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Complaints Recelved in Period Complaints Resolved in Period Ongoing cases
Remedy Noremedy
ADR Complaints Remedy arded-  awarded- Overdue
entity [Complaints ~ Complaints ~ Complaints  received Complaints iTotalcases |awarded-  Adjudicatedin Adjuducated Cases payments at
name/ |receivedReg received  receivedReg awaiting Totalcases ipermillion jopened&  [Settiedby  favourof Infavourof iTotalcases :Upholdrate rejectedor  iTotalcases |theENDof  iSTARTof  ‘theendofthe
Airtine / Airport Name pact__[261 ‘others' 1107 pax rejected __|Airtine passenger __airline/airport :adjudicated _:for consumers Totalawarded Average award: discontinued_:closed Period Period Period
AIRASTANA CORL 2 1 0 2 5| 246, 2 o 0 o o 0% £0 £0 2 2 6! 1
ARBALTIC CORL 8 1 0 2 11 148 4 0 2 3 5. a0% £1818 £909 1 16 15 16
AIR CANADA CORL 33 7 0 1 51 74, 9| 12 3 1 2! 58% £9,386 2626 76! 102 142 184
AIR CHIN CORL 0 0 0 o of o 0 0 0 o of 0% £0 £0 of o 10 10
AIRFRANCE /KLM CORL 239 145 0 80 a4 242 51 68 68 118 254, 54% £91,384 672 279, 533 1,016, 1,035 15
AIRINDIA CORL 0 o 0 o [} o 0 o 0 o [} 0% £0 £0 0. o 17 17
AIRMAURITIUS LTD. CORL 0 0 0 o of o 0 0 0 o of 0% £0 £0 of o 1 1
RTU CORL a3 12 0 6 51! 145 8| 10 10 19 39! 51% £8.317 416 93! 132 264, a7
ASIANAAIRLINES. CORL 1 1 0 o 2 38 2 0 1 o 1 100% 2485 £485 2 3 2. 1 2
DELTAAIRLINES CORL 7 a 0 4 25| 40 19| 7 1 7 15| 53% 26,217 2777 28] a3 55| 54
EAST MIDLANDS INTERNATIONAL CORL 0 0 0 o 0! o 0 0 0 o (4 0% £0 £0 o o 1 1
EASYIE CORL 1686 239 0 69 1,994, 129 221 277 165 1016 1.458, 30%  £250459 2567 1,800, 3.258 4977 6020 53|
EGYPTAR CORL 17 17 0 16 50| 276 7| 1 5 13 19| 32% £3,752 625 2 51 74 68 9|
EMIRATES CORL 0 o 0 o o! o 0 0 0 o [} 0% 0 £0 o o 62, 62
FLYBELTD CORL 0 0 0 o 0. o 0 0 0 o 4 0% £0 £0 0. o 339, 339
GARUDA INDONESIA CORL 0 0 0 o o] o 0 0 0 o 0| 0% 0 £0 4 4| 1 5
HUMBERSIDE CORL 0 0 0 o o! 4 1 0 0 o o 0% £0 £0 1 1 o 0
LONDON CITY CORL 0 0 0 o 0. [ 12| 0 0 o 0. 0% 0 £0 17! 17 o 5
NORWEGIAN AIR UK LTD CORL 0 0 0 o 0| 0 0 0 0 o (4 0% £0 £0 0| o 853 853
OMAN AIR CORL 0 o 0 o o! o 0 1 0 o 1 100% £2.288 £2.288 2. 3 21 2 2,
ROYAL BRUNEI AIRLINES CORL 2 1 0 3 6. 190 2 0 0 1 1 0% £0 5. 6 9. 7
RYANAIR CORL 1701 495 0 91 2377 146 216 303 383 1,087 1773 3% £367.247 2535 3929 5702 5.303 8413 82|
