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Complaints Received in Period

Complaints Resolved in Period

Ongoing cases

! ! E Remedy No remedy ! ! ! !

Complaints | 1 i Remedy awarded - awarded - 1 1 1 1 1

ADR entity|C C C i received E 3 aTotal cases - in ini 3 iCases rejected: Open cases at 10pen casesat |

name/ |receivedReg received received Reg  awaiting !Totalcases !cumplalnts !opened & Settled by favour of favour of !Totalcases !Uphold rate for !or !Totalcases the END of !START of !

Airline / Airport Name PACT 261 ‘others' 1107 categorisation | {per miltion pax Irejected Airline irli port | 1 Total awarded Average award jdiscontinued jclosed Period |Period 1
AIRASTANA CDRL 2 1 0 4 81l 19 1 2 H 4 75% £2,344 £781, 204 24 4
AIRBALTIC CDRL 13 3 0 171 4] 10 1 3 sl 12l 33% £4,075 21,060! 14! 26| 10!
AIR CANADA CDRL 127 26 0 12 165 88) 206 9 34 54 97] 44% £36,599 £851) 257} 354 209}
AIRCHINA CDRL 0 0 0 [H [H o 7 0 0 o [H 0% £0 £0} 12 12 15
AIR FRANCE/KLM CDRL 1358 402 0 o5l 1855] 321 521 38 440 831l 1309! 37% £477,563 £999] 796! 2105 15471
AIRPORTUGAL CDRL 394 71 0 15 4804 4715 114 38 342 1974 5774 66% £383,131 £1,008] 228) 805! 699
ASIANA AIRLINES CDRL 3 1 0 0 4 23! 11 0 1 21 31 33% £1,468 £1,4681 14; 17 31
DELTAAIRLINES CDRL 84 11 0 201 1151 571 64 1 46 34l 81l 58% £43,563 £9271 110l 191, 1191
EAST MIDLANDS INTERNATIONAL CDRL 1 1 0 oi 2i 1 3 0 0 ai 4i 0% £0 £oi si 10 si
EASYJET CDRL 7080 401 0 718 8199 165) 791, 142 469 58041 6415, 10% £482,765 £790; 1054 7469 4134
EGYPTAR CDRL 27 28 0 151 701 157} 69 1 15 4 59| 27% £17,168 £1,073] 109] 168 771
FLYBELTD CDRL 0 0 0 0 0 o 0 0 0 o 0 0% £0 £0% 1 1 a44:
GARUDAINDONESIA CDRL 0 0 0 1! al 0 3 0 0 of of 0% £0 sol 7 7 2 s
HUMBERSIDE CDRL 0 0 0 oj o) ol 0 0 0 oj o) 0% £0 0 3] 3 o) 3]
LONDON CITY CDRL 0 0 0 43 4 ol 10 0 0 0i [ 0% £0 £0: 10% 10 4 [
OMAN AIR CDRL 7 0 0 ol ol 44 9 8 3 6l 171 65% £8,895 2800! a1l 48 2! 38!
ROYAL BRUNEI AIRLINES CDRL 4 2 0 1 7 94 14 1 3 5] 9} 44% £2,697 £674 21 30, 5] 15
RYANAIR CDRL 13063 2077 0 5051 15645} 301} 2273 731 2217 9460} 12408} 24%  £2,327,824 £790} 3727} 16135 11853} 10142}
SOUTH AFRICAN AIRWAYS CDRL 1 0 0 ol 1l o 4 0 0 3l 3l 0% £0 <ol sl 11] 1l 71
THY TURKISH AIRLINES CDRL 291 60 0 2] 3794 151 513 30 58 183) 271 32% £89,676 £1,019] 656 927, 403} a41;
TUI AIRWAYS LTD CDRL 2191 95 0 167} 24531 202, 387, 122 199 1984; 2305¢ 14% £297,874 £9281 561 2866 22231 22531
VIRGIN ATLANTIC AIRWAYS LTD CDRL 198 93 0 3ol 321l 56] 65 21 46 2551 3221 21% £62,868 £938] 1001 422 2721 308l
WIzZZARR CDRL 6014 708 0 1217 6843} 5921 2429 243 1485 2028} 46567 37%  £1,555808 £900; 3268 7924 76847 6338
BRISTOL CEDR 2 1 0 [ 3 o] 50 0 0 3 3 0% £0 £0; 503 53 0 0
