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Complaints Received in Period Complaints Resolved in Period Ongoing cases
Remedy Noremedy
ADR Complaints. Remedy ward a
entity [Complaints  Complaints  Complaints  received Complaints :Totalcases |awarded-  Adjudicatedin Adjuducated Cases
name/ [received Reg ~received received Reg  awaiting Totalcases jpermillion opened& [Settledby  favourof infavourof |Totalcases jUpholdrate rejectedor  {Totalcases |theENDof  |STARTof
Airline / Airport Name. PACT ‘others' 1107 categorisation opened pax rejected airtine. passenger adjudicated closed Period Period
ARASTANA CDRL 2 1 o 1 7 81 19 1 2 1 75% £2.344 £781 20! 24 24 1
AIRBALTIC CORL 13 3 0 1 17 94 10 2 3 8| 13 38% £4,462 £892 14 27| 4] 26
AIRCANADA CDRL 127 2 0 12! 165 88l 206, 55 a4 54 143 62% £82,090 £922 257, 400 472, 216
AIRCHINA CORL 0 0 0 0 o 0| 7 0 0 o o 0% 0 £0 2 12 17 13
AIR FRANCE /KLM CORL 1358 402 o 95| 1,855 321 521, 314 40 831 1585 8% £664,260 2881 801 2,386 2,905 1553
AIRINDIA CORL 0 0 0. o 0% 0 0. o 17 7
AIRMAURITIUSLTD CDRL 0 0 of o 0% £0 o o 1 1
AIRPORTUGAL CORL 304 7 0 15| 480, a71 114 88 342 197 627 69% £418,815 £974, 229 856 851 491
ASIANA AIRLINES CDRL 3 1 0 0 4 23 1 0 1 2. 3 33% £1.468 £1468 14 17 15 6
DELTAAIRLINES CORL 8 1 0 20 115 57! 64 17 a8 34l 97 65% £58,723 £932 110 207, 21 18
EASTMIDLANDS INTERNATIONAL CDRL 1 1 0 0 2 1 3 0 0 4 0% £0 13 10 5, 1
VIET CORL 7,080 401 0 718! 8,199 165| 791, 889 69 5,803 7.161 19% £881,781 £649 1,06 8217 10,775 6,480
EGYPTAIR CDRL 27 28 0 15| 70! 157, 69 1 15 a3 59 27% £17.168 £1073 100! 168 148 7
EMIRATES CDRL 0 0 0, o 0% £0 0, o 62, 62
FLYBELTD CDRL 0 0 0 0 o o o 0 0 0. o 0% 0 0 1 1 ES 330
GARUDAINDONESIA CDRL 0 0 0 1 1 0. 3 0 0 of o 0% £0 £0 7! 7 5! 2
HUMBERSIDE CDRL 0 0 0 0 o o! o 0 0 3 o 0% 0 £0 3, 3 0, 0
LONDON CITY CDRL 0 0 0 4 4 o 10 0 0 0. o 0% £0 0 10 10 14 4,
NORWEGIAN AIR UKLTD CDRL 0 0 of o 0% 0 £0 of o 853 853
OMANAIR CDRL 7 0 0 2 9 a4 9 8 3 6, 17 65% £8,895 £809 31 48 7, 27
ROYAL BRUNEI AIRLINES CDRL 4 2 0 1 7 04 14 1 3 5 9 a4% £2,607 674, 2 30 2 7
