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Airline consumer complaints filed with the Civil Aeronautics Board increased 14 

percent in 1984, the Department of Transportation reported today. Complaints filed in 

December were 23 percent lower than those filed in December 1983. 

In 1984, 10,332 complaints were filed with the Board, compared with 9,066 in 
1983. For U.S. airlines, the increase was 19 percent, from 7,326 to 8,721. Complaints 
for foreign airlines fell almost 6 percent, from 865 to 815. The remaining 796 
complaints filed in 1984 involved cargo/freight forwarders, travel agents and tour 
operators. 

The Board received 552 complaints in December 1984, a 23 percent decline from 
the 718 received in December 1983. For U.S. airlines, the decrease was 28 percent, 
from 629 to 452, while complaints against foreign airlines rose 22 percent, from 45 to 
55. Forty-five (45) complaints against cargo/freight forwarders, travel agents and tour 
operators were registered in December. 

For U.S. airlines, flight problems comprised 28.1 percent of complaints for 1984, 
followed by baggage complaints (17 .6 percent) and refund problems (16.8 percent). For 
foreign airlines, the largest categories of complaints concerned baggage (31.8 percent), 
oversales (20.9 percent) and flight problems (14.2 percent). The monthly reports are a 
compilation of complaints filed and do not necessarily indicate complaint validity. 

DOT acquired responsibility over airline consumer protection matters on January 
1, 1985, when the CAB was closed. Consumers who have problems with an airline are 
encouraged first to contact the airline. If they are sti11 dissatisfied, they should call 
the Office of Community and Consumer Affairs at (202) 7 55-2220, or write Office of 
Community and Consumer Affairs, Room 10405, U.S. Department of Transportation, 
400 7th Street, S. W., Washington, D.C. 20590. 
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b/ All major and national air carriers and certain regional air 
carriers are listed on the December report whether or not 
complaints were received . Other airlines are listed on the 
December report if the CAB received five or more com.plaints 
against them during the month. 

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 Air­
lines, Pennsylvania Commuter Airlines, Pocono Airlines, 
Southern Jersey Airways and Suburban Airlines. 

~/ The number of passengers flown is based on adjusted enplanement 
data on CA~ Form 41 reports filed by certificated airlines. 
For the December report, the number of passengers flown are 
from September 1984 and 1983. 



NGIT.S TO REPORT 

!}_/ This report is based on informal con.sumer complaints the Board has 
received by .z:ail or telephone. ~e have not determined the va1idity of 
each complaint. The typ~s of problems included in each category are: 

Flight ProbleI:1S: Cancellations, delays, er any other deviations 
from i,;chedule, -;.:hetber planned or Uilplanued. 

Overs ales: All bumping prcbla:.s, ,.hether or not the airline 
complied vith CAB oversale regulations. 

Reservations and Ticketing: Airline or agent mistakes in reserva­
tions and ticketing; probleri:.s in t:.ald.ng reservations · and obtaining tickets 
due to busy telephone lines or \i'aiting ill line, or delays ill mailing 
tickets. 

Fares: Incorrect or incocplete information about fares, discount 
fare conditions .md availability, overcharges, fare increases and level 
of fares ill general. 

RefU!lds: Problems in obtaining refunds for unused or lost tickets. 

Bag£age: Lost, dm::aged or delayed baggage claims, charges for excess 
baggage, carry-on problems, c:Dd difficulties with airline claim procedure. 

CustO".!ler Service: Rude or t=.be.lpful employees, inadequate meals or 
cabin service, treatment of delayed passengers, and discriminatory treatment. 

Specia1 Passengers: Handicapped passengers, passengers on stretchers, 
children, e.lderly passengers, passengers requiring oxygen or other medical 
care. 

Smoking: Inadequate segregation of smokers from non-smokers, failure 
of airline tc enforce no-smoking rules, objections to the rules. 

Adv~tising: 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 'W'ith 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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HESEilVATlONS 

l!/ fUGHT OV i:: k - ANJ CUSTOMER SPEl.litl ADV[R-
J.S. \lkLINES •••••.•..•• PROBLEMS SUES TICKET I NG f-ARES KEFU"ltJS OAGGAGE SE tW ILE PASSEN GE" S S'IOl< l"G Tl SI "lu CKEIJI T J lllJ fl 'i ,JT , tr. ,·, l ,lT Al. 
=================================-================s~=====z::a::::z=====================================c==============-=--- - - ~:===-
AER w 'JI k-,IN ISLMli)S 2 3 0 0 1 7 0 0 0 0 lJ .) ,) I i 
AIR CAL I fORN lA 2 9 1 0 1 3 0 2 1 0 !) IJ I ) 
,HR fL:Jf< IDA 22 14 0 2 58 22 5 1 1 2 u ,? lH 
AIR :-1 IOIH:S T 4 1 l l 2 1 0 0 () 0 0 .I cl j : ) 

AIR N.\l IUNAL 21 a 0 0 1 3 3 0 1 0 0 ll 4 j 

AIR NEw URL EA" S 3 l 0 a 0 2 2 ,) a 0 () ,J :) l4 
AIR Vll{GINIA q 4 0 0 2 1 2 0 a 1 1) J u l •1 
ALASKA 3 l 0 0 l 3 2 1 1 0 0 ') 2 1 -'t 
ALOHi. AIRLINES 0 1 1 0 1 2 1 0 0 0 0 J -, 
AMER IC.A Wf:ST 41i,LINES 3 4 0 1 1 5 l 0 1 0 0 ') ,l l o> 
A:olEklCAt>. 104 2ll 22 25 22 03 31 lj 20 5 10 I 1.: Hl 
AME,dCAN c.ENTRAL AIRLINc:i 3 2 0 :) 3 .3 2 1 0 0 0 J I I ,· 

