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Complaints Received in Period Complaints Resolved in Period Ongoing cases
Noremedy
Remedy  awarded-
ADR Complaints Remedy  awarded-  Adjuducated Overdue
entity |complaints  Complaints  Complaints  received Complaints {Total cases |awarded-  Adjudicated in in favour of Uphold rate Cases payments at
name/ |receivedReg received receivedReg awaiting  |Totalcases lpermillion jopened& [Settiedby favourof airline/airpor !Total cases lfor Average  lrejectedor Totalcases |theeNDof  IsTaRTof  lthe endofthe
e / A PACT |261 ‘others’ 1107 isati rejected | airline passenger__t adjudicated _jconsumers award inued_jclosed Period Period Period
AR ASTANA CoRL o o o T T o 2 o 0 o 0 0% E EH ! 1 3 )
AIRBALTIC CoRL 3 o o o 3 7 0 2 1 3 6 50% 2722 £907 5 1 18! 2
AIR CANADA coRL 36 6 o 8 50, 106 3 2 1 15 3 61%  £21033 €914, 70, 108 192 216
AIR CHINA CoRL o o o o 0. o 0 o 0 o 0 0% £0 £0 3 3 10, 13
AIR FRANCE / KM coRL a2 75 o 13 540 378 149 7 152 226 as1 50%  £200.789 €892 203 694 1548 1553 18]
AR INDIA CoRL o o o o o o 0 o 3 o 0 0% ) 0 0 o 17 17
AR MAURITIUS LTD coRL o o o o 0! o 0 o 0 o 0 % 0 £ o 0 1 1
AIR PORTUGAL CoRL 59 8 o 4 7n 299 1 18 52 50 120 s8%  £71529 £1.022 2 145 435 91 1
ASIANA AIRUINES coRL o o o o o o 3 o 1 1 2 0% £1.468 £1468 6 8 1 6
DELTA AIRLINES CoRL 18 2 o 3 2 9 10 8 1 1 35 69%  £24.19 £1,008 2 60 o1 118 2
EAST MIDLANDS INTERNATIONAL coRL o o o o o, o 2 o 0 o 0 0% ) £ 2 1 1
EASVIET CoRL 750 14 o 39 903 8 114 139 153 1831 2123, 1% £235704 €808 355 2478 5019 6430
EGYPTAIR coRL 9 2 o a 15 110 2 o s 1 19 26% £7.197 £1.439 3 52 a8 73 7
EMIRATES CoRL o o o o o o 0 o 0 o 0 0% ) 0 0 o 3 62
i coRL o o o o 0! o 0 o 0 o 0 o% ) €0 0 o 339 339
GARUDA INDONESIA CoRL o o o o 0| o 1 o 0 o 0 0% 0 £0 1 1 2 2
LonboN CITY CoRL o o o a 4 o 3 o 0 o 0 o% ) €0 7 7 4 4
NORWEGIAN AIR UK LTD CoRL o o o o o o 0 o 0 o 0 0% £0 £0 0 o 853 853
OMAN AR CoRL o 0 o o o, o 0 o 1 1 2 50% €823 823 0 2 25 27 14
ROYAL BRUNEI AIRLINES CoRL o o o 1 1 o 2 o 1 2 3 33% £365 £365 2 5 B 7
RYANAIR coRL 2.160 597 o s 2802 237 366, 350 789 3.077 4.220 27% 9825803 £860 921 5101 10.736 12709 3
