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- ‘Akey mandate of the Canadian Transportation Agency is Yo help resclve disputes between alr
- passengers and the airlines. Since a portion of these diapute are concerned with level of service -

- pravided by the airlines to thelr passengers, the Agency s Members would be well served by havinga
deeper understanding of various level-of-seivice indicators including trends and the factors that drive
 ‘these trends. This report provides an assessment of key.air passenger level of service indicators and -
© discusses issues concerning ongoing data collection. This research study was led by Peter Lok with
assistance from Hakan Andic with statistical and’ data support from Jocelyn Charbonneau and Normand

- Girouard: Note that the views expressed in this research- paper are those of the author aione and do not

necessarily represent Those of the Canadian Transportation Agency or the: Governmeﬂt of Ca nada
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Y 0.2° " [ Apri0,2012 | Dratt with Transport Canada interviews. LOS data updated to capture

| intervening pericd between diafts, Regulatory.environment section
| updated to capture changes.in the intervening period..

ER 03 _May 31,2012 - | Ghapter 7: Recommended Air Passenger LOS !ndlf*ater ?’!an added to
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with additional estimates of LOS indicators for Canada based on US data.
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 Glossary

 'ACARS - Aircraft Cominunication Addressing and Reporting System
CAEA  Association of Furopean Airlines

APR - Air Passenuger Rights

ATC L Air Traffic Control o _

BTS . Bureau of Transportation Statistics

. CAD - Canadian Dollars

CRA  ~ Canadian Revenne Agency
- DOT - Depariment of Transportation

~ EC ¢ Buropean Commnission

- eCATS  Electronic Collection of Axmtzon S‘Ealzqfius
- EU - Buropean Utiton =

" FAA  Federal Aviation Auth{mt}f

- GDP - Gross Domaestic Prodoct - T
- TATA - Tnternational Ajr hdnbpoﬂaimn A&qm,mémn'_-“”- |
- IFR ~Instroment Flight Rules IR

- LOS Levelof-Service

NAS  National Aviation Systerm

: COAG " Official Airline Guide o o
~ RPK . Revenue Passenger Kilometer L

- RPM | Revenue Passenger Mile
. RTK . Revenue Ton Kilometer
-RTM ~ - Revenue Ton Mile

: §AA'R -";S@asm}zﬂly adjusted at annual rates
L SARS Severe Acute Respiratory Syndrome
SDRSpecial Drawing Rights _ . .
- SITA - Société Internationale de TL]uCOﬁ'HBUHIC&IfIOBS Aéromutzqm*@
- SRS _Schedule Reference Service
~US - United States _
“USD - United States Dollars |
VIR | Visual Flight Rules .
WOE . -Wlthdzdwai of Elni_%m:,msm o
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One of the' Agency’s core re%pomzh[htm is dlc;putc rcqohmon conceriing (.L)mpidml‘». abuu& :
- fransportation service, rates, fares and charges. With respect to air- '{I‘clflbp{.}l‘l.cil..i_i.)ﬂ matters, :part of

- the Agency’s mandate is o ensure that federally-regulated air carriers apply their term and

- -conditions of carriage as set out in thelr domestic or international tariffs or that such terms and
- ¢onditions afe not unjust, unreasonable orunduly discriminatory. These disputes primarily relate
1o the following categories (note that not all are within the Agency’s mandate and these are
_-reaerred 10 i}w appropnaf ¢ authority for resolution):
= %%ggﬁi Disruptions. Complaints concerning flight delays, de}’ws on taimdc diversions of
-cancellations are mciuded in this category.

e Warkezmg emd Sales. Tbm category includes .dispuics that - arise’ over mariseimsz;
o ;mketmg reservations, eic, : S

" Bryan Weismiller, Thﬁ.ﬁdé:r'sitbrms' cavuse major delays at airporl, Calgary Herald, June 13, 2012,

':P_r:o{eé’téd - S
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. 5

Baggdge Baggag:: dlsputes are aasouated wnh c:omplamtb conwmmg losi damaged or
1_d€%ayed baggage, free baggage allowances and excess bgwgdge charges..

' . "*}ervlce!baiety Although tracked by the Agency, dxsputeq related to the qadil%v of
service or safety lie outside of the Agency’s mandate and are usually referred to the
~ airlines and Transport Canada respectively. As a result, the study will not examine these

. indicators, " S ' S

e Other. Other dif«:putm within the Agency’s mzmdaw including issues s related tes denied
boatdmg (bumpcd} refusal to transport, carrier-operated Equlty programs, cargo, et -

_  fiscal year, the Agency rugistemd I complaints from consumers. A‘ithough
_ .zhe majorzt}f are resolved through th *s informal facifitation process, the members are
"-caﬁod upon o resolve. the residual omplaints through formal adjudication. The
<L Agency cin also, on its motion, assess the reasonableness of the terms and conditions of cargiage -
_ ..applicable for international ‘air services. Typxcaﬂy, the Agency would have about a dozen such

- actions a year. . .

. Whenever the Agency must assess tize reasonablenebb of a term and condition of uxrrmge,* .
whether on cempiamt or of its own motion, it must weigh the respective interest of the air
~carriers and the air travellers, bearing in mind the overall indusiry context.

Members and Agency Staff would thus benefit if they had ready access to recent level of service
" indicators for the industry as'a whole along with a discussion of the major drivers influencing the )
~ indicator in question and recent: trends. This would serve to contextualize the significance of both
- the specific issuesto be addressed by the Agency and of the actions of the Agency itself, help to -
establish priorities for own motion actions; provide a frame of zcﬁcrcnce whenever Ag g,em,y gtaff
- or Members are dealing with such matiers,

1.2 ﬁ@ﬁmmh @%gag&&ivﬁs

.. .The primary research objective is 0 ;malyxe ami prcawde a cuhcai aasessmen{ of air travel

indnstry level-of-service (LOS) indicators that could be used as be kgrow atton by

“Agency metnbers.and staff involved in adjudicating disputes LY

possible, the major driver(s) behind the indicator trends will be identified along with any evident

- trends. Where data are lacking for Canada, alternative data sources from other jurisdictions will
' .-_-be analyzed to agsess their suitability as proxies for the Canadian context.

1.3 m?@ﬁﬁ of the Report

The report is presented in 7 ch&prers and 2 appmdmc—:% ToiZDng this mtmductzon Chapter
- will examine what mdn,dtora are important to air traveilers. Failure to provide service that is
~ important to air travellers will certainly drive complaints. Analysis of ize indicators that are
- critical to quality will therefore help in the determination of what to tr ack.” A suggested data set
of level-of- suvme indicators within the Agency’s mandate will ten be ;J1ef~:ented

~ Chapter 3 pmwdcs background on level-of-service. indicators in air fransporfation by uxpimmg
- changes in the regulatory environment. n addition to describing level of service regulations in

* Readers may find it useful to réfer to Appendix A, which examines consumer satisfaction theory, while reading
. ‘this chapter. :
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© Canada, the chapter briefly presents the experience in other jurisdictions. The éxperience in other
jurisdictions is important a air travellers often compare and contrast their experience with the
Hreatment of fellow paw.ﬂgwq from othel countries and-can set future expectations for service

quality, :

In Chapter 4, a variety of data-related isstes: such as coverage, quality and availability are
“discussed. Where data are lacking for Canada, the report suggests alternative data sources that -
may still provide value in providing context for dealing with Agency disputes.

A set of proposed air passenger level-of-service indicators is presented in Chapicr 5. In addmon'

to identifying trends, the data are analyzed'to determine the key drivers or determinants.
W herevu posslbie, Canadian data was used. Tn the abﬁencc of Canadian data, proxy data from

A comprehensive set of aviation level-of-servicé data has been considered for Canada in the past, -
. Chapter 6 explores options for collecting such data. A-summary of the study findings are also

presented including a discussion of the issnes’ miated to the on=going collection of level-of-
- service Indicators. : -

~Finally, a plan for zmmumg 1;;0{111(32111% by the Agency of the: %elected aviation Zevelﬁof&cmce
~indicators is presented. This plan includes the level of service indicators fo be monitored,
~Canadian data set to be used where available, U.S data to be used where Canadian data is not
" available, and analysis of trends and other relevant factors, :

. In-addition to the main report, there are two appendices that provide further details for the reader,
- Appendix A is a brief discussion of a key management science consumer satisfaction model
developed in Japan in the context of quality management but with examples for the air travel -

S :-.mdustry Appendix B provides a brief overview of the relationship between aic traffic demand

- and economic growth.
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2.0 Selecting Level-of-Service Indicators

2.1 mmmé to Quality - What's Emg&wiﬁm o Ay T m%iiwﬁ*’

- The quality of service prowd&d by a company is. genmﬁl} ccmsmicred 10 drzve: ‘custorier |
- satigfaction, ? As u result, when selecting which-level-of-service indicators should: be included in o
“a comprehensive data set, it is desitable m understand the dimensions of service: quaizty from t%}e. o

" standpoint of an air passenger.

. Research has. generally concluded that service n;u&i ity and pﬁcu are’ the key drlverb of cus?;omur
- -satisfaction. in the sezvlce industry., But .what constitutes good service qualily? One qmd*v of
- -.m’femazwmi ar trcw efiers suggests seven service quality dimensions as dcpzcted in F1gzire 1

¥ gnre 10 i“‘m{:wmﬁ {ostonwr Sptisfaction Maodel

Sezaa'cé ‘Michasl Clemes st al. “An [’mplrm Amlyqzq of ('z}ﬁtnmez Satisfaction in Iﬁtemamonui Adx ’f‘mvu ;
Innovative Marketing, Volome 4.2, 2008, e o

'}.hc service quality dimensions are deimed as follows:

e Timeliness. The speed and promptoess of the service - 'pttz“fc')'rming} the‘- service --az ‘the
- designated time. : o
& Assurance. The knowlcagc ar.zd courtesy of cmployces and their a’oﬁ:{zv o comev tmet
. and confidence .
~»  Convenienee. The ease of check-in and overall convenience of the dmvai az‘zd f}apamm
- schedule. | |
®  Helpfulness. The consideration, respect and hei;mﬂne% of A0y pezsannei in contact with R
passengers. o
o . Comfort, Comfort of the azz_c,mil including leazwom, smt size, rﬁ-{jme ::mcrlc and overaﬁ e
passenger comfort. . _

<3 Cromin, J., Beady, M., and Hult, (5. “Assdgsing the Effects of () i;ﬁa,'iitv,':\'?"éil:tié ‘and Custorser SclﬁSf’Ei{,’-ii{}l} on
. Coasumer Bchavmrai TIntentions in Service Environments”. Journal of Retuiling, 76 (23, 2000, _
Y Clemes M., Gan C., Kao T.H., Choong, M., “An Empirical Analysis of Customer Satistaction in International z“alr :

© Traval”, Irmowsze Mafkefrfxg, Veolume 4-2, _28(}8.

o Pmm' hﬁd
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»  Medls. Tiae quah?y of in- ﬁigﬁt catelmg {nofe that tl’ns studV mvoi%d miema‘uomi “hzvﬁ
0 frills” dirline pussengers)

o . Safety and Security. Includes pizyszwﬂ m‘fcty and %culzty as Weﬁ as fmanzwl $8 cum}
~ and confidentiality. - o :

N Noi strptisingly, many of E}lem service, dlmensmm are n“italwﬂﬁw ané are. Chaliengmg o
- quantify. A tasty meal for one passenger might be deemed completely unpdidtablc by another. - -
~Through the use of a survey instrument featuring a Likert-type scale (e.g.; strongly agree, agree, - S
- neither agree or disagree, efc.) the service. fi:mem;on% were analyzed 1o -assess their Othl“dﬂ
e '_1mpact on customer satisfaction. : -

- Safety and security ‘was cited as- the most mzporfam dzmenszon f(}r thc mtcrnatlonal air
- -passengers surveyed in the study! The complete r’mﬁ ordered list of airline passenger service
- uality dimensions in‘descending order is as follows:” :

. Safety & Security
Helpfulness

- Meals

S Comfort ©
Cénvenience
“Assuarance
Timeliness

.