.I 

A'1E ;~ I CAtl lNTERtl,H I GNAL 53 34 2 b b9 20 11 1 0 3 0 l 4 2,14 
AMERICA !, H A.~S AIR 15 0 a 0 1 23 b 1 4 0 a 0 1 ~, l 
ARISTA l .'•TERNATIO'JAL 21 a 0 0 a 29 7 l 2 0 0 l 4 b-i 
AKk O:~ A I,, 15 7 3b 5 4 20 93 't2 2 2 0 1 d 4'1 41 'l 
ATL:..'~T IC SUUT11EAST 5 1 0 0 1 2 1 0 0 0 0 f) j I ·) 
1IAR IIAF-OUR A IKL H,ES b 4 1 0 1 5 a () 0 0 J ·.) 1 l 1 
BRAN I ff INT 'L 6 0 1 0 9 3 2 1 0 2 0 ) ·' 2 1 
ti klTT A IKWA't'S 3 2 1 3 5 a 2 0 1 0 l ,) 1 21 
CAP I Jul AU 47 29 5 5 70 118 6 2 0 1 0 4 ') /9~ 
CONJ INENT AL 62 72 24 b 132 57 31 17 5 12 J J l l 4 3 2 
CRuW ,'-IAIR 13 J 0 0 2 5 4 0 0 1 0 u l 29 
OAV IS Ali\LINES 3 0 1 0 H 3 1 0 0 0 0 2 l 0 (l'J 

cl EL TA 11 22 11 10 13 32 35 9 12 8 1 i) l 3 .!4 '1 
EAST cr{:-.t 132 I 9 13 24 41 ll l 36 l~ 20 7 9 3 2l -~n 
EMPlkE 30 8 0 1 , 11 4 0 0 1 0 ;) 3 63 
FLOtdOA EXPRESS 4 2 0 0 4 2 a 0 1 0 0 I,) 0 I I 
FRO~T I [R 46 11 1 3 4 \ 20 12 10 3 0 () () J l 12 
GLOBAL I H ERN.H l i1NA L 1 a 0 0 0 9 0 J 0 0 () 0 2 ll 
lti\W,H I E.<PHSS a l 0 0 95 3 0 0 0 0 0 0 l lJ3 
1IAWAI IAI; 4 8 0 2 0 22 b J 0 l () l 1 4:J 
IIAWAI I AN PAC If lt. A IKL IN[S 0 a () 0 33 0 a 0 0 0 0 0 0 H 
I MP rn I AL AIRL IN t:S 3 3 I 0 1 4 a 2 0 0 0 0 1 IS 
JET A;HR ICA AIKL INES t, 1 I 1 0 1 l 0 0 0 0 0 0 11 
,Hu 11 AC If IC AIRLINES 3 1 0 0 2 5 1 0 0 2 0 0 () I 't 
'HDw,W 2 2 l 1 2 5 2 l 0 l 0 u l l 'l 
,-ti SS I SS IPP I VA1.u:v 3 3 0 0 2 2 1 J 0 0 0 tl 0 11 
'IUS f AIR CO~PURAJ IC,N 3 1 1 2 l 2 1 u 0 0 0 0 : ) 11 
;~4 T I J ,~AL A IKL INE ~ l 5 0 I 0 0 5 0 0 2 0 () () ,, ~, 
r1EW YUH AI R 1 3 .. 1 b 3 6 3 l 1 I J o) 0 !1 (J 

'i ll RJ11EAST ERN INT'L. lb d 107 11 10 I I J 4:J J3 11 1 l l () 9 :di 
:mRJti.ltSJ 80 21 4 b I] 27 'ti 5 15 1 l 0 I) 22't 
LCf A,lA Ii< l 111 [ 4 C 1 0 l l l 0 0 0 0 I) 0 v If 
l,11 £R$E A!i NAT W :1,IL AHhAYS 5 0 0 0 :) J I J 0 0 a J j I.! 
, ,Z t,r<.K 13 j , 4 J 4 4 0 3 0 0 ·) j '• , 
r" rt~ •. L ~ <, T .\ I I< 4 t .. 3 .. 0 i•IJ 2l 4 d l 2 l I ' ) i 
,• ·,Cif- lL t.<l' r-: cJ , I l 3 0 J l4 2 I 0 ,) J ., l 
,, t. U I I L I '. I T [,, ~ J ,\ T I: l 2 u 'J 4 2 :) I) .l J '. ) lJ 
' ' .1 ~: :..-1 ,::, I C.I I: 14 <; 7 -', 24 1 7 H l I -. u. ~' l <I tl l 
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RE SER VAT IONS 
OVER- ANO CUSTOMl:R SPEC IAL Ail VER-