SOUTH AFRICAN AIRWAYS CORL 0 0 0 o 0! o 0 0 0 0 (4 0% £0 o o 2! 2 3|
THY TURKISH AIRLINES CORL 121 39 0 o 252, 255, 62| 40 2 a4 105/ s8% 48,341 £792 214/ 319 413, 418 3
TUIAIRWAYS LTD. CORL 468 2 0 43 539 101 95| 145 13 579 837 3% £231481 £897 803] 1,640 1572 2578 1
VIRGIN ATLANTIC AIRWAYS LTD CORL 105 50 0 8 163! 101 1 28 13 24 65! 63% £30.314 959 120! 185 206! 307
wizz AR CORL 3013 £ 0 218 3579 1,092 699 2,101 621 376 3,008 88%  £1603,090 £589 2,287 5,385 4627 5733 7
BRISTOL CEDR 2 o 0 o 2] 1 20 0 1 2 3] 33w £100 £100 2] 23 2, 3
BRITISH AIRWAYS PLC CEDR 2,554 323 19 303 3,199 223 473 2,283 226 324 2,833 89%  £1487,192 £503 807! 3,640 2,939 2,907
CATHAY PACIFIC AIRWAYS CEDR 6 1 0 o 7 25 0 4 2 1 7! 86t £3.120 £520 1 8 1 2
GATWICK CEDR 0 1 0 1 2] o 16| 1 0 o 1 100% £300 £300 18 19 2, 3
HEATHROW CEDR 0 0 0 1 1. o a1 1 0 1 2. 508 £800 £800 33! 35 1 4
MANCHESTER CEDR 0 0 0 o o! 0 3| 0 0 o o 0% £0 £0 a 4| o 1
CEDR ° 2 0 o 1] 24 1 5 s 7 17, s0% £4.022 £402. 1 18 3 12
STANSTED CEDR 0 1 0 o 1 0 3| 0 0 o 0; 0% £0 £0 3! 3 2. 1
Total CDRL 7,536 1388 o 645 9,569 1421 2,993 1,408 3.298 7,697 57%  £2663579 2605 9,705 17.402 20,078 26,491 177,
Total CEDR 2571 328 19 305 3.223 547, 2294 234 335 2.863 88%  £1495534 £592. 887, 3,750 2953 2933 o
AEGEAN AIRLINES. PACT ° 0 0 9 59 1 3 1 4 75% 1 5 14 o
AERLINGUS PACT 27 5 1 33! 28 il 2 6 34| 82% 10 a4 52! 53
AEROLINEAS ARGENTINAS PACT 0 0 0 o o 1 0 o o 0% 1 1 o 0
AIR ARABIAMAROC PACT 0 1 0 1 95 0 0 0 (4 0% 0, o 2, 1
AIRCHINA PACT 1 o 0 1 5 1 0 6 6! 0% 1 7 3. 8
ARDOLOMITI PACT 1 0 0 1 26 0 1 0 1 100% o 1 1 1
AIREUROPA PACT 1 o 0 1 16 0 3 1 4 75% [ a 0, 3
ARINDIA PACT 20 0 0 20! 56 3| 17 30 47, 36% 4 51 23 52
AIRMAURITIUS LTD PACT 7 o 0 7! 144 1 16 2 18| 89% 1 19| 8! 19
AIRPEACE PACT 3 0 0 3, 77/ 0 0 3 3, 0% 0, 3 2, 2
AIRPORTUGAL PACT 0 o 0 o; o 1 0 o [ 0% 1 1 o o
AR SERBIA PACT 2 0 0 2! 68! 0 0 1 1 0% of 1 2! 1
AIR TRANSAT PACT 2 o 1 3] 15 1 0 1 1, 0% 1 2 5, 3
WET PACT 6 1 0 7. 58 0 0 9 9. 0% 3. 12 7 12
ALBASTAR PACT 2 o 0 2! 125 1 s o 5! 100% 1 6 8! 1
ALL NIPPON AIRWAYS PACT 0 0 0 0! o 1 0 0 0, 0% 2, 2 0, 1
AMERICAN AIRLINES. PACT 18 o 0 18! 16 4 4 10 14, 20% 8: 2 35, 37
ATLANTIC AIRWAYS. PACT 2 0 0 2| 229 0 0 o o 0% of o 2| 0
AURIGNY AIR SERVICES. PACT 6 o 0 6 35/ 2| 0 3 3, 0% 3, 6 13] 1
AVIANCA COLOMBIA PACT 0 1 0 1 21 1 0 3 3, 0% 2; 5 1 5
AZERBAIIAN AIRLINES (AZAL) PACT 1 o 0 1 2 0 0 o o 0% of o 4 3