-rd.c:‘\'thé#wzeam

_Th{:sc fesults are not atypzca.l of smuhr suncybaseci studies mzzducted after 9! 11 in 'PE}EH and
- ‘the SARS ontbreak in 2003, With: the exception of Timeliness (ranked as least important among
the seven examined in this survey), however, these dimensions of service quality do not
' co‘rrec;pondto the category of --cbznp?airzm that the Agency has a mandate to adjudicatﬂ
- Oneof z.he primary reasons for thxs lack of correlution is that survey-based studies are not well
“suited to captire what are termed “raust be” service qna’iit}? attrlbutea which are those that define
“the. minimum level of setvice standard. In most cases these atiributes only- surface through
coniplaints that oo _'whu'z the minioum S'Lanciard ha% rmt bcczz mc? for some 16’1&;4:){1 {see

“ Appendix A for further details).

. Another way fo-fook at service qtmfz?y is o mse sxperl apmmn to ;zauge the 1cldttve 1mpi}rtdnce :
- of different broad service categories on customer satisfaction, The anmual Airline Quality Rating -
“report from the United States surveys 63 airline industry txpm‘ts and combines their views to .
 determine the relative importance in overall service quality.” The rank ofder and. weighiing of '
Us. Department of Transportation data are promde{i in Table 1 (& minug szgn mdlmie a 31C”3.t1‘»’"6 :
. _.cﬂarzoit,:.tjs;m between the criteria and o verall service guality), T

"% able 12 W@?g%ﬁiﬁﬁg @f‘ Adriine ?ﬂ*é@msmu i}mh&*y E@ﬁmﬂs & m@wm

On-time Performance - | o883 .
Denied Bodrding ). 803

-} Mishandled Baggage 1o 792

£ Buw::n B {} andt Freudly D g2 ,.fi:fr‘lzrse Q{;c:Zg;v Razmg 011, April 2011,
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Custemnar Complaints

=
..-J-
by

_ - Soures: Bc}weh; B. 1. and Headly Iy, E.. Airline Quality Rating 2011, April 201 1, pg 3
2.2 Complaints to the Canadlan Transportation Agency |
- ":E;ﬁfer}'f'_yﬁa'i* the Agency receives complaints from the travelling public in\foiviﬁg dispuies with the
 airlines. The complainant is expected to contact the airline first and atteropt to resolve the issue
- bilatetally. In'the event that a satisfactory resolution cannot be found, the complaiinant can then
- register their complaint with the Agency and the dispute resolution process is initiated.

- In accordam,e with the Act, all complaings received in this manner are mcordcd rcg,a.td%e%s of

* whethier or not the Agency has a mandate to-adjudicate the issue or not. Specifically, the Agency

fias no mandate to adjudicate airline safety and service quality issues and these are rf:fmrcd to
Transport Canada and the aitline management for resolution.

e Data 21:0111 ihs Ag&ncy 8 azmaal 1cp01t show that cc}mpiamts ha’»c fa&ien over ¢

g A&,ency dumng the 2011712 fiscal year.

- Kigure 2 &gﬂmy Adr *’E‘mw% ¢ @mpiamt Tasues - 2@3 L %2

. Refusa tobransport .~
45.5% ’

Resentions .
3.0%

Dinted bowreing K

2.3%

........ Bafaty

0.7%

SNt
L%

grorlation Ageney, Awnual Repott 2010711,

© Sourse: The Canadian Trans
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23 &&;ﬁggm%ﬁ imﬁsmﬁ‘m* Data Set

The selection of.a level-of-setvice indicators da‘ia set was based ¢ o two main criteria: wlevance o
- and pmctzccﬂity, Indicators must be relevant to the air traveller in reflecting issves that are
. lmportant to them. Complaints to the Agency provide a strong bellwether in this regard. At the
©*“.same time, the indicator must be practical in that it must be measureable in a consisient,
- objective-and reliable manner - either through proper sam plmg or by gathering data for the entire
- population.

- Based primarily on the typea ‘of complaints received by the Agency ovcr the past three fiscal =
- years, the following are a suggested st of level-of-service periomnamce indicator data set for
“airline passengers:

Proposed Levelof Service Indicators

Le\?ei_-c}f-Sé_rvice'Caie'gcry .~ Proposed Level-of-Senvice -iﬁdicéfar |

. F?ight Disruptions . e .ondime pez‘formam’e-'“ -
[flight delays .
_ _ o « . flight cancellations "
Baggage T PR mishandied baggage
C _ L -complaints '
“Oversold Flights =~ ": - a *involuntary deried boar&ing

: ﬂng}, dhmytmnh, a complaint Lateg)rv zhd}; l;ypls.,afilv represents between 20 percetit and 25
- percent of complaints received by the Ageﬁcv can be measured by use of the three proposed
indicators shown above. Baggage, another 1mpc>lmﬁl complaint category that accounts for around

20 percent of complaints received can be measured by the number of baggage-related complaints

- yeceived by the airlines. Oversold flights, which represent. less than 5 percent-of complaints
- teceived by the Agcncy, can be tracked through the number of reported involuntary denied

' '-5'boardmg incidents (ie., passenver inyolantarily bumpéd from a ﬂzghi for whmh zhey had a

_lt:sezvalmn)

“Other cc}mplzum mioﬂoms are ezthm ouisicie of the Agenw 8 mamiaﬁe ( e q_nality.o'f'sarv\ice
g and safety) or do ot translate well inio ub_}u,t]__\ e level-of-service indicators, In short, while these
© complaint categories (c.g.. ticketing) are clearly very important to consbiers, they arc not
“practical to measure, track or predict level of service. As a result, thc:} were not meluded inthe
- ist of potential indicators. :

“Protected
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* Gary Stoller, USA Today, January 14, ‘,{){)) (www aam'da'y,co'm?trava’i#’flig.hiwf,f}()‘} ﬂi i”:«ai: travel pagsengon

- complaints N htm)
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3.0 The Regulatory Environment

This chapter explores the regulatory environment that domestic and international carriers operate
in, Rules and regulations affecting air passengers can influence the behaviour of both consumers

“and cartiers. As a result, a brief overview of the régulatory environment in Canada and in other
key jurisdictions is usetul in nnderstanding changes in trends or outright structural breaks.

3 1 &ammﬁ%a

. In Canada, air pclbbi*ﬂngS arc pmtcch,d by 4 namber of separate pieces {)] Ic‘ﬂ’ibldht}n There is
general consumer protection at the provincial level with specific regulations dealing with the
-+ travel industry in both Quelec and Oniarto, At the federal level, the Canadian Transportation Act
{the Act) and associated regulations form-the bulwark ‘of protection for air travellers. While
ions have been strengthened-in recent years, they are arguably less than those in
' jurisdictions — particularly in the United States and the European Union (see

 1In 2007, amendments to the Act ¢ontained in Bill C-11 included séveral measures concerning air
- passenger rights. These measures inchided explicit authorization for the Agency to offer
- mediation-as.an alternative to formal adjudication in resolving complaints concerning air travel,
- In addition, the Act mandated the Agency to devélop regnlations requiring air carriers to
’ -imp]'{ément ali-in price advertising for air fares.” Finally, Bill. C-1! included provisions for
mcremmg awareness of passenger rights under what became known as Flight Rights Canada.

- These new Flight Right stanéaids aithough not backed by legislation, were designed to -
- strengthen air traveller rights by establishing a code of conduct for airlines and measures to

-+ better inform the travelling: public of their rights as consumers, Flight Rights Canada, published

- on Transport Canada’s website, includes the following key elements: '

© Ajrlines must make reasonable ei:forts to inform passmgars of delays ad schedule
© changes. :
e Inthe event.of 1£16ht canceii‘itmn oY oveﬁbooi{mg, the airlines must either find a seat-for .
- the passenger on a later flight or refund the nnused portion of the passenger’s ticket. -
o When lighis are delayed more than 4 hours, the airline must provide passengers with a .
- meal voucher and pay for an overnight hotel stay and transfers if the flight is delayed
~overnight by more than 8 hours. For tarmac dﬁ:ia}s in gxcess of 90 L?imitcs, airlines must
- offer passengers the right-to disembark should clreumstances permit.
e With-respect to luggage, airfines should unite lost luggage with its owner as quickly as -
- possible and refers to airfine tariffs for compensation. provided. The airline must also
- cover the cost-of an overnight kit if required and must keep the pdssen ser inforned o the
- status of lost luggage. : : : -

' 'Ehght Rights furthet states that the .:urlmcs cannot be held rcsponszbiu :‘ior mgiemem weaihe '
other acty of natore and third party liability (e.g., air traffic control, security agencies). -

® This measure was initially delayed a8 air carrierg were concernod that thiz f:&'gj,’isiatidn would put then ¢ anl nfair
| disadvantage relative o international competitors, On Decesnber 16, 2014, the Government of Canada antousiced  ~
the conung into force of clause 27 of the Act. The Ag,v af.,y Had begun developing the regulations, which are expected -
1o be i place by Decernber 2012, y
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“Unlike some other jurisdictions (notably-the European Union and the Urited Stales), passenger
rights “are -not enforced through the application of fines for non coipliance. Instead, the

- legislation -relies primarily on the airline tariff or conditions of carriage, ‘which are legally
“hinding on.the cartier. Pd&&é‘ﬁgérs with grievances are encouraged to seck redress from the

. airlinies fzrf;t Pailmg ‘that, paqscngm‘, &an contact ?}1@ Agency for assistance in resolving their
dispute, . L : : : :

3.2 @%:%&@r §§z§"m§m‘%:mm

o The appmaf,h.w_ sdf&gu‘wdmg dir lmvei consumers in Canada contrasts sharply to 1he xeguldtmy' '
- environinent in other-countries, most notably in the Buropean Union and the United States. The
'dpproach 0. consumei protection in both of these jurisdictions involvesboth reg?uldze{i standards o
and the imposition of financial penalties if these standards. are not met, =

- -%*m*@gw

- The Lampean I?uwn {E:L) has soTne ai the atr{mgesr air travel constmer pmtemon reguialzon in
the world. Iﬁglkl ation and associated regulations provide for specific rules and standards and are”

.. backed up with finaricial penalties for non compliance. ’I‘here are currently four key pieces of < "
o -']cr:r]f;Ia’ﬁmn pmtectmg air traveller rights in the BN : :

e thgag? Li«zi};iﬂy {2002). Transposed. the Zuggapt* mezht*; penaiizas for ]mt damagcd
- - and mishandled luggage contained in the Montreal Convention into EU Law. _
e Adr. Pa%mger Righis (2004). Fstablished rmles for compensation and assistance to
- passengers-in the event of denied boarding; flight canceliations and long delays. .
. Pérsons with Reduced Mohility - (”’(}Ofi} Established mles on the rights of pd&bengﬁr‘i 3
- with reduced mobility,
e “Price Transparemv {(2008). Fstablished 1equxremen£ for presentatzon of an all inclusive N
o price including - the- air fare and any taxes, charges, qmc’narerc&: and - fc@s that are .. - 3
. applicable.. : : .

o (}f thcse the - 1uggac=c ltal}iiz‘ijf rceu’iatzom and the Alr Paeqengcz Rzab‘m (APR) zegniatzons are .
©-miost germane to the proposed air fraveller-lev el-of-service indicator data sef presented in the
- inéifioué chapter. Regulations concerming the maximum penalty - for lost Inggage are mow -
- formally aligned with the Euro equivalent of the Special Drawing Rights (SDR) liability amount

~ contained in the Montreal Convention of 1999, Thus, the Fzzmg ean Commission (EC) regulation
' : zmposcs a maximum fiability for lost luggage of €1,200 on operators.