J.S. Alf<.LINl:S ••..••••••• PROBLE't S SALES TICKE TIN:; f ARE S REFUNDS ll AGu,\GE SE il. VICE P4SSl:NGfr;S SMOKING TIS I ~G CKi:01 T TuUR S u THL k TJ TAL 
=============================:============~====~=====a===~~====~=======================================:=========================== 
PEOPLE fJ(PRESS AIRLINES 140 40 21 8 3l 53 23 6 3 2 1 0 1't 342 
PIEOi-lONT lb 6 4 6 b 13 11 l 6 l () 0 2 92 
PlotlEER 3 2 0 l,) 0 4 2 0 l 0 0 0 2 14 • 
Pil.O AIR :.ERV ICES 8 0 0 0 0 4 0 0 0 0 0 () ll 12 
PROVINt.HOWN BOS IO:'>! 1 3 0 l 5 4 0 l l 0 0 0 1 29 
?SA 11 8 2 l l q 3 l 4 0 0 0 0 40 
PRINAIR 14 3 l l 1 45 5 0 0 l 0 i') l 7o 
REPlJBL IC 28 14 1 4 6 22 16 3 4 3 0 l,) 5 112 
RICH INT ERNAT IUNAL AIRWAY b 0 0 0 0 4 0 0 2 0 0 0 I 13 
ROCK¥ lhJUNTAlN 4 3 l l 2 1 l 0 0 0 0 0 l 20 
SCHEOUL EO SK¥WA¥S 10 0 0 0 2 .3 2 2 0 0 0 0 0 19 
S IHHONS AIRLINES b 6 0 0 0 3 0 0 0 0 0 0 0 15 
SLOCUH Alli. 11 4 0 l 4 4 2 0 0 0 0 0 l 27 
SOU T 11 PA CIFIC I SLANO 3 2 0 l 2 15 2 0 0 0 0 l) 2 27 
SOUTllt1EST 12 2 2 0 5 8 1 4 0 0 0 0 0 4u 
SUN AIRE 3 0 l 0 0 1 l 0 0 0 0 0 0 12 
THE FLY ING TIGE R LINE 0 0 0 0 0 0 0 0 0 0 0 0 5 5 
TOkcK AlHINE 14 2 0 0 2 1 l 0 2 0 0 3 l 31 
Ti<ANS Alk 1 3 l l 5 l 2 0 0 0 0 0 0 20 
TRANSAMEklCA 18 5 0 0 l 4 8 l 2 0 0 l l 41 
TWA 165 80 27 l1 32 138 87 18 H 17 16 16 26 682 
UNITED 271 55 26 33 29 108 84 lb 40 3 10 0 26 701 
USA IRLJ 74 41 " 11 17 26 26 8 12 2 l I) 11 233 
WES TAik <.OMHUT ER 5 2 0 0 2 l l u 0 0 0 0 0 11 
t1ES TERN 50 36 6 11 13 20 21 4 6 0 6 0 3 176 
,1 I EN A(K ALASKA 2 2 0 0 l 4 l 0 0 0 0 0 (J l ll 
WINGS kEST 1 5 0 l 3 2 0 l 0 0 0 0 0 19 
,WRLO 22 15 2 9 lb 20 11 0 l 0 2 0 0 911 
OTHER u.s. AIR LINES 124 48 4 4 56 55 16 5 5 5 l 3 2J 349 
-------------------------

19tl-. CC. ,◄ PL A INT S 2451 984 25 't 26 1 1469 1!>34 153 1134 249 98 1't 71 333 tH 21 

•• PERCEIH AGES •• 2 a. l 11.3 2.9 3.0 lb.8 17.6 8.6 2. l 2.9 l. l • 8 .9 3.U 100.0 

-------------------------
19113 co :◄PL A lN Ts l 9't0 914 316 322 1J92 1191 b78 142 190 130 50 60 301 7326 

•• PERCENT AGES •• 26. 5 12. 5 4.3 4.4 l't.9 16 . 3 9.3 1.9 2.6 1. 8 • 1 • fl 4.l lJO.O 



U.S. AlKLINES ••••••••••• 

AtRU VIRlilN ISLANDS 
AJR C.ALIFOKNJA 
AIR f-LUR JOA 
AIR M IUWEST 
AIR NATIONAL 
AIR NEW ORLEANS 
AIR VlkGlNIA 
ALASKA 
ALOHA A ll<L INES 
AMERICA wEST AlKLlNES 
A:-4ERJCAN 
AMEKICAN CENTRAL AIRLJNES 
AMERICAN INTERNATIONAL 
AMERICAN TRANS AIR 
ARISTA INTERNATIUNAL 
ARRQ,1 AIR 
ATLANTIC SOUTHEAST 
BAR HARBOR AIRLINES 
dRANI FF INT 'L 
BRITT AIRWAYS 
CAPITOL AIR 
CONJ INENT Al 
CROI-HIAIR 
DAVIS AlkllNES 
DEL TA 
EAS TEKN 
EMPIRE 
FLOklDA EXPIH:SS 
FRONTIEk 
GLOUAL INTERNATIGNAL 
HAWAII EXPRESS 
HAWAIIAtl 
HAWAIIAN PACIFIC AIRLINE S 
IMPERIAL AIRLINES 
JET AMERICA AIRLINES 
MIC ~ACIFI C AJRLINES 
MIDWAY 
HJSSISSIPPI VALL EY 
MUSE AIR CORPORATION 
NATIONAL AIRLINE S 
NEW YORK AIR 
NORTl1EASJEKN INT'L. 
NORTHWEST 
OCEANAIH l lNE 
uVERSEAS NATIONAL AIRWAYS 
ulARK 
PACIFIC t AST AIR 
PACIFIC EXPRESS 
PACIFI C INTERSTATE 
PAN AMERICAN 

LIVIL AER 8N~ UTICS 8UARO CONSUMER CO MPLAINT REPOKT 
TwELVE MONTHS ENOING DECEMBEk 1984 

----------------- 19 84 -----------------
lOTAL PASSENGERS FLOWN COMPLAINTS PER 

COMPLAINTS 1100,0001.S,, lOl, :lOO PASSENliEKS 

13 
19 

lH 
10 
43 
14 
19 
l4 

6 
16 

371 
15 

204 
51 
65 

419 
10 
1a 
27 
27 

296 
432 
29 
68 

243 
4U 

63 
13 

112 
12 

108 
48 
33 
15 
11 
14 
19 
11 
11 
27 
39 

511 
22'. . 

