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Complaints Recelved in Period Complaints Resolved in Period Ongoing cases
Remedy Noremedy
ADR Complaints Remedy awarded-  awarded-
entity [Complaints  Complaints  Complaints  received Complaints jTotalcases |awarded-  Adjudicatedin Adjuducated Cases
name/ |receivedReg received receivedReg awaiting Totalcases jpermilion jopened& [Settiedby  favourof Infavourof jTotalcases jUpholdrate rejectedor  {Totalcases |theENDof  |STARTof
Airtine / Airport Name PACT ‘others' 1107 rejected __|Airtine passenger __airline/airport tadjudicated _for consumers Totalawarded Average award: discontinued_iclosed Period Period
AIRASTANA CORL B o 0 1 7 201, 5| o 0 1 0% £0 £0 10 1 B 6
ARBALTIC CORL 40 1 0 o a1 221 23] 10 6 14 30| 53% £9.345 584, 29| 59) 23] 15
AIR CANADA CORL 137 19 0 3 159! 0 140 a8 2 75 149! 50% £52,193 £705 205! 354 137 142
AIRCHINA CORL 0 o 0 o o! o 0 0 0 o o 0% £0 £0 o o 10 10
AIRFRANCE /KLM CORL 1,398 366 0 19 1,783, 301, 604 308 615 879 1,802, 51%  £717.081 £777 879 2,681 1,254 1,016
AIRINDIA CORL 0 o 0 o [ o 0 o 0 0 o 0% £0 £0 [ o 17 17
AIRMAURITIUS LTD. CORL 0 0 0 o o! o 0 0 0 o o 0% £0 £0 0! o 1 1
CORL 145 a4 0 2 181 171 60 57 58 125 240 a8% £75.721 s658 159 £ 277, 264
ASIANAAIRLINES. CORL 2 1 0 o 3 18 13| o 3 o 3 100% £1,562 521 13 16 1 2
DELTAAIRLINES CORL 67 8 0 3 78! 45 80 a1 3 40 74! a6% £30,563 £899 109! 183 6! 55
EAST MIDLANDS INTERNATIONAL CORL 0 0 0 0 0] o 0 0 0 o 0] 0% £0 £0 0] o 1 1
EASYIET CORL 6781 409 0 20 7.210 147 1,208, 628 628 3419 4675 27%  £755871 2601 3118 7.793 5642 4977
EGYPTAR CORL 75 20 0 9 114! 234/ 103] 1 10 48 59! 19% £6.929 £630 125 184] 81 74
EMIRATES CORL 0 o 0 o [} o 0 0 0 o [} 0% 0 £0 o] o 62] 62
FLYBELTD CORL 0 0 0 o 0! o 0 0 0 0 (4 0% £0 £0 0! o 339, 339
‘GARUDA INDONESIA CORL 0 0 0 o o o 1 0 0 o o 0% 0 £0 12| 12 1 1
HUMBERSIDE CORL 0 0 0 0 0, 0 4 0 0 o 0, 0% £0 £0 4 4 0, 0
LONDONCI CORL 2 2 0 3 7 1 2| 0 0 o 0. 0% 0 £0 ES 33 7 0
NORWEGIAN AIR UK LTD CORL 0 0 0 o o o 0 0 0 o o 0% £0 £0 o o 853! 853
OMAN AIR CORL 0 o 0 o o, o 0 1 0 o 1 100% £2,288 £2.288 3] 4| 21] 21
ROYAL BRUNEI AIRLINES CORL 2 2 0 2 6 65 12 0 2 1 3 &7% £1,703 £852 14 17| 3 9
RYANAIR CORL 8933 1126 0 24 10,083 188 1616 1053 2,309 6571 9,933 34%  £2208257 2657 5224 15,157 7.277 5303
SOUTH AFRICAN AIRWAYS CORL 0 0 0 0 0] o 0 0 0 o [} 0% £0 [} o 2, 2
THY TURKISH AIRLINES CORL 503 7 0 25 607, 265, 631 144 116 171 431, 60%  £201.283 £774; 708; 1139 429, 413
