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Complaints Received in Period

Complaints Resolved in Period

Ongoing cases

i | I Remedy No remedy | | | | | |

ADR Complaints ' ' Remedy awarded - awarded - . ' ' . ' *Overdue

entity Complaints  Complaints  Complaints  received I !Complaints iTotal cases |awarded - Adjudicated in Adjuducated I I !Cases I Open cases at :Open cases at :payments at

name/ |received Reg received received Reg awaiting ITotal cases  Iper million !opened & Settled by favour of infavourof  ITotalcases lUphold rate Irejectedor  ITotalcases |the ENDof  ISTART of Ithe end of the
Airline / Airport Name PACT 261 'others' 1107 categorisation jopened jpax srejected Airline passenger airline/airport jadjudicated for consumers Total awarded Average award,discontinued closed Period jPeriod jPeriod
AIR ASTANA CDRL 4 0 0 1i 5i 7esi 1 0 0 oi oi 0% £0 £oi 4i 4 si 6i
AIRBALTIC CDRL 23 0 0 0 23: 519: 5 9 0 2s 11 82% £4,704 £523: 8s 19 28: 19
AIR CANADA CDRL 23 2 0 3l 28l 651 21 3 3 ol 15l 40% £3,806 £634l 36l 51 2321 2341
AIR FRANCE / KLM CDRL 403 39 0 19; 461, 2945 117 17 24 46 87| 47% £20,397 £497, 217) 304 1817} 1543, 2
AIR PORTUGAL CDRL 39 0 0 2 41 162: 11 6 3 6 15: 60% £5,106 £567: 19: 34 349. 331:
ASIANA AIRLINES CDRL 0 0 0 o! o! o! 1 0 1 o! 1! 100% £374 2374! 1 2 1. 2! 2
DELTA AIRLINES CDRL 20 2 0 3l 25l 55! 16 3 0 51 8l 38% £3,777 £1,2501 21l 29 101l 89l
EAST MIDLANDS INTERNATIONAL CDRL - - - ¥ 0] | - - - i 0] : e i 0] 0 1; 1
EASYJET CDRL 1703 13 0 203 1736 152! 79 56 72 385} 513! 25% £67,102 £524; 517" 1030 77241 6939: 17
EGYPTAR CDRL 26 6 0 ol 41! 282! 9 0 3 51 gl 38% £1,545 515l 35! 43 86! 79l 13
GARUDA INDONESIA CDRL 0 0 0 of of ol 1 0 0 of ol 0% £0 £0] 1 1 of of
LONDON CITY CDRL 2 2 0 3i 7i 5! 1 0 0 oi oi 0% £0 £oi 1i 1 7i oi
OMAN AIR CDRL - - - -1 0: 1 - - - -x 0: - - - 0: 0 6: 6:
ROYAL BRUNEI AIRLINES CDRL 0 0 0 2l 2l ol 1 0 1 ol 1l 100% £757 £7571 5 6 6l ol
RYANAIR CDRL 2835 64 0 24 2923 233l 197 110 299 222 631 65% £223,771 £547) 388 1019 12102 10001 32
SOUTH AFRICAN AIRWAYS CDRL - - - - 0s -l - - - - 0s - - - 0s 0 1s 1s
THY TURKISH AIRLINES CDRL 179 10 0 25! 214! 384i 108 17 13 21! 51! 59% £23,805 2794! 227! 278 610! 566!