: .-_T.Ilc, EC's “Air Passenger Rights” regulation that was enacted in 20035 deals with demied
- boarding, long delays and flight cancellations. Compensation for involuntary denied bourding
- {bumping due to overbooking) depends on the distance of the flight involved and range from

€250 1o £600. In the event of a delay of more than two hours, passengers are enfitled {o iree
~meals and two free phone calls or emails. If the delay is overnight passengers are to receive a
- free hotel room as well as transfers. In addition, passengers on flights with long delays (5 hours
- or more) have the option of a refund of the full ticket price. Compensation for cancellations is
applicable if the airling does not provide 14 days advance notice or if the cancellation s not {lm

- to extracrdinary circuinstances.
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"The United States- hcﬁx air tmveiicr pz otectien 1egz513t;on that foiiOWs an appmach that is qmw |
“similar to that of the European Umon Areas of consumer protection coverage include the
- Fo[iuwmg

e *\’imhandled Luggage. Fm hzggage {hat is del ayed paqqcngers negotiatc directiy with the -
. airline on compéensation. Within the United States the maximum Hability is currently
USD 3,300 for any bag that is declared permanently lost. As of August 2011, the axrimt N
- must also refund any baggage fee charged.
" e Involuntary Denied Boarding. Passengers who are bumped involuntarily ¢an request an -
mvoluntary refund for their ticket (if they make their own arrangements}- and are eligible
~ for compensation unless the airline can find alternative transportation that- can get the
" passenger 1o their destination within an honr of the original arrival time. Compensalmn
.- varies between USD 400 and USD 800 depending on circumslances.
" s “Tarmac Delays. Aircraft operating within' the United States must provide pasxt:nguc;
‘with adequate food and potable drinking water if the delay exceeds 2 honrs and must let
- passengers disembark if the delay exceeds 3 hours. For intemational flights the maximim
. delay is 4 hours; Failure to comply can result in a fine of ap to USD 27 ,500 per passenger
" unless there arc overriding securily or salety concerns that trump these rules.
. Price Traznspax ency. Azﬁmcs agﬂn{s fmd tour opm ators are required {o 4

_--Lomplumw with regulations is monitored by ihe Office of the Asbls&tni General Counsel for

. 'Aviation Enforcement and Proceedings. The Aviation® Consumer Protection Division also

- supports consumers by receiving complainis imm members of the pui)hc and by pabmhm
monthly reports on airline and dzrpert performarnce against key level-of-service metrics.

It is important to note that while complaints are recorded in official statistics, the Aviation

“Consumer Protection Division does not facilitate ot adjudicate outcomes. Instead, air passengers
are generally referred fo the air carviers themselves for initial attempts to resolve the complaint,
- Inthe absence ol a resolution; compi&zmms can- armmpt ?o obtain satisfaction thtbugh the courts.
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~ 4.0 An Assessr 'm@g Potential Data Sources

Bcf@rc lmzk mg a data set of air passenger level-of-service indicators, an assessment of the
o a»aﬁable data is required. This chapter explores the available data sources for the proposed fm
- pdﬂsenger level-of-service indicators. Recall that iize ymposed mdmators are as follows: -

On-timie performance
Flight delays )
 Flight Cancellations
. Oversokl Flights
- Mishandled baggage -

& ® 3 @& &

44 Canadian Data Sources

ST 1amporl Canada does not specifically collect or publtsh data on air carrier level of service.

Statistics Canads

‘Statistics Canada ;}uhh%’ncs 4 wide ci’sSOI'I.I?{]BI}t of data oh & var mty of aviation- ibicﬁtd znzm,s The
inajority of data is survey-based although some population data is available, The data includes
- aireraft movement (monthly), other operational data such as number of passeugers enplaned

(monthly) and average airfares (guarterly). Statcan also publishes aviation industry data that
- includes employment, market share and fuel consumption. Finally, corporate taxation data from
Canadian Revenue Agency (CRA) provides the basis for detailed financial statistics.
‘Unfortunately, Statcan does not collect or publish data on level-of-service in general, nor the
} specific indicators proposed in this study. :

- TransporiCanada © _ o _ o _

. “The Aviation Statistics group at Transport “Canada . is responsible for “developing -'i_a'nd ‘
_-&dzmnz%termg Canada’s  aviation statistics system. To accomplish this maodate, Transport

.. Canada combines internal-data with those obtaited from government agencies such as Nav
‘Canada. and” Statistics Canada along with private sources such as the International  Adr

' immpurmu{m Association (TATA) and the Official Airline Guide (OAC} Spws{w data %0111'0%
include d}c foiiowuw : .

@ (}ileratmnaﬁ Tr azzsporl Canada ims al numéier of sources for operaﬁmnl data mciudmg -
. eCATS (Hlectronic Collection of * Afr - Transportation Statistics), AMS {Ajreraft
- “Movement Statistics), air catrier financial statements and air traffic éam for the top 258
© o Canadian alrports ' : =
® - :@mgmlﬁesimam}ﬂ Traffic. Dam o1 passénger mar ket demand b} mwm gis su g)pl ied by
- the TATA Airport Intelligence Service (Airport 1S) as well as Statistics Canada surveys
- (Statemnent 3). Cargo data is purchased from the JATA Lazﬁo Accounts Settlement

. Systern {CASS). : :

e Alr Carrier Schedules. Deétails on scheduled flights are sourced’ C(}mmcmaily thmug,iz'
. IATA’s Schedule Reference Service (SR‘S) and OAG Aviation’s schedules data.

10

- .cherﬂ)cle%, flight disraption metrics conld be constructed using their raw aviation data. For

= *Transport Canada staff noted that a pmpma} f(ﬂ colle Cting a mmmchenblw set of aviation LOS dato wag .
; _dcx eloped zmdel Minister Collenette but was not trapslated into legistation. '
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.-cxmpie ‘gir cartier on. f[me ;)eﬁc;mancy could be &eveioped by combxmng cammez‘czal air
- -carrier schedides from IATA and/or OAG (ie., scheduled departure time) with op{,rauondi data
~ from eCATS (ie., actnal depaﬂum time). :

- Although disruption mietrics could be theofetically obtained from Tmmpmt Cazlaﬁa obtammg '
_ thﬁ‘&f? data in-practice would involve two main hurdles:

. Copyright. Commercial data is protected by copyright as part of the lic ensing. agreemem
 between Transport Canada and the data supplier (e.g., JATA). Access to this data on an
. ongoing basis might require some form of cost sharing arrangement Wlﬂfi ‘Transport .
- Canada or a:direct commercial relationship with the data supplier. : _
. 2. Level-of-Effort. Bstimates of initial development costs were not-obtained from Transport
- Canada but may be significant given that careful matching of records between two or
. morc databases is required, The costs of ongoing data-generation costs, however, omﬂcl
© be reduced through the creation of automatic routines or macros. .
Thev,e- obsticles are clearly not insarmountable but will require a feasibility sty to piepare an
es.ﬁmdie of mmai dc‘vciopmcnt as-well as ongoing data collection costs. These cosis can then be
: its that would accrue to the

. '.%&Ml Mﬁm APV

- -p&riiamww +~iﬁ~+he—e~& A i 8

- presentingthe {Ea{a,—m; ---------- madqweampafeﬁ—
.'ma_-}e% 1::—%;——9&”’

' laumc—ﬂ%;-

L Hio-arEhval d&{a«wmrwﬂg}eﬁ%ﬁe{ al3 rephosed-with-the
q«&ﬁﬂﬂf &d%&%ﬁi&%&%@é@{ﬁwwﬂah% Sris-unelear-when Ebe d*{{ﬁ e emﬁg&@dw}}y “L‘m“(,an&d&-_ S

. stutbs nonitoring-of the-site-would-be-requited-to-butld-a-time- %@{16’%{}}& a@ﬂ%& b@%&u—i
© . bor-analysig: N{ﬂ*ﬁéﬁiﬁi@ﬂ%ﬁﬁ—iﬂ%ﬂ@aﬁ if-the-data—publishedis-enlyfor- .
 opevations-(r-dine-with-the-B7 CH—er ot 42&@1—59—*}?—5@}%@%}11» d-if- £}§ fsz:}{'—{—cﬁ:i-&dﬁ—*-' -
-operations—beoth-domestic and- mk&m&%&e&m—i—

“Westlet publishes s on-time arrival performdnce along with b'lggage Tate (numbez of
wmishandled baggage complaints per 1,000 enplaned passengers) and {light completion rate. T he -

3 fm&a&@f

" No published data was found for other schedviled air cruriors such as Jazg or Air Transat or Porter Airlines.
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o hm hzl& bsen multzded i its quczrteﬂv financial reperl since 2008 and rf*pzmc:m% {31{, Iz\ruage of
- its monthly performance. Although seasonal pafterns can be 1{%@?}1!{" ed, the time series only goes
- Dack to 2007 s0-4t is difficult to discern the” mzpacf of Eongm term factors such: as the business
cycie : . o o '

: "-.In aédﬂzon to. the publicly available data- descnhed db(we, C Emddldﬁ air carriers undnubtedly -
ollect additional data to su pport their operat zenal goals. Aithough the specifics of this data = -
cdntiot-be determined conclusively without contacting the ar carrers directly; there is'a vety

.~ high likeliiood that most — if not atl — of the proposed LOS metrics are included in the data set.

B -‘_"\Iewerihelesa adr carriers are unlikely to provide thzb information voiuntmw i

' E ﬁﬁmizmry of {Zdﬁaﬁwﬂ Data Sources

: T Hiere is Jittle in the way.of publicly dVdJldiﬂt‘, Ecvei ofwmvm data in Canada Nmthf:r Stamzm "
- Cinada nor - Transport ‘Canada. collect or publish air passenger level-of-service indicators, *
: lzhough Transport Catiada has a database on aircraft atrivals and departures based on carrier
e '_-'_:flsght mfommumn blgmflcant effort could be required to turn this data into usﬁiul IHdICcﬂ(}Tb

Only Westlet publishes accessible data but these are presented in frequencies (e.g..
 quarterly and -annval averages) that do not lend themselves well t0-analysis. Air Canada’s
©goarterly. arrival parfmmanct data is o ionﬁzer pubhshed of. zts Wequte pfe%ﬂ%&d—-?ﬂf—the

"'p}awe&ﬁ quarieronty-an - : scome-available, '

':-”% 2 Other Sonrces

- The two main- jurisdictions. asse%e{:i for avm}‘abie air passenger level of service mdlcamm were
. the Buropean: {}mon and the United States. Two key industry o gamza‘rzons that pabhsh level-of- o
- service performance mdzcai ors were also ;m,iuécd n

o Europesn Unlon

'_}}ﬁspzie sfrong consumer plOlLLtiOﬂ ruies Lhcrc are Surprzsmg:}y few sotces 01 Ee\ el of service -
- indicators for the European Union, Staff was unable to locate any official piﬁiizﬂ‘izcd data on lost
. luggage, tarmac deh}a or flight mnce%latlons for example..