17 
12 
47 

509 
41 
13 

560 

40. 06 
10.43 
4.67 

24.85 
22.63 
19. 85 

3 32 • 7l 

12. 88 

l 9. 78 

10. 60 
97.76 

373.02 
3 77. 84 

lO. ll 
2 . 72 

69.93 

32.H 

5.48 

11.82 

19. b 7 1 

26. 87 , 
17 . 19 

l 32. 79 

50. 31 
• 64 

143. 44 

.47 
12.56 
2.14 

.56 

.27 

.01 
1. l 2 

32.53 

l. 3 7 

27 .92' 
4. 42 

.65 
1.12 
b. 2 3 
4.78 
1.60 

1. 48 

2.01 

l. 61 

.55 

1.45 
29. 73 
l. 69 

.93 
795.31 

3.90 

- - --------------- 1983 ------------------
TOTAL PASSENGERS FLOWN COMPLAINTS PE~ 

CUHPLAINT S 1100,000IJI/ 100,000 PASsrn.:; rns 

b 
35 

106 
8 

5 
10 
12 

q 

411 
5 

bb 
15 
27 

115 
3 

12 
15 
10 

346 
5"2 

15 
4 

257 
502 

25 

63 
74 
69 
18 

l 
21 
15 
22 

9 
11 

2 

26 
83 

291 
14 
36 
't4 

406 
37 

529 

36. 53 
20 . 72 
3. 72 

l!i.50 
21 .99 

1.01 
311. 72 

7.29 

13 .4 7 
112. 71 

36o.59 
369.56 

6.90 

61. 7't 

26.93 

3. 72 

ll.37 

13.30 

19.97 
4.18 

127.26 

47. 88 
2. 56 
8.41 

14 2 .95 

. 96 
5.12 
2.15 

.65 

.41 

1.32 

15. 7 8 

25.69 
5.25 

. 7,J 
1.3b 
3.62 

l. 02 

.67 

4.03 

. 6 7 

.15 

1. 3 0 
19. 86 

2 . 29 

• 92 
15il .5 ~ 

4. 4 0 

3. rn 

2, 



JJ.S. Al HLINES •.•.••.•••• 

i>ELPLE EXPKl:SS AlrtL INES 
Pl EOMOli T 
PIONdK 
PKO Alk ~ERVILE ~ 
PROVINLET~h~ UOSlO~ 
i'SA 
PRll~AlR 
REPUOLIC 
RICH lNlcRNATIUNAL AlRWAV 
KuCKV :-IGLltH A lN 
SCltEJLI!- EU ~KVwAY:. 
SIMMONS ,URLINES 
SLucu;~ AIR 
SOUTH PACIFIC ISLANU 
SOUTH:~l:S I 
SUtl AIRE 
THE FLYING TIGER LINE 
TOWcr{ Al kLlNE 
TI\ A,'I S A IR . 
TRAN~1'1Eri. lC-' 
TWA 
UN 11 ED 
US Al il. 
~ESTAIR ~OMMLITE~ 
..;Esrrn:1 
wlEN A[k ALASKA 
WlNuS WEST 
W-JKL :J 
OTHER u.~. -'IRLl~ES 

CIVIL AERJNAUTICS B~AKU CUNSJMER COMPLAINT REPUKT 
TWELVE MOta,-ts [l1UINl, DECPl~ER 1984 

----------------- l~ 84 
TOTAL PASSt.HiEKS FI UWN 

::OMPLAlNT S I 100,00UI.Y 

:l42 
92 
14 
12 
29 
40 
78 

112 
13 
20 
l 9 
1 5 
27 
27 
'eO 
12 

5 
32 
20 
41 

b82 
701 
233 

11 
l 76 

10 
19 
99 

349 

19.t,2 

l5b ■ 7l 

2 • .>'e 
119.64 

• 96 

1.12 
182.H 
4 oa. 62 
19 0. 88 

lOC..33 
11.51 

15.20 
30.43 

CQr1PLAINT S Pl:R 
10) 1 )00 PASS f. NGERS 

• 5 () 

11.54 
• .3.3 

!.>. 2 1 

!> • . H 
J.7 1t 

l. 72 
1.22 

l .c:.6 
• Ii 1 

6.45 
11.47 

----------------- l9A3 
TOTAL PAS~ENGERS FLO~N 

CU/1PLAllH S I luO,OOuUV 

263 
78 

6 
14 

1 
66 
43 

23':I 
5 
8 

11 
11 
13 
24 
40 

9 
ii 

3 
25 

621 
545 
227 

1 
180 

10 
8 

"2 
431 

55.75 
111.u 

l ■ u9 

105.05 

2. 38 

5.59 
185.8ft 
372.60 
12 3 .b2 

112.4) 
9. 21t 

12.93 
16. ;; 4 

LUMPLAl,~TS PE g 
l 00 ,UJ :) P \S Si:;~,; EK 5 

4. 12 
.1.J 

1.34 

l4.2J 
.B 

3. Ji) 

4.'97 
J.34 
l. 't6 
1.24 

l. o 'J 
l.Oti 

3. 2 '.> 
2 5. 't4 

2a 
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J ,.. cl Vi: MU 'HH 5 fllU I tlu t.ll CE.O E,, l 'Jtl't ... ,~ .,I 3 
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KE Sl: ,(VA TI oi.s 
HIGIH OVi: k- Atl 1) CUS TU .·'.[I< SP [CI ,, L A'J Vfr,-

