 10 212 
OCE A:~A IR L JNE 4 0 l 0 1 10 0 0 0 0 0 0 0 16 
OVEKSEAS NAl 1UNAL AIRWAYS 5 0 0 0 0 3 1 0 0 0 0 0 3 12 
OZA;{K 13 3 5 ~ 0 4 " 8 3 0 0 0 3 47 
P11l. I F 11.. EAST AIR 42 43 4 0 386 21 4 0 l 2 I J l 505 
PACIFIC EXPRESS 1 1 3 0 0 24 2 I 0 J 0 0 0 0 41 
PACIFIC INTERSTATE 1 2 0 0 4 2 0 1 0 3 0 0 0 l3 
PAN A'-IERlCAN 140 68 23 16 30 105 70 9 28 1 8 1 23 528 
PELJPLI: E.<Pr-:.ESS Ali{ll'lES Ull 40 19 8 31 48 23 b } 2 l _o l't 333 
P IED;~.:,:H 36 6 4 b 6 12 11 1 b I 0 ') 2 91 

I 



.N 
CIVIL AlRO ,'lAUTI CS BOARU CONSUMER COi~PLA UH RlPUl<T 

JANUARY 19!14 THKllJGH NOVEMdER 19114 PAGE 13a 
••--•22:----:ss--z--------------2----------------

zzaz===•=•==za•=••••a••=•••••••====•zsa•••=•=••••====••==••=z•=======•==••====•:=••================================================ 

Jv' 
RESERVATIONS 

fl IGHT OVER- AND CUSTOMER SPEC I AL AO VER-
J.s. AIRLINES••••••••••• PROBLEMS SALES Tl C KET I NG F-AW.ES REFiJNDS bAGGAGE SERVICE PASSlNGns SMJKl '.~G Tl SHH; CREDIT TOURS OTHER TOTAL 
••======••=••••••••a•a•••=•-•z--2----=•••=2--a-az-----=----===----=--•--------------=------------------------------~------------=•-
PIONEER 3 2 0 0 0 4 2 l) • 1 0 0 0 ·.•; 2 14 
PRO AIR S~RVICES e 0 0 0 0 4 0 0 0 0 'J ') 0 12 
PRUV I llC. ET OWN BOSTON 7 2 0 1 5 3 0 1 1 0 u {) b 26 
PSA 10 8 2 0 1 9 3 1 ·, 4 0 0 0 0 38 
PRl~AIR 14 3 1 1 6 42 5 I) 0 1 0 0 1 74 
REPUBL lC 27 13 5 4 6 22 15 3 4 J I) '.) 5 107 
RH.H INTERNATIONAL AIRWAY 6 0 0 0 0 4 0 0 2 0 0 0 1 13 
RUCKY MOUNT A IN J 3 1 1 1 7 1 0 0 0 0 0 1 18 
SCHEOUL EO SKYWAYS 8 0 0 0 2 3 2 2 . 0 0 0 I) 0 17 
SIMMuNS AIRLINES ~ 6 0 0 0 3 0 0 0 0 0 0 0 H 
SLUClJ)4 AIR 11 4 0 1 ,. 4 2 0 0 0 0 0 1 27 
SOUTH PACIFIC ISLAND .3 2 0 1 0 14 2 0 0 0 0 () 1 23 
SOUTHWCST 12 2 2 0 5 8 7 4 0 0 0 0 0 40 
SUN AIRE 3 0 1 0 0 7 1 0 0 0 0 I) 0 12 
THl FLY ING TIGER LINE 0 0 0 0 0 0 0 0 0 0 0 0 5 5 
TOW Eis AIRLINE 14 2 0 0 1 6 1 0 2 0 0 3 1 30 
TRANS AIR C, 1 1 1 5 1 1 0 0 0 0 0 0 16 
TRANSAMERICA 17 5 0 0 1 4 7 1 l 0 0 1 1 38 
T11A lb2 76 25 27 29 132 85 ltJ 31 17 15 16 24 657 
UNITED 25b 51 25 33 28 104 82 16 38 3 10 0 22 668 
USAIRS/' 72 41 4 11 15 22 24 8 11 1 1 0 11 221 
WES TAIR COMMUTER. 4 2 0 0 2 1 1 0 0 0 0 J 0 10 
WES JERN 45 32 6 11 13 19 18 4 4 0 6 0 3 · 161 
WIEN AIR ALASKA 2 2 0 0 1 4 1 0 0 0 0 0 0 10 
~INGS wEST 7 5 0 l 3 2 0 1 0 0 0 0 0 19 
WORLD 2 1 15 z 9 lb 19 9 0 1 0 1 0 0 93 
OTHER u .s. AIRLINES lB 43 3 7 52 54 16 5 5 5 0 3 22 338 
------------------------
Ci.JRRENT PER 100 TOTALS 2344 927 23b 251 1388 1442 716 182 2J5 92 H 73 310 '3269 
•• P Elt CENT AGES •• 2 0. 3 11.2 l.9 3.0 16.8 11.4 8.7 2.2 2.0 1. 1 .9 .9 3.7 lJO.O 