TUI AIRWAYS LTD CDRL 485 4 0 8l 4971 2411 11 17 44 233l 294l 21% £49,840 £817I 75 369 2510l 2371l
VIRGIN ATLANTIC AIRWAYS LTD CDRL 165 7 0 24 174 1241 17 8 5 224 35 37% £7,106 £547, 31 66 452; 326
VISTARA CDRL 6 0 0 0: 6: 303| 0 0 0 0: 0: 0% £0 £0: 1% 1 6: 1;
WIZZ AIR CDRL 2852 56 0 119! 3027 10461 857 326 481 379! 1186! 68% £474,630 g58g! 1200! 2386 13015/ 11517! 4
BRISTOL CEDR 1 0 0 1 2 of 14 0 1 1 2 50% £150 £150] 141 16 2] 2]
BRITISH AIRWAYS PLC CEDR 2444 292 23 184i 2943i 243i 480 2368 213 438i 3019i 85%  £2,521,355 £977i 829i 3848 2514i 2939i
CATHAY PACIFIC AIRWAYS CEDR 3 0 0 1: 4 11) 1 1 1 0: 2t 100% £520 £260: 1s 3 3: 1:
GATWICK CEDR 0 0 0 ol ol 0 19 0 1 ol 1l 100% £200 £200! 20l 21 ol 2l
HEATHROW CEDR 1 1 0 2 44 0j 41 0 0 0j 0j 0% £0 £0j 42 42 4 1
MANCHESTER CEDR 0 1 0 oi 1i oi 6 0 0 oi oi 0% £0 £oi ei 6 1i oi
SAS CEDR 10 0 0 Ox 10: 23 3 1 5 ch o 67% £1,162 £194s ch 12 7x 61
STANSTED CEDR 1 0 0 ol 1l 0) 4 1 1 ol 2l 100% £100 g50l 4l 6 1l 2l
Total CDRL 8,765 205 - 240 ! 9,210 * | 1453 572 949 1,335 } 2,856 53% £886,720 £583! 27874 5643 39062i 34041 70
Total CEDR 2,460 204 23 188 | 2,965 | : 568 2,371 222 a4 ! 3,035 | 85%  £2,523,487 £973) 919! 3954 2532] 2953 0
AEGEAN AIRLINES PACT 8 0 0 | 8i 58i 0 12 5i 17i 71% | 1i 18 13i 23i
AER LINGUS PACT 48 6 0 . 54: 50; 8 39 7t 46! 85% ' 8! 54 81: 73
AEROITALIA PACT - - - I ol k - - . ol - I . 1l 1l
AEROMEXICO PACT 3 0 0 I 3] 68; 0 0 0] 0] 0% I 0 0 3 0j
AIR ARABIA MAROC PACT 1 0 0 : 1 107: 1 0 2 2 0% ' 11 3 2 3
AIR CHINA PACT 5 0 0 ' 5! 32! 0 0 2! 2! 0% ' o! 2 6! 3!
AIR DOLOMITI PACT 0 0 0 I ol 0! 0 1 ol 1l 100% I ol 1 2l 3l
AIR EUROPA PACT 7 0 0 i 7 1225 0 1 0 1 100% i 0 1 6] 0
AIR FRANCE / KLM PACT 0 0 0 s 0: 0. 0 0 o: 0 0% ] 1t 1 0: 1:
AIR INDIA PACT 32 4 1 ' 37! 96! 7 12 17} 20! 41% ' 7! 36 50! 52!
AIR MAURITIUS LTD PACT 12 0 0 I 121 252! 2 13 11 141 93% I 3l 17 111 141
AIR PEACE PACT 2 0 0 : 2t 52! 0 0 0; 0} 0% | 0} 0 3 2}
AIR SERBIA PACT : - - : 0 5 - . ¥ 0! - : x 2: 2:
AIR TRANSAT PACT 1 0 0 ! 1l 13! 0 1 ol 3l 33% | ol 3 3l 5l
AJET PACT 3 0 0 I 3] 40! 1 0 10] 10] 0% I 3] 13 7 15]
ALBA STAR PACT 1 0 0 | 1i 484l 1 2 4i ei 33% | 1i 7 6i 11i
ALL NIPPON AIRWAYS PACT 0 0 0 ; o ol 1 0 0= 0: 0% ; 1x 1 o o
AMERICAN AIRLINES PACT 11 0 0 I 11l 12l 6 23 gl 31l 74% I gl 39 29l 50l
ARKIA PACT 4 0 0 I 44 6971 0 0 1 1 0% I 1 2 3 1
ATLANTIC AIRWAYS PACT 0 0 0 : 0: ol 0 0 3 34 0% ] 0: 3 0: 3
AURIGNY AIR SERVICES PACT 4 0 0 ' 4} 31l 0 2 4l 6! 33% ' o} 6 16! 18!