TUIAIRWAYS LTD. CORL 2,606 67 1 8 2,682 223 456, 311 323 1639 2273 28%  £554,684 2875 1,224 3,497 1,704 1572
VIRGIN ATLANTIC AIRWAYS LTD CORL 400 85 0 2 496 89 130 62 a7 183 202, a7 £95,369 875 102, 484, 413, 206
VISTARA CORL 6 0 0 o 6 28 1 0 0 o 0. 0% £0 £0 0. o 0. o
wizz AR CORL 9772 656 1 119 10,548 918 3522 4345 1829 2613 8.787 70% 4143949 2671 4832 13619 5785 4627
BRISTOL CEDR 4 0 2 1 7 1 56| 0 2 3 5, 40% £250 £125 56, 61 2, 0
BRITISH AIRWAYS PLC CEDR 7.767 1.067 115 186 9135 192 2290 6.586 870 1535 8,991 83%  £6.238.378 2837 2533 11524 2514 2613
‘CATHAY PACIFIC AIRWAYS CEDR 19 2 0 1 22| 20 8| 9 il 5 23] 78% £10573 £587 8! 31 3 4l
GATWICK CEDR 0 2 0 o 2. o 60| 1 1 o 2. 100% £500 £250 69| 7 o o
HEATHROW CEDR 4 1 1 2 8: o 113] 3 2 2 7 71% £3,450 £690 115 122 4 5
MANCHESTER CEDR 0 1 1 o 2| 0 2 0 2 2 4 508 £280 £140 20f 24| 1 3
CEDR a2 6 0 o 48 28 13| 17 12 15 a4 % £46,942 £1619 14 58 7, 4
STANSTED CEDR 2 1 0 o 3. o 12| 1 1 o 2, 100% £100 £50 12 14] 1 o
Total CORL 30,884 2885 2 240 34,011 8.650 6999 5975 15779 28,753 45%  £8.856.798 2683 16,893 45,646 20417 20078
Total CEDR 7.838 1,080 119 190 9,227 2,581 6617 899 1562 9,078 83%  £6.300473 2838 2,827 11,905 2,532 2629
AEGEAN AIRLINES. PACT 32 5 0 37! 68 4 19 10 29! 66% 4 33 13 5
AERLING PACT 157 21 2 180, 42 2| % a4 130, 74% 30! 160 81, £
AEROFLOT PACT 0 0 0 of 0 1 0 2 2| 0% 1 3 o 2
AEROIT) PACT 1 0 0 1! 598 1 0 o o 0% 1 1 1 0
AEROLINEAS ARGENTINAS PACT 0 1 0 1 o 1 0 1 1 0% 1 2 o 0
AEROMEXICO PACT 3 o 0 3| 18 2| 1 o 1 100% 2| 3 3| 1
AIRALBANIA PACT 0 0 0 o! o 1 0 0 o 0% 1 1 o 0
AIRALGERIE PACT 1 o 0 1 1 0 0 4 4 0% o a o 3
AIR ARABIAMAROC PACT 6 1 0 7] 188 1 0 6 6| 0% 1 7 2] 1
AIRASH PACT 0 o 0 o! o 1 0 o o 0% 2. 2 o 1
AIRCHINA PACT 17 0 0 17, 26 4 1 22 23| 4% 4 27 3 12
AIRDOLOMITI PACT 4 o 0 4 a2 0 2 o 2| 100% o] 2 2, o
AIREUROPA PACT 13 2 0 15! 62 0 13 1 14 93% 0. 14] 6 5
AIR FRANCE / KLM PACT 0 o 0 0. o 4 0 2 2. 0% 4. 6 o 2
ARINDIA PACT 144 12 1 157| 112 18 60 55 115 52% 18 133 59 23
AIRMALT PACT 0 1 0 1 3 2| 2 1 3. 7% 3. 6 o 3
ARMAURITIUS LTD. PACT 62 3 0 65, 383 7| 50 14 64/ 78% 8! 72 1 1
AIRMOLDOVA INTERNATIONAL PACT 0 o 0 [ o 0 0 1 1 0% 0| 1 o 1
AIR NEW ZEALAND LTD PACT 0 0 0 0! 0 2| 0 0 0. 0% 2. 2 o 0
AIRPEACE PACT 6 1 0 7 65/ 0 0 3 3! 0% o 3 3! o
AIRPORTUGAL PACT 0 0 0 0] o 1 0 o (4 0% 1 1 0, 0
AIRSERBIA PACT 3 1 0 4 a1 0 1 2 3. 33% o 3 2 1
AIRTRANSAT PACT 6 2 1 9 20 4 2 9 1u 18% 4 15 3 5
AET PACT 2 3 0 27, 105 8| 0 20 20] 0% 8| 28 7, o
ALBASTAR PACT 16 0 0 16! 5441 2| 9 14 23 39% 3 2 6 14