- Nevertheless, the Buropean Commission does ptzblzah e??t’mwe daia on air traffic md delays
© throiigh Euroconirol, the agency rmpmmh}u for air navigation safety in. Bampe Delays m
B deparmrc and ‘arrival aré-provided ‘monthly as reported by the airlines. This data is designed for
use in air traffic 1119.113.{16!‘51611? etfzc;.czzcy studies as well as analysis of airpoit and airspace
- capacily. : :

. Some {iclza is. pubiz%bcd by naizazzai orgmlmiwna within the EU. For example, the. Alr Trampo&t
- Users Council published data.on air passenger level of service in the United Kingdom (UK} and
more broadly -in- Fufope, However, the Council was digbanded in 2011 and the practice of

. -:-,_publ.ls._hmg level-of-service indicators has not been continmed by the UK Civil Aviation
~Authority, the government body that took over dealing with air passenger complaints,

Prote cted
000128



- Record refeased pursuant to the Access to Information Act /
. Document divulgué en vertu de la loi sur lacces a linformation

16

. The Assouanon of Lﬂl’GdeH z’\:zr}mes (AEA} -an. m(}mtry aqsoczamn made up of 36 Luropmm

- airlines, also released selected level-of-service indicators in their quarterly consumer repost.’ 1

- Data on the number of mishandled baggage as well as delay and cancelled flight statistics were.  ~ |

csupplied by s mdméual mem%vcic; Unfortunately, publication of the AEA constimer zeport was
discontinved in 2009, -

Tn. conclusion, official sources in ‘e I*uropmn Commission and B membu states do not

" provide a good source of level-ofiservice indicators on air travel. Nevertheless, there are a
- .number of private organizations that furnish selected air passenger level-of-service data (sec L E
. In dustry Data below) with European coverage

Eﬁmmzﬁ States

T he US, through 8:15 Omw of A\fi&t}on Eniorccmcm *md PlOCCBéln"Tb Avxaﬁon C{}ﬁ‘aﬁ“ﬂ}ﬁ“{ -
- Protection Division, offers what is arguably the richest dala set of air travel level of service
- iIndicators. Using data suppized by the Buréaw of Transportation Statistics: the Aviation

" Consurner Protection Division and the Departinent of Homeland Security the monthly on-line
L pubhcatzon réports on airline and airport performance — the Air Travel Consumef Report, Level- .

- of-service indicators include those concerning flight delays, mishandled baggage, oversales, the

. number oﬁ consumer compialnts and airline (mmmi incident reports.

.':'th the: fizc;{ puhlz{,dtlon éaimg back to 1998, this data-source offers a time seriés for SOMme

" indicators of more than 150 obscrvations. As a qulz both short term and long-term trends can -

- be observed. More- importantly -for ‘our purposes, the report covers all of the proposed aiy

- passenger level-of-servicé indieators presented in Chapter 2. L :

- That said, the data are only for larger domestic US airlines ﬂy.ing"dom'es;tiaﬁfoﬂtes’"(i.e.', arrival
and departure airport are within the US). Foreign carriers flying to and from the United States as

e w ell as US carrier mterndtmmi u;:erauons are fot zzzciudcd

- Ezasﬁagﬁ:?y Pata

In addition to- gowumzent sources* ziaers are scvczai puvam orgam?atwnc; that elther pubhsh Jzzen‘- -
- own aviation-rélated data or repackage data from t}zhar sources, Two kcv organizations in this
" regards are Rlightstats and SITA. :

“-Flightstats (www.flightstats. com) plmldc:a onlme users Wlth ‘neat teal-time” flight tracking. .

' capabﬁltv and airport delay information.”” The site alse pub ishes data on delayed and cancelled
flights-in Notth America, f*uropt: and Asia-Pacific. Flightstats data is daily in {requency and can. -
- be sorted by airline, flight and ; airport, Unfortanately, published data is only available for the 30
preceding da}s As a result, ongoing monitoring of ‘tim data wonid be mfgzmed o bmid a‘useable
time seties. :

'--'__Aﬂoihei m&anucmon that g 1fher°, and ‘publishes level-of-service data is STTA z’wxm’.sita,aem‘), a ..
private-firn owned by sevcml large air industry companies and specializing in air tramsport. .
-communications and information technology solutions,” Working closely with the International

22 See for example, Association of Buropdan A;z’iilies,' Conswmer Report — Winter 2008/09
. -{ht{*) Jitiles.aea be/News/PR/PIOS-016, pdf) L
F Blightetals ciaa ms o provide definitive information for approsumatuv 9) 3 percent of U.S ﬂi ghts, and better than
- 86 percent of flights worldwide. .
" Socise Iz‘ziuna{wmie de Télcommunications Adronaul lqzze‘s {SYTA) was founded in 1949 by li rzza}or curimm
: amd HOW has moré than 500 members worldwide, .
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Al Tmmpari Assouauon (IA“I‘A) SITA hm developed ba g,,agc managcmcn{ Systems that afe

o used by many airports and airlines a:round the world,”® Based on the dala collected by their

~ gystem, they publish an annual report.on the-state of the world’s mishandied baggage The data

ihat is published, howeve; is annual in frcqnemy and this. makes short-term or seasonal trends
~impossible o discern. :

4.3 hﬁﬁﬁﬁ&?y

Al h{mgh Statistics (3&ndda does publzsh da&l on #ir uaffzc ané on {i}e air m(Euqu} in galzemi.
there are no official sources of data on ait passenger level-of-service. Ade-Caneda-and Westlet
does publish their its own set of level-of-service indicators but these data sets-are only cover a
- small snb-set of indicators and do not provide enough data points for a useful time series. As a
- result, data from.other jurisdictions was examined to see what other sources might be available.
Burope, with some of the strongest dir travel consumer pm tection rules in the world, does not =~
have reliable pabiashed data on levelof-service indicators. However, Butoconirol does publish
‘monthly reports on the airline and airport delay using data provided by the aitlines. Nevertheless,
“published data from the European Union orits member states is not currently a viable alternative -
source of data for the purposes of this study, :

 Privale -organizations also pzowde some level-of-sefvice, m’hca{or:, i}ﬂimf" Fiiﬂhtﬂmt% for
' cxaz"ﬁple, publzshm data on flight delays and canccllatzoas in North America, ’i—“’mope and Aam

_ .'5“ SITA stales that is baggage a‘lmagemem uysta.,m is usad By more than ](}H ai 3p0?1,5 fmd 450 &ﬁ"ilms weaidwﬁe
¥ The categoties assessed include: the cost of tickets and fees; in-flight services; boarding, deplaning and baggage;
ﬂight crew; aircrafl; check-in; and rewzva‘fmnq :
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_ STTA, ‘a company that supplies luggage managemerit systems, provides data on- mis-handled

- baggage. Neither source provides sufficient coverage to meet the stated needsof this study.

~This-lack of data is not mirrored in the Umited States where the Bureau of Transportation

_ :-Statzstaca (BTS) collects and ;1111)11“)1‘&6‘5 a wide assortment of level of service data for major
_catriens serving the domestic market, Given the scope and coverage of the BTS data set, it is
- hoped that it may provide useful insights concerning the level-of-service for puassengers in
- Canada: AS a result, the indicators published by the BTS will be vsed ’md ey mpared where
' '.'powh}c ------ to known Canadian sources. :
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5.0 __E;wﬁﬁ of gé?ﬁ@é Eﬁmimmm |

This chapter présents the level-of-service ndicators, drawing primeiily on data from the US
Bureau of Transportation Statistics. The indicators presented are as follows: .

& Ou-time performance;
o -Hlight delays;

e Flight Cancellations;
_.-§

Oversold Flights; and
-e  Mishandled baggage.

A Note on Data Qaality

 Before examining the data pubi;shed by ihe L é; Depamnmt of Emmp@ﬁﬂtz(}n itis w vorth ?3{1‘313’] g B |

1o consider me quality of the data. While systematic data quality issues have not surfaced in
“recent years,” the majority of the data. are reported by the airlines themselves. Even with The
- advent of systemns that automatically record critical operational data (e.g., ACARS), over &, 000
separate reports are collected from domestic and international carriers, entered into databases and
then subjected to edit and validation procedures. :

. Data quaﬁty can also be subject to mampnia{mn by air carriers. Recognizing chronic bott}enegks

- on some routes, the padding of schiedules is now commeon practice among some U.S. carriers. A

735 mile flight from Newark; New Jersey to Atlanta Georgia that typically involves a flyin g ﬂme '
“ of 1 hour and 40 pdnutes was tecently scheduled by one carrier at 2 hours and. 43 minutes,® Of . -
* course, this particular flight must fty through'some of the most congested airspace in the United - -
. States, but it highlights Iha, issue of pmidmg '-';chcciulw to reduce the irequencv and | sev erity of © .
- delayed flights. . : :

- Another example of a data qualmf 18806 18 a%ﬂoczatufi with air carriers chamcmg Blght ;mmbcm )
 Since flight delays are tracked by unique flight number, any changes to flight numbers means

o that specific flights can avoid being cited as poor performers. To.countet this issue, the BTS now

o requuites airlines to 1eport data on flights together if the mght nuber changeﬂ, but the departure -

o times are wz'{i’zm 0 fninetes of each other.

L 53 ﬁs’z ’T%“mw Performanice

On-time performance is consistently ranked on of neat the top of ievei of service ﬁCK’.‘«do by. air
- passengers and figares prominently in most complaint statistics. Factors affecting on-time arrival

- performance include weather, airspace congestion and aircraft turnaround times among other

- factors. Figure 4 shows monthly on-time arrival performance for U.S. carriers on domestic toutes

. between January 2004 and June 2011, Following BTS standards, an aireraft is deemed to be “on -

: umc if ammfi arrives at the gate within 13 minutes of the sbheduicd arrival thme.

7 Originally, airfisies set their own defipitions of arfival and departure times anfil the DOT sel up operational - °
dbffn}tiﬁﬁ"b for recording these datz, '
B McCartaey, 3., “The One Anp{}rl o Avoid 15,7 Me Wall Street Journal, August 4, 2011,
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T \ ¥ T

- Sowree: - Aviation Copsumer Protection and Enforcement, Afr vae.f Consumer Report
Thttp:llaivoonsnernostdol goviveporiall - :

Ifht* ddtci Liearly dzspiay seasonal patterns, wr{h fchuem sharp declines in on-tithe - arrival

* performance - during the busiest ravel times of the year ~ the summer and winter vacalion -
 seasons. In any given year, the swing in on-time arrival paﬁnmame can decline as much as 15
_'.pcmcntczgc points during peak EIdVCl periods, : S

- In addition, fhe serics displaysia long-mn cycle that trach ks ‘i}m {,(,enouuc, bmmeas wcic Thishas -
been highlighted in the chart by fitting a polynomial ttend lineto the data. Economic growthisa *
key driver of demand for air travel (see Appendix B)." An i iinproving.economic climate overthe

- business cycle will result in a decline in the on-time arrival pcﬂozmanct, as’ airport-and air space.

