
We will undertake 
an initial assessment 

of your complaint

The airline or airport will 
give us their response

We will give you our 
final assessment

If your complaint is within 
our scope, we will ask the 
airline or airport to reasses 

it in light of the relevant 
legislation and guidelines

We may challenge the 
airline or airport, seeking 

further information

Our process for dealing with complaints 
about airlines and airports
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Please note that we 
can only complete 

the initial assessment 
once we have received 

all of the supporting 
documents from you

These timescales 
are dependent on a 

timely response from 
the airline or airport

For more information 
click here to be redirected 
to our passenger pages
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