ft ,il. •: I u:, •< l ~. L J •; ~ j •• .. " ... Pf; l.l..,ltl'I S SALF :i l lLK t I !Nu F i.t(ES ~i:F J~ OS l.lAuu •\ GE SEl<l/lCf J'A SSE/I, uE :, S S ~ lt-- I ,\u ri .;i;,. :.; .. . u ,11 f (jj,,S, J T n Le T 1 T ,,L 
=======================================================----=-===-===---------------------------------------------------------------
Ali , J,l[X I CCJ 22 l ~ 0 0 L l l 7 0 l C 0 : ) L I>? 
.\Ii CAI, AJA l 1 0 u 1 6 0 l) 4 0 0 J I 1 '• 
A I ', INU IA 4 5 2 2 2 7 3 L) 0 0 0 v ,) 25 
ldh JAMAICA 6 l 4 l 0 2 2 4 u 0 0 Q 0 0 2-. 
Al 11 .. LI" A I KL I Ne .:, 5 'i .., 0 4 10 l l 0 0 0 -J 2 33 
,.v I A:~CA l l 2 l l 2 l l) l 0 0 ) j l] 

dAH.\1ASAlr( 7 j u 0 l 11.l l J 0 () Q J ? l.4 
BKITISH .\ I 1L1AY S 3 0 lJ l 4 1 5 0 2 0 0 .) I 2l 
URIJISII CAL i:UU :'l I 4N Alt<WAY 0 j 0 2 l L 0 () 0 0 0 I J l l 
iJU)1lo'IILA,JA Dr: AV IA -. I J "l (; 1 l I,) l I, 0 0 0 0 0 0 l 16 
H ,\L IS " Atl C j l 0 l 5 0 L) 0 0 0 () 0 l .} 
l ai. ,<I A AIRLIN ES l t, 5 l '.l 4 17 6 1 3 0 0 () () 53 
I CE UNDA 1K 4 l u ll J 2 2 () l l 0 0 l 12 
KOR tMJ A il<L INES 0 2 0 l b 5 l J l 0 () 0 l) lb 
KlJ.,;.\ If A lkwAYS l l 0 J l b l J 0 0 l} () 0 lJ 
KU! 2 l l 0 5· 5 3 0 2 0 L) 0 () 21 
LUFf li All5A 3 't l} l l 5 l 0 2 0 0 l 0 18 
'ii:,< IC.ANA 8 l 3 I I 7 40 6 J 2 0 0 0 l 79 
ul Y iP IC i<IKlolAYS 4 b u l l 4 2 a 0 0 l 0 u l 'I 
PAKISTAti I iHlKHAf L ; tlAl 0 't l 0 3 !j l J 0 0 0 ,} ] 20 
P il!L ! PP INE AI RL WES l l 0 0 5 4 0 0 0 0 0 ,) 0 11 
SABEi-iA j j l l j 2 0 J 3 0 () 0 L) 16 
v l f<v l N A TL ANT IC l l 5 l 0 0 l l 0 0 0 0 t) l 2() 

n T:iFR f- lJr{E IGN A i'{l PH: S 24 4'. t} l 3 29 90 14 l ll 3 0 .. 12 255 
------------------------- ---~-

l 9d4 l0 ,1PLA HITS 11 6 17 0 21 24 II 5 2 5'J 60 3 JO ,. t, 30 Hl5 

•• i>E R1.ENTAliES •• 14.2 2 o. <; J. j 2.9 lJ.4 3l .a 7.4 • 4 3.7 .5 • l .7 .l. 7 lOJ.J 
-------------------------

l9UJ co :◄ PLAINTS 146 14 8 29 37 113 226 69 6 J2 4 0 5 48 865 

•• t'ERLENTAGES ** 16. 'i l 7. 1 3.4 4.] ll. l Lb.l e.o .9 3.7 .5 .o .6 5.5 10 o.o 



(.(VIL AUWMUTICS tlJAPIJ COMSU ,-ILI{ C0 '1i'LAINT l(fPIJKT 
TriLLI/E MONTHS 1: ;~1)lNG OEC i: ➔ UEk 1'184 

==========•==========================================a===========#===========a================ ======~=================== === ======= = 
l{E SU VA Tl or .. s 

COMPLAlN IS 6¥ FL IGtlT 01/fl{- Alliu CUSTO,'IER SPl:C IAL Af) \/EK-
lNDUSli<'f GROJP Pf\()tlLEM S SALES T JLl'-i: I !Nu I AKES R EF,rms dA.;_,AJE Sl:i('J ICL PASSPJGi:1'. S S -IJ KI 'J t; Tl SING CK ELl l T TiJ lJil S Ul li!:H TnT Al 
===============~============================-===================================================== ================== =============== 
iJ. J • AikLINES••••••••••• 
-------------------------

l 91l 't C.Ol·IPL A I NT S 2451 984 <'.5't 2ol ht.9 1534 753 Ill!. 249 '18 74 77 33] 8721 
1983 CW1PLA INTS l 940 914 3lo 322 1092 11-H 6713 142 190 130 50 oO JOI 132b 