BRITISH AIRWAYS PLC CEDR 7938 696 161 2451 90401 200} 1907 6532 922 1539 8993 83%  £6,013,724 £8071 21641 11157 2613 2823
CATHAY PACIFIC AIRWAYS CEDR 22 5 1 of 284 28; 12 15 8 4 7 85% £19,518 e84l 12t 39 4 3
GATWICK CEDR 0 0 1 0 14 0 79 0 1 0 14 100% £150 £150, 804 81 0 1
HEATHROW CEDR 9 0 4 2] 15] ol 167 2 0 9] 11] 18% £870 £435] 167] 178 5] 1
MANCHESTER CEDR 6 0 2 [H 81 ol 17, 0 3 4 74 43% £476 £159: 194 26 3 4
SAS CEDR 48 11 3 1 63l asl 19 54 12 6l 72! 92% £39,452 s508! 21! 93 4 15!
STANSTED CEDR 0 0 0 o o o] 12 1 0 [ 13 100% £150 £150 143 15 o 3]
Total CDRL 30858 3980 0 1,736 | 365741 ] 7522 1387 5363 218021 285521 24%  £5794518 s858l 110131 39565, 312861 268261
Total CEDR 8025 713 172 248 | 9158} : 2263 6604 946 1565, 9115} 83%  £6,074,340 £805} 2527} 11642 2629} 2850}
AEGEAN AIRLINES PACT 11 7 0 ! 13! 3al 0 24 9! 33! 73% ! o! 33 5! 20!
AERLINGUS PACT 140 8 0 i 1487 a7l 14 155 82 237} 65% ] 16, 253 3 121
AEROFLOT PACT 3 0 0 : 31 ol 0 0 3 3 0% : [ 3 2 1
AEROITALIA PACT 1 0 0 | 1l 1109 0 0 ol ] 0% 1 ol 9 ol ]
AEROMEXICO PACT 8 0 0 | si 49 0 5 si 14i 36% | oi 14 1i 7i
AIRALBANIA PACT 2 0 0 ] 2 129 1 5 0 54 100% 1 1 6 0 3
AIRALGERIE PACT 4 3 0 i 71 82} 1 4 2] 6] 67% 1 2] 8 3] 3]
AIRARABIAMAROC PACT 3 1 0 H 4% 92! 0 0 a a3 0% ' [ 4 1 1
AIRCHINA PACT 1 2 0 I 13! 40 0 0 bt 14 0% ! ol 1 12} ol
AIRDOLOMITI PACT 1 0 0 i 1 2141 0 1 o} 1 100% 1 [ 1 [ [
AIREUROPA PACT 18 5 0 [ 23} 97) 1 24 2 26} 92% i 2} 28 51 EH
AIRFRANCE /KLM PACT 0 0 1 | al o 2 0 ol ol 0% 1 2l 2 2l 1l
AIRINDIA PACT 33 3 0 I 36i soi 7 19 12i 31i 61% I si 39 23i 19}
AIRMALTA PACT 2 0 0 H 21 6 1 0 0 03 0% : 1 1 3 0
AIRMAURITIUS LTD PACT 9 3 1 | 13l 85! 0 3 2l sl 60% 1 ol 5 11l 2l
AIRMOLDOVA INTERNATIONAL PACT 7 0 0 i 7 351! 4 0 7 7 0% i 4 11 3 4
AIRNEW ZEALAND LTD PACT 0 0 0 . 0r ol 0 0 2 2 0% : 01 2 [ 2
AIRPORTUGAL PACT 0 0 0 1 ol 0 1 0 ol ol 0% ] 1l 1 ol ol
AIRSERBIA PACT 2 1 0 I 3i 36} 0 2 oi 2i 100% I oi 2 1i oi
AIRTRANSAT PACT 10 1 0 : 11 2 1 8 8 16 50% : 2 18 5 11,
ALBASTAR PACT 50 0 0 1 50] 1970- 0 21 34] 55] 38% I of 55 14 18]
ALLNIPPON AIRWAYS PACT 1 0 0 i 1 gl 1 4 0: 4 100% H 1 5 1 a
AMERICAN AIRLINES PACT 39 5 0 ! 44! 12l 15 a2 14! 56! 75% ! 16! 72 1! 25!
ARKIA PACT 0 0 0 i of ol 0 0 1) 1) 0% 1 of 1 of 1)
AURIGNY AIR SERVICES PACT 17 0 1 ! 18} 32) 2 1 13 14 7% i 21 16 4 o
AUSTRIAN AIRLINES PACT 1 1 0 [ 2l 4 0 0 2l 2l 0% 1 ol 2 1 1
AVIANCA COLOMBIA PACT 16 0 0 i 16 96} 2 0 44 44 0% 1 2 46 3 30
AZERBAIAN AIRLINES (AZAL) PACT 0 2 0 4 24 51x 0 1 2 34 33% ] [H 3 [ 1
BADR AIRLINES PACT 2 0 0 | 2l 2899, 0 0 al al 0% 1 ol 1 al ol
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BALKAN AIRLINES
BAMBOO AIRWAYS
BHAIR