RYANAIR CDRL 13,063 2077 0 5051 15,645 301, 2273 1,906 2217 9,459 13,582 30%  £2,886393 £700 3,733 17,315 20,527 12,709
SOUTH AFRICAN AIRWAYS. CDRL 1 0 0 0 1 0! 4 0 o 3 3 0% 0 8 1 7 3
THY TURKISH AIRLINES CDRL 201 60 0 28! 379 151; 513 107 58 183 348 a7% £178,152 £1,080 658, 1,006 1,006, 390
TULARWAYS L] CORL 2191 9% o 1671 2.453 202 387, 201 199 1,984 2474 20% £430,702 2879 5701 3,044 3,742 2575
VIRGIN ATLANTIC AIRWAYS LTD CDRL 198 9 0 30 321, 56! 65! 39 s 255, 340 25% £83,735 £985 101 an1 502, 276
iZZAR CORL 6014 708 o 121 6843 592! 2429 2615 1485 2928 7.028 58%  £3541572 2864, 3273 10,301 11,801 5.848
BRISTOL CEDR 2 1 0 0 3 of 50 0 0 3| 3 0% £0 £0 50f 53 0
BRITISH AIRWAYS PLC CEDR 7.938 6% 161 245, 9.040 200 1907 6532 922 1,539 8.993 83%  £6013724 2807 2164 11157 2613 2823
CATHAY PACIFIC AIRWAYS CEDR 2 5 1 0 28 28] 12 15 8 4 27 8% £19,518 £849 12 39 4, 3
GATWICK CEDR 0 0 1 0 1 o 79 0 1 of 1 100% £150 £150 80| 81 o 1
HEATHROW CEDR 9 0 4 2 15 o 167 2 0 9 1 18% £870 £435 167 178 5! 1
MANCHESTER CEDR 6 0 2 0 8 0. 17 0 3 a 7 43% 2476 £159 19! 2 3. 4
sAs CEDR a8 1 3 1 63 38, 19 54 12 6| 72 92% £39,452 £598 2 9 4 15
STANSTED CEDR o 0 0 0 o o 12 1 o o 1 100% £150 £150 14 15 o 3
Total CORL 30,858 3,980 o 1738 36,574 7522 6334 5.363 21800 33.497 3% £9.263.257 £792] 11,044 44541 54,393 32101
Total CEDR 8025 713 172 248, 9,158 2263 6,604 048 1,565 9115 83%  £6,074340 2805 2527 11682 2629 2,850
AEGEAN AIRLINES PACT 1 7 0 18 3 o 2 9| 33 73% 0| 33 5| 20
AERLIN PACT 140 8 0 148 a7. 14 155 82! 237 65% 16! 253 2! 121
AEROFL PACT 3 0 0 3 0. o 0 3. 3 0% 0! 3 2. 1
AEROITALIA PACT 1 0 o 1 1.109) o 4 9| 9 0% [ 9| o, 8
AEROMEXICO PACT 8 0 0 8 49 o 5 9! 14! 36% o 14| 1 7
ARALBANIA PACT 2 0 0 2 12| 1 5 o 5 100% 1 6 o 3
AIRALGERIE PACT 4 3 0 7 82, 1 4 2 6 7% 2 8 3| 3
AIRARABIAMAROC PACT 3 1 o 4 92, o o 4 4 0% o a 1 1
AIRCHINA PACT 1 2 0 13 40 0 0 1 il 0% 0! 1 12 0
AIRDOLOMITI PACT 1 0 o 1 214 o 1 0| 1 100% 0| 1 o o
AIREUROPA PACT 18 5 0 23 97 1 2 2. 26 92% 2. 28 5. 9
AIRFRANCE /KLM PACT o 0 1 1 o! 2 o o o 0% 2! 2 2. 1
ARINDIA PACT 3 3 0 36 0 7 19 12 31 61% 8| 39) 23] 19
AIRMALT PACT 2 0 o 2 sl 1 o o 4 0% 1 1 3. o
AIRMAURITIUS LTD PACT 9 3 1 13 85 o 3 2! 5 60% o 5 1 2
