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Complaints Received in Quarter Complaints Resolved in Quarter Ongoing cases
Remedy  Noremedy
ADR Complaints Remedy awarded - awarded - Overdue
entity |complaints  Complaints  Complaints  received Complaints | Totalcases  |awarded - Adjudicated in Adjuducated d payments at
name / |received Reg received received Reg  awaiting Total cases per million opened & Settled by favour of infavour of  [Total cases. Uphold rate Average or Total cases the END of START of the end of the
Airline / Airport Name pacT 261 ‘others 1107 categorisationopened rejected | airine passenger __airlineai award dosed quarter __quarter _iquarter
AR ASTANA oRL T 0 O 0 T 125 o 0 0 o 0% 6 £ T T a 0
AIRBALTIC CoRL 4 0 o o 4 12 1 1 6 8 25% £1.267 £634 o s 18 2
AIR CANADA CoRL 0 15 0 4 19, 17 2 1 7 10, 30% £2.147 £1.04 19, 2 21 175
AIR CHINA CoRL 1 0 o o 1 9 0 0 o o 0% £0 1 1 15 14
AIR FRANCE /KM coRL 303 29 0 3 535 as2 37 174 14 325 5% 175408 £832 a9 374 1559 1.368
AIR INDIA CoRL o 0 o 0 o o o 0 o o % £0 o o 17 %
AIR MAURITIUS LTD coRL 0 0 0 0 0 0 0 0 0 o % £ £ o 0 1 1
AIR PORTUGAL CoRL 194 52 o a 288 10% a7 7 14 6| 79% £60,691 £1.124. 26, % 698 187 7
ASIANA AIRLINES coRL o 0 0 3 o 0 0 0 o o % £ €0 o 0 3 3
DELTA AIRLINES CoRL 36 14 o 0 sol 164 0 8 2 10! 80% £7.639 £955 s 16 119 5 1
EAST MIDLANDS INTERNATIONAL CoRL o 1 0 0 1 2 0 0 0 0 0% £0 0 0 6 s
EASVIET UK LTD oRL 507 77 o 19 1103 123 183 137 1543 1.863 % e7se0 £558 138 2001 4252 5001
EGYPTAIR oRL 10 2 o 12 2 357 0 3 s s % £0 7 12 7 a7
EMIRATES oRL o 0 o 3 o o 0 0 o o % 0 £0 o o 62 6
FLYBELTD coRL 0 0 0 0 0 0 0 0 0 o o% £0 £0 o 0 340 310
GARUDA INDONESIA oRL o 0 o o o 0 0 0 o 0 % 0 £0 0 0 s s 2
HUMBERSIDE oRL 0 0 0 0 0 0 0 0 0 o o% £0 £0 o 0 3 3
NORWEGIAN AIR UK LTD oRL o 0 o 0 o 0 0 0 o o % £0 o o 853 853
OMAN AR CoRL 2 1 o 2 s 7 0 2 4 5 33% £2.69 £1.345 0 6 55 56 31
ROYAL BRUNEI AIRUINES oRL s 3 o o 8 a7 o 0 1 1 % £ £ 2 3 15 9
RYANAIR CoRL 3300 738 0 244 4282 382 2 91 1870 1.985 % £66.795 £581 381 2366 10,205 8120 1
SOUTH AFRICAN AIRWAYS CoRL 1 3 o 1 2 3 o 0 1 0 100% £847 £847 1 2 s s 13
THY TURKISH AIRUNES oRL 95 50 0 38 183 263 14 15 6 35 56, 3% £20.471 £1.165 a 97 aa7 336
TUI AIRWAYS L oRL 792 2 o 31 a5 431 a3 0 5 543 612 1% £64,057 2028 168 780 2271 2127 4