BIMAN BANGLADESH AIRLINES
BIRMINGHAM
BLUEAIR

BLUE ISLANDS LIMITED
BRITISH AIRWAYS PLC
BRUSSELS AIRLINES
BULGARIAAIR

CHINA EASTERN AIRLINES
CHINA SOUTHERN
CONDOR
COPAAIRLINES
CORENDON AIRLINES
CROATIAAIRLINES
DANAIR

EASTERN AIRWAYS
EASYJET

EDELWEISS AIR

ELAL

EMERALD AIRLINES
EMIRATES

ENTERAIR

ETHIOPIAN AIRLINES
ETIHAD AIRWAYS
EVAAIR

FINNAIR

FLYADEAL

FLYBELTD

FLYDUBAI

FLYONE

FREEBIRD AIRLINES
GEORGIAN AIRWAYS
GULFAIR

HAHN AIR

HAINAN AIRLINES
HISKY

IBERIA

IBERIA EXPRESS
ICELANDAIR

INDIGO AIRLINES

IPS AIRWAYS

ISLES OF SCILLY SKYBUS
ITAAIRWAYS

JAPAN AIRLINES
JET2.COMLTD
JETBLUE

KENYA AIRWAYS
KOREAN AIR

KUWAIT AIRWAYS
LATAM AIRLINES BRASIL
LOGANAIRLTD
LOT-POLISH AIRLINES
LUFTHANSA

LUXAIR

MALAYSIAN AIRLINES SYSTEM-MAS
MALETH AERO

MIDDLE EAST AIRLINES (AIRLIBANSAL)

NORSE ATLANTIC
NORWEGIAN AIR SHUTTLE
NOUVEL AIRTUNISIE
OLYMPIC AIRWAYS
PAKISTAN INTL AIRLINES
PEGASUS AIRLINES
PHILIPPINE AIRLINES
PLAY