©-capacity constraints and other botilenecks become more prevalent, Rece&smnary periods (shaded _

.. regions.in - the chart), therefore, will usually precede a period of h[renﬂmemng on«fzmc K
~-performance as the number of aircraft movements declines and capacity constraints ease.. s

" B -t 3 T8 - - . o L gk o -.,.. .. s TS o
-7 Chéze B, Chevallior, 1, and Gastineaw P, Forecasting world and regional aiv traffic in the mid-term (2025); An -
econgmetric analysis of air traffic determinants using dvnamic panel-data models, Tanuary 2011, pg. 13
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- Although there is no cmnprchcmwc d’lta source for ali Camdmn carriers; boih Alr Cazzada (ter
-~ short period of time) and Westjel release their on-time arrival statistics, and their reporting
~follows the US BT'S methodology. Figire 5 displays that Westlet’s on-time arrival performance
- tracks sell against the average for thc US domestic airlines over lhc past six ycdrs tor which
! Wec;tict s data is available,

"t

Figure 5 ﬁ%m @ 5{35% imw ?‘aﬁ*gmﬁ ?wé‘m‘mmw {{“ﬂz{za}mﬁ v, 1] % Carriers)
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Sexzr{,a,s Aviation Consemer Protection snd Fnforcemen, Air Travel Consumer Report
(At airconsiomenest.dol gowrepartsd

Ce | Westlet Quarterly Financial Reports (wwwowestist.og)- .
Alr Canada On-Time Performence Infernet Site (ltipi/fvy s wm:’ﬁadcz ce;r%&nfab{ az—ﬂf:pfmmr :srmi}

Au Cariada at one point publ ished its on- -time arrival performance but only displayed for the

- most recent -quarter (1 ¢., 00 time series is available publicly). In the first quarter of 2012, Air

2 Canada’s onetimme artival perfom}cmce, was 54.8 percent, placing it dead last out of the 17 airlines
*reporting for the quarter, Alr Canada’s on-time arrival performa,nce was near the bottom against -

~its US comparators for tHe five quarters for which dafa is avaitable. Neverthefess, the small

~ pumber .of observations makes it difficult to draw any defintiive mmlusmm concel‘nmg Air.

- ‘Canada’s on-time arxival pe'ﬂanm.:snw : '

B2 ¥ %ggﬁs? Delays

-~ Flight ‘artival ot depaﬂum tirnes can be’ chaiéc nging’ Io clefmc a8 ti}@ie are ”ncuzy pot&:mzai .
._'_(I‘al}i,fldsli_,t.’:é,.:il-) benchmark against. For example, the time of departure could be when the aircraft
pushes back from the gate, when the flight crew receives permission fo taxi from the tower or

- Protesied
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 _when the aircraft’s wheels actually leave the gréand. Depending on 't}le-ci;r’dﬁ:;z}sz'aﬁcézs,.t'hem
could be a slgmhc’znl differenice between these times. _ -
Despite this, there is still important information to be ga:med by leohng at ihe reasons forthe -~
delays. Again; there is Hmited data on flight delays in Canada so other § jurise Hietions must be used -
-to examine trendls. Fortunately, both Burope ‘and the United States pul blish comprehensive air-
- cartier delay data. Of the two, the U.S, represents perhaps an overall betiet match with Canada’s
~.alr transportation system, given the distances travelled and lack of meaningful long haul modat o
- _'ccsmpemwn {for cx,;anp}c Europe’s well-developed passenger rail service),

S i1 gure 6 presents the BTS main cause of departure delay (here the scheduled time is the time that
 the aireraft pushed back from the gate) for major U.S. carr fors over all of ZZOEZ The definitions
- -:'-_f{}l‘ each cause are as follows:

& CAlr Carrier Delgzv ’ihL cause of the cancellation or delay was due to circumstances

- within the aitline’s control (e.g. maintenance or crew problems, etc.).

s Pxtfeme Weather Delay. Significant meteorological conditions (actu al or iun,castcdj
. that,in the judgment of the carrier, delays or prevents the operation of a flight.

‘»° National Aviation System Delay. Delays and ¢ ancellations atttibutable (o the national
- aviation: system refer to a-broad set of conditions -- non-extreme weather conditions,

~airport operations, heavy traftic volume, air traffic control, ete. . _
® Securify Delay. Delays cansed by evacuation of terminal ‘or coficourse, Te- boarding {}f
. aircraft because of security breech, inoperative screemng equipment and ionc lines in

~ 0 texceess of 29 minutes af scroening areas. _

e Late Arriving Aircraft Delay. Previous flight with same a}rcmﬁ amved 131;5 whlch '

-+ caused the prosent flight to depart late. IV

Figure 6: Main Cause af %‘?@Ea@ = 5 Ma’gw fm‘ %&wzwﬂ; {2@3?}

Sanree: Avﬁim ("ﬂmumé“ Prn}téuim <|m! 'Fm"orcemcnt;-éi‘?‘ Travel Consumer Report

o - th aggreg a’zc thc daict suggest that three canses — Alr Carrier, szaﬁon System dmi ibalc Amwng-* o
" Afreraft, are responsible for nearly 97 percent of the delays. By eliminating the Late Arriving
-Azrcmtz (;aieg,mv, whmh provides no msmhts OfY thc underiymg reason for the delay, ﬂ"ﬁ two
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* related or aviation system related causes
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- Unfortanately Staff was unable to obtain poblished Ca
- from official sources or published by the airlines..
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Flight canceliations are the third f light {iserupimn 1evc:i of -Service. mdlcat{}r cm(i 1epre&.en‘i perhdps
< the most extreme form of disruption to the passenger. This is because although a delay can be
‘extremely inconvenient and disruptive to travel, the passenger retains a seat. A cancellation on
the other hand results in the passenger losing their seat as the airline attempts-to find space. for
- them on a later flight,

‘As with the other fhght éifsruptlon data, the U.S. Bureau of Tramportatzozz btailstlcg coiiaets "
. cancellation data from U.S. carriers flying domestic routes. These data are presented 1 n Pwme 8
below, "

- Figuare &: ﬁighéj-{fm@eﬁaﬁms <18, Major Abr Cartlers

b
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_S{mrm‘ Aviation Consumer Protection and Enforcement, Air Travel Consumer Repr}rﬁ
(Bt iadrconseme s ostdnl govireparist)

As with the ontime arrival data; cancellations display a pronounced seasonal pattern, with spikes -
“during the ‘winter monilis-as high waffic demand and inclement weather can result in severe
- disraptions. The summer travel period can also see an increase in flight cancellations but this
. %ea%anaj eféect is less pronounced.

_“Longer. ran irerzds are-less easy to identify  with -flight cancellations tct‘id._ W%}:le the data o
o 'iprusemul in. Figure -8 - suggest a downshift following September 11.2001, there is also
ﬁ"-'plomanccd cyclical c:ompencnt that is comiated with the business cycle (mdlcated by the

- Protected
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~ polynomial trend line). The influence. of the business cycle on flight canceilations is further
borne out by examining trends in aninual data that date back to 1995 {not shown bere). -
 Finally, it is worth pointing out that recent regulatory changes may be impacting the rate of flight -

" cancellations. Rules governing air camriers in the U8, that came into force on April 1, 2010 have
“gevere penalties for tarmac delays of greater than 3 hours (4 hours for international flights). Asa
- result, there may be a financial incentive Tor altlines to cancel flights that are in danger of -

“breaching. this threshold and avoid a possible fine of up o USD 27,500 per passenger. While the
murmiber of tarmac strandings in excess of 3 bours has fallen dramatically in the year since the

- tule was. put in place (from 693 to 20}, the number of cancellations has increased modestly.

Given the volatility in the cancellations data,. however, it is difficult o attribute direct causality - -

" to the change in regulations.

 Comparisons to Capadian Data | _ T o o
“Canada lacks an official source of cancellation data but Westlet doss publish quarterly data-on -
~what its financial statement refers 1o as a “completion rate”. The completion rate, measured i
- accordance with the BTS methodology, represents the rate of completed flights relative to those -
*.schednded. Figure 9 comparces quarterly data from U8, carriers on domestic routes o Westlet
between 2007 and 2013. S _
| Figure 9: Flight Cancellations (Canadian v. U8, Carriers) - -

A.0% . * - i SN Air .{.:UI f -":1'0. g

cancolled Flighis Ratio {Cancelied/Scheduled) B

1.48%

0.5%

8‘0%‘ ; : : o o ¥ ¥ . “ s g
(2067 2008 . 2008 2019 455 N 012 2013

Sources: -Aviation Consumer Protection and Baforcermens, Air Travel Consumer Report
(hiipatroonsumer dat.dot govrepansy)

. Westher Quarterty Fingnoial Reporis (v sigsiiet.ou)
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- Overall the Westlet cancellation data. are highly “correlated with those of U.S. carriers with

. anpnual peaks in the winter when high demand and winter storms can create havoc with

" -schedules. For the most part; Westlet’s cancellation rate is lower than the average (mean) of U.S.

- carriers flying. domestic routes. In the second quarter of 2011, for example, Westlet's rate of

0.5% compared favourably with that of Continental, which had the lowest cancellation rate of
any tajor U.S. Carrier at 0.3%.

@i« ﬂ%v&rwiﬁ i«iﬁgﬁ}is

“The number of p'Lss‘eugem bumpcd (ezilzer vz}lm}mﬂ_{y or mvoiuni‘irily) can be genc[aﬂy imkcd to
“airlines attempting to maximize passenger revenue per kilometre flown. Although some airlines =
- have a policy that precludes overbooking flights {examples include Westlet in Canada and - .
CJetBlue in- the ULS), the majority of airlines in the United States follow the practice.
Overbooking flights is a hedge against passengers who don’t honour reservations (primarily
‘business passengers who may reserve several options for their trips to allow more flexibility in
departure times) but also allow the ;mima w ccdiect czdchtzonai revenue if ap epaid passenger
_doesn't show ixp. : o

- Figure 10: avolontarily E’Eé&ﬁﬁiﬁﬁ.%'ﬁzﬁ'«{fﬁis&ag“f?ﬁ%é‘sﬁ-mgﬁed” ;-m, Major Adr 'ﬂg%ﬁ@%
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- The rate of passengers heing bumped on domestic 11.S. 'ﬂ’ightls" (number of involuntary denied
- boarding relative to enplaned passengers) ‘is presented in Figure 10. Although- thete are
- pronounced seasonal fluctuations in the data, a slight upward trend can be-observed. This upward
- trend in passengers bumped from flights is also reflected in an increase in load factors as airlines
. attempt to hoost their revenue per passenger mile (RPM) flown, Over the past 20 years, load - g
oo fnctors on domestic r{mtes in the 118, imve.aimciz.i.y increased from 605 in 1990 to 82, 34 _m h
2012, ' : :

