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Complaints Received in Period ‘Complaints Resolved in Period Ongoing cases
Remedy No remedy
AoR Complaints Remedy  awarded-  awarded- Overdue
entity Complaints ~ Complaints ~ Complaints  received Complaints ITotal cases  [awarded - Adjudicated in Adjuducated d, payments at
name/ |receivedReg received  receivedReg awaiting  [Totalcases [permillion jopened & |Settiedby favo infavour of  {Total cases  [Uphold rate Average jor Totalcases  |the ENDof  [STARTof  jthe end of the
Airline / Airport Name PACT _ |261 ‘others’ 11¢ pax rejected passenger judi Total awarded award closed Period Period Period
AR ASTANA Rl [ 0 [ T T g 0 Q 0 0 0% E £l m e 3 )
AIR BALTIC CoRL 3 0 0 0 3 7, 1 1 3 s a0% £2.535 £1.268 6 1 19 27,
AIR CANADA oL 3 6 o 8 50! 106 0 1 15 2 a% £9.032 £821. 70 96, w7 219
AR CHINA CoRL o 0 0 0 o 0 0 o 0 o o% 0 €0 3 3 10 13
AIR FRANCE / KLM CDRL 452 75 o 13, 540 378 10 152 227 389 2% £165,978 £1,025] 244 633 1814 1758 18
AIR INDIA CoRL E E 0 4 - E o - - J o 0 17 17
AIR MAURITIUS LT oL - - - - o : - - - - o - - 4 o 0 1 1
AIR PORTUGAL CoRL 59 s 0 4 n 2% 18 0 52 50, 102 s1% £59347 £1101 2 127, 496 534 1
ASIANA AIRLINES oL o 0 o o 0 o 3 0 1 1 2 50% £1.468 £1.468 6 8 1 6
DELTA AIRUINES CoRL 18 2 o 3 2 4o 10 0 16 1 2 S9%  £161%0 £1.012 2 52 105 124, 2
EAST MIDLANDS INTERNATIONAL oL o 0 o o o o 2 0 o 3 o % £0 2 2 1 1
EASVIET CoRL 750 114 0 39 03 82, 114 14 153 1838 2005 8% £170.025 £1.018 360 2365, 5732 7078
EGYPTAIR oL 9 2 o 4 15 110 1 0 s 14 19 26% £7.197 £1439 3 52 a7 7, 7
EMIRATES CoRL - - 0 3 - - 0 - - J o 0 62 &
FLYBELTD coRL - - - - o ] § - - - o - - y o 0 a3 as3
GARUDA INDONESIA CoRL o 0 0 3 0 0 1 0 0 3 0 % €0 €0, 1 1 2 2
LONDON CITY oL o 0 o 4 4 o 3 0 o o o o% 0 £0. 7 7 4 4
NORWEGIAN AIR UK LTD CoRL - k 0 g - - 0 - E g o 0 855 855
OMAN AIR oL o 0 o 3 0 0 o 0 1 1 2 s0% 823 £823. o 2 25 27 14
ROYAL BRUNEI AIRUINES CoRL 0 0 o 1 1 0 2 0 1 2 3 3% £365 £365! 2 5 s 7
RYANAIR oL 2160 s97 o a5, 2502 237 366 122 791 3088, 021 2% 877195 £940, 930, as51] 11661 13439 13
SOUTH AFRICAN AIRWAYS CoRL 0 0 0 o o 0 o 3 o 1 1 o% 0 €0 3 1 2 3 7