AUSTRIAN AIRLINES PACT - - - ! ol ]| - - - ol - | - 1l 1l
AVIANCA COLOMBIA PACT 0 0 0 i 0] ol 0 0 1 1 0% : 2] 3 1 4
AZERBAIJAN AIRLINES (AZAL) PACT 2 0 0 3 2! 84] 0 1 1% 2! 50% ] 0: 2 4: 4:
BAMBOO AIRWAYS PACT 1 0 0 ! 1! 0l 0 0 ol ol 0% ! ol 0 1 ol
BEES AIRLINES PACT 0 0 0 i of ol 1 0 of ol 0% i 1 1 0f of
BH AIR PACT 0 0 0 | oi oi 0 1 oi 1i 100% | oi 1 oi 1i
BIMAN BANGLADESH AIRLINES PACT 1 0 0 . 1: 24 0 0 0s 0: 0% : 1s 1 1: 1:
BLUE AIR PACT 0 0 0 I ol 0 0 0 1l 1l 0% I ol 1 ol 1l
BLUE ISLANDS LIMITED PACT 2 0 0 I 2j 29 1 2 0j 2j 100% I 1 3 4 4
BRITISH AIRWAYS PLC PACT 0 0 0 | oi 0j 2 0 oi oi 0% | 3i 3 oi 1i
BRUSSELS AIRLINES PACT 0 0 0 ; 0s 0) 0 1 0 14 100% ; 0x 1 0s 1
BULGARIA AIR PACT 1 0 0 ! 1l 135 0 0 ol ol 0% ! ol 0 1l ol
CEBU PACIFIC PACT 0 0 0 i 0] 0 1 0 0f 0f 0% i 1 1 0] 0]
CHINA EASTERN AIRLINES PACT 3 0 0 ] 3: 22; 2 0 2! 2} 0% ] 2! 4 5: 4:
CHINA SOUTHERN PACT 4 0 0 ! 4l 37} 1 0 ol ol 0% ! 1! 3 6! 4l
CORENDON AIRLINES PACT 5 0 0 | 5i 148; 0 8 1i 9i 89% | 1i 10 5i 10i
CROATIA AIRLINES PACT 0 0 0 i 0; o; 0 1 0; it 100% i 0; 1 0; 1
DAN AIR PACT 9 0 0 ! 94 967i 0 0 7t 7! 0% ] 0 7 10! 8:
EASTERN AIRWAYS PACT 8 0 0 I gl 2951 0 15 ol 15! 100% I 1l 16 10! 18l
EDELWEISS AIR PACT 1 0 0 I 1 61; 0 0 0j 0j 0% I 0j 0 2 1
ELAL PACT 1 0 0 : 1 8: 0 2 0= 2: 100% : 0= 2 12: 13:
EMERALD AIRLINES PACT 3 0 0 ' 3! 1851 6 10 6! 16! 63% ' 6! 22 17! 30!
EMIRATES PACT 25 3 1 ! 291 20! 5 10 26l 36l 28% ! 101 46 70l 8ol
ENTERAIR PACT 3 0 0 i 3 1065 1 0 1 1 0% i 1 2 3 1
ETHIOPIAN AIRLINES PACT 0 0 1 1! 10, 2 2 8" 10: 20% ] 3t 13 2! 13!
ETIHAD AIRWAYS PACT 15 3 1 ! 10! 58! 1 9 6! 15! 60% ! 3l 18 34! 33!
EVA AR PACT 0 1 0 i 1] 17! 0 0 ol ol 0% i ol 0 1] ol
FINNAIR PACT 11 1 0 | 12} 69! 0 1 2i 3i 33% | oi 3 19} 10i
FLYADEAL PACT 12 2 0 . 14: o! 5 17 2! 19: 89% ' 8! 27 26! 341
FLYONE PACT 1 0 1 I ol gol 1 1 3l al 25% I 1 5 3l 5l
FREEBIRD AIRLINES PACT 1 0 0 I 1 110! 0 1 1} 2 50% I 1} 3 3 5]
GARUDA INDONESIA PACT 1 0 0 : 1s ol 0 0 0s 0: 0% ' 0s 0 1: 0s
GULFAIR PACT 8 1 0 ' 9! 72l 2 3 6! 9! 33% ' 3! 12 17! 18!