FOREIGN AIRL INES•••• •• •• 
-------------------------

l 91l't CW4PL A INTS 116 I 10 n 24 85 259 bO 3 30 ,. I t> )l) 815 
l-Jd3 COMPLAl'lTS 14b 14 8 29 37 113 226 69 ti 32 4 u 5 48 865 

CAR(;U/fil.tlGHT FURWARIJERS 

-------------------------
1984 CUMPL A 1.'HS 0 0 0 0 0 0 0 0 0 I 0 10 40 
1983 COi-iPL A l'HS a 0 J 0 0 0 0 0 0 0 0 34 35 

T RA \I EL A(.jE NTS . •• •• • ••. •• 
-------------------------

l '111 't C0 ;4PLAIIITS I 0 l l 6 34 0 I 0 0 4 5 35 l 9d 
1983 C.OMPLAl'-ITS 2 3 13 1 29 Q 2 0 0 1 2 29 2 90 

TOUR OPl:l{ AJORS ••• •••• ••• 
-------------------------

1984 COKPLAl l~TS 22 I:> 0 2 bl 9 21 2 0 18 0 3138 5 55J 
1983 CO~PL Al'lTS 33 22 9 3 62 8 3l l 0 14 v 441 1 658 

GTHER CA~RIERS•••••••••• 
------------------------

19d4 COMPLAINTS 4 3 j 17 13 l't 5 .3 14 l I 3 27 103 
196 3 COMPL A 1:-1 TS 10 4 I 19 6 5 3 6 10 l 4 l 20 92 

TOTAL COMPL AIN TS •••••••• 

-------------------------
1964 C0/4PLAUITS 2594 117.! JOl 310 lb6't 1816 840 192 293 12 5 d2 509 'tl4 lOHl 

•• PE,lCENTAGES •• 25. l 11. 3 2." 3.0 lb.I 17.6 8.1 1.9 2.8 l. 2 .8 ... 9 4.2 llO.O 
------------------------------

l-J83 COMPL A l ,'i TS 2131 1091 36d 388 1323 1430 783 lbll 232 150 56 542 412 9066 

•• PEitCENTAGES •• 23. 5 12. a 't. l 4.3 l't.6 15.8 d. 6 l.d 2.b l. 7 .b 6.0 4.5 10 o.o 



~ 
C.I VIL AfRL,1~AllHLS nJA~i.l LuNSUMER CUM PL A I,~ T l{fl'II •· I 

F1Jk THE MU 1H U i.Jf DECEMBER l'1tl't l'Mir 5 
s:======•=:aa=aa:&a:::::::::::::::::;:a::&:~==a=: 

========~~===============:=======a•========•=•========s=•==================s:::as::as=====~=======~===a=~c==========~===•===•====== 
KESEkVATIONS 

JV fl IGtiT OVER- ANJ CUST UMffl SPEC I Al ADV[~-
,.J. 5 • Al kL INES ••••••••••• PKutlL EH S SALES TIC.KE Tl NG f ARES REFU1m) bAGliAGE SUI/ICE r~SSENG '.: < :i S'Ula,; I 'IG Tl SIN\i i;RCJI T ruur. ,; CT lif fl rnr Al 
:::::=========a= == ============•::s•,==z::a:saaa&::::::a:aca•=•====s~=•==•===as:a:a:s:aa:=== =•== ===a===~==•==••======== =======~=a:: ; 
A If( CAL I FuHN IA C () (I iJ 0 0 0 0 0 0 a 1) () J 
,HR fLU~ICA C C 0 0 8 0 i) u 0 0 0 ) ,') I) 

AL4SKA C C 0 0 0 0 0 i) 0 0 0 i) 0 \} 

,\LOl:iA A li,L INES C 0 0 0 0 0 0 i) 0 0 0 .:, !) ') 

Mll:.!<IC.AI, 2 C l 2 l " 0 .) l 0 0 ,) c lJ 
AME~IC.Ati HANS AIR C C 0 0 0 5 0 0 u 0 0 0 0 ~ 

ARR();,j A f;( b 0 0 0 2 " 3 0 l 0 () -~ 0 lb 
8,\R HAktlt:R Al~lWCS C 2 0 (j 0 3 0 0 0 0 i) 0 0 ,; 
BiUNIFf INT 'L 2 C 0 0 2 0 0 0 0 l 0 0 0 5 
CAP ITfll Alt<. 2 1 i) 0 15 1 0 0 0 0 0 0 2 27 
CDtlTlllt,H Al· l 5 l 0 3 5 () 0 0 0 0 ,J l lb 
DAV IS AIKLINl:S C 0 0 0 3 0 0 \) 0 0 0 't J 1 
OEL T t. 5 1 l 1 l l 5 I 3 2 0 0 3 2't 
EAS Tf:Rt; • l 1 2 ' U l l 6 " 0 0 0 0 0 1 21> 
EMPlqf 3 C i; 0 () 1 0 l) 0 0 0 0 2 b 
FllOi,T I Lk 2 2 0 0 0 l 2 j 0 0 0 0 0 1 
HAL~AllAII C 0 u 0 0 " 0 0 0 0 0 0 0 .. 
~10.,AY C C u 0 0 l 0 J 0 l 0 J 1) 2 
;~EW Yi.lRII. AIR 0 C l) u 0 0 0 J 0 0 0 0 0 ') 