THY TURKISH AIRLINES oL 8 18 o 26 128 178 167 2 16 52 50 3% £33408 £1193 23 313 409 as8 2
TUI AIRWAYS LTD CoRL 210 2 0 B 29 135 b 10 61 554 625 n%  £0477 £993. 145 770 2150 2623
VIRGIN ATLANTIC AIRWAYS LTD coRL 59 37 o 7 103 75, 1 0 14 85, 29 u%  £22552 1611 20 119 287 291
wWizz AR CoRL 1477 264 0 55, 1796| 642 530 38 azs 787 1250] 7% 467568 £1.010 991 2241 7689 7543,
BRISTOL ceor o 0 o o o o 15 0 o 1 1 o% 0 £0 15 16 o 1
BRITISH AIRWAYS PLC ceor 1747 128 31 584 240! 176 330 1632 1% 2% 218! 8%  £1461483 €799 601 2719/ 2613 512
CATHAY PACIFIC AIRWAYS ceor 7 0 o 0 7 2 2 3 3 0 6 100% £2.203 £549, 3 9 4 4
GATWICK ceor 0 0 o I3 0 0 16 0 o I3 0 % E €0 16 16 o o
HEATHROW ceor 2 0 o 2 4 0 2 0 o 3 3 o% 0 £0 2 33, s 7
MANCHESTER ceor 2 0 1 3 3 0 2 0 1 1 2 50% £200 £200 2 4 3 2
ceor 10 1 o 1 1 2. 4 8 7 o 15 100% £9.076 £605! 4 19 4 7
STANSTED ceor o 0 o 0 0 0 3 0 ] 0 0 % ) €0, 3 3 o o
Total coRt 5307 1147 215 6709 1517 227 1.700 6729 865 2% £1504.160 £ss! 304 11800 32.081 35,608 6
Total ceor 1.768 129 3 587 2516 401 1643 207 205 2145 8% £147052 £797, 676 2821 2629 2533 -
AEGEAN AIRUINES pact 1 1 o 2 15! o s o s 100% o 5 4 7
AER LNGUS PACT 2 1 o 2 2 o 53 2 7 70% o 7%, 27 81
AEROFLOT pACT o 0 o o o o o 1 1 o% o 1 2 3
AEROMEXICO PACT 1 0 0 1 2 0 1 1 2 50% o 2 1 2
AIR ALBANIA pACT o 0 o o 0 o 1 3 1 100% o 1 o 1
AIR ALGERIE PACT 2 0 0 2 97, 0 1 0 1 100% o 1 3 2
AIR ARABIA MAROC pACT o 0 o 0 o o o 3 3 o% o 3 1 4
AR CHIN PACT s 2 o 7 66 0 0 1 1 o% o 1 9 3
AIR DOLOMITI pACT 1 0 o 1 3084 o 1 o 1 100% o 1] o 0
AIR EUROPA PACT 1 1 0 2 34, 1 1 2 3 3% 1 4 3 4
AR INDIA pACT 1 0 o 17 53, 3 6 2 s 75% 3 n 19 10
AIR MAURITIUS LTD PACT 3 0 o 3 % 0 1 1 2 50% o 2 3 2
AIR MOLDOVA INTERNATIONAL pACT o 0 o 0 o o o 2 2 o% o 2 1 3
AIR SERBIA PACT 0 1 0 1 4o 0 1 0 1 100% o 1 1 1
AIR TRANSAT pACT 1 0 o 1 13 o o 3 3 o% o 3 4 6
ALBASTAR PACT 5 0 0 s 3490 0 3 2 2 13% 0 2 9 2,
ALL NIPPON AIRWAYS pACT 1 0 o 1 30, o o o o o% o 0 1 0
AMERICAN AIRUINES. PACT 6 2 o 5 9 2 1 2 13 85% 6 19 9 18
AURIGNY AIR SERVICES pACT 2 0 o 2 15! o 1 6 7 1% o 7 3 8
AUSTRIAN AIRUINES PACT 1 0 0 1 s 0 o 1 1 o% o 1 1 1