BAMBOO AIRWAYS PACT 0 0 0 o 4 0 0 3 3 0% o 3 0 3
BEUING CAPITAL AIRLINES PACT 0 o 0 o; o 0 0 1 1, 0% o; 1 o 1
PACT 0 0 0 of 0 0 0 1 1 0% of 1 1 2
BIMAN BANGLADESH AIRLINES PACT 0 o 0 o; o 0 0 2 2. 0% o 2 o 2
BLUEAIR PACT 1 0 0 1 o 1 0 0 0. 0% 1 1 1 0
BLUE ISLANDS LIMITED. PACT 0 o 0 of o 3| 3 o 3| 100% 4 7 1 5
BRITISH AIRWAYS PLC PACT 0 0 0 0! o 2| 0 o o 0% 2! 2 o 0
BRUSSELS AIRLINES PACT 0 o 0 0. 4 1 0 o [ 0% 1 1 1 1
CHINAEASTERN AIRLINES PACT 0 0 0 0| 0 1 0 3 3| 0% 1 4 1 4
CHINASOUTHES PACT 2 o 0 2! 13 0 0 3 3 0% 1 a 2 4
CORENDON AIRLINES PACT 4 0 0 4 a1 1 8 0 8. 100% 1 9| 4 8
CROATIAAIRUINES PACT 0 o 0 0| o 0 1 o 1 100% 0| 1 1, 2
NAIR PACT 6 0 0 6 325 0 0 2 2! 0% o 2 6 2
EASTERN AIRWAYS PACT 12 o 0 12, 257, 1 12 1 13; 2% 1 14 9 10
EASVIET PACT 0 0 0 [ 0 1 0 0 [ 0% 2] 2 0, 1
PACT 4 o 0 4 28 0 4 o 4 100% 1 5 3 7
EMERALD AIRLINES PACT 6 0 0 6. 193 2| 27 8 35! 77% 5. 40 19 51
EMIRATES PACT 19 a 1 24| 15 3| 21 9 30| 70% 9| 39) 51 64
ETHIOPIAN AIRLINES PACT 4 2 0 6 55 1 1 6 7. 14% 2. 9 9 1
ETIHAD AIRWAYS. PACT 21 o 0 21 64 1 1 1 12! 92% 1 13 17 9
FASTIET ZIMBABWE PACT 0 0 0 0] o 1 0 o [ 0% 1 1 0, 0
FINNAIR PACT 3 1 0 4 20 2 1 3 4 25% 2 6 8. 8
FLYADEAL PACT 13 3 0 16! o 2| 2 6 £ 80% 3! 33 24| 39
FLYONE PACT 2 o 0 2| 70 0 0 1 1 0% 0| 1 3] 2
FREEBIRD AIRLINES PACT 0 1 0 1 12 0 0 o0 [ 0% 0. o 4 3
PACT 8 o 0 8! 60, 1 8 2 10/ 80% 2 12 13 15
HAINAN AIRLINES. PACT 6 0 0 6 69 0 0 5 5| 0% 0] 5 10 9
HISKY. PACT 0 o 0 [ o 0 0 o [ 0% 0. 1 1
IBERIA PACT 19 4 0 23/ 75 6| 16 4 20! 80% 1 31 25! 27
ICELANDAIR PACT 1 o 0 1 7 0 0 o [ 0% 0] o 2, 1
INDIGO AIRLINES PACT 0 1 0 1 o 0 0 0 [ 0% 0 o 2. 1
INTERCARIBBEAN AIRWAYS. PACT 0 o 0 o! o 1 0 o o 0% 1 1 o o
ITAARWA PACT 10 1 0 1 82 2| 7 2 9| 78% 3| 12 13 12
JET2.COMLTD PACT 62 2 0 64 9 3| 15 %8 113, 13% 8 121 132 186
JETBLUE PACT 1 0 0 1 8 0 2 0 2! 100% 1 3 2! 4
JETSTAR PACT 0 o 0 [ o 1 1 o 1 100% 1 2 0, 1
JUNEYAO AIRLINES PACT 1 0 0 1 74! 0 0 o 0! 0% 0! o 1 0
KENYAAIRWAYS PACT 12 o 0 12! 293 5| 3 1 4 75% 7! 1 17 1
KOREAN AIR PACT 1 0 0 1 17 0 0 o 0, 0% 0, o 4 3
KUWAIT AIRWAYS PACT 1 o 0 1 10 0 1 1 2. 50% 0. 2 2. 3
LATAM AIRLINES BRASIL PACT 1 1 0 2! 28 2| 1 o 1! 100% 2! 3 2! 1
LOGANAIRLTD PACT 7 o 0 7] 18 0 a 3 7] 57% 1 8 10 1
LOT-POLISH AIRLINES. PACT 1 0 0 1 10 2| 5 3 8. 63% 3. 1 2. 10
LUFTHANSA PACT 2 o 0 2! 2 1 s o 5! 100% 1 6 5! 8