VIRGIN ATIANTIC AIRWAYS LTD CoRL 81 a1 0 1 123 9 3 1 8 a3 6 31% £14.136 £744 13 75 326 268
wizz AR CoRL 1600 383 o 55 2038 797 2 141 1279 208 1.628 7% £1211750 £853 371 199 6364 6243 199)
BRISTOL ceor o 0 0 0 o 0 17 0 0 1 1 0% £ £0 17 18 0 1
BRITISH AIRWAYS PLC ceor 1.447 132 Y 660 2256 170 176 956 220 345 1521 7% £L015112 £863 an 1962 24823 2334
CATHAY PACIFIC AIRWAYS ceor 4 2 o 0 5 a 4 4 0 o a 100% £2307 £577 s 10 3 3
GATWICK ceor o 0 o 1 1 o 8 o 0 o o % 0 £0 8 s 1 o
HEATHROW ceor 0 0 2 0 2 0 3 1 2 0 3 100% £64 £215 3 38 1 4
MANCHESTER ceor o 0 1 2 3 0 5 0 5 1 5 a3% €675 €135 5 15 4 7
ceor 16 3 0 2 2 60, 2 1 a s 2! 75% £8.489 £566 a 2 15 16
STANSTED ceor o 0 1 2 3 o 3 o 2 o 2 100% £250 £125 3 5 3 2
Total coRL 7332 1766 o as2 9550 148 521 1724 4395 6640 3% £1811500 £807 1224 7864 27,904 25,747 258
Total CEDR 1.467 137 21 667 2.292| 252 972 233 35 1.557 7% £1.027.478 £853 503 2.059 2.850| 2367 0
AEGEAN AIRUNES PACT 5 2 o 0 7 &2, 0 a 0 a 100% 1 s 21 19
AER LINGUS PACT a8 2 2 o s2 57 4 1 14 28, s0% s 3 17, 9
AEROFLOT PACT 1 0 0 0 1 0 0 0 o o % o 3 1 o
AEROITALIA PACT 7 1 o 0 8 5610 0 0 o o % o o 8 o
AEROMEXICO PA 2 0 0 0 2 52 0 0 0 0 0% 0 o 7 5
AIR ALBANIA PACT 3 0 o 0 3 1600 0 1 o 1 100% o 1 2 o
AIR ALGERIE PACT 1 0 0 0 1 75, 0 2 0 2 100% o 2 3 4
AIR DOLOMITI PACT o 0 o o o 0 0 1 o 1 100% o 1 o 1
AIR EUROPA PACT 3 2 o 0 s 7 0 1 0 1 100% o 2 7 14
AIRINDIA PACT s 3 o 0 5 19 1 3 10 10] 0% 4 14 1 2
AIR MAURITIUS LT PACT 1 1 0 0 2 66 0 0 0 o o% I3 0 2 0
MOLDOVA INTERNATIONAL PACT 1 3 o 3 1 7 0 0 2 2 0% o 2 1 2
AIR NEW ZEALAND LTD PACT 1 0 0 0 1 0 0 0 1 1 o% 0 1 2 2
AIR NIUGINI PACT o 0 o 3 o 3 0 0 1 1 0% I3 1 3 1
AIR PORTUGAL PACT o 0 o 0 0 0 1 0 0 o o% 1 1 0 0
AR SERBIA PACT o 3 o 13 o 0 0 1 1 2 s0% 3 2 0 2
AIRTRANSAT PACT 2 1 0 0 3 37 0 1 2 3 33% 1 4 10 1
ALBASTAR PACT 19 3 o 0 19 55,072, 0 4 o 4 100% 3 4 16 1
ALLNIPPON AIRWAYS PACT 1 0 0 0 1 35, 0 0 1 1 0% o 1 4 4
AMERICAN AIRLINES. PACT 8 0 o 3 8 10 2 4 3 7 s7% 5 12 21 23
AVIANCA COLOMBIA PACT 7 0 0 0 7 162 0 0 10 10, o% 1 1 27, 31
BALKAN AIRLINES PACT o 1 o 3 1 3 0 0 3 o 0% 3 o 1 o
BH Al PACT 2 0 0 0 2 0 0 0 1 1 o% o 1 s 4
BIMAN BANGLADESH AIRLINES PACT 1 3 o 13 1 16 0 0 1 1 0% o 1 2 2
BLUE AR PACT 8 0 0 0 8 0 0 3 10 1 23% o 13 26, 30
BLUE ISLANDS LIMITED. PACT 1 0 o 0 1 1 0 1 3 1 100% o 1 4 4
BRITISH AIRWAYS PLC PACT o 0 0 0 0 0 3 0 0 o % 4 4 1 1