NORIHEASJ EkN II', T 'L. 15 11 l l l t1 6 0 0 0 0 0 0 2 :>.ft 
NOil.Tllwi:ST C l 3 2 2 i) 3 l 0 0 0 J 0 l.? 
OZARK C C 0 0 0 0 0 J 0 0 0 i) u 0 
PAIi AHEK IC All c; 1 l I l '} 2 0 1 l 0 :) 0 H 
PEOPLE E,(PRESS A1RLV1ES 2 C 2 () 0 5 0 (J 0 0 0 0 0 q 
P lfO:◄ uNT C 0 0 0 0 l 0 J 0 0 0 0 0 l 
PSA l C (I l 0 J 0 0 0 0 0 0 0 2 
REPUtiLIL l l 2 0 0 0 l 0 0 0 0 0 0 5 
SOUTi-lERN EXPRESS 2 3 0 0 0 1 0 0 0 0 0 0 0 6 
SOUHlWES T C 0 0 0 0 0 0 0 0 0 0 0 0 l) 

THE FLYlNG T IGEk LINE C 0 0 0 0 0 0 0 0 0 0 0 0 () 

TRANSAMt:R ICA 1 0 0 0 0 0 1 0 l 0 0 0 0 1 
TWA 3 4 2 0 3 6 2 0 2 0 l 0 2 25 
UNITED l 5 't I 0 l " 2 0 2 0 0 0 4 H 
USAIR,£/ 2 C 0 0 2 " 2 0 1 l 0 0 l) 12 
WES TERN 5 " 0 0 0 l 3 0 2 0 0 0 0 15 
WIEN AIR ALASKA C C 0 0 0 0 0 0 0 0 0 0 0 ') 

WORLO l 0 0 0 0 l 2 0 0 0 1 0 ') 5 
OTHER u .s. AIKL INES 16 'i 3 l 18 12 3 0 0 0 l 0 " 67 
------------------------
1JEC E,'ltiER 191H CW1PLA IN rs 107 57 18 10 Bl 92 35 2 l 't 6 3 4 23 't52 
•• PEil.CE.H AGES •• 2 3. 1 12. 6 't.O 2.2 17.9 20.4 1.1 ·" 3.1 1.3 • 1 . ') 5. 1 10J. ') 
-------------------------
01::C f ,48ER 1983 COMPLAINTS 183 6't 26 23 107 9ft 6ft 8 l 't 3 1 't :-io 42'1 

•• PERCENrAGES •• 2 9. l 10.2 4.5 .3. 7 11.0 l't. 9 10.2 I • ;j 2.2 .5 l, I • u 4.8 100.J 



u.S. AIRLINES••••••••••• 

AIR CAL lfORNIA 
AIR FLORIDA 
ALASKA 
ALOhA AJRL INES 
AMERICAN 
AMERICAN TRANS AIR 
ARROW A IR 
dAR hARBUR AIKLINES 
tiRANlff INJIL 
CAPITOL AIR 
WNJ INENJ AL 
UAV IS AIRLINES 
DELTA 
EASTERN 
EMPIRE 
FRONTIER 
HAW Al IAN 
HIOWAY 
NEW VOid, AIR 
NORTHEASTERN INT 1 L. 
NORTHWEST 
OlAkK 
PAN A)4Ex lCAN 
PEOPLE EXPRESS AIRLINES 
PIE0140NT 
PSA 
REPUoL IC 
SOUTHERN EXPRESS 
SOUTHWEST 
THE FLYING TIGER LINE 
TRANS AH ERICA 
TWA 
UNITED 
USA IR.£/ 
WESTERN 
hJEN AIR ALASKA 
WORLD 
OTHER U.S. AIRllhES 