While the rate z:}i p«zasengers mvolzmmﬂy bumped imzn tlights in the 1.8, has certamiy risen, bO_ S
“has the ralg of passengers thal voluntarily gave up their seats and accepted a later-flight (nsually - -
along with-some form of compensation), The rate for voluntarily bumped passengers-in 2012
- was around 10 times as greal as those involuntarily bumped (8.97 per 10,000 enplaned -
L passengers compared to 0,99 for mwluntanly denied boarding). = '

Another factor that comrzbutea to passengers being bumped.is greater use of smaiicr mm}ww -
-~ bodied commuter aircraft.” The lack of tolerance of these smaller aircraft for extra welght can _
o cresult in a-“bulk out” - removal of pdsseﬁgazs and/or baggage to ensure compliance with
- maximum takeoff weight restrictions. This issue is particularly relevant in the winter when extra
- fuel may be required and. passengers generally board with heavier winter clothing. While the
" ‘impact of using regional jets on bumping passengers is certainly less important than corporate '
. policy on ovelbc}ok:mg, some of the airlines that have the highest rates of bumping in the U.S. are
rt,gmnai carriers such as Comair and Atlantic Southeast (both Delta connectors).

e _' '{n addatwn lo 1ismg ]oad mcwm and buﬁg ouls the inflnénce of mguidf ion mmf he facmred 10, -

. Comparisons to Canadion Data . o
| Unfortunately there are no Canadian dara on thé itiziﬁi' ber of passengers denied boarding, either
- from official sources or published by the airlines, ]

# Narrow-hodied regional jets such as the Bombardier CRJ or the Embragr E-jets were origimally designed for short-
‘haul commuter service - with 2x2 seatconfiguration and limited overhead bin storage. Their medinm haul range of
over 1,800 navtical miles has meant that they ars now béing used on major ek rowles that were pr \Nltmaiy

- serviced by wide-hodied aircraft such.as the Bmmg 737 or Awbus 320,
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5.5 Mishandied Bagzage

Since there is 1o official data on mishandled hagglge rates fof {Zandms hgm, 12 prcssnt@ t%zc__ o
- inishandied baggage data for U.S. carriers flying on domestic routes. Mishandled baggage rates . . -~ -
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published monthly by the BTS represent the number of mishandled bags per 1,000 enplaned -
T passengers.. | : ' .
Similar to on-time performance, rates of mishandled bags are strongly cotrelated  with flight
operations (air traffic movements, enplaned/deplaned -passengers). Capacity constraints with
respect to baggage management systems and processes show strains during peak travel periods
‘and when severe weather sets in. As a result, when these factors combine during the busy -
December travel season, mishandled baggage rates for the aitlines generally spike.

* ‘While the data follow a cyclical pattern, there has been a long-term downward trend, In Febroary
2012, the Baggage tate of 2.64 per thousand enplaned passengers was the lowest since the DOT
. began keeping records back in 1987, _
| Baggage management is also direcly affected by changes in security regulation. Since 9 i1,
' there have been a number of restrictions placed on what can be taken on board an aircraftin the
" United States. In August of 2006, for example, the TSA ordered that Hquids were no longer
“permitted in the cabin, The increase in. checked baggage that resulted was cited -as one

" contribator to a record level of mishandled baggage that same ronth >

Fipure 12 Mishandled Baggage ~ U8, Major Afr Cavviers
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 Sourcer Aviation Consamer Protection and Enforcement, Aér Travel Consumer Report
’ Chitm dedroonsumer.astdot govirepartsly -

- Another industry change that influences mishandied baggage rates was “theintroduction of

*baggage fees for checked Tuggage. Although some U.S. discount carriers began the practice of
© charging for checked baggage in 2007, the first legacy cairier in the 11.8. {0 begin this practice

L Mg Today, “Mishandlad Luggage Hits Recond in Alsgust?, O, 5, 2{}(_'16..
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: i"waf; Amcrxcan A}rlmes in Ma} of ’?{)68 Althaugh some catriers hdve zemstcé the. extra rwezme '
stream that this practice provides for (notably Southwest), most airlines have followed suit, * o
Charging for checked baggage has resulted in fewer pas$engers ch-.,clgﬁt*f in their baggage, -
 preferring fnstead to stow the luggage on board and avold the fee. ® According to SITA, the -
- number of passengers checking bags dropped from 83.0 percent in 2008 to 70.4percent in 2010, LT
- With the number of passengers checking bags declining, a drop in the ratio of mishandled bags'_ B -

_-Detazi on the canses that lead to mishandled baggage is provided by SITA in its annual baggage
report. According to SITA, over 50 percent of mishandied bags trace their- roaﬁ: cause o
passengers thal have connecting flights where baggage does not make the transfer.”* With tight
. conpecting schedules, arrival delays and increasing security screening requirements often result

: ;in-ba.ggage nol making the consiection. '

i &mngmmsmw to Canadian Data

© Bimilar 1o their other pubhshed other customer sefr vice ﬁam (mn nmc arrival and wmpietmn i

" cancellation rate), Westlet inclades data on its mishandled baggage rate in its reporting to
-shareholders. Figure 13 contrasts the quarterly Westlet mishandled baggage rate with the rate for
"TJ 5. airlines 11 ymﬁ domestic routes.

_:3?' Air Canads recently anncunced on'its 'w'ci.‘)' site that it would be charg ging '}}aaseﬂ gers for checked i first piece of g

" baggage-on its rouies 1o the 118, begmmng on Ouomv 11,2011 (more than one bag 1s abroady mb;ect tra bazg'tge
- cTeed,

# ’x’ammoushi ﬁi “baggagc 140{:&: Causa Rzpp}{, L][CL ﬁtfwm B:tsmesa News, September 5, 2{}1(}
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 Figure i”% Mis handied Baggage (U8, Carriers ve. WestJet)
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Source: Aviation Consumer Proteciion snd Enforcement, Alr Travel Consumer Report
{hitpidreonsumer. osidel govireportsd}
WestFer Financinl Beports {www. westiet.cal.

- The We\\,ijt:f: bagpage rate generally follows the U.S, data in de Immﬂ since 28{)? as thc cccnomy .
~cooled and entered the Great Recession, Indeed, the more moderate decline in-lost baggage rate
- -demonstrated by WestJet appears to mirror the less severe impzicts of the recession in Canada, .
- Improving baggage rates in Canada and the United States also reflect improved technology {both
 sereening and baggage handling) as well as a declining numbers of passenigers actually checking
~ bags due to the increased prevalence of user fees for checked bags. Unfortunately, a lack of data -
' : preclude the ability | ff to determine the relative contribution of these
to thc decline. '

. factors
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- The data prcsemcd inithe’ prcvmu% chapter suggest a number of important drivers and trends that
can be generalized in terms of their impacts on the level-of-sefvice indicators.

6.1 ?ﬁmig@&? Drivers

"As thé data in the previous chapter suggcst economic fzr:nwty is the primary di iver of ait traffic
‘and plays a major role in determining the rise and fall of many level-of-service indicators. The =
~impact of economic growth on LOS indicators is not direct per se, but manifests iself through.
&Xposing existing capacity constraints in the system. While variation in performance can be .
©expected in-any complex process, level-of-service issues generally arise when rising levels of air

traffic- meet constraints or bottlenecks in ‘the system. Of course, exogenous shocks such as
extreme weather conditions, pandemics, or other events be yond the control of the airlines such as
" volcani¢ ash clouds, ai%o play a role but these are uma‘ii} of relatively short duration.

Apart from economic growth, a number of other ClZ‘IVGIS have a role in mﬁucncin'g LOS
indicators to’ varying degtees. Two-key dﬂvus that have played a role in the U.S. context are
1o gulatxon and mdusiry practice: : :

Regialdiwn Changes in security mguiatzons since 9fE1 have- wazﬁ*ed in expanded
o reguiremenis for baggqge and passenger screening, thus increasing the likehihood of
- delays or mishandled baggage. Extending consumer protection regulations like the
. ﬂ-_:;mtroducﬁon of penaltics for excessive farmac delays in the U.S. h&ve led to a dramatic
- deéline in the incidence of tarmac strandings. o
» Industry Practices. Changes in operating practices in the mrime industry can also have
~oan influence on LOS performance. In the U.S., the practice of charging for checked
_baggage may be falsely lowering the ratio ol”baggagt, complaints per enplaned passenger,
- Conversely, anecdotal evidence suggests that the practice of using regional jets on trunk - -
routes has increased bumped passengers and the incidence of baggage- rvlatcd complaiz}t%

' _62 ?%?m%g

'Gwm tht:s«:, tirzvers what frends are obaerved in LOS indicators? Data from’ the United: States

suggest an improvement in many LOS categories over the past 5 vears as the' economy slowly

- recovers from the Great Recession of 2008/09. While one would generally expect a modest rise

- in the frequency of complaints as the economy continuss to recover, recent anaemic growth
L &nwa&ts md the spectre of a “double dip” recession now put this prediction in doubt.

In Canada, the Greal Recession was not as severe as it was in the United States anci oSt
indicators mdlca:tc that the recovery has been more robust (o date. As a result, one-might predict
- cthat any LOS indicators that are strongly linked o economic growth (on-time performance,
- cancellations and mishandled baggage) have begun to deteriorate. The limited data set that is
~ available for Canada (mainly from Westlet) is inconclusive in this regard. While on-tine arrival,
- performance appears fo support this Quppommn, the incidence of mishandled ba gzage af Westliet
continues to impwove., _ :
“While economic cycles provide the impetus for longer nin- trends, most LOS performance
_indicators also exhibit predictable seasonal fluctuations. The busy travel seasons associated with
- Christmas holidays and summer vacations tsua iv contain shazp éetm zoratmn in- pelfezmance as
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c Engh dcmand bumpf; izp agamst mp&uly Gonstraints in the w:,tem "{‘mv de,nmzf] ﬁ;lackens

duting the “shouldet” seasons (Fall and Spring) and generally results in improved LOS

-'____-_pcriormgm(,e The effects ol heighténed seasonal travel demand can be clearly seen in the

- menthly U.S. LOS idicator data. Canadian data from the azrlmes although qud,z'lerly exhibit the
same seasonal patterns with spikes observed in the 1% and 4% guarters.