AVIANCA COLOMBIA pACT 4 0 o 4 9, o o 4 4 o% o 4 3 3
AZERBAIIAN AIRLINES (AZAL) PACT 0 0 0 0 0 0 0 1 1 o% o 1 o 1
BADR AIRLINES pACT 1 0 o 1 0 o o 1 1 o% o 1] 1 1]
BAMBOO AIRWAYS PACT 6 0 0 6 a3s, 1 0 1 1 % 1 2 7 2
BH AIR pACT 2 0 o 2 o o o 0 o o% o 0 3 1
BIMAN BANGLADESH AIRUINES PACT s 0 0 s 107 0 0 3 6 o% o 5 4 5
BLUE ISLANDS LIMITED pACT 1 0 o 1 1 o 1 o 1 100% o 1 2 2
BRITISH AIRWAYS PLC PACT o 0 o 0 0 0 o 0 0 o% 1 1 o 1
BRUSSELS AIRLINES pACT o 1 o 1 7 o o o o o% o 0 1 3
BULGARIA AIR PACT 0 1 0 1 138 0 0 0 0 o% 0 0 1 o
CHINA EASTERN AIRLINES pACT o 1 o 1 11 o o 0 o o% o 0 2 1
CHINA SOUTHERN PACT 2 1 0 3 35, 0 0 1 1 o% o 1 2 0
CORENDON AIRUINES pACT 2 0 o 2 535 o 2 2 2 2% o 26, 20 26
DAN AR PACT 1 0 0 1 a7s 0 o 2 2 0% o 2 2 3
EASTERN AIRWAYS pACT 3 0 o 3 7, o 2 3 s a0% o 5 4 6
EDELWEISS AIR PACT 1 0 o 1 7, o 1 1 2 50% o 2 2 3
fLaL pACT 9 0 o 9 a1, o 1 o 1 100% o 1 10 2
EMERALD AIRUINES PACT 52 0 o 82 619 0 o1 14 105 7% o 105, sa 78!
EMIRATES pACT 13 6 o 19 14 2 s 23, 2 18% 4 32 18 29,
ENTER AIR PACT 6 0 0 6 a1 o 6 o 6 100% o 5 2 2
ETHIOPIAN AIRLINES pACT 2 6 o s 92, o o 10 10] o% o 10 1 14
ETIHAD AIRWAYS PACT 1 3 1 s 15, 1 4 7 1 36% 1 12 6 2
FINNAIR pACT 1 1 o 2 13 1 1 2 3 33% 1 4 2 3
FLYADEAL PACT 2 12 0 2 o o 2 4 30] 7% 1 31 3 38,
FLYDUBAI pACT 1 0 o 1 0 o o o [ o% o 0 1 o
FLYONE PACT 2 1 o 3 110 o o 8 s o% 1 s 4 10
FREEBIRD AIRLINES pACT o 0 o 0 0 o o 1 1 o% o 1 1 2
GULF AIR PACT 1 2 o 13 101 1 1 10 1 % 1 2 2 2
HAINAN AIRLINES pACT o 1 o 1 63! o o o o o% o 0 3 2
HISKY PACT 1 0 0 1 55 0 0 0 0 o% o 0 3 2
IBERIA pACT 1 0 o 1 4 1 14 s 19 7% 1 2 10 18
IBERIA EXPRESS PACT o 0 0 0 0 1 o 0 0 o% 1 1 3 3
ICELANDAIR pACT 1 0 o 1 8 o o 4 4 o% o 4 o 3
A ARWAYS PACT 1 2 0 13 154 o 23 5 28 2% o 28 5 2,
JET2.COMLTD pACT 2 1 1 2 8 8 1 92, 109 16% 16 125, 10 101,
UE PACT o 0 o 0 0 0 2 3 s a0% 3 5 3 B
KENYA AIRWAYS pACT 1 1 o 1 179 o 3 3 6 s0% o 5 18 2
KOREAN AIR PACT o 1 o 1 2, o 0 I3 0 o% o 0 o 3
KUWAIT AIRWAYS pACT 4 0 o 4 33, o 10 1 1 91% o n s 2
LATAM AIRLINES BRASIL PACT 5 0 0 5 112 0 s 0 s 100% o 5 6 3
LOGANAIR LTD pACT 1 0 o 1 3, o 7 25 2 2% 1 33 16 37
LOT-POLISH AIRUINES PACT 6 0 0 6 7! 1 2 5 s 25% 1 s 7 10