HAINAN AIRLINES PACT 1 0 0 I 1l 271 0 1 71 8l 13% I ol 8 6l 13l
HISKY PACT 0 0 0 i 0f ol 0 1 1 2 50% i 0 2 0 2)
IBERIA PACT 19 1 0 3 20: 76l 4 24 21 26+ 92% ] 6 32 411 49:
IBERIA EXPRESS PACT 1 0 0 ' 1} 12 0 1 o! 1 100% ' o! 1 o! o!
ICELANDAIR PACT 2 0 0 I 21 151 0 2 ol 21 100% I ol 2 21 21
INDIGO AIRLINES PACT 0 0 0 | oi oi 1 0 oi oi 0% | 1i 1 3i 3i
INTERCARIBBEAN AIRWAYS PACT 0 0 0 s 0: ol 1 0 0: 0: 0% ] 18 1 0: 0:
ITA AIRWAYS PACT 4 2 0 ! 6l 64] 0 8 1 ol 89% | ol 9 141 171
JET2.COM LTD PACT 78 1 0 I 79 20] 7 19 106] 125] 15% I 10} 135 124] 172]
JETBLUE PACT 1 0 0 | 1i 14i 0 2 oi 2i 100% | oi 2 3i 4i
JETSMART PACT 0 0 0 s 0: 0 1 0 0: 0: 0% ] 1: 1 0: 0:
JUNEYAO AIRLINES PACT 1 0 0 I 1l 66] 1 0 ol ol 0% I 1l 1 3l 2l
KENYA AIRWAYS PACT 20 1 0 I 214 548 0 12 1y 13 92% I 2j 15 30 24
KOREAN AIR PACT 2 0 0 | 2i 41 0 7 oi 7i 100% | oi 7 2i 7i
KUWAIT AIRWAYS PACT 1 0 0 : 1. 10} 1 2 0s 2 100% : 1 3 3 4
LATAM AIRLINES BRASIL PACT 1 0 0 ! 1l 14 1 4 ol al 100% | 1l 5 1l al
LOGANAIRLTD PACT 2 0 0 i 2 6; 0 5 4 9 56% : 1 10 6; 141
LOT-POLISH AIRLINES PACT 6 1 0 3 7t 83; 0 1 1% 2! 50% ] 0: 2 8! 3!
LUFTHANSA PACT 2 0 0 ! ol 2 1 5 1! 6l 83% ! ol 8 10! 15!
LUXAIR PACT 3 0 0 | 3i 68; 0 2 oi 2i 100% | oi 2 4i 3i
MALAYSIAN AIRLINES SYSTEM-MAS PACT 2 0 0 | 2: 24; 0 5 3 8 63% i 1 9 7 14:
MALETH AERO PACT 12 0 0 . 121 0: 0 0 29 29: 0% : 0s 29 16: 34
MIDDLE EAST AIRLINES (AIRLIBANS A L) PACT 1 0 0 I 1 461 0 0 ol ol 0% I ol 0 1 ol
NORSE ATLANTIC PACT 56 3 0 I 59] oi 1 61 5§ 66| 92% I 2j 68 92 100j
NORWEGIAN AIR SHUTTLE PACT 45 2 0 : 47: 185 6 39 15s 54+ 72% : 7x 61 47: 544
NORWEGIAN AIR SWEDEN AOC PACT 1 0 0 ' 1! 4! 0 0 o! o! 0% ' o! 0 1! 0!