 Other trends thatinflaence 108 indicator performance to a Tesser degree moiﬁdc z’egulatory
- changes (e.g., monetary penalties for excessive tarmac delays in the U.S.), the-introcuiction of
- new technology (e.g., bclggage h‘mdimg) amd. change% in industry practice (é.g asmg regiomal

E ;ets on trunk routes). - : . :

63 Data Availability

- In Canada, good survey- b‘z%ed data etzsts on zhe Canadian azﬂmc mdmstry drzd on boi 1 domeqtic' 3
- and international air traffic. These data are collected by Statistics Canada and provide insights
into-the industry itself as well as detail on the aircraft movements and passenger enplanements. -
- While industry data are well establisbed and of relatively good quality, air passenger Jevel-of-
~ service data from official sources are completely lackmg “ What non-official data that is
- publicly available sutfers Trom one or motre of the following deficiencies:

Operatianat definitions for the variables are not published or are inconsistent -
Informalion on data coverage (e.g., the composition of the sample) is Zczgiung

Data collection axd/or-quality control processes are not qpemfzed
“Published data series lack sufficient observations to provide a time.series for stamimai. -
-an'*a’ly&i.s purposes :

% & w @

As a resuii one must ook to other prisdictions ln pbiain 121E'armamm on trends and dmmrs dnd
then consider whether the results are representative of the situation in Canada. Fortunateiy the
108 data from the U.8. are quite strong. The question remains as to whether or not the American

experience (trends, drivers, ete.) reflected in the BTS statistics is bwddly indicative of what is
' h‘mpemnfr in Canada. :

:s{a 4 Using U.S. Level-obService {ndicators

1lumgh thc:ra are thany similarities between the Canadian and the U S.-air irdvel scc?era thf::ze :
-are {mportant differences as well.: Dissimilarities include the great mismatch in population size,
‘populaiion density and a more concentrated air travel industry sector in Canada. Certainly
airspace and airport congestion is-a bigger issue in the U.S. than in Canada. Congestion at many -
LS, Imbs is an ongoing concern cias»pi‘{c investment in new runways, air traffic management
“technology and re-designed procedires to take advaniage of them. 2 1 the absence of definitive
“studies, however, it is difficult to-diaw any conclusions as to whether or not U.S. data reflects the
Canadian e*&pericnce. '

- 'That said, there is wrtdmly anecdotal evidence to suggest broad wmpimmm are pomb]c While
- -even the largest of Canadian atrporis are not close to the: b% g U S. hubs in terms of passengers or

? Transport Canada recently npdated The Cmmda' Tmfzspm'tzfzéion Acl data r&guiaﬁ{mﬁ (:‘?egu’&:zfim& Amén‘{ﬁﬁg the

- Carrters and Transportation and Grain Handling Undertakings Informetion Regulations, Caada Gazette Vol, 145,
Mo, 8 - Febrogry 19, 201 1) but these chapges 0 not involve the iroduction-of any data 1’eq11iremem§ for air

- passenger lovel-ol-service indicators).
“ Federal Aviation Administration, Capacity Needs in the Nutional Airspace System, 2007-26025
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- airéralt movements,” the primary driver of air (affic (sircraft movements and - enplaned
. opasséngers) is the same-the world overs economic activity. Due to the high degree of economic
integration between Canada and the 17.5., a strong correlation between the business cycles of the
| iwo countries exists. As a result, one of the principal long-term drivers of traffic {(and hence
. delays; cancellations, mishandied baggage etc.) will generally have similar impacts on both sides
"'%jf" the ‘border. Also, bigger Canadian airports and certain air traffic zones also suffer from =
capac ﬁvzcéonstzdmts at peak periods and will also experience similar chailenges during inclement
vscath{,r ' -

_m of ops.ratzonal ticfmmom beth Azr Caﬁaéa and Wcst! et mdlc:au, that Lhey miiuw th

not Just the domestic network: This is a key wnmdsrauon whcn wmparmg da A fmm the two

.-____cozmtzzes {or mdced m mak]zag comparz%om bctwbcn camcr%) in that micmaimna} ﬂtgi“m are
.mimmimna‘i ﬂlghts generally mvulvex lungez Lizsicmws idlgbf aircraft. Wiﬂl Mo passenfferb, .
more baggage peér passeinger, more congested departure and destlm{mn hai:a,s, etc., often reﬂuizmg' e
in reduced Zevei«of -service performance. :

.- -5o while the U. S. data may be broadly indicative of general trends in (L amda, b{df f was unable to
. fz_nd any stiidies to support or refute this hypothesis. The Hmited Canadian data from WestJet and

- Alr Canada ‘suggest that Canadian and U.S. trends are certainly similar. These data similarities
.7 are driven in large part by highly integrated economic cycles and shared weathier patterns in

- Nevertheless, data from iaportant Canadian carriers such as Air Transat and Porter airlines are
 not availabl to develop broader conclusions about the air travel indusiry in
("‘“mada o : :

-_-%’é 5 A éaaw% @fnﬁﬁwm Em%zmmr ?ﬂi;%am Set for Canada

- Wouid a database of LOS indicators similar to the BTS data set be usefiil for Cdnﬁdd The'.j_ -
-answer is certainly yes. Consumers would beneiit in that they would have access to information
" on. the performance of carriers. Air carriers with strong performance would mmzpet then
- showing while weak results would almost certainly spur efforts to improve. The data w(.m.}al also
.-be-a boon for policy makers and researchers working in the air sector. Last but-fiot least, a'LOS -
dataset would be very useful for regulators to provide context for adjud icati ng comp}aimﬁ;--'
- An ideal solution would have the ‘primary air carriers in Canada providé: such LOS data on 4.
© - voluntary basis. To extend this vision a bit further, all of the- information provided by the airlines
- would be in aligninent with a standardized set of operational definitions and collected in the
.. same mannet. Finally, the data frequency would be monthly as this Weaid prm Ade - the ‘at:&.l
mfwrmamm on ‘aﬁ'db()ﬁd; patferns. S s

_ Accordmg to the Airhnes Council 111Tc1mt10mi 'Tomnm $ Pmls‘fm fntm nah{ma} f\zrpmf (YY?} h’mdled 310
o m;limn passengers in 20160 with 419,044 aireraft movements. By way of comparison, the busiest airport in the U5,
. Aindeed the worid} 15 Adlanta Hart ‘«,izeid {ATLY, which processed 89.3 milion passengers with 930,119 aireraft
e mov&me s, :

# Nav C;iﬁadd identifies.the Toronto-Oitawa-Montreal zone as the busiest air traffic corridor i'n Canada.
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- What 1 unknown i exactly what data the cartiers currently collect. While-one can speculate on
- the operational ‘data required 1o run an aicline there is no.certainty-that all airlines collect exactly
- the same data, follow the same operational definitions and collect the data-in the same way. More
" importantly, ‘there is also no indication whether or not they would be. willing to share such

. information with the Agency - even if they had assurances of confi dentiality. . -

A good interiin step, however, s to collect whatever LOS data are available from ‘he dirkines and
- augment it with on-time performance data obtained from other sources such as the US DOT,
- Transport Canada or SITA. This will fill the gap by providing a. genieral snapshot of the air

. indusiry as well as ideniifving emerging trends, Staff recommendations.on a plan to colleet the

_ - necessary data and to present this information to Members are presented in the riext chapter,

Co Protected
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7.0 Recommended Air Passenger LOS Indicator Plan

7.1 A Briefing Note for Members

‘. The proposed briefing note ‘would include three sections: am .
‘excoutive sammary, a section on recent economic and air carrier industry dcwiopmcntq and.a -
‘section on the. LOS indicators themselves. A more detailed description of the content is provided =
Delow, :

= --Summ&m

The first %ecttort Of the pmpo«,e{i briefing will cofitain a short exu,uuve Rummary of %:hé content
with all important findings highlighted for members. A “call-out” box with bulieted headlines
- could also be. cznpioycu here, : '

- Recent ﬁ?w@ﬁapmm&%

" The second section of the proposed buef*ng will b a concise summ&ry of recent macroeconomic
. and other developments that are impacting the air transportation sector, At a-minimum the
- summary will include discussion of the foliowmg :

- Gross Domestic Product. The analysis will cmmpare qmﬂem} gmwth (momh Dver
montfz and year over year) of both Canadian and US real GDP. Canadian national
accounts data is supplied by Statistics Canada while US data is pllbhbhﬂd by the Buoreau
of Economic Analysis. :
® - Air Ticket Price Levels. The Air Transportation wm?onen? of the Censumer Prlw"'
. Index as compared to the all-items CPI as supplied by Statistics Canada. '
. @ Exegenous Shecks. Any exogenous shocks - macroeconomic ot otherwise — that might
. -have an impact on air travel supply or demand either directly or indirectly {e.g., _'voiica.rzic
- eruptions, oll price spikes, currency or financial crises, pandemics, etc.) .
- (Mher Issues, Any other issues sitcwng LOS indicators including. air cagrier pohcy
*technology, regulation or consumer preferences. '

B m @‘E‘amgﬁwm&m% LOS mdicators

'-Tbe third and final section of the proposed briefing will pz*eaent the LOS mdmczmr% preba,n{eci
- previously in this report. The briefing note will contain the latest data for cach of the indicators
- (in graphuchl form) along with a brief discussion. The main indicators {or thah Canadian data
exists include the follpwing:

®  Onstime perfﬁz'mame The monthly on-time performance oi US catrfers comp*lred with’
- guarterly -data published by Canadian camiers (where possible). Slaff zecommends that
I“lgmc 5 (see page 211} be reproduced in the briefing note. :
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Illght Canceiiattons. The momh} y ﬂlg‘m cwuaﬁat;onq wportect by US carriers comp&reti '
- with quarterly data published by Westlet (Air Canada does not publish this indicator),
S Staff tecommend that Figure 9 (sce page 255) be reproduced in the briefing note.
- ». Mishandled haggage. The baggage rate reported by US carriers compared with guarterly -
© data published by WestJet (Air Canada does not publish this indicator). Staff recommend
~that Frgore 13 {sée puge 311) be reproduced in the briefing note.

_ Adc.mona} indicators will be included should data be obtained — in some cases this mziy involve

- an order of magnitude %tlmation

o _.E’fﬁ{%ﬁbadijﬁi‘@nhmms mprovement

The last but vevertheless u key element of ihe ‘«'Iemimr% l}z‘ieﬁng Wlli mvoive asking members
- for their feedback on the briefing along several dimensions:

Overall Relevaney; Is the briefing note still relevant and useful t{)".'Men'ibsrs 7

Content: Should additional LOS indicators be added? Removed? Modified?
“Level of detail: Is there too much detail provided? Not enough?
F Dequency Should the briefing note be provided less frequently? More Ercquenﬂy

' Staff also pzcrpoqe to monitor potential dafa sources (e.g., Trensport Canada, Statistics Canada,

 air carriers, etc.) lo ensure that Members are receiving the most current information possible.

‘Should additional Canadian 1.OS indicators be identified, they would be assessed for inclusion in
the briefing. '

» @ & ©

7.2 Data Collection Plan
Data Sources _ g L S
The data elements required for the briefing and their sources are preseited in the Tollowing table: -

. Table 2: Level-of Service Indi¢ator Data Sources

scheduled me

Heal GDP - | Quarterly | Stafistics Canada .. | Expenditure-based, chain- |
{Canada) -~ - 1 | (Cansim Table:380-000z) | weighted, seasonally adjusted at
E S o S o _ c annuai rates _
Heal GDP - | Quarierly Bureau of Economic Analysis | Expenditure-based, chain-
{United States) 1 (BEA Iinteraciive Data) . | weighted, seasonally adjusted at
o O ) . !ennual rates
CPE-Ar | Monthly | Statistics Canada All-ltems GP| _
Transporiation {Cansim Table: 326-00201) Intercity Transportation - Alr
On-Time Arival | Quarterly | Westat - | Percentage of flight operations
(Canada) . www westieLsonguestenimedia. | arrving within 15 minttes of
S | imvestors/iinancialrepors.shiml scheduled time _
Q;}-Timé Ariival | Monthly us poy o Parceniage of flight oparations
{United States) | | hitp:/fairconsumenostdetgovireports | arniving within 15 minutes of
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| Flight  Quarterly Westlet Percentage of flight operations -
: Cance!iaﬁong IRl I i www, westist.com/guestien/media- canceled
{Canada) o investorsitinancial-reports, shim _ S
Fight Manihly LS HOoT Percontage of flight operations
Cancellations _ | hiprdairconsumer.ost.dot.qovireports | cancelied
{United Statas)- o
Baggage Hate | Quarerly Westdet _ Total baggage reports per 1,000
{Canada} - o wwwwestiot com/auesten/media- enplaned passengers {system-wide)
_ L o 1 vestorsiinancial-reperis.shtml _ o
- Baggage Rate | Monthly. Us poT Totat baggage reports per 1,000
{United Siates) o Mip/alrconsumsy.ost.dob.govireports | enplaned passengers {tdomestic only}
'”’ié"imﬁﬁ

- To prodtzca the dnrzual hrzefmg note, dai a from- iﬁe U& Btzrean of ’I‘mm;}(}rtrﬁmn f':hmatzm dnd '
from Canadian carriers will need to be collected and stored. Since 1 many of the data are not

" published until weeks oreven months after the end of each guarter, Staff expects quartetly data

- collection to occur 2 months after the end of every quarter when most data have been published.