LUFTHANSA pACT 3 0 o 3 3 o 2 0 2 100% o 2 4 3
LUKAR PACT 2 0 0 2 @ 0 o I3 0 o% o 0 2 o
MALAYSIAN AIRLINES SYSTEM-MAS pACT 1 0 o 1 11, o 2 1 3 7% o 3 1 3
MALETH AERO PACT 17 0 o 17 3 o 0 13 0 o% o 0 17 0
NORSE ATLANTIC pACT 38 3 o a1 o o 2 4 36 9% o 36, 31 26
NORWEGIAN AIR SHUTTLE PACT 2 2 o 2 121 3 2 7 3 81% 4 4o 6 16
NOUVEL AR TUNISIE pACT s 0 o s 604 o o 8 s o% o 8 10 13
PAKISTAN INTLAIRLINES PACT 0 0 0 0 0 0 0 1 1 o% o 1 3 1
PEGASUS AIRLINES pACT 1 3 o Pt 54, o 10 7 1 s9% o 7 8 2
PLAY PACT 1 2 o 3 75, o 1 1 2 50% 1 3 4 4
pACT 2 0 o 2 17 o 2 0 2 100% o 2 1 1
QATAR AIRWAYS PACT 2 4 0 2 34 7 3 30, 6 B 13 7%, 52 95,
ROYAL AIR MAROC pACT 9 7 o 16 283 o o 14 14/ % o 14 19 7
ROYAL JORDANIAN PACT 1 0 o 1 25, o o 0 0 o% o 0 1 3
RWANDAIR pACT o 0 o o 0 1 2 1 3 7% 1 4 2 s
RYANAIR PACT 0 1 1 2 0 o 0 o 0 o% o 0 2 o
SAUDI ARABIAN AIRLINES pACT 20 2 o 2 120 o 2 4 30] 7% 1 31 39 38,
scoot PACT 2 3 0 2 0 0 s o s 100% o 5 1 4
SHENZHEN AIRLINES pACT o 1 o 1 53| o o 0 o o% o 0 1 0
SINGAPORE AIRLINES PACT 1 0 o 1 4 o 2 3 s 25% 1 s 2 5
SKY EXPRESS SA pACT o 1 o 1 33, o 1 o 1 100% o 1 1 1
SRILANKAN AIRLINES PACT s 0 o s 87, 1 1 8 9 1% 3 2 13 19
SUN EXPRESS DEUTSCHLAND pACT o 0 o o o o 3 3 6 s0% 3 9 2 1
SWISS AIRLINES PACT 2 0 o 2 5 o 2 1 3 7% o 3 o 1
TAROM pACT o 0 o 0 o o o 1 1 o% o 1 o 1
THAI AIRWAYS INTERNATIONAL PACT 1 0 o 1 11, o 3 1 4 75% 3 4 3 3
THY TURKISH AIRLINES pACT o 0 o o 0 1 o 0 o o% 1 1 o 0
TUNISAIR PACT 4 0 0 4 257 o 4 0 4 100% o 4 5 5
UNITED AIRLINES pACT 20 1 o 2 35! o 6 n 1 35% 1 18 30 %
VIETNAM AIRLINES PACT 1 1 o 2 0 o 1 1 2 50% o 2 2 2
VISTARA pACT 1 1 o 2 25, o 1 3 4 2% o 4 8 10
VUELING AIRUNES PACT 30 4 o 3 a5, 3 7 27 106 75% 6 112 2 8
WEST JET AIRUINES pACT 2 0 o 2 28, o 8 2 10] 0% o 10 2 10
WIDEROE FLYVESELSKAP A/S PACT 0 3 o 0 3 o 0 1 o% o 1 o 1
AIR FRANCE / KLM PACT - - - o - o - 2 2
AIR MALTA PACT E 0 ] E 0 - 1 1
HAHN AIR pACT - - - o 4 § - - o - - 1 1
INDIGO AIRUINES PACT E 0 4 E 0 - 1 1
JAPAN AIRLINES pACT - - - o 1 § - E o - - 1 1
TITAN AIRWAYS LTD PACT E 0 ] - 0 - 1 1
Total PACT 685 92 3 - 780, 39 0 587 456, 1043 56% 76 1119 797 1107