LUTON PACT 0 0 0 0, 0 1 0 o [ 0% 1 1 0, 0
LUXAIR PACT 1 o 0 1 23 0 0 1 1 0% 0. 1 3. 3
MALAYSIAN AIRLINES SYSTEM-MAS PACT 7 0 0 7! 73 3| 6 5 1l 55% 3l 14] 7 1
MALETH AERO PACT 16 o 0 16/ o 0 0 106 108, 0% 0, 106 2] 116
NORSE ATLANTIC PACT 61 0 0 61 o 0 78 3 81, 96% 2. 83 50. 72
NORWEGIAN AIR SHUTTLE PACT 38 2 0 40 127 2 32 8 40 80% 2 a2 28] 28
NOUVEL AIRTUNISIE PACT 0 0 0 0! o 0 0 5 5. 0% 0, 5 2, 7
OLYMPIC AIRWAYS. PACT 0 0 0 0; o 0 0 1 1 0% 0. 1 o 1
OMAN AIR PACT 2 0 0 2| 47 2| 0 o of 0% 2| 2 4 2
PAKISTAN INTL AIRLINES PACT 1 0 0 1 o 0 0 1 1 0% 0, 1 0, 0
PEGASUS AIRLINES. PACT 7 2 0 9 23 0 2 8 29, 72% 1 30 23 a4
PLAY PACT 0 0 0 of o 0 1 o 1 100% of 1 1 2
QANTAS pACT 1 o 0 1 8 1 0 o o 0% 2. 2 2 2
QATAR AIRWAYS. PACT 63 6 1 70! 82, 14] 22 2 a8, a6% 20. 68 115 101
ROYALAIRMAROC PACT 5 2 0 7! 97/ 0 0 22 2| 0% 1 23 12 28
ROYAL JORDANIAN PACT 0 0 0 o o 3| 0 1 1 0% 3 4| 1 2
RWANDAIR PACT 3 o 0 3. 80 0 3 4 7. a3% 0. 7 2. 6
RYANAIR PACT 0 0 0 of o 4 0 o of 0% 5| 5 o 1
‘SAUDI ARABIAN AIRLINES. PACT 13 3 0 16! 48 2| 2 6 EY 80% 3l 33 2, 39
SHENZHEN AIRUINES PACT 0 0 0 0. o 0 0 1 1 0% 0. 1 [} 1
SINGAPORE AIRLINES PACT 2 0 0 2] 6 0 1 3 4 25% 1 5 3l 6
SKY EXPRESS SA PACT 3 0 0 3! EY 0 1 o 1 100% o 1 6 a
SRILANKAN AIRLINES PACT 5 2 1 8. 166 2| 3 6 9. £ 3. 12 15 18
SUN EXPRESS DEUTSCHLAND PACT 6 1 0 7 0 2 3 5 8| 38% 3| 1 21 23
SWISS AIRLINES PACT 1 0 0 1 2 0 0 1 1. 0% 3 1 2. 2
TAROM PACT 0 0 0 0, o 0 0 3 3, 0% 0. 3 1 4
THAI AIRWAYS INTERNATIONAL PACT 4 0 0 4 39 1 2 o 2] 100% 1 3 3 4
THY TURKISH AIRLINES PACT 0 0 0 0! o 0 0 o o 0% 1 1 o 1
TIANJIN AIRLINES PACT 2 0 0 2. ES 0 0 3 3. 0% 0! 3 1 2
TRANSAVIA PACT 2 0 0 2 297, 0 0 o 0] 0% 0] o 3] 1
TUIAIRWAYS LTD PACT 0 o 0 o! 0 2| 0 o o 0% 2. 2 o 0
TUNISAIR PACT 2 0 0 2 102 0 2 2 4, 50% 0! 4| 5! 7
UNITED AIRLINES PACT 6 0 0 6 7 1 6 8 14| a3% 2] 16 17 2
UZBEKISTAN AIRUINES PACT 1 0 0 1 88 0 0 0 [ 0% o o 2. 1
VIETNAM AIRLINES PACT 0 0 0 o o 0 0 1 1! 0% o 1 o 1
VISTARA PACT 1 1 0 2 37/ 0 1 9 10| 10% 0| 10 7, 15
VOLOTEA PACT 0 0 0 0! o 0 0 3 3. 0% [ 3 1 4
VUELING AIRLINES PACT 36 2 0 38/ 36/ 5| 35 21 56! 63% 7! 63 69! 8
WESTJET AIRLINES PACT 1 1 0 2] 13 1 5 1 6] 83% 1 7 8 12
wizz AR PACT 0 0 0 0 2 0 o 0. 0% 2 2 [ 0
Total PACT 628 50 B o 683 122] 0 504 509 1,013 50% 186 1,199 1,060 1461
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