-------------------------
SAME P[R IUD PRIOR YEAR l 75 7 850 288 299 985 1097 614 134 17b 127 43 56 271 !>697 

•• PERCENT AGES •• 26. 2 12.7 4. 3 4.5 14.7 16.4 9.2 2.0 2.6 1. 9 .6 .0 4.0 100.0 



U.S. AIRLINES••••••••••• 

ACKU VIR~IN ISLANDS 
. AIK CALIFORNIA 
AIR FLuk IDA 
AIR MIOWl:ST 
Al k NATIONAL 
AIR rlEW ORLEANS 
AJR VIRGINIA 
ALASKA 
AL OHA AIRLINES 
AMERICA WEST AIKLINES 
A'4ERICAN 
AMERICAN CENTKAL AIRLINES 
A~E~l~AN INTERNATIONAL 
AMERICAN TRANS AIR 

~ ARISTA INTERNATIONAL 
Ai{KOol A IR 
ATLANTIC SOUTHEAST 
BAR HARBOR AIRLINES 
BRANIFF JNT 1 L 
BRlTT AIRWAYS 
CAPHUL AIR 
COt.iT INENT Al 
CROWNAIR 
OAV IS AIRLINES 
DEL TA 
EASTERN 
EMPIKE 
FLORIDA EXPRESS 
FRONTIER 
GLOBAL INTERNATIU~AL 
HA\olAll EXPKESS 
HAwAI IAN 
HAwAIIAN PACIFIC AIRLINES 
IMPERIAL AIRLINES 
HID PACIFIC AIRLINES 
~IDWAY 
MISSISSIPPI VALLEY 
NATILNAL AIRLINES 
NEW YO RK AIR 
NORTHEASTERN INT'L. 
NJRTHWEST 
OCEANAIR LINE 
CVERSEAS NATIONAL AIRWAYS 
OZAKK 
PACIFIC EAST AIR 
PACIFIC EXPRESS 
PACIFI C INTERSTATE 
PAN AMERICAN 
PEOPLE EXP RESS AIRLINES 
PI EDM ONT 