BRUSSELS AIRLINES PACT 1 0 o 3 1 7 0 0 o o 0% o 0 2 1
BULGARIA AIR PACT o 0 0 0 0 0 0 0 2 2 0% 1 3 0 3
CHINA SOUTHERN PACT o 3 o 3 0 0 0 2 3 2 100% 3 2 1 3
CONDOR PACT 0 1 0 0 1 0 0 0 0 o % o 0 1 0
COPA AIRUNES PACT o 1 o 13 1 3 0 0 o o 0% o 0 1 o
CORENDON AIRUINES PACT 2 0 0 0 2 1168 0 2 s 27, 81% o 2z 39, a
CROATIA AIRUINES PACT 1 3 o 0 1 108 0 3 0 o 0% o o 1 o
EASTERN AIRWAYS PACT o 0 0 0 0 0 1 0 1 100% o 1 B 6
EASVIET UK LTD PACT o 3 o 3 o 0 2 0 0 o 0% 2 2 0 o
EMERALD AIRLINES PACT 59 1 o 0 60, 2744 0 s 0 s 100% 0 s 66, 6
EMIRATES PACT 1 1 1 3 14, 1 7 4 7 1 36% 21 32 38, 51
ENTER AIR PACT 2 1 o 0 P 110 0 s1 1 52 o8% o 52 16 a8
ETHIOPIAN AIRLINES PACT o 1 o 13 1 13 1 0 1 1 0% 2 3 5 6
ETIHAD AIRWAYS PACT s 2 0 0 7 2 1 1 1 2 s0% 3 s 2 2
EVAAIR PACT 1 3 o 0 1 13 0 0 3 o 0% o 0 1 o
FINNAIR PACT 1 0 o 0 1 7 0 0 2 2 o% 1 3 7 9
FLYBELTD PACT o 3 o 0 o 0 14 0 3 o 0% 2! 2 0 2
FLYDUBAI PACT o 0 o 0 0 0 1 0 0 0 0% 1 1 1 1
FREEBIRD AIRLINES PACT o 3 o 3 0 0 1 3 o 3 100% 1 4 3 6
GULF AIR PACT 2 s o 0 3 21 0 0 7 7 o% 2 9 53 2
HAHN AIR PACT o 3 o 3 o 0 0 0 o o 0% 1 1 3 2
IBERIA PACT 19 3 o 0 2 9%, 1 9 2 1 82% 2 13 4, 2
ICELANDAIR PACT 1 0 o 3 1 s 0 0 1 1 0% 3 1 1 1
ISLES OF SCILLY SKYBUS PACT o 0 o 0 o 0 0 0 1 1 0% o 1 o 1
ITA AIRWAYS PACT 2 3 o 0 2 20 1 4 1 s 80% 1 6 7 10
JAPAN AIRLINES PACT 1 0 o 0 1 21 0 0 0 0 0% 1 1 4 3
JET2.COM PACT 179 3 4 3 186 & 8 247 a3 2% 8% 52 342 340 486
JETSTAR PACT o 0 o 0 o 0 0 3 o o 0% 1 1 o 1
KENYA AIRWAYS PACT 4 3 1 3 5 % 1 1 1 2 s0% 3 5 1 10
KUWAIT AIRWAYS PACT 1 1 o 0 2 2 0 0 0 o 0% o 0 6 4
LATAM AIRLINES BRASIL PACT s 1 o 3 5 84 1 2 o 2 100% 1 3 5 s
LOGANAIR LTD PACT 2 2 o 0 2 68 1 s 7 2 % 1 1 50, 37
LOT-POLISH AIRLINES PACT 3 3 o 0 3 46 0 0 0 o 0% o o 12 9
LUFTHANSA PACT o 0 o 0 o 0 0 0 2 2 0% 1 3 3 6
LKA PACT 1 3 o 3 1 2 0 1 3 1 100% 3 1 I3 o
MALAYSIAN AIRLINES SYSTEM-MAS PACT 2 1 o 0 3 B 1 1 0 1 100% 4 s s 7
NORSE ATLANTIC PACT o 3 o 3 o 0 0 0 1 1 0% o 1 1 2
NORWEGIAN AIR INTERNATIONAL PACT o 0 o 0 0 0 0 1 0 1 100% o 1 o 1
NORWEGIAN AIR SHUTTLE PACT 10 2 o 3 1 0 2 8 5 13 62% 4 7 » 35
NOUVEL AIR TUNISIE PACT 1 0 o 0 1 148 0 0 1 1 o% o 1 4 4
PAKISTAN INTL AIRLINES PACT 1 1 o 0 2 3 0 0 3 3 0% o 3 5 6
PEGASUS AIRLINES PACT s 1 o 0 5 2 0 2 2 4 s0% 0 4 12 10
PHILIPPINE AIRUINES PACT o 3 o 3 o 0 1 1 3 1 100% 1 2 3 1