AIR MOLDOVA INTERNATIONAL PACT 7 0 o 7 351 4 o 7] 7 0% 4 1 1 1
AIRNEW ZEALAND LT PACT 0 0 0 0 0] o 0 2, 2 0% 0. 2 0 2
AIRPORTUGAL PACT o 0 o o o 1 o o o 0% 1 1 o 0
ARSERBIA PACT 2 1 0 3 36 o 2 [ 2 100% 0] 2 1 0
AIRTRANSAT PACT 10 1 o 1 24, 1 8 8 16 50% 2. 18 5 1
ALBASTAR PACT 50 0 0 50 1,970 o 21 a4l 55 38% o 55 14 18
ALLNIPPON AIRWAYS PACT 1 0 o 1 8 1 a o] 4 100% 1 5 1, 4
AMERICAN AIRLINES PACT 39 5 0 4. 12| 15 42 14 56 75% 16 72 1 2
ARKIA PACT o 0 o o 0] o o 1 1 0% o 1 o 1
AURIGNY AIR SERVICES PACT 17 0 1 18 a2, 2 1 13 14] 7% 2, 16 4 0
AUSTRIAN AIRLINES PACT 1 1 o 2 4 o o 2. 2 0% o 2 1 1
AVIANCA COLOMBIA PACT 16 0 0 16 9% 2 0 a4 a4 0% 2! 48 3 30
AZERBAIAN AIRLINES (AZAL) PACT o 2 o 2 51, o 1 2, 3 33% [ 3 0, 1
BADR AIRLINI PACT 2 0 0 2 2,899 0 0 1 1 0% 0. 1 1 0
BALKAN AIRLINES PACT o 0 o o of o o 1 1 0% o 1 o 1
BAMBOO AIRWAYS PACT 9 0 0 9 225 1 0 2, 2 0% 1 3 7, 0
PACT 7 0 o 7 110 o o 9. 9 0% 0. 9| 3, 5
BIMAN BANGLADESH AIRLINES PACT 13 1 0 141 80, 0 0 13 13 0% of 13 3 4l
BIRMINGHAM PACT o 1 o 1 o, o o [ o 0% [ o 1, o
PACT 0 0 0 o o 6 1 2 2 5% 10 32 o 2
BLUE ISLANDS LIMITED PACT 2 0 o 2 5. 1 a 1 5 80% 1 6 2. 5
BRITISHAIRWAYS PLC PACT 0 0 0 0 o! 2 0 0, o 0% 4 4 0, 2
BRUSSELS AIRLINES. PACT o 1 o 1 2 o o 3. 3 0% 0. 3 1 3
BULGARIAAIR PACT 0 1 0 1 24 0 0 of o 0% of o 1 0
CHINA EASTERN AIRLINES PACT 1 1 o 2 9 o o 0, o 0% 0, o 2, o
CHINASOUTHERI PACT 3 1 0 4 16| 1 1 2; 3 3% 1 4| 3 1
COND PACT o 0 o o 0, o o of o 0% 1 1 o 1
COPAAIRLINES. PACT 0 0 0 o 0! o 0 1 1 0% o 1 o 1
CORENDON AIRLINES. PACT % 3 o EY 369, 2 106 18; 124 85% 2 126 25, 50
CROATIAAIRLINES PACT 0 0 0 o 0. o 1 of il 100% of 1 o 1
PACT 6 0 o 6 1,156 o o 4 4 0% o 4 2 0
EASTERN AIRWAYS PACT 27 0 1 28 169 2 14 15 29 8% 2, 31 4, 5
EASVIET PACT o 0 2 2 of 3 o 1 1 0% 3| 4 1 o
EDELWEISS AIR PACT 6 0 0 6 84 o 1 a4 5 20% o 5 2. 1
PACT 10 0 o 10 25, o 1 0. 1 100% 0. 1 10 o
EMERALD AIRLINES PACT aa1 2 0 243, 3,567 3 204 5 339 87% 4 243 Ed 83
EMIRATES PACT aa 7 2 63 12! 17 18 70, 88 20% 21 109] 25, 53
ENTERAIR PACT E3 2 0 38 423 o 40 14 54, 74% 0. 54] 4. 20
ETHIOPIAN AIRUINES PACT 5 15 1 21 66, 5 o 14 14 0% 71 21 16 9