CIVIL AERONAUTICS BOARD CONSUMER COMPLAINT REPJKT 
FOK THE MONTH Of DECEMBER 1984 PA.;E 

------------ DECEMBER 19 84 ------------­
lCTAL PASSENGERS FLOWN COMPLAINTS PER 

COMPLAINTS 1100,000.Jit lO:>,JOO PASSENGERS 

8 

ll 
5 

16 
5 
5 

27 
l~ 

1 
24 
26 

6 
1 ,. 
2 

54 
12 

32 
9 
l 
2 
5 
6 

J 
25 
33 
12 
15 

5 
67 

2.03 
1. 90 

30.95 

lU.17 

31.02 
12.01 

1.13 
5.34 
2.62 

2.85 
1.16 

10.69 
4.1ft 

11.H 
10.33 
12.50 
6.86 

12.40 

10.06 
.oa 
• 45 

16.50 
35.11 
17.26 

&.03 
.63 

1. 36 
5.98 

36. 10 

1.87 

.11 

.a 1 
5.31 
1.11 
1.53 

2.e1 
.61 
.08 
• 29 
.40 

t, • 6 7 
1.52 
.92 
.10 

1 .87 

l.68 
11.20 

------------ UECEl-t8ER 19 63 -----------­
TOTAL PASSENGERS FLOWN COMPLAINTS P[~ 

COMPLAINTS 1100, OllOI.JI 100,000 PASSENGEqs 

l 
6 

l 
H 

23 

16 
85 

8 
41 

' 3 
l 

1 
2, 

9 
37 
13 

8 
5 

28 

& 
1 

57 
'-" 
11 
21 

1 
l 

uo 

3.05 
1.:n 
1. 72 
l.63 

26.84 

• 73 

• 74 
3.68 

29. 71 
29.64 

• 68 
5.34 
2.44 
1.09 
2.19 

• 54 
10.12 
lt.09 

13.23 
7.H 

11.26 
6. 86 

13.67 

9.92 
.18 
• 36 

16. ll 
3't.06 
16 • 23 
a. 10 

• bit 
1.22 
It. bl 

.31 
4.51 

• 61 
1.23 

H.51 

21.62 
23. 10 

.21 
1.36 

.37 
1.23 
.92 

12.96 
2.33 
2.20 
2.eo 
1. 7't 
.n 
.73 

2.05 

• 10 
5.56 

3.54 
l • 29 
.68 

2.53 
1.56 

• 82 
30.37 

6 



CIVIL AERONAUTICS tjOARD LDNSUMEK C~MPLAINT REPU~T 
FUR THE MONTH Of OECEHUER 1984 

RE SER VA Tl ONS 
FLIGHT 01/ER- AND CUSTOHl:fi. SPELJAL AOVF.R-

I' At,t 7 

fORllut. AlRLWES •••••••• PROblE~S SALES TICKETING FARES REFUNDS bAGGAGE SE~VICf PASSENGCkS SMOKING TISING CRE.:>IT TOURS OTHF.R TnTAL 

AERUMEX IC.O 3 l 0 0 0 l l 0 l 0 0 0 0 1. 
C.THER FOREIGN Alkl INES 4 lC 3 l 1 19 2 0 0 0 l 0 l 48 
-------------------------
DECEMBER l98't COMPLAINTS 1 11 3 l 1 20 3 0 l 0 l 0 55 ** PERCENTAGES •• 12.1 20. C 5.5 1.a 12.1 lb.4 5.5 .o l.8 .o l. B .o l. II 100.0 
-----------------------
JECEMtjER 1983 COMPLAINTS c; B 4 4 b 9 2 l 0 0 0 l 45 
••PERCENTAGES•• 20. 0 l]. B a. 9 8.9 13.3 20.0 4.4 2.2 2.2 .o .o .o 2.2 100.0 



CIVIL AERONAUTICS BOARD CONSUMER COMPLAINT REPLlR T 
FOR THE MONTH OF DECEMBER 1984 PAGE 8 

==•===================================•============================;===:=============================~===::az2========== ========a== 
RESERVATIONS 

COMPLAINTS liY Fl IGHT 01/ER- AND CUSTOMEP SPECIAL ADVER-
lNDUSIRY GROUP PR9~LEMS SALES TICKETING FARES REFUNDS BAGGAGE SERV JCE PASSENGERS SMOKING Tl SING CREDIT TOURS OTHER TOTAL 
======:z=====-=======•==•===========c===~:=======~=========a====s=======•================:===============zzaa:::================•== 
u .s. AIRLINES••••••••••• 
-------------------------

DECEMBER 1984 COMPLAINTS 107 57 18 10 81 92 35 2 14 6 3 4 23 4!12 
DECEMBER 1983 COMPLAJNlS 183 64 28 23 107 94 64 8 14 3 1 4 30 629 

FOREIGN AIRLINES •..•.••. ---------------------
DECEMBER 1984 COMPLAINTS 1 11 3 1 1 20 3 0 I 0 l 0 l 55 
DECEMBER 1983 COMPLAINTS 9 8 4 4 6 9 2 1 1 0 0 i) l 45 

CARW/FREIGHT FORWARDERS 
-------------------------

DECEMBER 1984 COMPLAINlS 0 0 0 0 0 0 0 0 0 0 0 0 3 3 
DECEMBER 1983 COMPLAINTS C C 0 0 0 0 0 0 0 0 0 0 2 2 

TRAVEL AGENTS••••••••••• 
-------------------------

DECEl48ER 1984 COMPLAINTS 0 0 0 0 't 0 0 0 0 0 0 0 0 4 
DECEMBER 198 3 COMPLAINTS 0 1 l 0 l 0 0 0 0 0 l 0 1 5 

TOUR OPERATORS•••••••••• 
------------------------

OECEMliER l98't COMPLAINTS 1 0 0 0 4 l 0 0 0 0 0 23 l 30 
DECEMBER 1983 COMPLAINTS 1 2 0 0 l 1 2 0 0 l 0 21 0 30 

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

DECEMBER l984 COMPLAINTS 0 0 0 2 1 1 0 0 0 0 0 0 4 8 
DECEMBER 1983 COMPLAINTS l 2 0 0 1 1 0 l 0 0 0 0 1 1 

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

DECEMBER 1984 COMPLAINTS 115 68 21 l3 97 114 38 2 15 6 4 27 32 552 

•• PERCENTAGES •• 20. 8 12. 3 3.8 2 .'t 17.6 20. 7 6.9 .4 2.1 1. l .1 4.9 5.8 11)0.0 
------------------------------
OECEMf:IER 1983 COMPLAINTS 19't 11 33 27 117 105 68 10 15 4 8 25 35 7111 

•• PERCENTAGES •• 21. 0 1 o. 1 4.6 3.8 16.3 14.6 9.5 l • 't 2.1 .6 l. I 3.5 't. 9 100.0 



U.S. Depa. 1,,.e.,t of 
Transportation 

Office of the 5ecre10ry 
of Transportation 

400 Sevenrn St. , s.w. 
Wash,ngton, D.C. 20590 

Ottlcial Business 
Penalty for Prrvate Use $300 

Postage and Fees Paid (I) 
Department ol ~ 
TranSDQrtatton 
DOT 518 
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