SOUTH AFRICAN AIRWAYS CoRL o o 1 3 0 2 3 7
THY TURKISH AIRLINES coRL 8 18 o 2 128 178 167 2 16 51 93 4% £50950 £1.213 262 355 330! 39 2
TUI AIRWAYS LTD CoRL 200 2 o 5 269] 135 2 55 60 553 668| 7% £108610 €944 145 813 2063 2575
VIRGIN ATLANTIC AIRWAYS LTD coRL 59 37 o 7 103 75 12 2 1 8 100 16% 2587 £1593 20 120 2 276
wizz AR CoRL 1477 264 o 55 1796 642 59| 703 a5 785 1913 so%  £1.282.077 £1137 oas! 2901 5333 5848
BRISTOL ceDR o o o o o, o 15 o 0 1 1 0% ) B 15 16 3 1
BRITISH AIRWAYS PLC ceor 1747 128 31 584 2490 176 30| 1632 196 290 218 86%  £1461483 799 601 2719 2613 2512
CATHAY PACIFIC AIRWAYS ceor 7 o o o 7 29 2 3 3 o 6 100% £3.293 €509 3 s 4 a
GATWICK ceor o o o o o o 15 o 0 o 0 0% 0 0 16 16 0 o
HEATHROW ceDR 2 o o 2 4! o 29 o 0 3 3 o% €0 € 2 35 5 7
MANCHESTER ceor 2 o 1 o 3 o 2 o 1 1 2 50% £200 £200 2 4 3 2
shs ceor 10 1 o 1 12 27 4 8 7 o 15 100% £9.076 £605. 4 19 4 7
STANSTED ceor o o o o o o 3 o 0 o 0 0% 0 0 3 3 0 o
Total coRL 5347 1147 o 215 6709, 1517 1392 1697 6705 9794, 32%  £3015837 £976 3120, 12918 27,409 32101 21
Total cEDR 1768 129 32 587 2516 01 1643 207 295 2145 86%  £1474.052 797 676 2821 2629 2533 o
AEGEAN AIRUNES PACT 1 1 o 2 15 0 5 o s 100% 0 4 7
AER LINGUS PACT 21 1 o 2 2 0 53 23 7 70% 0 7% 27 8
AEROFLOT PACT o o o o o 0 0 1 1 o% 0 1 2 3
AEROMEXICO PACT 1 o o 1 23 0 1 1 2 50% 0 2 1 2
AIR ALBANIA PACT o o o o, o 0 1 o 1 100% 0 1 0 1
AIR ALGERIE PACT 2 o o 2 o7 0 1 o 1 100% 0 1 3 2
AIR ARABIA MAROC PACT o o o of o 0 0 3 3 o% 0 3 1 a
AIR CHINA PACT s 2 o 7 66 0 0 1 1 0% 0 1 9 3
AIR DOLOMITI PACT 1 o o 1 3.980 0 1 o 1 100% o 1 o o
AIR EUROPA PACT 1 1 o 2 3 1 1 2 3 33% 1 4 3 4
AR INDIA PACT 17 o o 17 53 3 6 2 g 75% 3 1 19 10
AIRMAURITIUS LTD PACT 3 3 o 3 7 0 1 1 2 0% o 2 3 2
AIR MOLDOVA INTERNATIONAL PACT o o o o, o 0 0 2 2 o% 0 2 1 3
AIR SERBIA PACT o 1 o 1 4 0 1 3 1 100% 3 1 1 1
AIR TRANSAT PACT 1 o o 1 13 0 0 3 3 o% 0 3 4 6
ALBASTAR PACT 8 3 o 8 3.4%0 0 3 2 23 13% o 23 9 2
ALLNIPPON AIRWAYS PACT 1 o o 1 30 0 0 o 3 o% 0 o 1 o
AMERICAN AIRLINES PACT 6 2 o 8 9 2 1 2 13 85% 3 19 9 18
AURIGNY AIR SERVICES PACT 2 o o 2 15 0 1 6 7 14% 0 7 3 s