. Fox the amytal briefing; Staff suggests an April-May timeframe as this will allow inclusion of all
+the data from the previous calendar year.

| _ '_'E,QW'E of %ﬁa}ri

-+ Staff will develop and maintain a smriall database 01” ifﬂe atr passengu' f O‘? mdwators % famhtatc
- analysis and production of the annual briefing. The initial development of the: database and
- mock-up of the prototype briefing note is expecled to fake up between 4 and 6 person days of
effort. Otice approved, the ongoing level-of-effort required to gather the data and produce the
briefing note, :prepafc and deliver the presentation is estimated to be around §
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o Apg}erzdm A Qi,zahty and Lweiwﬁfw%mw Th@ﬁ?}f
T hm ap;)cndlx Dbrigf: iy explores. man{,za_cmcn{ sciénce theory f}f quality and Jevel of service lo _-
pmv1de context for the selection of level-of-service indicators. In the first section, a key quality

- -and.customer satisfaction model is pie*-:cmbd aic}nc with emmpies from the airline: industry to
" illustrate the concepts, : :

= ﬁ%&mg@mmi Science ’%“h&@r}f

Al wrporanons attempt to assess and 1ev,poué o then uzstomem needs auci e?{pectatmnb, ’lhc' '
ability to listen to the voice of the customer and respond rapidly can result in a strong
. competitive advantage. Conversely, corporations tha do not consider customer heeds- will |

r;ulc,kiy find {hﬁm&elveb foundering or insolvent. ' g

- The:-viice of the customet is a cormerstone of the quaizzy m{)%mum pamculazi ul?tpha%i?tfti for o
‘exam ple, in Lean Manufacturing and 8ix Sigma’s quality methodology. As shown in Figure Al,
-customer needs and ex pe(,m{mn:, for gither products or services can be divided into five broad -
_ catcgones : '

- Figure Al: Customer N@&{Eg-aﬁd'ﬁxgm@miidm .

Cuidiy

f:‘zi}{;;cu
Hesponsi-
. bilty

Voice of
- the
SUstomer

Dalivery

' Sousosr Ad'apié:d'ft'tjnz' Motorola, Cfoz‘*poratior}f ';"V.\_f’l'iét do Cusiomers Want?" Motorola Uni 'v’e'z'.sity, 2007

1 Quality. The quality of a produci or service refers to specific -features, attributes or
" characteristics such as the number of defects, refiability or availability. It can also include
- more intangible matlers such as comfort, design features, taste and a host of similar
- qualitative attributes. In the context of airline passengers, quality needs will include such

~diverse items as in-flight movie selection, seat comdort and food service presentation.
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2. Saféty and Service, This categoty includes customer needs and requirements associated
- with both product Hiability and post sale servicing, Of course, transportation safety is a
"-'-'_ﬁay concern of passengers; aitline companies, aircraft manufacturers and government
"rcgui'ltors alike. An exampie of post sale servicing in the airline indusiiy s lmw well
- -Lbag age claims are andled. :

30 CﬁSt Inehades - the initial purcha% price as well -as all life cycle costs, repazr < sls, -
- fmancmg terms and the tesidual value. From & customer perspective, value for money in
~the cost of an airline ticket inclndes both relative (relative to other passengers as well as
“relative to other modes) and absolute (maximum price that the consumer is wzilmg o
-~ pay) components. Issues of pm,e fransparency are also included in this category.

- 4 ..Eieiaver} Needs related to product oy service delivery lead times, turnaround times, setup
- times, delivery times and/or delays. On time departure of mrcrdft, arrwal de%ayq and
- _'_"deiays it obtaining baggage are inchided in this category. S :

C.L5. Cor pm‘ai& Social Responsibility. Ca}zpc}l ate Social Rcc;p{mcnbﬂlty (CSR) is mcrcasmgly '
.. recognized as an important need by consumers, The company’s ethical business conduct,
- . environmental impact, regulatory and legal compliance are all _m(:_luded-._m-tbz.s category.

. All aifling companies have integrated quality management into their operations following
-+ different approaches and with varying degrees of success. One U.S. carrier, Sotuthwest Adrlines,
for example; uses a balanced scorecard approach (o achieve customer needs of quality service, |
. Tow prices and strong on-time arrival performance. By reducing ground turnareund the company
_increases its profitability, allowing it to provide low fares. At the same time, fast turnaround
" iranslaies into-a higher percentage of on-time arrivals, their customers’ .sewnd key priority. _
- Canada’s Westlet follows a similar approach, tracking performance against three key indicators -
: of their cmmmeﬂ experience in their annual teport: on time- pe;fonmnce wmpiei“mn vaie and
- -lost bag mim '

K@E&ﬁ&ﬁﬁﬁ?%ﬁﬁ _ _ o -
" Service quality can also be examined from the context of impact on the consumer to answer the -
. question: “what are the differences types of customer: requirements”? This type of analysis
- clearly shows that consumer expectations and needs are not static. While certain customer needs
(g safety) may not change that much, others may shift over time due to a nomber-of factors. A © .
= etter understanding of how and why these shifts occur is hcipful in fooking at the zmpori:mce of -7 ho
- levelof service indicators. g

Noviaki Kao and several quaiity management celimgu&% dwclc;ywa a Li}éwmer'sausfactmn R
 model inthe [980s to explain how consumers react to différent features of a'good or service. The S
- Kano model (see Figure A2 below) can be used o provide 2 more comp lete understanding of l;fze _—
N _'_1mpacts of improving product or service atiributes on overall cu;;t{)mez samiacuon :

. Imits most basic form, customets can be broken into three categories: Bas‘lc Pc?fozmdncc and e
"Dchgbtcrs Basic attributes are those that must be present in a product or service. (e.g., toilet -
Lpaper in hotel rooms} but do not necess&niy increase satisfaction - if the} are. present, ’Ihaﬁe'-_l: S
attributes, which Kano referred to as “mus( be” ~ represent the c,__zs&,tomer\. hd%u, requinet “{ient Fl:}i.'

“ Staying True - Westlet Annual Report 2010, pe. 27 -
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an airlin passeﬁger bamc dliribf}ieb mciude sm,h tizmgs as saffzcaenr space in storagc bm;,
bdggdge arriving mthtm passenger; etc. :

‘é*‘zgwe A2 Kang ‘W@{Eei @f {‘ﬁﬁsi@mw %aéssié{*ﬁm

::uztlafacttan

T R B _
Exampks : *iﬂ«IFI;ghtEntertammem-
. *W‘srmmwe!a;te j

=
sfresChampagne - Performance

Q&ﬁgW

Need UNMET wmmmin:

’\i eﬁ Fulhiiod'

- Basic o
Exaragias
sOn-Thne Arrival -
1 eMisharidied Bags

L‘}issatzs{a{:tmn

K "Soum Adapted fmm Kaﬂo Nonakl Nobuhzku Seraku, Fuato Takahashi and Shmz\,‘m T‘wgz “Aﬁra&tﬁ\’
" Quality and Must-Be Quality” {ranslwiéd from Jopansse). Journal of the tapanese gnuely for Quahty
C‘{)mrol 14 -2 {April 1984): pgs. 39-48.

Kane's performance attributes are features w’mcll when improved, result.in greater customer
. satisfaction, Seat size, leg room and on-time amval performance are cmmp]cs of performance
" attributes in the airline industry. S

The last category theorized by Kano is termed “delighters”, These are attributes -of- a"ser'vice that
are not expected but when present lead to hi gh levels of satisfaction. Conversely, their absence

~* does not lead to-dissatisfaction. Champagne’ served at check in or hefty frequent flyer program
bonuses 10r using online check-in are examples..

Kano - mtcd that customer reguitements change over t1ma mmbuzea fhat ‘were m‘mnaliy -
: “deltgh‘t&rs” {e.g., ndividual in-flight entertainment systems) are now considered. “basic” by the
travelling public -+ at least on-long-haul flights. The airline industry also provides gond examples |
- of the opposite occurring as well.. Whm discount carriers began the practice of eliminating
~ complimentary food service in'cconomy ¢class and legacy carriers ioiiov«ed smi, a former “iaaﬁzc
- dfi?ﬁ}ﬂlc was. trangformed bad{ mto a “delzght{er

_ “Other fadurb ‘can also- lead to lilDi'{‘ fcmporary sh;‘ftq vac!lcr% with dcpariazres that coincide
owith a large blizzard may teraper” thmr expectations about an on-time performance. Tndeed, many -
Cof these passengers. mdy be thmlied 11 their plane departs within an hour of the scheduled o
- departure-time. : o

In examining level of service mﬁmatms it is 1mp<31tant to note 1,}“1at the butk of compiaun‘% from D
- the travelling public received will come from the basic cal egory, Passengers rightly expect their
bags to artive with them ati their destination. While there are expectations concerning
perfmma‘z}ce category ifems,  Kano's model suggests that reactions to these: requirements not
- being met are much less likely _.Eu,;:,encxaie- complaints and must be surfaced through the nse of
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surveys or similar feedback mechanisms. Level-of-service indicators, therefore, will be primarily =
drawn from those aspects of the service that are deemed basic or “must be” by consumers,
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~ Appendix B: Economic Growth and Air _Tr&ffic‘@@méﬁd_' N

: Forecasters modelling air traffic demand typically assess Revenue Ton Kilometres (RTK) for

. cargo or Revenue Passenger Kilometres (RPK) for passengers. as independent variables in their

~analysis, ‘Of course the 11.S. replaces both with the hnperial-based (statute mile)-eguivalent.
Unconstraihed forecasts of these variables following an econometric approach generally include
“the following three explanatory variables: Gross Domeslic Product (GDP) growth, ticket prices
- and exogenons shocks (e, 9/11). OF the three, GDP usually provides the highest coefficient (as
~indicated by the beta from the regression} and the strongest rclauonsth (as mchcated by the

- probability or P-value).

- -Figure Bl shows the zgiaﬁotz%‘!zzp bu‘wecn the year- “o¥ e?»yeal fflowth in quarieriy real GDP in the

¢ US. and the year-over-year quarterly Revenue Passenger Mile for domestic air travel on
" scheduled aitfines. Other thar the period immediately following the Septernber 11,2001 terrorist

~ attacks, the two series.have a very strong correlation with ome another, Tndeed the simple |
“correlation statistic between 2003 Q1 and 20? 3Qlis (} 84 (correlation of 1.0 indicates a perfect
fith. '

- Figure %%'i {wm‘wﬁ’& I GDF «m&i ?&&%ngm ﬁwamw I%’ﬁz%@% i the Ed’aﬁ%e{% States
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