ETIHAD AIRWAYS PACT 20 7 2 29 26 9 19 a7 56 2% 10 66 9 2
VA A PACT 1 0 o 1 4 1 o 2 2 0% 1 3 o 1
FINNAIR PACT 8 4 0 12 18] 3 5 1 16 31% 4 20 5| 10
FLYADEAL PACT 72 a5 o 118 0] 13 72 35! 107 67% 14 121 51 40
FLYBELTD PACT 0 0 0 o 0] 1 0 0! 0 0% 1 1 o 0
FLYDUBAI PACT 2 0 o 2 o 1 1 1 2 50% 1 3 1 1
FLYONE PACT 14 2 0 16 187, 4 0 13 13 0% 4 17 4 1
FREEBIRD AIRLINES PACT a 1 o 5 2. 3 3 5. 8 38% 3. 1 1 4
GEORGIAN AIRWAYS PACT 0 0 0 o o o 0 1 il 0% 0| 1 0, 1
GULFAIR PACT a7 1 o 58 12| 7 18 72 %0 20% 7. 97 25! 58
HAHN AIR PACT 1 0 0 1 0| o 0 0! o 0% 0! o 1 o
HAINAN AIRLINES PACT 5 1 o 6 68, 1 2 0| 2 100% 1 3 4 0
HISKY PACT 3 1 0 4 155 o 0 1 1 0% 0. 1 3 0
IBERIA PACT a9 9 o 58/ £ 9 72 19| 91 79% 13/ 104 15 51
IBERIA EXPRESS PACT 0 0 0 o o 1 0 0] o 0% 1 1 0] 0
ICELANDAIR PACT 1 0 o 1 2 1 a 7. 1 36% 1 12 1 1
INDIGO AIRLINES PACT 1 0 0 1 o! o 0 1 1 0% o 1 1 1
1PS AIRWAYS PACT o 0 o o of o o 3] 3 0% 0] 3 0, 3
ISLES OF SCILLY SKYBUS PACT 1 0 0 1 of o 1 0. il 100% 0 1 o 0
ITAAIRWA PACT a8 8 o 56/ 154 2 a4 10/ 54 81% 2 56 10 7
JAPAN AIRLINES PACT 2 0 0 2 8 o 0 4 4 0% 1 5 1 4
JET2.COMLTD PACT 310 6 5 321 18] 42/ 158 485! 643 25% 63 706 22! 366
JETBLUE PACT 9 0 0 9 24 o 2 o 1 18% 1 12 3l 6
KENYA AIRWAYS PACT 35 7 0 2, 172, 3 29 8| 37/ 78% 3] 40 18 13
KOREAN Al PACT 3 1 0 4 2 o 0 5! 5 0% [ 5 1 2
KUWAIT AIRWAYS PACT 15 6 0 21 53! 5 15 4 19 79% 5! 24 7! 5
LATAM AIRLINES BRASIL PACT 14 3 0 17 60 2 17 3, 20 5% 2, 2 7, 10
LOGANAIRLTD PACT 68 5 0 73 a8 4 19 91 110 17% 6. 116 21 55
LOT-POLISH AIRLINES PACT 17 2 0 19 59| 4 9 13 2 4% 4 26 8 1
LUFTHANSA PACT 8 1 0 9 3 3 7 1 8 88% 4 12 5, 4
LUXAIR PACT 2 0 0 2 11! o 0 0, o 0% 0, o 2, 0
MALAYSIAN AIRLINES SYSTEM-MAS PACT 6 5 0 1 30 4 13 6! 19 68% 4 23 1 8
MALETH AERO PACT 172 0 o 172 9,626 o o o] o 0% o] o 173 o
MIDDLE EAST AIRLINES (AIR LIBAN S AL) PACT 2 0 0 2 1 o 2 3, 5 40% 0, 5 0. 3
NORSE ATLANTIC PACT 87 7 o 94 1,863 2 49 5! 54 91% 2! 56 4] 3
NORWEGIAN AIR SHUTTLE PACT %8 10 1 109 119] 15 % 7, 133 72% 18] 151 10 3
NOUVEL AIRTUNISIE PACT 28 1 0 29 732] o 1 18 19 5% 0. 19| 14 4
OLYMPIC AIRWAYS PACT 0 0 0 o 0] o 1 of 1 100% of 1 o 1