AUSTRIAN AIRLINES PACT 1 3 o 1 8 0 0 1 1 % o 1 1 1
AVIANCA COLOMEBIA PACT a o o 4 9 0 0 4 4 o% 0 4 3 3
AZERBAUAN AIRLINES (AZAL) PACT o 3 o o o 0 0 1 1 % 3 1 o 1
BADR AIRLINES PACT 1 o o 1 o 0 0 1 1 o% 0 1 1 1
BAMBOO AIRWAYS PACT 6 3 o 3 4435 1 0 1 1 % 1 2 7 2
BH Al PACT 2 o o 2 o 0 0 o 0 o% 0 o 3 1
BIMAN BANGLADESH AIRUINES PACT s 3 o s 107 0 0 6 5 0% o 6 4 s
BLUE ISLANDS LIMITED PACT 1 o o 1 12 0 1 o 1 100% 0 1 2 2
BRITISH AIRWAYS PLC PACT o 3 o o 3 0 0 3 o % 1 1 o 1
BRUSSELS AIRLINES PACT o 1 o 1 7 0 0 o 0 o% 0 0 1 o
BULGARIA AIR PACT o 1 o 1 138 0 0 3 3 % o o 1 o
CHINA EASTERN AIRLINES PACT o 1 o 1 11, 0 0 o 0 o% 0 o 2 1
CHINA SOUTHERN PACT 2 1 o 3 35 0 0 1 1 % 3 1 2 o
CORENDON AIRLINES PACT 21 o o 21 535 0 2 2 26 92% 0 2 20 2
AR PACT 1 3 o 1 478 0 o 2 2 0% o 2 2
EASTERN AIRWAYS PACT 3 o o 3 7 0 2 3 5 0% 0 5 4
EDELWEISS AIR PACT 1 3 o 1 7 0 1 1 2 0% o 2 2 3
PACT 9 o o 9 o1 0 1 0 1 100% 0 1 10, 2
EMERALD AIRUINES PACT 8 3 o 8 619 0 o1 14 105, 87% o 105 54 7
EMIRATES PACT 13 6 o 19 14, 2 s 23 28 18% 4 32 18, 2
ENTER AIR PACT 3 3 o 3 211 0 3 3 3 100% o 6 2 2
ETHIOPIAN AIRLINES PACT 2 6 o 8 2 0 0 10 10 o% 0 10 1 1
ETIHAD AIRWAYS, PACT 1 3 1 s 15 1 4 7 1 36% 1 1 3 1
FINNAIR PACT 1 1 o 2 13 1 1 2 3 33% 1 4 2 3
FLYADEAL PACT 2 2 o E 3 0 % 4 30! 87% 1 31 39! 38
FLYDUBA! PACT 1 o o 1 o 0 3 o 0 o% 0 0 1 o
FLYONE PACT 2 1 o 3 110 0 0 8 8 % 1 s 4 10
FREEBIRD AIRLINES PACT o o o of o 0 0 1 1 o% 0 1 1 2
£ AR PACT n 2 o 13 101 1 1 10 1 9% 1 2 2 2
HAINAN AIRLINES PACT o 1 o 1 6 0 0 o 0 o% 0 o 3 2
I PACT 1 3 o 1 55 0 0 o o % o o 3 2
BERI PACT 1 o o 1 4 1 1 5 19 4% 1 20 10, 18
IBERIA EXPRESS PACT o 3 o o 3 1 0 3 o % 1 1 o o
ICELANDAIR PACT 1 o o 1 s 0 4 4 o% 0 4 0 3
ITA AIRWAYS PACT 1 2 o 13 154 0 23 5 28; 82% o 28 5 20
JET2.COMLTD PACT 27 1 1 29 8 8 17 92 109 16% 16| 125 10, 101
PACT o 3 o o 0 0 2 3 s 0% 3 5 o B
KENYA AIRWAYS PACT 1 1 o 12 179 0 3 3 6 50% 0 6 18, 12
KOREAN AIR PACT o 1 o 1 2 0 0 o o % o 0 3 o
KUWAIT ARWAYS PACT 4 o o 4 B 0 10 1 1 91% 0 1 5 12
LATAM AIRLINES BRASIL PACT 8 3 o 8 12 0 s 0 s 100% 3 5 6 3
LOGANAIR LTD PACT 12 o o 12 34 0 7 2 e 2% 1 33 16, 37
LOT-POLISH AIRUNES PACT 3 3 o 3 7 1 2 6 3 25% 1 s 7 10