ALBAWINGS PACT 1 o 0 1 o 0 0 1 1! 0% o 1 o 0
ALL NIPPON AIRWAYS PACT 0 0 0 0] 0 3| 0 1 1 0% 3| 4 0, 1
AMERICAN AIRLINES PACT 89 6 2 o7, 26 20 54 23 77! 70% 20! 97 29! 1
ARKIA PACT 4 0 0 4 697 1 0 1 1 0% 1 2 3! 0
ATLANTIC AIRWAYS. PACT 3 o 0 3] 158 0 0 3 3] 0% o] 3 0, o
AURIGNY AIR SERVICES. PACT 2 1 0 2! 48/ 4 5 9 14 36% 4 18 16 4
AUSTRIAN AIRLINES PACT 1 o 0 1 2 0 1 o 1! 100% o 1 1! 1
AVIANCA COLOMBIA PACT 9 2 0 1 62! 9| 0 12 12 0% 9, 21 1 3
AZERBAIIAN AIRLINES (AZAL) PACT 5 1 0 6 75 0 1 1 2. 50% o 2 4 o
BADRAIRLIN PACT 0 0 0 of 4 0 0 1 1 0% of 1 o 1
BAMBOO AIRWAYS PACT 7 o 0 7, o 0 0 13 13] 0% [ 13 1, 7
BEES AIRLINES PACT 0 0 0 [ o 1 0 o 0. 0% 1 1 0. 0
BEUING CAPITAL AIRLINES PACT 1 o 0 1 29 0 0 1 1 0% of 1 o 0
PACT 2 0 0 2, 33 1 1 4 5, 20% 1 6 0, 3
BIMAN BANGLADESH AIRLINES PACT 6 o 0 s 36 1 0 10 10! 0% 2 12 1 6
BIRMINGHAM PACT 0 0 0 of o 0 0 1 1 0% of 1 o 1
BLUEAIR PACT 1 o 0 1 o 1 0 1 1 0% 1 2 0, 0
BLUE ISLANDS LIMITED. PACT 1 1 0 12, 35 9| 9 1 10, 90% 9. 19| 4, 2
BRITISH AIRWAYS PLC PACT 0 o 0 of o 12 0 o of 0% 12 12 o o
BRUSSELS AIRLINES PACT 0 0 0 0! 0 1 1 o fl 100% 1 2 0, 1
BULGARIAAIR PACT 1 o 0 1 2, 0 0 1 1 0% 0. 1 1 1
CEBU PACIFIC PACT 0 0 0 ol o 1 0 o0 o 0% 1 1 o 0
CHINAEASTERN AIRLINES PACT 1 2 0 13, 26 6| 0 10 10, 0% 3 16 5, 2
CHINASOUTHERN PACT 12 1 0 13; 27/ 5| 2 7 9 22% 3 15 3 3
CORENDON AIRLINES PACT 28 1 0 2] 107 2 39 10 49 80% 2 51 5| 2
CROATIAAIRLINES PACT 5 0 0 5. %2 0 3 2 5. 60% o 5 0 0
NAIR PACT 19 o 0 19, 79 0 1 1 0% 0; 1 10 2
EASTERN AIRWAYS PACT 60 0 0 60 388, 3| 51 3 54 94% 3| 57 10 4
EASVIET PACT 0 o 0 o o 1 0 1 0% 1 12 o 1
EDELWEISS AIR PACT 1 1 0 2. 2 0 1 1 50% 0. 2 2. 2
PACT 2 3 0 27| 561 1 22 2 2| 92% 2 2 12 10
EMERALD AIRLINES PACT 163 0 0 163; 1751 12 177 54 231, 77% 13 24 17 86
EMIRATES PACT 114 31 a 149, 26/ 31 a8 56 102, a5% 34; 136 70! 2
ENTERAIR PACT 5 0 0 5| 451 1 3 3 6| 50% 1 7 3 4
ETHIOPIAN AIRLINES PACT 12 10 0 22, 561 5| a 29 33, 12% 7 40 2 16
ETIHAD AIRWAYS. PACT 53 1 1 65. 49 1 2 14 36! 61% 13 49) E% 9
EVAAIR PACT 0 2 0 2| 9 0 1 o 1 100% 0| 1 1 o
FASTIET ZIMBABWE PACT 0 0 0 o! o 1 0 0 o 0% 1 1 o 0
Fili Aivways PACT 0 o 0 [ o 1 0 0 [ 0% 1 1 o o
FINNAIR PACT 22 4 0 26| 37/ 4 6 6 12| 50% 4 16 19 5
FLYADEAL PACT 66 2 0 9 o 22 97 18 115! 84% 23] 138 26 51
FLYBELTD PACT 0 0 0 0. o 1 0 0 [ 0% 1 1 o 0
FLYDUBAI PACT 0 o 0 0| o 1 0 1 1 0% 1 2 0, 1
FLYONE PACT 6 0 1 7. 71 3| 1 7 8. 13% 3. 1 3 4
FREEBIRD AIRLINES PACT a 2 0 6. a7/ 2 2 2 4 50% 2 6 3! 1
‘GARUDA INDONESIA PACT 1 0 0 1 o 0 0 o [ 0% 0| o 1 0