aaNTAS PACT 7 1 o 0 8 53 0 1 0 1 100% 3 14 13 19
QATAR AIRWAYS PACT s s o 3 102 161, 7 % 6 8, 93% 15 % 217 20
ROYAL AIR MAROC PACT 3 3 o 0 s 116, 1 0 s s o% 1 6 12 10
ROYAL JORDANIAN PACT o 1 o 3 1 2 1 0 o o 0% 1 1 3 1
RWANDAIR PACT 6 1 o 0 7 500 1 0 0 o o% 1 1 7 o
NAIR PACT o 3 o 0 o 0 0 0 o o 0% 1 1 0 2
SAUDI ARABIAN AIRLUINES PACT 9 3 o 0 1 75 2 8 1 9 89% 2 1 29, 2
scoot PACT o 3 o 3 3 0 1 6 3 6 100% 1 7 5 13
SINGAPORE AIRLINES PACT 9 3 o 0 b a7 1 s 1 s 83% 1 7 13 7
SKY EXPRESS SA PACT 1 3 o 3 1 4 0 0 1 1 0% I3 1 3 6
SPICEIET PACT o 0 o o o o 0 0 o o 0% 1 1 o 1
SRILANKAN AIRLINES PACT 6 1 o 0 7 115 1 2 0 2 100% 1 3 16 1
SUN EXPRESS DEUTSCHLAND PACT 3 0 o o 3 o 0 s 2 7 7% o 7 1 15
TAROM PACT 1 3 o 0 1 61 0 0 0 o 0% o 0 3 2
THAI AIRWAYS INTERNATIONAL PACT 2 0 o 0 2 28 2 2 6 8 25% 4 1 46, 3
THOMAS COOK AIRUINES LTD PACT o 3 o 3 o 3 1 0 3 0 0% 1 1 I3 o
THY TURKISH AIRLINES PACT o 0 o 0 o 0 1 0 o o o% 1 1 o o
TUI AIRWAYS LTD PACT o 3 o 3 0 0 1 0 1 1 o% 1 2 0 1
TUNISAIR PACT 2 0 o o 2 217 1 0 o o 0% 1 1 4 2
UNITED AIRLINE: PACT 6 0 o 0 5 10 3 5 0 9 100% a 13 28, Y
VIETNAM AIRLINES PACT o 1 o o 1 0 0 1 o d 100% o 1 1 1
VIRGIN ATLANTIC AIRWAYS LTD PACT o 3 o 0 0 0 1 0 0 o 0% 2 2 0 1
VISTARA PACT 2 1 o 0 3 59 0 0 0 0 0% 3 0 3 o
VUELING AIRUNES PACT 51 6 o 3 57, o1 2 64 14 78; 82% 2 50 132 152
WEST JET AIRUINES PACT 8 1 o 0 9 118 2 1 6 18] 7% s 2 2, 36
WIDEROE FLYVESELSKAP A/S PACT 1 3 o 3 1 3 0 3 0 o 0% 1 1 1 1
wizz AR PACT o 0 o o o o 1 0 1 i o% 2 3 o 2
ARKIA PACT o 3 o 0 0 0 0 0 o o o% 0 0 1 1
AUSTRIAN AIRUINES PACT o 0 o o o 0 0 0 o o o% o 0 1 1
AZERBAIIAN AIRLINES (AZAL) PACT o 3 o 0 0 0 0 0 0 o o% o 0 1 1
EDELWEISS AIR PACT o 0 o 0 o 0 0 0 0 0 o% 0 0 1 1
FLYONE PACT o 3 o 3 0 0 0 0 0 o o% 0 0 1 1
INDIGO AIRUINES PACT o 0 o 0 o 0 0 0 o o o% o 0 1 1
IPS AIRWAYS PACT o 0 o 0 0, 0 0 o 0 0 0% 0: o 3 3
JETBLUE PACT o 0 o 1 1 0 0 0 0 o o% o 0 6 s
KOREAN AIR PACT o 3 o 3 0 0 0 0 0 0 o% 0 0 2 2
MIDDLE EAST AIRLINES (AIR LIBAN S A L) PACT o 0 o 3 0 o 0 0 o o o% o 0 3 3
OLYMPIC AIRWAYS PACT o 3 o 0 0 0 0 0 0 o o% o 0 1 1
TAAG - LINHAS AEREAS DE ANGOLA AIRUINES  PACT o 0 o 0 o 0 0 0 0 0 o% 0 0 1 1
UKRAINE INTERNATIONAL AIRLINES PACT o 3 o 3 0 0 0 0 o 3 o% I3 0 2 2
Total PACT 768 68 s 1 845! - 85| o o2 197 819 6% 207 1026| 717/ 1800 o
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