NOUVEL AIR TUNISIE PACT 0 0 0 ! ol o! 0 0 21 21 0% ! ol 2 1l 3l
OMAN AIR PACT 0 0 0 i 0] 05 0 1 3 4 25% i 1 5 0] 5|
PEGASUS AIRLINES PACT 15 0 0 3 15: 46, 2 10 o: 19: 53% ] 2! 21 25! 29:
PLAY PACT 0 0 0 ! ol ol 0 1 1! ol 50% ! ol 2 1! 3l
QANTAS PACT 1 0 0 i 1] ol 0 2 ol 2 100% i of 2 1] 2]
QATAR AIRWAYS PACT 71 5 0 | 76i 92! 9 53 521 105i 50% | 15i 120 149! 184i
ROYAL AIR MAROC PACT 4 2 0 . 6: 104! 2 0 15¢ 15¢ 0% : 4 19 15: 27:
ROYAL JORDANIAN PACT 2 1 0 I 3l 48! 1 2 2l 4l 50% I 1l 5 1l 2l
RWANDAIR PACT 0 0 0 I 0j ol 1 1 1 2 50% I 2] 4 2 5§
RYANAIR PACT 0 0 0 . 0: ol 2 0 0= 0: 0% . 3= 3 1: 2:
SATA AIR ACORES PACT 0 0 0 ' o! ol 0 0 1! 1! 0% ' o! 1 o! 1!
SAUDI ARABIAN AIRLINES PACT 12 2 0 ! 141 38l 5 17 2l 191 89% ! 8l 27 26l 34l
SHENZHEN AIRLINES PACT 0 0 0 i 0; ol 0 0 0f 0f 0% i 1 1 0] 1
SINGAPORE AIRLINES PACT 4 1 0 1 5t 18l 3 3 1! 4! 75% ] 4 8 4! 4
SKY EXPRESS SA PACT 4 1 0 ! 5! 1761 0 2 3l 5! 40% ! o! 5 6! 6!
SRILANKAN AIRLINES PACT 12 0 0 i 12] 231] 2 2 211 23] 9% i 51 28 14] 271
SUN EXPRESS DEUTSCHLAND PACT 4 0 0 | 4i 26144i 0 5 11i 16i 31% | oi 16 18i 3oi
SWISS AIRLINES PACT 1 0 0 . 11 2] 1 2 1t 3: 67% ' 1t 4 2: 4
TAROM PACT 2 0 0 I ol 428) 0 0 1 1 0% I ol 1 2l 1l
THAI AIRWAYS INTERNATIONAL PACT 1 0 0 I 1 11) 0 3 2 5 60% I 1} 6 3 8]
THOMAS COOK AIRLINES LTD PACT 0 0 0 | oi oi 0 0 oi oi 0% | 1i 1 oi 1i
TIANJIN AIRLINES PACT 0 0 0 . 0: 0) 0 0 2s 2: 0% ] 0: 2 0: 2:
TRANSAVIA PACT - - - ! ol | - - -1 ol - ! -1 3l 3l
TUI AIRWAYS LTD PACT 0 0 0 i 0f 0) 1 0 0 0 0% i 24 2 0 1]
TUNISAIR PACT 2 0 0 s 24 132; 0 2 0: 24 100% ] 0: 2 6. 6.
UNITED AIRLINES PACT 9 1 0 ' 10! 17; 2 9 3! 12} 75% ' 2! 14 20! 22!
UZBEKISTAN AIRLINES PACT 0 0 0 ! ol 0] 0 1 1l 2 50% ! ol 2 ol 2l
VISTARA PACT 1 0 0 i 1 50; 0 0 7 7 0% i 2 9 3] 11;
VOLOTEA PACT 3 0 0 s 3: 237; 0 0 2t 2! 0% ' o: 2 2! 1!
VUELING AIRLINES PACT 34 1 0 ! 35l 43; 6 50 25l 75l 67% | 7! 82 56l 971
WEST JET AIRLINES PACT 1 0 0 | 1i 14 0 1i 7i 86% | 1i 8 2i 9i
WIZZ AIR PACT 0 0 0 : 0s 0: 1 0: 0: 0% ' 1s 1 0s 0:

! | ] ! ! ! ! | |

Total PACT 705 46 4 ol 755l 121 0 564 4871 1051l 54% I 186l 1237 1299 1659
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