GULFAIR PACT 36 i 0 5. 0 10 27 2 53! 51% 10! 63 17 2
INAIR PACT 0 o 0 o o 0 0 1 1! 0% o 1 o 1
HAINAN AIRLINES. PACT 19 0 0 19| 8 1 2 15 17| 12% 1 18 6 4
HAWAIIAN AIRLINES PACT 0 0 0 [} o 1 0 o [} 0% 1 1 o 0
HISKY. PACT 2 0 0 2 27/ 2 1 a 5! 20% 2 7| o 3
IBERIA PACT 89 14 1 104 o1 26| 64 13 77, 83% 27, 104] 1] 15
IBERIA EXPRESS PACT 1 0 0 1 3 0 1 0 1 100% o 1 [} 0
ICELANDAI PACT 5 0 0 5! 10 1 3 1 4 75% 1 5 2! 1
INDIGO AIRLINES PACT 0 3 0 3] o 3| 0 1 1 0% 3] 4| 3] 1
INTERCARIBBEAN AIRWAYS. PACT 0 0 0 0! o 2| 0 o 0! 0% 2. 2 o 0
ITAAIRWA PACT 34 11 0 45| 107 6| 32 6 38/ 84% 7! 5 14 10
JAPAN AIRLINES PACT 0 o 0 0] o 0 1 o 1 100% [ 1 o, 1
JET2.C0MLTD PACT 402 10 3 415, 21 38| 55 258 313, 18% 38! 351 124 22
BLUE PACT 8 o 0 8! 20 4 8 o 8! 100% 4 12 3l 3
JETSMART PACT 0 0 0 0] 0 1 0 o [ 0% 1 1 [} 0
JETSTAR PACT 0 1 0 1. a4, 1 1 o 1. 100% 1 2 o 0
JUNEYAO AIRLINES PACT 3 0 0 3! 104 1 0 o o 0% 1 1 3! 0
KENYAAIRWAYS PACT a8 4 0 52, 281 15| £ 6 39| 85% 16 55 30] 18
KOREANAIR PACT B 0 0 9 48] 0 8 o 8! 100% 0. 8 2 1
KUWAIT AIRWAYS PACT 9 2 0 1l 29 1 10 5 15| 67% 1 16 3l 7
LATAM AIRLINES BRASIL PACT 8 2 0 10] 35/ 4 13 3 16] 81% 4 20 1 7
LOGANAIRLTD PACT a1 1 0 32! 23 4 25 19 a4, 57% 7, 51 3 21
LOT-POLISH AIRLINES PACT 20 2 0 22 67, 3| 1 1 22| 50% 3! 25 8! 8
LUFTHANSA PACT 19 1 1 21 6 7| 12 3 15| 0% 8| 23 10 5
LUTON PACT 0 0 0 o; o 1 0 o 0, 0% 1 1 0. 0
LUXAIR PACT 7 o 0 7! 39 1 3 2 5! 60% 1 6 4 2
MALAYSIAN AIRLINES SYSTEM-MAS PACT 28 1 0 29 EY 12 14 9 23] 61% 12 35 7, 1
MALETH AERO PACT 250 0 0 250, 10619 0 0 414 a1 0% 1 415 16 173
MIDDLE EAST AIRLINES (AIR LIBANS AL} PACT 1 0 0 1 7 0 0 0 of 0% of o 1 0
NORSE ATLANTIC PACT 282 7 0 289, o 8| 216 24 240, 90% 9, 249) 92| a4
NORWEGIAN AIR SHUTTLE PACT 156 i 1 166; 162 16| Ed 30 128; 77% 17, 145 a7, 10
NORWEGIAN AIR SWEDEN AOC PACT 1 o 0 1 1 0 0 o of 0% of o 1 o
NOUVEL AIR TUNISIE PACT 4 3 0 7 162 1 0 20 20, 0% 1 21 1 14
OLYMPIC AIRWAYS. PACT 1 0 0 1; o 0 0 1 1; 0% 0; 1 o o
OMANAIR PACT 2 2 0 4 26 3| 1 3 4 25% 3 7 o 0
PAKISTAN INTL AIRLINES PACT 1 0 0 1. o 0 0 1 1 0% o 1 o o
PEGASUS AIRLINES. PACT 86 i 0 9, 73 5| 55 28 83; 86% 7. %0 25, 13
PACT 2 2 0 4 30 0 5 1 6| 83% 1 7 1 4
QANTAS PACT 4 0 0 4 9 2 2 2 4 50% 2 6 1 1
OATAR AIRWAYS. paCT 306 35 2 343, 104 67| 129 134 263, a9% 72. £ 149 7
ROYALAIRMAROC PACT 33 £ 0 67 290, 1 1 74 75| 1% 13 88 15 2
ROYAL BRUNEI AIRLINES PACT 0 o 0 o! o 0 0 o o 0% 1 1 o 1
ROYAL JORDANIAN PACT 5 2 0 7. 32 4 3 4 7. a3% 4 1 1 1
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