PAKISTAN INTLAIRLINES PACT 2 0 0 2 0! o 0 8, 8 0% 0, 8 0, 6
PEGASUS AIRLINES PACT 31 7 1 39 3% 2 18 2 39 6% 2 a1 13 14
PHILIPPINE AIRLINES. PACT 1 0 o 1 333,333 1 o 1 1 0% 1 2 o o
PACT 3 2 0 5 33 2 2 2 4 50% 2 6 4 2
OANTAS PACT 6 2 o 8 17! 10 21 0. 21 100% 10 31 1 14
QATAR AIRWAYS PACT 170 33 0 203 72 43 246 120] 366 7% 4] 415 771 239
ROYAL AIR MAROC PACT a2 23 0 65 202 5 2 51 53 4% 7 60 2, 14
ROYAL JORDANIAN PACT 1 0 0 1 5 o 2 1 3 7% 1 4| 1 4
RWANDAIR PACT 3 3 0 6 75/ 1 3 8| 1 27% 1 12 2| 7
RYANAIR PACT 0 2 1 3 o 9 1 o 1 100% o 10 1 0
SATAAIR ACORES. PACT 2 0 0 2 0. o 0 0. o 0% 3 o 2. 0
'SAUDI ARABIAN AIRLINES PACT 72 a8 0 118 138| 13 72 35| 107 7% 14 121 51 40
scoot PACT 4 1 0 5 o 1 6 5! 1 5% 2! 13 1 8
SHENZHEN AIRLINES PACT 0 1 0 1 15| o o 0. o 0% 0; 0 1 o
SINGAPORE AIRLINES PACT 2 4 0 26 24 1 24 14 £ 63% 1 39| 2, 14
SKY EXPRESS SA PACT 3 1 0 4 a3 1 4 3 7 57% 3 10 2. 7
SRILANKAN AIRLINES PACT 2 1 0 24 110] 4 1 15! 26 2% 5. 31 15 18
'SUN EXPRESS DEUTSCHLAND PACT 20 0 0 20 0! 4 13 15 28 a6% 4 32 2, 10
SWISS AIRLINES PACT 6 0 0 6 4 o 3 1 4 75% o 4| 2. o
TAAG - LINHAS AEREAS DE ANGOLA AIRLINES. PACT 0 0 0 o 0. o 0 1 1 0% 0. 1 0. 1
TAROM PACT 1 1 0 2 a1l o 0 5| 5 0% o] 5 o, 3
THAI AIRWAYS INTERNATIONAL PACT 16 a 0 20 50! 2 2 39 64 30% 5! 6 2. 51
THY TURKISH AIRLINES PACT 1 0 0 1 of 2 0 1 1 0% 2! 3 1 0
TIANJIN AIRUNES PACT 0 0 0 o 0] 1 0 0] o 0% 1 1 0, 0
TITAN AIRWAYS LTD PACT 1 0 0 1 13] o 0 o o 0% o o 1 0




TUNISAIR

UKRAINE INTERNATIONAL AIRLINES
UNITED AIRLINES

VIETNAM AIRLINES

VIRGIN ATLANTIC AIRWAYS LTD
VISTARA

VUELING AIRLINES

WEST JET AIRLINES

WIDEROE FLYVESELSKAP A/S
122 AR

THOMAS COOK AIRLINES LTD

THY TURKISH AIRLINES

TIANJIN AIRUNES

TITAN AIRWAYS LTD.

VIRGIN ATLANTIC AIRWAYS LTD
VISTARA

VOLOTEA
VUELING AIRLINES
WEST JET AIRLINES

122 AR
WORLD2FLY
WOW AR

Total

cccoBomomomnocccccocooBoommen

H

OFFIIAL- Pubi, i information s beendesreforuresrcted s,

orNOO O s ®OoOsNEwo sl

he e

413

orfciaL-pubc

2505

2034

bewsRoluNOONREOONNE®OORR LNO NS

3

pooifcononfiocorarnsbifonnlnd

g

cwoororooos

o oo

cocoBlcnoroBuooococcocornBlisonBra

§