• 

CIVIL AE RU NAUTICS BOARJ CONSUME k CO~Plhl~T Rl POM T 
JA NU ARY 199• THKUJC, rl NOVEM ~EM 198• PAC,[ 

----r------ CURRE NT PERIOD ------------­
TOTAL PASSENGERS flOWN COMPLAINTS PER 

COMPLAINTS (lv0,0001.!!/ 100,000 PASSENGERS 

13 
19 

123 
10 
•3 
13 
19 
l 4 

6 
15 

358 
13 

201 
46 
65 

403 
10 
13 
22 
26 

269 
416 

29 
61 

219 
396 

57 
13 

105 
10 

108 
44 
33 
14 
13 
17 
11 
27 
39 

,51 
212 

16 
12 
47 

505 
41 
13 

528 
333 

91 

36. t,6 
10.,J 
4.22 

22.82 
20.12 
17.63 

301. 76 

11.11 

342.00 
345.81 

8.99 
2.35 

64.59 

29.79 

11. 82 

24. 02 
16.0J 

122.10 

132. 07 
99.67 

126.H 

.52 
11. 79 
2.37 

.61 

.29 

.a 5 
1.19 

32.32 

1.29 

25.38 
4.15 

·""' 1.15 
be34 
~.53 
1.63 

l .48 

1.62 
28.51 

1.74 

1.02 
11:19.06 

4.00 
3.34 

.12 

- -------- SAME PERIOJ ~RIOR VEAR---------­
TOTAL PASSENGERS flOWt l C0"1PLAINTS PER 

CUMPLAl~TS l 100, 0001.!V 100,000 PASSENGERS 

5 
34 

lCO 
8 

~ 
10 
12 

8 

371:1 
5 

49 
15 
25 
92 

3 
12 
15 

8 
330 
507 

9 
4 

249 
461 

25 

ol 
66 
60 
15 

19 
19 

8 
l;I 

26 
76 

266 
14 
H 
35 

374 
36 

492 
250 

10 

33.48 
1q.39 

3.36 

16. 77 
20. 36 

.61 
284.88 

12.n 
1oq.03 

336.88 
339.93 

0.22 

12.28 

17. 78 
3.65 

116.54 

43.78 
2.40 
7.68 

l 29. 72 
48.29 

100.05 

·1. 02 
s.16 
2.38 

.12 

.3q 

1.33 

14.:JO 

25. 92 
4.65 

• 74 
1.36 
4.02 

I. 08 

.61 

.65 

1.46 
20. 82 

2.28 

.eo 
155. 83 

4.69 

3.19 
s.10 

,. 70 

14 



J.S. AIRLIHES••••••••••• 

CIVIL AEKur4AUTICS BOARJ CONSUMER 1,n-1PLAINT kE?:.PT 
JANUARY 1934 THROU0rl NOVEM~E~ 1984 

------------ CURRENT PERIOD ------------- -------- SA~E PERIOD DRIOR YEA~----------
TOTAL PASSEflGERS FLOWN COMPLAlNTS PEk TOTAL PASSENGE'RS FLOnN COMPLAINTS PER 

:o:4PLAINTS 1100,0COI.!!/ 100,JOO PASSENG[RS CW4PLA l'HS I 100, OOOIV 100,00IJ PASS[lllGERS 

14a 

====s======:as::::s:ssss2s•••s=====2============2====•==•======= ===== ===============================================~~= =======s:zs: 
PIUNHR 14 5 
PRO All{ SERVIC.ES 12 14 
PROVINCETOWN tWSTON 2b 5 
PSA B 12.1b .52 bl 72 ■- 87 .84 
PRINAIK 74 40 
REPU llL IC. 107 144. 32 • 74 211 164.59 1.2,1 
RICH INTER"4AT IONAL AIRWAY 13 5 
ROUY MOUNTAIN 18 1 
SCHEi>tJLEU SKYW.\YS l 7 10 
SJMMO'~S AIRLINES l't 10 
SLOC.UM AIR 27 8 
SOU T rl PACIFIC. ISLAND l3 2.23 10. 31 24 1.54 15.58 
SOUftl',IE ST 40 l 09. 58 • 37 39 95.13 .41 
SUN AIKE 12 9 
THE FLY ING TIGER LINE 5 .88 5.68 1 2.20 3.18 
TOW ER AIRLINE 30 

·TRANS AIR 16 2 
TRA~SA"4 ERICA 38 7.26 5.23 25 5.22 4. 79 
TWA 657 1 c,5·. 87 3.96 564 169. 73 3.Jl 
UNITELl 6b8 HZ.85 1.79 501 33ti. 54 1.48 
USA lR.,V ill 17 3 .b2 1.21 216 167 ■ 39 1. 29 
WEHA!R COMMUTER 10 t, 

Wt.SJERt~ lbl 98.29 1.64 159 ·104.12 1.53 
WI El~ AIR ALASKA 10 10.90 .92 9 8.60 1.05 
11 INGS wEST 19 6 
WORLD 93 lJ.84 6. 7 2 41 11. n 3.50 
tHllR u .·s. AIRLINES :BB 51. 33 6.58 415 30.14 13. 77 



Cl VIL AER Q"jAUTIC~ BOAkO COi~SUHEK C0:-4PLA l:'\iT KEPllR f 
JANUARY 1981t THROl.luH NOV EM!iER 1'1ts4 PAGE 15 

a=•=•=•••=••=••••••••aa:asazaa:ma====•••=••••==== 

===========:ac2::zc::az:::z2az:z:z::a:2=========•===:aazac:aaa::::c::az================================================2 =•=====•••= 
RE SER VAT IONS 