LuFT PACT 3 o o 3 3 0 2 o 2 100% 0 2 4 3
u PACT 2 3 o 2 @ 0 0 3 3 % 3 o 2 o
MALAYSIAN AIRLINES SYSTEM-MAS PACT 1 o o 1 1 0 2 1 3 7% 0 3 1 3
MALETH AERO PACT 17 3 o 117, 3 0 0 o 0 % o 0 17 0
NORSE ATLANTIC PACT 38 3 o a o 0 Y 4 36 89% 0 36 31 2
NORWEGIAN AIR SHUTTLE PACT B 2 o 27! 121 3 2 7 36! 81% 4 0 6 16
NOUVEL AIR TUNISIE PACT 5 o o s 604 0 3 H 8 o% 0 10, 13
PAKISTAN INTL AIRLINES PACT o 3 o o o 0 0 1 1 % o 1 I3 1
PEGASUS AIRLINES PACT 1 3 o 14 54 0 10 7 1 59% 0 17 8 12
2 PACT 1 2 o 3 75 0 1 1 2 0% 1 3 4 4
PACT 2 0 o 2 17 0 2 o 2 100% 0 2 1 1
QATAR AIRWAYS PACT 23 4 o 27, 3 7 3 30 & 5% 13 7% 5 95
ROYAL AIR MAROC PACT 9 7 o 16 283 0 3 1 14 o% 3 1 19, 17
ROYALJORDANIAN PACT 1 o o 1 2 0 0 o o % o o 1 o
AW PACT o o o o, o 1 2 1 3 7% 1 4 2 5
RYANAIR PACT o 1 1 2 0 0 0 3 0 % 3 0 2 o
SAUDI ARABIAN AIRLINES PACT 20 12 o 32 120 0 2% 4 30 87% 1 31 39 38
scoot PACT 2 3 o 2 o 0 s o s 100% 3 s 1 a
SHENZHEN AIRLINES PACT o 1 o 1 53 0 0 o 0 o% 0 o 1 o
SINGAPORE AIRLINES PACT 1 3 o 1 4 0 2 6 8 25% 1 s 2 s
SKY EXPRESS SA PACT o 1 o 1 E 0 1 o i 100% 0 1 1 1
SRILANKAN AIRLINES PACT s o o s 87 1 1 8 9 1% 3 12 13 19
SUN EXPRESS DEUTSCHLAND PACT o o o o, o 0 3 3 6 50% 3 s 2 1
SWISS AIRLINE PACT 2 o o 2 B 0 2 1 3 7% 0 3 3 1
PACT o o o of o 0 0 1 1 0% 0 1 0 1
THAI AIRWAYS INTERNATIONAL PACT 1 o o 1 11 0 3 1 4 75% 0 a 3 6
THY TURKISH AIRLINES PACT o o o o! o 1 0 o 0 0% 1 1 0 o
TUNISAIR PACT 4 o o 4 297 0 4 o 4 100% 0 4 5 s
UNITED AIRUINES PACT 20 1 o 21 35 0 6 1 17 35% 1 18 30 27
VIETNAM AIRUNES PACT 1 o 0 0 1 1 50% 0 2 2 2
VISTARA PACT 1 1 o 2 2 0 1 3 4 25% 0 4 8 10
VUELING AIRUNES PACT 30 4 o 3 6 3 7 27 106, 75% 6 112 2 89
WEST JET AIRUINES PACT 2 o o 2 2 0 8 2 10 80% 0 10 2 10
WIDEROE FLYVESELSKAP A/S PACT o o o o o 0 0 1 1 0% 0 1 3 1
AIR FRANCE / KLM PACT o 3 o 0 3 0 0 3 o 0% 0 2 2
AR MALTA PACT o o o 0| o 0 0 o 0 0% 0 1 1
HAHN AIR PACT o o o o o 0 0 o 0 0% 0 1 1
INDIGO AIRUINES PACT o o o o o 0 0 o 0 0% 0 1 1
JAPAN AIRLINES PACT o o o o, o 0 0 o 0 0% 0 1 1
TITAN AIRWAYS LTD PACT o o o 0. o 0 0 o 0 0% 0 1 1
Total PACT 685 2 3 o 780, 39) o 587 456 1003 6% 76 1119 797 1107