QANTAS

QATAR AIRWAYS
ROYALAIRMAROC
ROYAL JORDANIAN
RWANDAIR
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RYANAIR PACT 0 2 1 : 9 1 o} ol 10
SATAAIR ACORES PACT 2 0 0 1 0 0 ol ol 0
‘SAUDI ARABIAN AIRLINES PACT 72 46 0 i 13 72 351 107 141 121
scoot PACT 4 1 0 ' 1 6 5! 2 13
SHENZHEN AIRLINES PACT 0 1 0 | 0 0 o] o] 0
SINGAPORE AIRLINES PACT 22 4 0 H 1 24 141 1 39
SKY EXPRESS SA PACT 3 1 0 ! 1 4 al al 10
SRILANKAN AIRLINES PACT 23 1 0 i 4 11 15] 5] 31
SUN EXPRESS DEUTSCHLAND PACT 20 0 0 ! 4 13 154 Y 32
SWISS AIRLINES PACT 6 0 0 [ 0 3 1 ol 4
TAAG - LINHAS AEREAS DE ANGOLA AIRLINES PACT 0 0 0 i 0 0 1 0 1
TAROM PACT 1 1 0 ! 0 0 51 Y 5
THAI AIRWAYS INTERNATIONAL PACT 16 4 0 ! 2 25 3ol sl 69
THY TURKISH AIRLINES PACT 1 0 0 i 2 0 3 2 3
TIANJIN AIRLINES PACT 0 0 0 . 1 0 0 1 1
TITAN AIRWAYS LTD PACT 1 0 0 | 0 0 ol ol 0
TUNISAIR PACT 10 1 0 | 1 6 5i 1i 12
UKRAINE INTERNATIONAL AIRLINES PACT 0 0 0 : 1 0 1 2 3
UNITED AIRLINES PACT 78 2 0 | 6 47 31 71 85
VIETNAM AIRLINES PACT 5 2 0 H 0 2 1 o 3
VIRGIN ATLANTIC AIRWAYS LTD PACT 0 0 0 I 2 of 2 2
VISTARA PACT 6 0 i 1 5] 1 8
VUELING AIRLINES PACT 191 23 1 [ 13 257 761 3 14} 347
WEST JET AIRLINES PACT 19 0 0 | 4 27 14! P 4l a5
WIDEROE FLYVESELSKAP A/S PACT 3 0 0 i 0 0 4 4 0} 4
WIZZ AR PACT 0 0 0 [ 3 0 o 0 3 3
THOMAS COOK AIRLINES LTD PACT 0 0 0 | 1 0 ol 0 1l 1
THY TURKISH AIRLINES PACT 1 0 0 i 2 0 1 1 2 3
TIANJIN AIRLINES PACT 0 0 0 ' 1 0 o 0 11 1
TITAN AIRWAYS LTD PACT 1 0 0 [ 0 0 ol 0 ol 0
TRANSAVIA PACT 3 0 0 i 0 0 o 0 o 0
TUIAIRWAYS LTD PACT 0 0 0 : 8 0 0; 0 8 8
TUNISAIR PACT 10 1 0 I 1 6 sl 11 11 12|
UNITED AIRLINES PACT 78 2 0 H 6 47 314 78 7 85
UZBEKISTAN AIRLINES PACT 2 0 0 ! 0 1 1} of 2
VIETNAM AIRLINES PACT 5 2 0 i 0 2 1] of 3
VIRGIN ATLANTIC AIRWAYS LTD PACT 0 0 0 i 2 0 04 2i 2
VISTARA PACT 5 6 0 [ 1 2 sl 4 8
VOLOTEA PACT 8 0 0 i 0 0 6] o 6
VUELING AIRLINES PACT 191 23 1 ! 13 257 764 333 14} 347
WESTJET AIRLINES PACT 19 0 0 [ 4 27 14l 4l 45
WIZZ AR PACT 0 0 0 i 3 o 3 3
WORLD2FLY PACT 0 0 0 ' 1 0 o 11 1
WOW AIR PACT 0 0 0 | 1, 0 ol 1l 1,
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Total pact | 3024 430 H a7 a13) 0 2595 2034} 4629 5121
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