FLIGHT GVER- AN.> C.US TOMEK SPEC lAL AOVF.R-
FuR El l>I, All(LINES •• •••••• PROBLEMS $ALES TICK.E Tl NG I ARES REFUNDS BAliG4GE SERVICE PASSEN Gl:: i- S 51-11..lKII.IG TJ SING CREDIT TUURS OTHER T'.JT.AL 
•==•========•====•••••=•==•==•========••===•=~==•===••••••••=====•==•=========•===••=======a~=-====•===========================•=== 
AE!WMEX IW l c; l 'e 0 0 2 12 6 (J ·o 0 () 0 2 55 
AP CM,AOA (; C 0 0 1 6 0 0 4 0 0 0 l 12 
Ali< lf.,lllA 4 5 1 2 2 6 3 0 0 0 I) 0 0 23 
AH< J AHA (CA 6 14 1 0 2 2 le 0 0 0 0 0 0 29 
AL lTAL IA AIRLINES :., 9 6 0 It 9 1 l 0 0 0 0 2 37 
AV I At.CA l l 2 1 1 2 l 0 1 0 0 I) 3 13 
BAHA~ASAIR 7 3 0 0 l 10 l 0 0 0 0 l) 2 2ft 
BR l Tl S Ii A1"WAVS 3 0 0 l 3 7 It 0 2 0 0 u l 21 
8P. l TI SH LAL EOON IAN AIRWAY 0 5 0 2 1 2 0 0 0 0 0 l l) 11 
DOM IN ICAr~A DE AV IAC ION 0 5 1 0 l It 0 0 0 0 0 0 l 12 
1::l AL I SRA EL C 3 l 0 1 5 0 0 0 0 0 0 0 10 
lb[l(JA AIRLINES lo 5 l 0 It 16 6 l 3 0 0 0 0 52 
lCELANOAIR 4 1 0 0 0 2 2 0 l l 0 0 l 12 
KQRCAN AIRLINES C 2 0 0 6 5 1 0 1 0 0 0 0 lS 
KL'4 l 3 0 0 It 5 3 0 z 0 0 0 0 18 
LUFTtlANSA 3 It 0 l 1 It 1 0 2 0 0 l 0 11 
Hl::J< l CA:~ A 7 13 l 1 6 39 5 0 2 0 0 0 l 75 
OLY~PIC. AIRWAYS 4 5 0 l l 3 2 0 0 0 0 0 0 16 
PAKISTAN 1 NTERNAT IONAL 0 ~ l 0 3 6 1 0 0 0 0 0 3 18 
PHlUPP INE URL INl:S 1 l 0 0 5 4 0 0 0 0 0 0 0 11 
SAtiENA 3 3 l 1 3 0 0 0 3 0 0 0 0 14 
VIRGI:-. ATLANTIC l lS l 0 0 l 1 I) 0 0 () 0 0 19 
OJ rlER l'LJRE[GN UkL INES 24 43 1 13 26 89 15 1 8 3 0 It 12 21t5 
-------------------------
CJRilENT PER 100 TGTALS 10<; 158 2ft 23 ld 239 51 3 29 4 0 " 29 759 
•• PE,U.ENTAGES •• 14. 4 20.s 3.2 3.0 lJ.3 31.5 7.5 .4 3. 8 .5 .o .8 3.6 100.0 
-----------------------
SAME l'ERlOO PR IOK VEAR 13 7 140 25 33 101 211 61 7 31 4 0 5 "7 820 
•• PEkc.ENT AGES •• 16. 7 11. l J.O ft .o 13.0 26.5 ti. 2 .9 3.B .5 . (.) .6 5.7 100.0 



CIVIL AERUNAUTI CS SJARU (.O~SLIMEf, CU"'Pl A l~T Rl:1' ,Jk T 
JANUARY l 9!14 THkCUGtt N:JV rnBE~ 1984 i>AGI: 16 

•••=•••••=aza••••=•••===ca::aa:==•===•===•~z::2:: 

=•==••===•=••••==•••a&::::&•••=====•••••~•===•z•=•====•sasaza:c:::sa:z:===•===============================:======--=--=--•:----=--• 
RESERVATIONS 

COr.tt>LAlNTS UY FLIGHT CVER- ANO C:JSTOMER SPEl. l..\L AJVEil-
INOUSTkY GRUUt> i>RJl:ILE:~ S SALES TICKI: TlNC. FARES REFUNDS bAGJAGE SERVICE PASsrn.;t:KS S ◄□ Kl'-fG TISING CREDIT TOURS OTHEk TOTAL 
============•=•======••·==~===••==•===••··••==•=•=•====•=••••=========••===============================================:==•========= 
u.s. Al RL INES ••••• •• •••• 

