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"unrlnnnmwmmurmapnmum g e s,

Mike Tancredi hasn't recovered the Garmin
GPS device that he says disappeared from a
bag ona Sglm Airlines fiight in No-

mﬁuﬂl said no compensation was. justified
its rules, and Tancreds didn't hear from
the airline \-\vhen e later complained to the
ﬂnénnenmrmm
millions of fliers wha griped about air-
line service Last year, Tancredi now knows two
Eshh‘us about ﬂahrg complaints: salu;se{acllm
" guamne Responses aren't, either
I year that ended with airine travel fak-
mrits sh'arpusl'mp sirce the Sepr, 11 attacks,
l“u: DOT wias still-deluged wath: passenger
plaints — more than 9,200 through Oct.
2k Thal'!enw? 1o make 2008 the secand-
& Past seven for cansumer
industry's federal

site, n.ﬂ]m 2008 figures will be releassd
next muankh.
Concerns abaut airline customer service re-
rompeed the DOT to propost new
rules requiring airnes to acknowledge 2l
complaints withan 30 days and to give a sub-
staptive response within 60 days. Alter a pab-
lic comment perind, the rule could go it ef
fiect this year,
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Airlines say they read every complaint, look for

Continued from 18

AirEnes don't repart how many complaints
they receive, but the DDTcmarcs alls air-
line directly recefves 50 complaints for every
ang the government gets.

Even at that ratio, it's still a small percent-
age of the tens of millions of passengers that a
large airfine flies in a year. But DOT comglaln
of which airlines ame
raising customers” ire, and urnhuse service Is
improving or dechining over Hme.

A close look at that data, and interviews
with DOT and uxlustry officials, finds:

» Mare than %S*Wrs have sent
complaints [nllltDOTa ut LS, and forefgn
airlines since 2001 ‘The totals :amefrmn 100
to 1,800 a year for every major LS, airl

e L5 g which led the I'ldlISlT_'l' in
2007 with 1,528 complaints, appears t have

improved s, performance in 100& Its total
lhl Octaber was 857,

* Complants about some smaller airfines
are increasing rapidhy The DOT recefved 719
complaints about Spirit through October,
compared with 552 in 2l of 2007 and an av-
erage of 48 a year from 2002 through 2006.
Complaints aylnst AirTran and ]cmluc ako
AuEtherr

* Amang the sven largest LIS airlines,
Delta drew the most comj 1120

port on Dec. 23

mmmuresolutlons

Often busy: Travelers wait in thesecurity. S
Fale. llnentSanhunscn

International Air-

plaints —
and Southwest had the fewest, 224, durmg
ﬂwﬁmﬂ]mmthsufm
Does com make a difference? Some-
‘times, but many customiers, such as Tancredi, say
they get nowhere, “Te never seen anything like

thes,” says Tancred, of Adrian, Mich, wha had
flown sewtd:m\esamrmﬂnutapmb—
lemn until hés GRS vanished. *T'm very upset ahout

the way they handied this whole thing"

Splrt sage s It [sn't responsible because valuables
shouldi't be in checked bags. That's stated in its
contract of carriage — a document that spells out an
lrling's re: and i on jts website.

American Alrfines passenger Magdalen Hsu-Li
Was Lpser Iaﬂmmm'znm'sddaym
bringing o4t a jet bridge to her arriving flight in Mi-
ami caused her to miss a
Mvers, Fla, where she had a isiness appoimtment.
She paid nearly $400 for a ground-shattle ride to

Fort Myers, she says, after an CUSTOMmEr

connecting flight to Fort  th

‘wiuld be Joyal customers for kife, he says.
Tschohl is president of the Service Quality In-
stitute, which provides customer-service [maining
: empl

Bes mmmmalcmnpensatim
“Rirline customer-service departments are much. pe;

wiorse than those in other industries,” Tschahl says.