------------------------
(.J~KE;-jf PER lUU TOTALS 2 3't4 927 23b 251 13811 1442 118 l cl2 235 92 71 73 310 8269 
SA'IE PER l00 PRIOR YEU 1757 850 288 299 ~85 1097 bl 't 134 176 127 't3 56 271 6697 

fOKE!GN AIRLINES •••••••• 

---------------------
CURRENT PERlOU TOTALS 109 158 24 23 78 239 57 3 29 't 0 6 29 759 
SA"4t: PEk IOD PklUR YEAR 13 7 140 25 33 107 217 67 7 31 4 0 5 H 820 

CAR liU/ FR E 1 GHT fOi,.liARUERS 

-----------------------
WkRENT PER IOU TOTALS 0 0 0 0 1 0 0 0 0 0 l 0 35 37 
SAME PERIOD PRIOR YEM 0 0 0 0 1 0 0 0 0 0 0 0 32 3~ 

TRAVEL AG~NTS~•••••••••• -----------------------
CURR ENT PER IUD TOTAL!> 1 0 l1 6 30 0 1 0 0 't 5 35 l 9't 
SAME. PERIOD PRIOR YEAR 2 2 12 7 28 0 2 0 0 1 1 29 1 85 

TOUR OPERATORS•••••••••• 

-----------------------
CUi<IH"4T PER IOi> TOTALS 21 15 6 2 58 fl 21 l 0 18 0 365 4 520 
SA'4E PERIOD i>tUOR HAR 32 20 9 3 80 1 29 l 0 13 0 426 1 628 

OTht:R CARRIERS•••••••••• 

-------------------------
CURk l:NT PER IUD TOTALS 't 3 3 15 12 13 5 J 14 1 1 3 23 10 0 
SA14E t>Ek 100 PRl(JR YEAR <; 2 1 19 5 ,.. 3 7 lD 1 4 1 19 t15 

TOTAL COMPLAINTS•••••••• 
-----------------------

CURkF~T PER IOJ TOTALS 2't79 J.103 2110 297 1567 1702 t:102 190 278 119 78 482 't02 9779 •• P ERCE"ITAGES •• 2 5. 't 11.3 2.9 · 3.0 16.0 17 .4 s.2 1.9 2.8 1. 2 • 8 4.9 4.1 100.0 
--· ---------------------------
SA.'-I1: PER 100 PklOR Yi;f\k 193 7 1014 335 3bl 1200 1325 715 l 50 217 l't6 4d 517 377 8348 •• PEPCHHAGES ** 23.2. 12. 1 ,._ 0 't. 3 14 .'t 15.9 d.6 l.H 2.6 l. 7 .6 6.2 't.5 1~0.0 

• 



NaTES TO REPORT 

This report is based on informal c..on..sumer complaints the DOT haR 
received by n::ail or telephone. 'We have not determined th·e validity of 
each complµnt. The typ~s of problems included in each category are: 

Flight Problems: Cancellations, delays, or any other deviations 
from t:;chedule, '-'hetber planned or unpl,.nued. 

Overs ales: All bumping prcbler:.s, "'·hether or not the airline 
complied vith ~OT oversale regulations. 

Reservations and Ticketing: Airline or agent mistakes in reserva­
tions and ticketing; problems in i:ak.ing reservations · and obtaining ticket~ 
due to busy telephone lines or waiting ~ line, or delays in mailing 
tickets. 

Fares: Incorrect or incOC1plete information about fares, discount 
fare conditions and av.ailability, 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 clailn procedure. 

Customer Service: Rude or unhe1pful employees, inadequate meals or 
cabin service, treatment of delayed passengers, and discrilninatory treatment. 

Special Passengers: Handicapped passengers, passengers 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, clailns for 
bodily injury, lack of adequate service, and other problems not classified 
above. 



- 2 -

b/ All major and national air carriers and certain regional air 
ca~riers are listed on the October and November reports and 
the January through October and January through November 
reports whether or not complaints were received. Other air­
lines are listed on the October and November reports if the 
DOT received five or more complaints against them during the 
month. For the January through October and the January 
through November reports, other airlines with at least 10 
complaints are listed. 

c/ 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 
Airlines, Crown Airways, Fischer Bros. Aviation, Henson Airlines, 
Pennsylvania Commuter Airlines, Pocono Airlines, Southern Jersey 
Airways and Suburban Airlines. 

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