“They arc ineffective and rarely take care afthe cus-

tomer's prol
Frcqumdg the goal of airfine customer-service

departments (s to “close the file, which means get-

ting an answer to the customer — period,” says Mi-

chael Bayd, an airline |ndusn3r t and head

ol the Group Internation:

“Too nmckmmlemmmmm
may often not address the nature of the com-
L says Nayﬂ a former supervisor of refund

for Am

Nli)hm 53y th!y read every cumplaml and.v?Jo

service agent said the airline woukd reimburse her
ﬂurglumd-tﬁnspnnai_:inn EXpenSes. St

sent her a better apal andolfemias‘SBAB
refind far her Mizmi-Fort Myers ticket,
When she expressed her dissatisfaction, American
then sent her  §100 vouchier for a future figit, but
that didn't appease the musiclan,

American has no computer record of a conversa-
tion berween Hsu-Li and an employes, or any ex-
pense awthorization, says spokesman Tim Smith.

Winning loyalty
Customer-service guru John Tschohl says Spirit

and American each missed an opportunity. If they
had provided full compensation, bath customers

their best
id. and many are nat, they say.

“We take every complaint mlmﬁh‘ and fully in-
vestigate it in the order in whith it was recefved,”
says American's Smith.

LIS Airways says it tells customers who complain
that they will get a response within 36 hours. Most
get a reply in Jess than 24 hours, and the first re-
sponse resoives “the vast of customer in-

says spokeswoman Valerie Wunder,

The 2008 DOT figures show consumers fled
three times mare complaints against Spirit than
EDBﬂlwtsL which flis more passengers than any

— 102 million kst year.
nar%::l]: Spirft's chief marketing officer, says
99% of its passengers are saticfied.
“There s,imwver 2 hanedful of passengers with

false expectations wha thought they were shop-
ping at Nordstrom's and didn't realize they were
traveling with an ultra-low-cost carrier that's like

low- ﬁ”ﬂ El.[ﬂl:say& Splmlsnot for everyone —

Hnyd and Tachohl praise Southwest for its cus-
tomer service. “The fop executives of Southwest
walk the talk,” says Tschohl. “They love their em-
ployess and their custamers, and the result is the

employees love the customers.”

Southwest ernploys 112 workers to handle com-
plains received mme telephone, over the Internet
and In the mail. Most complaints are made on the

hare, says spokesman Chris Mainz.
£ “Uurgm& i5 to find & win-win solition,” says
Mainz, who farmerty worked in the custoeer-
service department. “0ur goal is to do right by the
custorner and make them happy™ T

Southwest aims to respand to a complaint within
30 days, and it meess that goal for 95% of the letiers
it receives, Mainz says.

I at first you dort succeed

'When passengers dor't get satisfaction from ai
Tines, they turn to the DOT. The numher ormm

O et i likely
Iack of awareness that meDUTamepis complaints
mﬂhasacmnp!amfunnmltsw&hme aircon
sumerast.dotgov/escomplalrjes.cfm.
The DOT generally doesn't Im'esugave individual
camplaints it receives, Each one the DOT
gets is sent to the arline mentioned i the com-
‘plaint, says Samuel Podberesky, the agency's assis-
tant general counsel,




Alrlines are not nequired o reply o the
wmﬂmm%m ol
about a a service problem or
prablems not subject to DOT mgu]adw&

In N%mml'. ﬂnﬂEJT el new m-
sumer- ction rules, udh\g one that
ik m:e airlines ta respond to consumer

ts. The uires airines to post
ir wehsites and thelr electronic

a L. k-
miation wiould have to be e at every ticket

the market
mﬂmmnfﬂ”‘saysmnm executive
director of the Aviation Consumer Action Pm-

on the way to New York, and DOTwill categorize it
mmpasggrm fves complaints ibjects
Tece an many s
and woukd need a huge stalf to research and make
determinations about each complaint, he says.
“Within the realities ofsnmng and llvemaf

m;?;l?fmdﬂlnmd authority in mm«m

DT says, in a written statement to
LLEATDMmam"Mmmed o ackdress
dm_muses;ar:awamnwmmw Ntdelays.

com|

For Craig. Matsda, 1o the DOT
“matk a tremendous di A
+ Matsida and his family missed a Uniiced

the DOT enough
B
o
lhm wias almast a nmmwum in-

A msmﬂmhrammensalm

Sy, “5e the DOT a int s mare
than b at the moon aservice
prubﬁem. e says, “But not much mose effective.
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